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Abstract

The purposed of this research is to proposed the standard operating procedure (SOP) on the
inspection activities performed in railway industry. Action research was applied in this study
and proposed SOP was tabled to improve the inspection activities. Qualitative and
guantitative data were used to gather data for this research. The qualitative data was
collected during the interview with 3 employees of the railway company. In addition, the
guantitative data consist of survey was have been collected for research purposes with the
12 participants. The theory of goal setting performance management system will be used to
further analyse the information collected (Locke, 2006). The effectiveness of the intervention
will be evaluated once the proposed intervention has been implemented. The expected
outcome is an increase in the number of inspections and the effectiveness of inspection
activities to enhance railway asset performance. Hence, the same SOP can be adopted by
other railway company in improving the services.

Keywords: Employee Performance during the Covid-19 Pandemic, Standard Operating
Procedure, Job Satisfaction, Motivation, Work Schedule

Introduction

Without appropriate asset maintenance, services run high risks of failure with knock-on
effects for user satisfaction and asset professionals’ performance (Markeset and Kumar,
2003). The purpose of the inspection is to identify any degraded asset that can lead to a major
failure, such as a derailment. Inspection activities will help the operator to plan the predictive
maintenance that can safe life and cost effective. The SOP is important to ensure the
employee can produce reliable result, improve efficiency, standardize the process flow and
reduce time in performing the inspection activities.

The company was created in September 2011 and in October 2011, the company
acquired ownership of the Klang Valley railway project from Prasarana Malaysia Berhad
(PMB). The responsibilities of the company are overseeing and monitoring the construction
of all Klang Valley Project including elevated structures, stations and depots. In addition, the
company is responsible to manage the underground works consist of tunnelling and
construction of underground stations.
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The company is working closely with others agencies to develop the project. The
MMC-Gamuda Sdn Bhd is the Project Delivery Partner (PDP) and Agensi Pengangkutan Awam
Darat (APAD) is the supervising agency for the project.

The Asset and Facilities Management Department (AFMD) is one of department in the
company that responsible to ensure the asset was maintain and operate according to the
original equipment manufacturer (OEM) and best practice by the operator. AFMD had
conducted several activities to ensure the full performance of the railway assets. One of the
main activities was weekly inspections to monitor asset conditions to ensure the functionality
of assets. This study focused on increasing the effectiveness and efficiency on inspection
activities by implementing the SOP.

Literature Review

Railway Industry in Malaysia

The railway industry is important because it can shorten travel times and be cost-effective.
On 21 December 2021, Transportation Minister Datuk Seri Dr Wee Ka Siong launched the new
Rapid KL My50 unlimited travel pass. The pass costs RM50 monthly with unlimited travel
along the LRT, MRT, Monorail, BRT, Rapid KL bus and MRT feeder bus in the Klang Valley. This
could benefit about 800,000 daily commuters in the Klang Valley. However, after being
affected by the COVID-19 pandemic, commuters are averaging 500,000 per day. This show, it
is crucial for the railway operator and asset owner to ensure the safety of commuters and the
reliability of the service.

The previous study emphasizes on how to increase the efficiency and effectiveness in
performing the inspections activities. The possible solution is rescheduling the inspection
based on a framework developed by Viera (Vieira et al., 2004). The framework provides
requirements to mitigate disruption risks on a predetermined schedule in a realistic way
(Osman, 2018). The study conducted by Khan, has proposed a systematic Maximum Credible
Accident Scenario (MCAS) procedure for assessing failure scenarios (accidents) within a
process system (Khan, 2003). Standard operating procedure (SOP) not only applicable and
relevant to complex businesses it also covers the minor aspects of work (Ethiop, 2012). Thus,
this inspection activities required SOP in order to guide employee to performed their task at
their best level.

The Impact of Pandemic COVID-19

AFMD was responsible to performed the inspection by weekly basis. The AFMD was formed
in 2016 with six employees and in 2021 the AFMD increased to 12 employees. The 12
employees are required to perform a weekly inspection according to their unit and
specialities. Periodic inspection is also part of the criteria of employees Key Performance
Index (KPI), they need to perform 4 inspections weekly.

The weekly inspection report will be shared with the operator to allow them to take
further action on the inspection’s findings. However, in early 2021, the AFMD fails to carry
out 4 inspections weekly. Failure to achieve the KPIs may result in the lack of monitoring of
the asset. The asset may expose to unpredicted failure and may reduce the mean time before
failure (MTBF) life span. As the result of the weekly inspection, AFMD will highlight equipment
or facilities that need to be replace or repair by the operator.
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The movement control order (MCO) had limited the inspection activities. Since 18
March 2020, AFMD had struggling in managing the manpower during the MCO. AFMD s
allowed to continue the operation however there are several limitations in performing
inspection at stations and depots. Staff need to get approval from head of department and
head of Standard and Compliance department. In addition, staff also need to do swab test
before performed the inspection activities.

Based on interview with the head of department, AFMD should performed 350
inspections per year, however for the year 2021 they did not perform any inspection from
January to March and they only manage to performed 113 inspections for year 2020. Besides
the impact of MCO, there is several others caused that led to this problem such as lack of
manpower and skilled staff and no standard operating procedure (SOP). One of the impacts
of not having a SOP the report submitted to Head of Department (HOD) are not standardize.

New goals or schedule can be set by considering the limitation and current
performance of the staff and the department depending on the circumstances facing by
AFMD. The theory of goals setting made by Edwin Locke stated that when the goal setting is
reliable and relevant to the current environment, employees or organizations are capable of
performing better (Locke, 2006).

Research Methodology

The objective of this research is to improve the effectiveness and efficiency of inspection
activities by introducing new standard operating procedure (SOP) to the employees. The
qualitative data collected by interviewing respondent to gather information related to
inspection schedule, time management, standard operating procedures, technology required
to improve inspection activities and other relevant activities. The data collected by
interviewing the HOD and three other staff from AFMD. Data will also have been collected
during the researcher's observations when dealing with the respondent. The objective of the
interview is to identify the problems that led to low efficiency of inspections activities and the
possible suggestion to improve the performance.

The researcher shall obtain the data from 5 Likert scale rating. Likert scale was devised
in order to measure ‘attitude’ in a scientifically accepted and validated manner (Likert, 1932).
The Likert scale used in this study because the questions is easy, respondent may interest to
participate and it will create appropriate data sample. The survey is made using google forms
and distributed via digital platforms. These questionnaires had divided into 3 sections. Section
A covers on the employee satisfaction, Section B covers on inspector performance and Section
C on the demography in increasing the efficiency of inspection activities.

Data Analysis

The data that has been obtained during the survey questionnaires will be analyse using the
SPSS software version 25. The data analysis of the study consists of descriptive analysis which
will analyse the frequency, mean, median, standard deviation and variance in the study. For
the quantitative data, the data will be analyse using Wilcoxon Test to compare the data before
and after the intervention. In addition, the Miles and Huberman (2014) technique will be use
to transcribe the interview answer gathered during the interview sessions. Both, qualitative
and quantitative data will used to identify the effectiveness of the intervention.
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Developing Standard Operating Procedure (SOP)

The organisation or company that need to be certified by SIRIM shall pass the audit
surveillance. The audit will access on several aspect including the SOP of the company. The
benefit of certification is including the company may improve on internal processes, increase
customer satisfaction, better defined processes and sub-processes and most important is the
company will identify opportunities for improvement. Good performance must be achieved
through the establishment and management of robust quality systems with their integrated
quality documents, including standard operating procedures (Manghani, 2011).

The SOP is the important document in every task performed by the employee. The
main objective of developing the SOP is to ensure all employee perform the work correctly
and in the same manner. A SOP should be available at the location where the work is being
conducted. SOPs facilitate an ongoing application of processes and procedures. Therefore,
even when there are changes in personnel, organizations able to avoid inconsistencies and
safety risks (Frank, 2010).

Conclusion

The standard operating procedure has been implemented to AFMD. The implementation of
the SOP has increased productivity and promote knowledge transfer that leading to the
reduction of errors and improvement of organizational efficiency. This to ensure the railway
is operating safely as designed and directly able to increase the reliability of the railway asset
and reducing the risk of hazards and failures. The Malaysia railway industry is far behind other
developed countries in Asia such as Hong Kong, Japan and Korea. Thus, this study should help
to increase the performance of rail service in Malaysia by providing passengers with a safe,
reliable, on-time and comfortable journey. In addition, the railway operator will save money,
time and resources when the effective SOPs has been implemented in their organization.
Apart from the rail industry, the academic industry could also benefit from this study:-
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