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FACULTY OF BUSINESS AND MANAGEMENT INTEGRATED SYSTEM

FBMIS s an integrated system, which developed to overcome the most of the
problems occurring in the faculty manual system by computerizing the existing

system.

STIS CFIS

f‘ Help users of the system to finish thelr work In the least amount of time

Q0 Necessary for the faculty to keep track of Its day-to-day activitles and records of
O staff tralning, student activities, strategic planning

Baal 2 o (&g Administration
Y Executing analytical tasksls very Inefficlent and time-consuming process,
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COURSE FILE INFORMATION SYSTEM
Work from anywhere

] ®

-®

* Sync your files to the cloud with FBM-CFIS

n Save your files into FBM- G Share with your team teaching
CFIS

Access, share, or work with others in real-time

I hil i files f I ks.
Store files in your CFIS and reach them while protecting your files from loss and attacks

from all your devices.



0]:1: COURS
| URSE FILE
DOCUMENTS i

COURSE ASSIGNMENT COPO-MATRIX : DOWNLOAD FROM AIMS
INFORMATION: RUBRICS: (APPROVED VERSION).

DOWNLOAD FROM A SAMPLE FROM MAY USE PDFSAM TO SPLIT THE

AIMS WITH YOUR OWN DOCUMENT (COURSE INFO AND COPO-

APPROVED VERSION ASSIGNMENT MATRIX)
- RUBRIC

5= FACULTY OF BUSINESS AND MANAGEMENT

S UNIVERSITI TEKNOLOGI MARA, MALAYSIA H
UNIVERSITI TEKNOLOGI MARA D2
ASSIGNMENT RUBRICS UNVERSITY TEKNOLOG! NARA
COURSE INFORMATION Course Name: Student’s Name: Lecturer's Name:
COURSE | R
Course chE' St“demts 1D: Emup' CDRSE COE Pt FACULTY ) ACACENY 'FACULTY OF BUSINESS WANAGEMENT
Confidential ' ’ ) R e L Fm— S ;
COURSE RAME (W MALAT| PENGURUSAN OPERAS! PERKHONATAN Resaurce Perscn ORI BINT) AHIAD JAML
A Rubrics Scale Achevement of WOHE Learing htzomes. Achevenen ofSot Skils Leaing htzomes.
‘Course Lssming Outranes (CLO| ot [z | W03 | LO4 | L0S | D | LOT | LOB | LOS | 581 | SSr | S0 | S | 585 | 5% [ 5%
Course Code OPMS555 1. Assignment (Lower Level) p—
Marks Marks (M) Weignted | C | P | A
Course Name (English) SERVICE OPERATIONS MANSGEMENT [ZEGIEN] Criteria Marks
Allocated 1 2 3 4 5 Obtained
Course Name (Malay) PENGURUSAN OPERAS! PERKHIDMATAN =
. . . leto
Course Level 6 - Bachelors Degree Analytical Skils : : the given task good
given task given lask given task ilustration
SLT 120 Hours
Equivalent fo 3 Credits
Face to Face: 45 Hours
3
Non Face to Face: 4 Hours
Student Preparation Time: 71 Hours
Pre-Requisite Courses No course recommendations Facily Name: FACLLTY OF BUSRESS MANAGEUENT SitVear 200
© Copyigh Lnves Terco WARA e Y218
Co-requisite Courses No co-requisite Courses ksted
Equivalent Courses No equivalent Courses isted
Teaching Period Duration 17 Weeks

Resource Person NORINA BINTI AHMAD JAMIL



OBE

COURSE FILE

DOCUMENTS SRR

JSU : Download from Aims e PROJECT RUBRICS :
(if applicable especially for
final assessment/final exam)

=~ FACULTY OF BUSINESS AND MANAGEMENT

UNIVERSITI TEKNOLOGI MARA, MALAYSIA
TEST SPECIFICATION TABLE (JSU) s
m GROUP ASSIGNMENT RUBRICS
FAGULTY NAIE : FACULTY OF EUSINESS MANAGEMENT [ CRITERIA | INDIVIDUAL | GROUP SATISFAGTOR CTP A WARks
POOR MODERATE EXCELLENT ALLOCATED
(U] @) (6)
Tdentification 2 g Abloto | Able to identiy Abie to
of Main hty | and understand | identify and | identify and
Issues/ Unable to identify | identify and | some the issues | understand | understand
COURSE CODE OPM355 Problems andunderstand | understand | incasestudy | mostthe | all the main
COURSE NAME SERVICE OPERATIONS MANAGEMENT FINAL EXAM FORMAT the issues in case | the issues in issuesin | issuesin
study case study
LEVEL © - Bachelors Degree Exapivation | part | gaeor 1 C ‘mm Analysis of 30 30| No analysis of the Insightful
CREDIT 3 - “" 1 z ! = ) the and
aper - Issues thoroughly
EXAMINATION
DURATION 180 analysis of
the issues
SEMESTER START Semester 2 201972020 (Mac 2020) Provide % 30| No suggestions Weil
NUMBER OF 5 suggestions |
QUESTIONS on the case study and
QUESTIONS LIMIT 15 QUESTION LEVEL appropriate appropriate
solutions lutions to
ACTUAL TOTAL MARKS 33 COGNITIVE LEVE the
ACTUAL TOTAL MARKS the Issues in the
FINAL TOTAL MARKS 100 3 3 bues in the pr cases
% MARK 40 ROPOSED % VARKS ase study
NORINA BINTI AHMAD JAMIL , 23-Jan-20 /
PREPARED BY 4112 AM.
iadequate ate | Significant | Exceptional
sffortsto | adaptationto | adaptation | adaptation
cLo1 : Explain the concepts of service operations in an organization. relate to to
cLo2 : Analyse methods and techniques by using analytical tools specific to service industies. ies | theories / relate to relate to
cLo3 Demonsirate autonomous learning through service elements in an organization concepts theories. theories /
o FayETEV  F— soncepts Iconcepts | _concepts
oo Members: Sate:
et
TEST SPECIFICATION TABLE (JSU) [ emetem | e [ e [setes
[ o |
FACULTY NAME : FACULTY OF BUSINESS MANAGEMENT [FORMAT
cover page Tl ot Comtons Acinamcgement wos oao7|e s ez o2
lLeftbound, doubls ed Arial 11
oo or serosr
recccn, gzt o Sackgune, argmon R Y
QUESTION []JF-TludFﬂqu.m-MiWF&ge\] MCQ - Multi Chaice Queston (1-3) . MTF - Multipie True/Faise Question (1 5), FIB Flt\mellnhgu-ll =
e SA - Shart Answer (1-5) . S€ - Shor Estiy/Short STUCted (520) - LE - Long EssaylLong Stuctured (5-30) . ELE - Extréma Long Essay (30 - 100) §
o FEPEPEEY PEPEPY FEFEN
Fme
wo | | ™ - - L L] L] L = L o | ™ cused on fingings found identification of problem 0 s 8 7)s s a3 32 1
R N 0 0 0 I I L e 0 e I I I O e o A R G L A S D G
O L ) v of the problem exists 9 ¢ 8 7fs 5«3 2 3
2| m e [oer [ |2 INE] IMENDATIONS
= 7
B E o s oz 7|e s a3 21
[ [ [ | : = sl Fuure Eects
las [Pessie present efecrs
EN N L T
s (v | ame | vaee | 2ee il N ! IR E] [etten
=T s s s 7]s s a3 21
o me | aee [ vaea | e L . IR EY
G LN e
G I L L) st et g, el g
3 i soas a3 a2 oas
R EETRED] el 1= - IR ES s
et oot e e enign b e 1t v 0 szt VR DU .
= === W = w = W D N o
s cor s o oo s s AUV PO D
® . Tome ar SUESTION TYPE o vong s on s i ding
TMHR - TIMEFZF) " MARKS e p———
e v s tescon i s e cotac, sk ks
% - TMECH) ® PART s e — P T EETE
X% . EXAMGH) ep PAPER
™ - NUMBER OF QUESTIONS ™ ACTUAL TOTAL MARKS = 0
QN . QUESTION NUMBER




OBE

COURSE FILE
DOCUMENTS g

RUBRICS : General Rubric for SLT: Download from AIMS

all categories (where (approved version)

licable)
| FAGULTY BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA, MALAYSIA
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA, MALAYSIA CLASS PARTIIPATION RUBRICS
‘Course Name. Groug's Name: [ tecturer's Name:
CASE STUDY ANALYSIS
(Written report) Caurse Code: Students’ Names: Geoup: |
‘Course Name: Student’s Name: 1§
Conrge Code: Studeat’s ID; ¢ CLASS PARTICIPATION: All Lavel SLT-OPMSS5 SERVICE OPERATIONS MANAGEMENT
Marks (M) Welghted e
(@)
Criteria i 1 2 4 Darks cle|a ¢ ey
EVALUATION FOR SEMESTER 1 -2 3 & Obtained s
Wt () FREQUENCY OF 25% | -Swdewtsiste | -Stwsenrmely | Swentifistes | -Student miises | -Student nlisies
Criteria Poor Moderate | Satisfactory Good Excel | PARTICIPATION it contibubon | iniliste eontrbion | contribution at contiibution once | contribution Teaching and Student Preparation Time
INCLASS and requires and reqires leastin hall of the | n each mae than ence Total
Tad. | Growp [} & @ “ s o ot | ainadlr i probe | reckations rectaon i each reckaton " o Topies = - = e
v [T i & i o
Able 10 Ableto e .\ & ang | Mostyawiing | amarssrting |57 T oo o ers Gperad b —
s |ttty | 0y | ety | L pegmay  [SeNom, [STRI | Smwaris [ (- e s
identify identify 4 . " ipan o | 5 o A
Identification dentifyand | identifyand | (0O | andunderstand | | S0 ik oniherer | pscarons | Tokunoers pont of | e etonteess | oty 2 : A2 :
of Main Issues’ | 40 | 30 | understand the | understand the | U most ofthe volurteers pontof | valunteers pontof | vew pointof view | voluntesrs point
some of the ofthem b 33 7 7 17| 7
Problems issues incase | issues in the the | issues mcase view View view e 4 4 ] 4
o e isuwsinthe | issues in
study y - y e an 515 Tayout of srvics Fcilies 3 5 i 5
Releant | Completsbut | Insighty e e s o 3 s 3| o 3
Discussion of No discussion of | Moderte discussionef | ok | thorougl
s0 | 40 discussionof | some of the
Issues e | discussion ofhe | discussc b o o 3 o o 3
ssues isslies in issues allthe is 8|8 Managing Waiting Lines § o] s Bl 3 [ s
i 9o E of 3] 6| E] 0l El
Well-th3TgT 10, Bulding 2 worid-dlass service I R
% r ; ;
Provide 0] 10| Nocommens | Wadecuste | Adequate | Relevant and highly " - S - - :
comments comments comments. comments. relevant Time perweek 3 o 32 64| 32 o 32
comments £
Routinely
& v contribute No Assessment Type Assessment Description F2F NF2F SPT(NFF) | T
Never contribute | Rarely g:g"’h‘:':”’ ;'::‘“"hv“m dens, | conStrctive S| eF
Teamwork Na | a0 | Mesand [ o et “ st o bock g 2 £ B
¢ d Sgnmen opic review
(Group Work) pertorn tisks : e o B B B B
FACULTY OF BUSINESS MANAGEMENT fest frest2 o o o o
b UNIVERSITI TEKNOLOGI MARA, MALAYSIA = = n =
Total: 0 | 10 [Fotal ST Hours 120]
FIELD TRIP RUBRICS Total F2F Hours 5|
[t NF3F Hours 3]
Course Name: Student’s Name: Lecturer’s Name: ol ST rours |
MO Credit 3|
Course Code: Student’s ID: Group:
MNotes: 1. * F2F = Face-to-Face 2 ** self- fr i and he i1l d lecture/ Iab, / tutorial and

testand evabuation

1. Field Trips (Level 1)

— — R e
G e e e
o) . § < \ |
N 2.\ Voooe | o
Paccpoion | 35% icivoton | perticpacion | "ol | pericnate »
N contribute sty o | contrivute
ideas, Sontibute useful a2
attend ttend occasionslly | yirend most m:’d""
S R B bt [t




OBE RESULTS
| COURSE FILE
FOR RP

AVIGATION

Course Summary

CDL-Cal: DOWNLOAD FROM

UFUTURE A= e s Course Code OPMS555

Course Name SERVICE OPERATIONS MANA
Course Content

-- No Introductory Video Currently Available --

Choose your group level (lecturer)

and program level (RP) .

Cont. Assessment

Fi" up OBE_SCL Survey Learning Activities NORINA BINTI AH...
Fill up COPO-LOKI survey R ¢
Fill up CQl form course Forum . Resource Person
Online Class
Group Course Summary
CDL'CQI: Course Description
TAB FOR RESOURCE CDL-CQI
PERSON

Lourse be'['ung Thic crarca abemne o cenene ol iemcle athdtine #lhat aea nd

© 2014 ~ 2020




OBE RESULTS

COURSE FILE
FOR RP

) Course Forum

CDL-CQIl: FROM UFUTURE (&' Online Class

CHOOSE YOUR GROUP LEVEL 8 Group
(LECTURER) AND PROGRAM LEVEL
(RP) .

Join Group
BA2443C ( 202021 )
Announcement

CDL-CQI:
TAB FOR LECTURER ‘



OPM555(BA244)

OBE RESULTS
| COURSE FILE
FOR RP
P —

CDL' CQI: Campus Semester Programme Course Total Student
CHOOSE YOUR GROUP LEVEL

(LECTURER) AND PROGRAM LEVEL e e P B
(RP) .

Fill up OBE_SCL Survey

Fill up COPO-LOKI survey Overall Achievement
Fill up CQl form

Course Grade Entrance Exit Survey OBE-SCL Implementation C0-PO-LO-KI Alignment

Result 4 (VERY GOOD) 2 (FAIR) 3 (GOOD) 3 (GOOD) 5 (EXCELLENT)

Continuous Quality Improvement (CQI) Report

Action(s) to be taken (Process, Timeline (State

Procedure and/or Mechanism for Date) & Person
Critical Issue(s) Factor(s) Contributed to Issue Monitoring) Responsible

no issue, the students | Even though there was a problem using ODL method somehow students are | Will strengthen the process and the | SEM Oct 2020 to Feb m

were able to adapt with | able to produce their work aligned with the course assessment design by the way of conducting the QDL with 2020 LO Kl TA B
ODL. RP. student

Add CQ

COMMENT

CQl TAB



CDL-CQl :
Click Print PDF, save and upload.

E) CourseFile
Information

[E) TeachingFile
Information

COURSE FILE

FOR RP

Course File Information

Category OBE Result v

Semester Code 20202- SESI22018/2020 |+

File Type CDI-Cql
\ Q

File
coL-cal
Coursework Assessment

LEI5
SUFO Result

cpL-cal [E) CourseFile
Information (KUK)
AUDIT RESULT
Group :BA2443C Printed By :NORINA BINTI AHMAD JAMIL
Course Code :OPM555 Printed :2020-11-11 11:23:02
Programme :BA244 Dashboard
Campus :UiTM Kampus Puncak Alam
Semester :Mar 2020 - Sep 2020 (DEGREE AND MASTER) Course file
Information
Overall Achievement
Course Grade Entrance Exit Survey SUFO OBE-SCL Implementation CO-PO-LO-KI Alignment
4 (VERY GOOD) 2 (FAIR) 3 (GOOD) 3 (GOOD) 5 (EXCELLENT)
Exit - Entrance Survey (Frequency)
Score Gap -4 -3 -2 -1 0 1 2 3 4 20th Percentile 80% students Above Value CDL Indicator
Frequency 0 0 0 5 35 5 32 85 47 41.80 1.00 2
Student Feedback Online (SUFO)
Score Gap 4 3 2 1 20th Percentile 80% students Above Value CDL Indicator
Frequency 185 257 0 0 88.40 210 3




OBE RESULTS
COURSE FILE

FOR RP

COURSEWORK ASSESSMENT : EXCEL
TEMPLATE/ERES/GOOGLE FORM OR
ANY RELEVANT TEMPLATE.

COURSE ASSESSMENT OPMSS5-BAZA43C SEM MAC 2020 TO SEPT 2020

Name © TesTi/ion | e | Testa/isw | % ASSIGNMENT 1710% 0% ASSIGNMENT 2/15%. ToTAL/S0% |
Abdullah Akmal Bin Abdullah Zami I 40 1350 [T 68 ll
At fkrt o 1350 a 5
Ahmad Al Hafiz Bin Ahmad Al Juhari 40 1350 ” 75 i
Rina Fatieha bintl Md Zulman 7 1050 a 5
ANIS EMYLIA BINTI SABRI o T 7
Athir Khuwarizmi 90 1 8
farah (znl amani binti ahmad bus a 5
FATIMAH BT MOHAMAD 1SA X E i 11 9.2
FATIVAH ZAHARAH BT 5 [T 1 35 1 a1
FATIN F2ZAT1 BINTI MOHD ZAKI 1 o 1 0
|NTAN NUR CAMARINA BINTI Y T 13 95 i a
T MARK - SESSION 20202 ) - N 1F1 BIN ZAINUDDIN . 78 1 3
" . This document is confidential. ohamad Syahir ohd kamal 11 7 i 40
CAMPUS : B8 - UiTM Kampus Puncak Alam Date Time Printed : 26/08/2020 12:13:40 [MOHAMAD ARIF 1 ] 1
COURSE CODE : ASM453, GROUP : BA2322B Printed By : 230074 ohamad in 20l 2aince Shah '
Mark : i i Page 1 from 2 Bin Abdul All 13 1
uhammad Alif Irfan Bin Ahmad Yunus el
2| X 11 1
uhammad Wirza Bin Bahkri . 1 1 a
Weightage : 20 30 20 30 [NALIN| HASYA BINTI NORDIN . . . 1 3
- NOR AZIRA BINTT X T 1 m s 1
Fullmark : 100 100 100 40 : T T <
Description : Article Review Rolo Play Case Study Onlino Test ur Adilzh bint Darusman [
CLO: cLoz cLOz cLO3 cLot L, 2] I 7+ [ 1275] 225 |
PLO: PLO§ PLOG PLOZ PLO1 Total i rohani bt monhd nasir T 3 X T vy
12019804876 - AHMAD BIN KAMARULZAMAN 80 785 66 37 80.50 /AN NUR SYAHIDAH BINTI WH MOHD GRAZALT X X X [X]
22019290154 - AIDA MAISARAH BINTI ROFFIE 80 78 755 35 8275
3.2018200418 - FATIN HUSNA BINTI MOHAMAD MOGUNI 87 64 795 29 74.25
4. 2019267676 - HAZIQ AZHAM BIN AZANA AZHAR 90 88 66 32 81.60
5. 2019256814 - MUHAMAD FAKRUL AIMAN BIN ABDUL RASHID 80 89 86 325 80275
6. 2019256246 - MUHAMMAD FAISAL ALIF BIN ROSZAIMY 86 685 66 29 7270
7. 2019475676 - NOR AISYAH ASYIRA BINTI NAZLI 95 73 81 325 81.475
8. 2019219686 - NOR ATIKAH BINTI ISHAK &7 T2 795 345 76775
9. 2019627496 - NOR SYAHIRAH ANIEZA BINTI NORHAROZ| 97 775 755 315 81.375
0. 2019256328 - NORAIDA YASMIN BINTI AIRI 90 7 755 75 63325
11. 2019253366 - NORAISYAH BINTI JOHARI 88 725 795 3 78.50
12. 2019612562 - NUR AINI BINTI HAPIZ 87 75 755 205 77425
132019218078 - NUR IZZAH HUSNA BINTI RAMLI 67 78 7 305 80.625
4. 2019268056 - NUR NADIRA BINTI ALIAS 81 85 77 3 84.10
15. 2019627532 - NUR SYIFAA NAJWA BINTI YUSRI 90 80 81 38 8520
16. 2019653986 - NUR SYUHADA ASYIKIN BINTI KAMDAN a2 785 77 33 82.40
7. 2019253786 - NURUL IZZAH BINTI MOHD HISHAM 8 54 785 25 72025
182019601706 - PUTERI NUR AINA BINTI ASMADY 67 &7 7 3 76.20
19. 2019627276 - QUTREEN NABILA BINTI ABDUL AZIZ 93 3 77 35 84.925
20. 2018253654 - RAUDATUL FADZILAH BINTI ABDUL MANAN a2 80 81 35 84.85




v

OBE RESULTS
COURSE FILE

LE15 : PRINTED FROM ERES SUFO RESULT: DOWNLOAD FROM UFUTURE WITH
OR RELEVANT TEMPLATE ITEMIZED QUESTIONS AND ANSWER.

| RP : REPORT BY COURSE (FOR ALL GROUPS)
.
UNIVERSITI TEKNOLOGI MARA
MARKING REPORT LE1S
.
TEAM TEACHING: REPORT BY COURSE GROUP
Facure BA- FACULTY OF EUSNESS AND MENAGENENT Dl T P - s 21544
CUPS . s Pk Pidly - DO NORAZHENTI D
PR — (INDIVIDUAL GROUP) OR BY LECTURER
RS e Ths el gt pareeea
s ok etbe caied, derbutedcrprocuced i whoe o 1 par, s passndin
ol 0 y . -
e aytidaty Students' Feedback Online - SUuFO > SuF0
Please be esponsie and 6o nct el o e publ. Dscipinary peossdngs
‘il e rialed and disciinary acton wil be ke n espect o any eaking of
B SUOND PRI N WRK GED AONIS PROGRMME  STUYMOE  STATS
- Select semester: Oct 2020 - Feb 2021 (DEGREEAND MAS v
1| mwosn | 7| eBNRMRLAM L e L v
o | s | 7| owwAssBNTIRGFRE an| oA || B FolTne W
| s | 2| ATNHUSMENT IOHMMDNDEN L L I FolTne W
| m | | wooAsEn Az N N L L o ¢
5| st | 7| WUHAMDFARUL VKN BN ABDULRASHD ol oA || B FolTne w
6| mmme | 7| MSAMADFASAL AL ENROSIAMY H B | A% | B FTne w Report by Course Report by Course Group Report by Lecturer
oo | L | woRAstaASYRA B e SRR L v
.
g | mms | 1| MRATKHEIISHK m oA | W | e FalTne w Sh
P R P — WA |4 | B | FdTme W ! Student's Feedback Online (SuFO)
2 Kod Kursus / Course's Cado : OPMSSS Kampus / Campus :
t @ gil. Respondon / Respondonts : 102 BB - UITM Kampus Puncak Alam
| zwsm | ! | veanswenmar i | 8| A | e Fol Te w No. Course PartA PartB A
Pt [ serm e | goifay [ pursn cor | rurssa wma
RN ) — I AR Fd e w -
v | mwee | 1| Meawsmaez L FlTng u N - = o
) OPMS = ==
| mwem | | MREZMHSHENIRAL SRR L v OPMS
| mwee | 1| MRMORAENTIALS N FlTne w 5 = = Tn7) £
5 | a1 | MARSIEANANARNTIER LU I FTie w Showing 1to 2 of 2 entrie ° o
| mmwsss | | MRSHMAOASYINENT RADM R N L L v
1| mwe | 1| WAL EZWENTIIORHSH e FlTne u
| moms | 3 | o e ssuy w AW wm [ R | W - - -
| o | 1| cUTERNMBLABNT UL L N Fllne o 5 T T 5z = e
| | [ [ = ] == I
| I I |
| | | | e




TEACHING

COURSE FILE
MATERIALS .

o TEACHING MATERIAL :

« CHOOSE ANY OF : CASE STUDY/HAND
OUT/ NOTES/ OTHERS THAT RELEVANT TO
YOUR SUBJECT

* LABEL EVERY CHAPTERS APPROPRIATELY

Irecorays)

OBE Documents OBE Result Teaching Materials Assessment Final Exarm Program Study Plan

No Semester Code Chaptor No File Typoe FilefUrl Link Date

1 20202 1 Notes CHAPTER_1_WHAT_IS_CS-0 09/09/2020
2 20202 2 Notes CHAPTER_2_THE_CHALLENGES_OF_CS-0 09/09/2020
3 20202 3 MNotes CHAPTER_3_PROBLEM_SOLVING-0 ogfog/2020
4 20202 4 Notes CHAPTER_4_STRATEGY_FOR_FORMULATING _A_PLAN_FOR_SUCCESS-0 09/09/2020
5 20202 5 Notes CHAPTER_S_EMPOWERMENT-0 09/09/2020
5} 20202 5} Notes CHAPTER_E_COMMUNICATION_IN_CUSTOMER_SERVICE-0 09/09/2020
7 20202 7 MNotes CHAPTER_7_COPING _WITH_CHALLENGING_CUSTOMERS-0 ogfog/2020
8 20202 8 Notes CHAPTER_B_MOTIVATION-0 09/09/2020
9 20202 9 Notes CHAPTER_S_LEADERSHIP_IN_CUSTOMER_SERVICE-0 09/09/2020
10 20202 n Notes CHAPTER_N_TECHNOLOGY_AND_CUSTOMER_SERVICE-0 0g/09/2020

ot [ T]



ASSESSMENT B COURSE FILE

FOR RP.

TEACHING FILE
FOR LECTURER.

o TAB ASSIGNMENT/PROJECT/QUIZ:

Information

¢ To UPLOAD THE INDIVIDUAL / ] ReportByProgram >
GROUP/QUIZ/ CASE STUDY

OBEDocuments ~ OBEResult  Teaching Materials ~ Assessment  FinalExam  Program Study Plan

/ R E F L ECTI V E PA P E R/ P R Es E NTATI O N No  SemesterCode Ranking File Type FilefUr! Link Date Status

G U I D E I_I N Es ETC . ( FO LLOW C I) 1 20202 Assignment ] Assignment_Guideline_] 23/07/2020  Updates
7 20202 Assignment 2 Assignment_Guideline_2 23/07/2020 Updates
3 20002 Project Project_Guideling 05(10/2020 Updates
4 20202 Highest Somple Assessment Project_Sample_highest_Noor_lzzati DS,’WO]?OQD Updates
5 20202 Highest Somple Assessment Online_Test_Semple_Highest_Muhammar_Yossir_Dee 07/08/2020 Updates
6 20202 Highest Sample Assessment 1 Reflective_Assignment_1_Sample_Highest_Hanis_Marhaini 14/08/2020 Updates
7 20202 Highest Sample Assessment 2 Reflective_Assignment_2_Sample_Highest_Hanis_Marhaini 07/08/2020 Updates
8 20202 Lowest Somple Assessment Online_Test_Sample_lowest_Mohd_Fadhel_Mohd_Drus 07/08/2020 Updates
9 20202 Lowest Sample Assessment 1 Refelctive_Assignment_1_Sample_Lowest_Anis_Fariha 07/o8/2020 Updates
0 20202 Lowest Somple Assessment 2 Reflective_Assignment_2_Sample_Lowest_Mudrikah 07/08/2020 Updates

- e



COURSE FILE
FOR RP.

ASSESSMENT B

TEACHING FILE
FOR LECTURER.

2 20202 Assignment Guideline  Assignment_Guideline_2 23/07/2020  Updates  [#]
2 ]
3 20202 Project Guideline Project_Guideline 05(10/2020  Updates  [#]
i
4 20202 Highest Sample Assessment-  Reflective_Assignment_1_Sample_Highest_Hanis_Marhaini 14/10/2020 Updates D/
SAMPLE ASSESSMENT: Assignment il
5 20202 Highest Sample Assessment - Reflective_Assignment_2_Sample_Highest_Hanis_Marhaini 14,’10[2020 Updates @
Assil t 2

« SAMPLE STUDENT’'S WORK FOR e -
B 20202 Lowest Sample Assessment-  Refelctive_Assignment_1_Sample_Lowest_Anis_Fariha 14/10/2020 Updates 7
ASSIGNMENT/PROJECT/QUIZ/PR sampe s Z
ESENTATION/CASE » ”

7 20202 Lowest Sample Assessment-  Reflective_Assignment_2_Sample_Lowest_Mudrikah 14/10/2020 Updates
STUDY/REFLECTIVE PAPER WITH Assignment 2 ]
RAN KI N G —emtes Sample Assessment-  Reflective_Assignment_1_Sample_Moderate_Siti_Rafeah 14/10/2020 Updates q
(HIGHEST/MODERATE/LOWEST) Aesignmentt J

° U P LOA D U SI N G P D F o R U RL B 20202 Moderates ~ Sample Assessment-  Reflective_Assignment_2_Sample_Moderate_Mohd_Fadhel  14/10/2020 Updates

#

o Assignment 2 'lf'ﬂ
10 20202 Highest Sample Assessment-  Project_Sample_highest_Noor_lzzati 14/10/2020 Updates g

Project ﬁ



ASSESSMENT | COURSE FILE
FOR RP.

TEACHING FILE
FOR LECTURER.

2 20202 Assignment Guideline Assignment_Guideline_2 23f/07/2020 Updates /|
2 [111]

TEST : A SAMPLE QUESTION S e p—

AN D M o D E L a 20202 Highasl Sumpls Assessment - Reflcct‘lvo_AssignmDnt_1_SumpID_ i H OW To LAB EL Y U R
ANSWER/ANSWER SCHEME. Assignment ASSIGNMENT/PROJECT/QUI

=3 20202 Highest Sample Assessment - Reflective_Assignment_2_Sample_Hi Z/TEST

Assignment 2

B 20202 Lowest Sample Assessment - Refelctive_Assignment_lI_Sample_Lowe
Assignment 1

7 20202 Lowest Sample Assessment - Reflective_Assignment_2_sample_Lowest_Mudrikah 14/10/2020 Updates
. . P . - Assignment 2
Districts must also perform risk and “impl it planning.”
Superi will desi, a ity as a liaison between the district and
the state and parents. B 20202 Moderates Sample Assessment - Reflective_Assignment_1_Sample_Moderate_Siti_Rafeah 14/10/2020 Updates
Assignment 1
(Sources from wvw securi cazine com/news, es, March 11, 2020)

-] 20202 Moderates Sample Assessment - Reflective_Assignment_2_sample_Moderate_Mohd_Fadhel 14/10/2020 Updates
Assignment 2

10 20202 Highest Sample Assessment - Project_Sample_highest_Noor_lzzati 14/10/2020 Updates
Project

ad aN s ad &l

TEST QUESTION st

Based on the case study, answer the following questions.

BA/IUN 2020/ASMESS

QUESTION 1
QUESTION 2

As a cybersecurity coordinator of the Texas Dep of you are Explain the strategy that can be used by the schools for risk transference.
responsible to design a cybersecurity mitigation planning. Describe the strategy of this
mitigation, (6 enarics)
(20 marks)
Ostsomurcing can be wsed for risk transference when an organization chooses to hire an ISP or
QUESTION 2 a conswlting organization jfor products and services swch as server acguisitiornn and

atiorn, Web de . maintenance, and administration. and even InfoSec
Suncrions. This allows the organization ro transfer the risks associarted with managing these
perience with those risks. OQutsourcing can sRiff

jce-level arrangements.
(6 marks) M o D E L “ (I(:e,.g;jj, strategy: I mark)
ANSWER/ANSWER

Explain the strategy that can be used by the schools for risk transference.

QUESTION 3 (Explanation of the strategy: 2 marks)
(Reasomns: 3 marfs)

Explain the types of measures that can be used for InfoSec management measurement

programs.
012 ) SCHEME
sed for InfoSec m ment ment
programs.
QUESTION 4 (12 marks)
- O Fzeali K . rh o = X
Describe the ded process for the pment of InfoSec measurement program rganizations use three nupes of measures
implementation recommended by NIST. I those that determine the effecti 55 of the ion of InfoSec policy,
(12 marks) 2. those that determine the effectiveness and/or efficiency of the delivery of InfoSec
services, and
3. those thar assess the impacr af an incident or other security event on the organization

OF s mIsSIon.

(Tdenrify measures: 3 measures x 2 marks = 6 marks )
(Explanation of each: 3 es x 2 ks = 6 Fes)




FINAL EXAM

COURSE

FILE/TEACHING
FILE

 SAMPLE OF FINAL -
ASSESSMENT/ FINAL EXAM
QUESTION AND ANSWER FOR o TN
THAT PARTICULAR SEMESTER .

 FOLLOW STANDARD FORMAT :’“in
FROM EXAM UNIT ' z S—
(DOW N LOA D F RO M LI B RA RY INSTRUCTIONS TO CANDIDATES S ESTO

This question paper consists of fivi a) Identify any four (4) foundational premises of service-dominant logic and provide a

OR FROM FBM'S EXAM UNIT) & comoinn | 5555

2
o Discuss any four (4) challenges faced by an organization to transform their business
3 Do not bring any material into th in competing through servitization.
invigilator. (10 marks)
4 Please check to make sure that th QUESTION 2
[ J
" a) Explain any two (2) customer’s features in the service encounter triad.
i) The Question Paper (10 marks)

i) An Answer Booklet— provic

b) Determine any four (4) service profit chain relationship elements.
ASS ESS M E N I Answer ALL questions in English. (10 marks)

5
QUESTION 3
a) Discuss any four (4) characteristics of yield management.
(10 marks)
b) With the aid of a diagram, explain the four (4) types of forecast movement or
behaviour in the service industry.
(10 marks)

QUESTION 4
KFC's Mobile Shopping App Sees 80pc of Users Placing Orders via Mobile

Kentucky Fried Chicken launched a mobile wallet earlier this year in Britain and has seen
positive results, including better customer service, mobile experience and relationship



PROGRAM

FOR RP

PROGRAM STUDY PLAN :
A STANDARD FORMAT
FROM FBM HEA

FACULTY OF BUSINESS & MANAGEMENT
PROGRAM STRUCTURE MARCH 2018
BACHELOR OF BUSINESS ADMINISTRATION (HOMS) OFERATIONS MANAGEMENT . BAZes
SEMESTER 1 SEMESTER 2
Treai | Contad Tream | Comtact
Componants: Cods Coursa Units | Hours Code Courss Units. Hours
Compulzony rModules [ECITEEEY o burikuiom 1 1 2| Computsary seodules __|HFD132 s ssrcutiom 1t 1 F)
[Tac/Tmc acs Thira Languange | 2 2 [racsmmcass [Thard tanguange 1 2 2
cTussz Faizafah Dan Isu Semasa 2 2 eLcsoa [Ergien for crtical Acsdemic Reading 2 2
care nECans Financal and Reperting 3 3| core. Ecoais E 3 1
Lawa 16 [Business Law 3 a Fina2n Financia ent 3 a
nstassa End User 3 a Hmnasas introductian ta Human Resaurce Mansgement 3 a
MKTa20 [Principies and Practices of Marketing 3 a R ) Busness 3 a
MET220 [Frinciples and Fracticss of Managemen: 3 a
Bective oo [Eincts 1 3 F]
[Total I ET) 26| Toea F) =5
1
SEMESTER 3 SEMESTER 4
Trean | Contad Croan
Components: Code Course Unit= | Hours Code Course Units.
[Compulzony Modules wPO234 Xo-kursm 0 1 3| Computsary seodules __|CTUSSS hayatan Eska dan Feracaban I 3 F]
T Engieh for Oral Presentations 2
[Tac/Tmcso1 [Third tanguage m 2 2
Care Fitsas [Fessoral Financial Planning 3 aCore [ErnTaan [Frincipies = 3 E]
[Gccupationa safety. Health and Enuironmental
oPnasan seanagement F! a racTsss Business Anatyscs 3 a
) 4 4 ) [Supply Cham Logisics Managemem 4] a
) gemment 3 a ormsas [Froductan Planning and Contral 4 a
censss service Onerations Management 3 a ormss2 [Business Process and innowatian Management af a
Eective uBsnes oigitad waridarce 3 a
Elective e Sective 2 3 3[iChocse One Only)__ [enmsss il Entreprenuerships 3
rcrsse [Digitad M acketing 3
[Total =4 28| Toear = =5
SEMESTER & SEMESTER &
Treaw [ Contaa Trea
Componants: Coss Course Units | Hours Code Courss Units.
THEs Engish Exi Test [ o
Care METEST [Satege Manageme 3] aindustrial Traning racTEss [itership 13
MGTEE Research Methods 2 a
[Guiality maragement 3 a
) Praject Management a a
[oPmeaz Erterprize Rescurce Planning 3 a
EaEE] t.sus-a t 3 a
[Elective Lo [Eective s | 3 3
== 1 1 4] 27| Total | [
Tredi
o Units: GRAND TOTAL (EREDIT HOLRS) 1z
Thoduies 1% 17|
[Core az% 50| DATE: Marg
] 26 az
Eicciives 107 12
inchustrial Traming 100 12
[Totat 100% )




TEACHING
FILE

TEACHING FILE

FORA
LECTURER

STUDENT’'S ATTENDANCE: LESSON PLAN
« PRODUCE FROM GOOGLE

FORM/UFUTURE/GOOGLE

SHEET/SIMS

Semester March-Jul 2020 (Covid19)

Tinesiamp Nane Mirix Number Date Tine iy Tise Ot Grow
4152020 WST17 Mubamemad il Bin Uz g1y 4152000 20000AM B
AN52020 145131 NUR EWANI SHAHIRA E 2019702425 4152000 210:00 AM BAZAIA SERVICE OPERATIONS MAMAGEMENT | Course Content
4152020 MS138 NUR NADZIRAH BINTIM 201982075 4152000 20000PM B (subject to changes)
4152020 WS201 Nur Zusinha Alioeh Zahve MRz 4152000 21000AM B « OPM555 _
4152020 145206 1238 Husna binh Shaibor 2019461778 ansane 200007 BAZAZA ‘\ Week ‘ Topic Study Plan
41572020 WSZ13 Norsuhans Hanah 20170181 4152000 20000PM B
4152020 5331 NUR FASHILINEINTI NA 01310451 4152000 20000PM AT LECTURES 1
4152020 145343 NURHAZWAN BINTIISH 20esu ansa00 20000PM Bou 24 FEB - 17 MARCH
41572020 WSAD5 Nursyuhada Najha bink 2 004 4152000 20000AM B COURSE INFORMATION 1 e —
41572020 WS Nur Nahh Bk bt 0112 4152000 21000AM BADMTA (24-28 | Chp 1: Introduction to service Operations Management
4152020 145827 Nur Khainunrisa Bint Nor M1 anseoen 20000PM BAUIA Feb) (CLo1)
41572020 5701 AN NABIHAH BINTI ZUL Mgzl 4152000 21000PM B Code OFMsSs 2 Chp 2: Service strategy Lectures.
415020 1457:38 NUR FARHANA SHUKRI 201813846 ansane 20007 BAZATA Courss Service Operziions Manogement . (2-6 | (CLO2&CLOJ)
Ve85 SRR ErIA iy jrs e T E?:z:l it : 3Bacﬂelor of Business Administration Operations Management (Hon March) | - : _
41572020 W74 Humaia Airsh Bink Mot g 4152000 21500AM B Part 3 (93 13 ?g‘zg:,%%gm Do LocEeion Sesor
4157020 145810 KU NURUL IZZAHBINTI 2019594303 s 20000PM B3 Contact Hour : 4 March)
411572020 145535 NURLL AKMARINA BINT 90413 5200 20000PM BAZIAGA Course Status Core 4 Chp 4: Service Encounter Lectures and discussion
4152020 150554 NADHIRAH BINTI AHMAL 2012541 A1s2020 21000PU BAZ43A Prerequisite.  : None (16-17
4152000 150834 ST NURNAIIHAH BNTI 2019772583 anamneo 21000/ BAZATA Lecturer's Name @ MNorina Ahmad Jamil March) | (CLO1&CLO2)
4152020 151650 NUR QISTINA ZZATI B8 e 4152000 21000PM B
41572020 1519 raesh bt zsinugin 034N 4152000 20000PM B MOVEMENT CONTROL ORDER (MCO)
4152020 151857 NUR ALYA BALCKS BINT 2019591441 4152000 20000 PM BAZATA — 18 MARCH - 14 MARCH
4152020 152025 NUR AIN BINTI AMZAH 0t 4152000 21000PM B Course D P
4152020 157505 NURUL HAFZAHBINTI § MBS 4152000 20000AM B ) ) B ) ) LECTURES 2
4/152020 15330 Nurtaraharis Bini Khairol M50 4152000 21000AM BAZHIA This course aims to cover all work activities that are not strictly manufacturing, 14 APRIL - 22 MAY
manufacturing in the service sector. This course provides the opportunities to i
using manufacturing techniques within service activities that are within contr 5 New assessment Discussion on Individual Assignments
become more effective. “:;“;7 via google meet
6 Chp 5: Layout of service facilities Lectures and calculation discussion
(20-24 | (CLO1&CLO2&CLO3J) via google meet and ileam
[ Course Objectives Apri)
2 Chp 6: Managing customer expectations and perceptions Lectures (google meet)
Atthe end of this course, the students will be able to: (217::1- AR DB
_ _ - 8 Chp 7: Managing capacity and demand in service Lectures (google meet), SUBMIT
a) Explain the concepts of service operations in an organization. (C2, PLO1) (4-8May) | (CLO18&CLO28CLO3 2
9 Chp 7: Managing capacity and demand in service Lectures (google meet), calculation
b) Analyse methods and techniques by using analytical tools specific to servic (1“‘;]‘5 (CLO1&CLO2&CLOJ) Google classroom
c) Demonstrate autonomous leaming through service elements in an organiza (4_:;0,4,” (igtg’M:%gg&Vétgnﬂ L mﬂmmmn, coel
1 Chp 8: Managing Waiting Lines Lectures and class exercise
u&;)zz (CLO1&CLO2&CLO3) Google classroom
y)
21 MAY ONLINE TEST 1
2020 (Topic covered: Chapter 1 - 5)
EID FITRI SPECIAL HOLIDAY
25 MAY - 3 JUN
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. SYSTEM
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ACRONYM

AIMS- ACADEMIC INFORMATION MANAGEMENT SYSTEM
CDL- CLOSING THE LOOP

CQI - CONTINUOUS QUALITY IMPROVEMENT

COPO- COURSE OUTCOME PROGRAMME OUTCOME

FBMIS - FACULTY OF BUSINESS AND MANAGEMENT
INTEGRATED SYSTEM

JSU - JADUAL SPESIFIKASI UJIAN
RP - RESOURCE PERSON

SUFO - STUDENTS’ FEEDBACK ONLINE

U]TN dr hatiku
reconnect your world




CHECK LIST COURSE FILE - BY RP

OBE DOCUMENTS ASSESSMENT
- COURSE INFORMATION «  ASSIGNMENT - INDIVIDUAL/CASE
« COPO MATRIX STUDY/REFLECTIVE PAPER/ GROUP
. JSu ASSIGNMENT GUIDELINES
- RUBRICS +  PROJECT - PROJECT GUIDELINES
- PROJECT RUBRICS + QUIZ - QUIZ GUIDELINES
« ASSIGNMENT RUBRICS +  SAMPLE ASSESSMENT - STUDENT'S WORK
. SLT FOR INDIVIDUAL, PROJECT/CASE
STUDY/REFLECTIVE PAPER AND
e OBE RESULTS PRESENTATION WITH RANKING
« COURSE ASSESSMENT MARKS (HIGHEST/MODERATE/LOWEST)
« LE15
- CDL e FINAL EXAM
. cal «  FINAL EXAM QUESTION
«  SUFO RESULT «  FINAL EXAM ANSWER SCHEME/MODUL
G ANSWER
e TEACHING MATERIALS PROGRAM STUDY PLAN
«  HAND OUT/CASE STUDY/NOTES/OTHERS * AN INDIVIDUAL PROGRAM STRUCTURE
(ANY RELEVANT) APPROVED FORMAT BY FBM HEA.

https://fbmis.uitm.edu.my/cfis/




CHECK LIST TEACHING FILE — BY LECTURER

OBE DOCUMENTS - AUTO GENERATED BY RP °
. COURSE INFORMATION

. COPO MATRIX

. JSU

. RUBRICS e
. PROJECT RUBRICS

. ASSIGNMENT RUBRICS

. SLT

0 OBE RESULTS - TO FILL UP BY LECTURER (AN
INDIVIDUAL GROUP/CLASS)
*  COURSE ASSESSMENT MARKS

 LE15
+ CDL
 caQl

*  SUFO RESULT

e TEACHING MATERIALS - AUTO GENERATED BY 0
RP
« HAND OUT/CASE STUDY/NOTES/OTHERS

(ANY RELEVANT) 0

UL TV
reconnect your world

CLASS ATTENDANCE
- INDIVIDUAL GROUP/CLASS ATTENDANCE FOR
THE WHOLE SEMESTER

ASSESSMENT - TO FILL UP BY LECTURER
(INDIVIDUAL GROUP/CLASS)

* ASSIGNMENT - INDIVIDUAL/CASE
STUDY/REFLECTIVE PAPER/ GROUP
ASSIGNMENT GUIDELINES

*  PROJECT - PROJECT GUIDELINES

*  QUIZ - QUIZ GUIDELINES

*  SAMPLE ASSESSMENT - STUDENT’'S WORK
FOR INDIVIDUAL, PROJECT/CASE
STUDY/REFLECTIVE PAPER AND
PRESENTATION WITH RANKING
(HIGHEST/MODERATE/LOWEST)

FINAL EXAM - TO FILL UP BY LECTURER

*  FINAL EXAM QUESTION

*  FINAL EXAM ANSWER SCHEME/MODUL
ANSWER

LESSON PLAN

* AN INDIVIDUAL LESSON PLAN FOR THAT
PARTICULAR CLASS/GROUP(APPROVED BY
RP).
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