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Dr Jomo with Tun Dzaiddin (right).

Crowd gathered for the inaugural lecture.
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Launching by Tun Dzaiddin.

Chancellor’s Lecture Series
takes off at WOU

The Chancellor’s Lecture Series, an initiative of
the Centre for Dialogue (C4D) of Wawasan Open
University (WOU), was launched recently with a
presentation on the highly contentious Trans-Pacific
Partnership Agreement (TPPA), a development that
will have far-reaching implications for all Malaysians.
Renowned economist and development expert Dr
Jomo Kwame Sundaram, better known as KS Jomo,
gave an eye-opening and stirring presentation on the
TPPA at the lecture held at the main campus on 14
May 2016. Titled TPPA: Future or Fraud, Dr Jomo’s talk
offered important insights on the US-led “free trade”
agreement signed by 12 countries, including Malaysia.
Jomo is a former Assistant Secretary General for
Economic Development in the United Nations’
Department of Economic and Social Affairs. The
event was moderated by Wan Saiful Wan Jan, Chief
Executive of Institute for Democracy and Economic
Affairs (IDEAS).
Launching the lecture series, Chancellor Tun
Mohamed Dzaiddin Abdullah in his officiating
speech congratulated WOU for establishing the
C4D and also for organising the talk. Among those
present were Wawasan Education Foundation
(WEF) Chairman Tan Sri Dr Koh Tsu Koon, as well
as academics and students from WOU and other
institutions of higher learning.
According to Tan Sri Emeritus Prof Gajaraj
Dhanarajan, Honorary Director of WOU’s Institute
for Research and Innovation (IRI), C4D operates
under the umbrella of the IRI and is fully supported
by WEF. He said C4D is “dedicated to promoting

greater understanding of different viewpoints,
especially on contemporary issues that are of great
interest to Malaysians of all walks of life”.
“We want to provide an open and neutral
venue for the exchange of both convergent
and divergent views and ideas,” stressed Prof
Dhanarajan, who is also Chairman of WOU’s Board
of Governors. “The intention is to be a catalyst
to throw light rather than generate heat on
sometimes difficult subjects.”
He paid tribute to the late Tun Dr Lim Keng Yaik
for mooting the idea of C4D during his tenure
as WOU Council Chairman in early 2007. He
remarked that “Tun Lim had always striven to
bring reason and civility on many issues that
divided rather than united the diversity that is
Malaysia”.
“This aligns well with the stated mission of
the C4D which is to facilitate dialogues on
contemporary economic, developmental and
socio-political issues that impact on our society,”
he added. “The desired goal is to build a higher
level of understanding between the Government
and corporate, intellectual and academic opinion
makers.”
Vice Chancellor Prof Dato’ Dr Ho Sinn Chye, in
his opening remarks at the launch, said the C4D
offers a platform for discussions to be carried out
“in a conducive, unbiased and objective manner,
free from any partisan politics, hidden agendas or
overly aggressive activism”.
cont. page 2.
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It was ten years ago, on 22 September 2006, that WOU was
officially launched by the then Minister of Higher Education,
Dato’ Sri Mustapa Mohamed. This edition coincides with that
milestone event.
As we look back and reflect, I am proud to say that WOU has
progressed well in accordance with its charted road map. The
University has stood firm to its principles of delivering quality
higher education at affordable cost via open distance learning to
Malaysians who had missed out on that opportunity early in life.
WOU, through its Institute for Research and Innovation, has also
recently established the Centre for Dialogue. The occasion was
marked by an inaugural lecture under the Chancellor’s Lecture
Series by Dr KS Jomo. I thank Dr Jomo for his illuminating
perspective on the Trans-Pacific Partnership Agreement. The
public can expect more of such talks on contemporary topics in
future from WOU.
Our relatively younger full-time on-campus learning (OCL)
students are progressing well, developing the necessary soft
skills as they proceed to acquire new knowledge in their chosen
fields of study. I congratulate our latest batch of students who
successfully completed their 3-month internship training at
various workplaces in Penang and Kedah. I understand quite a
few of the trainees had made such an impression that they even
received job offers.
I take this opportunity to assure the newly-appointed members
of the OCL Student Council that the University will continue to
support their activities and projects that will benefit the students
and society at large.
On behalf of the University, allow me to also acknowledge with
grateful thanks the valuable contributions of the Penang Turf
Club and the Yeap Chor Ee Charitable Trust to the scholarship
fund in aid of deserving full-time students at WOU.

cont. from cover page

He announced that speakers across a range of disciplines will be invited
for the Chancellor’s Lecture Series, stressing that universities are ideal
platforms to engage the younger generation and the community. Open
debates are critical to foster harmony, preserve peace and strengthen
the economic growth of the country, he emphasised.

What is Centre for Dialogue (C4D)?

C4D is WOU’s modest attempt at creating a forum in Penang, for open
and closed dialogues and discussions on matters of public interest
by the nation’s scholars, thought leaders, policy makers, civic interest
groups and individuals, who in one way or another influence the
nation’s collective attitudes and views.

Board of Advisors of C4D
Chairman:
Tan Sri Emeritus Prof Gajaraj Dhanarajan

Members:
Prof Dato’ Dr Ho Sinn Chye | Vice Chancellor of WOU
Dato’ Anwar Fazal
| Veteran social activist
Dr Prema Devaraj
| Human rights advocate
Dr Mustafa Kamal Annuar | Fellow at Penang Institute
Dr Wong Chin Huat
| Fellow at Penang Institute
Dr S Nagarajan
| Dean, School of Humanities &
Social Sciences, WOU
Mr R Padmanathan
| Former and founding Registrar of WOU

WOU has reached a stage of development where it is now ready
to explore and forge academic collaborations with like-minded
institutions overseas. The most recent effort were meetings at
the main campus with a delegation from Maldives National
University in April and with a delegation from National Open
University of Nigeria in June.
WOU has always been at the forefront in offering support to
enrich the learning experience of students. The Customer Service
Unit (CSU), which functions as more than a one-stop call centre,
is a testament of the University’s multi-prong effort to connect
with students and the community. They handle public enquiries,
relay learner complaints to relevant stakeholders and provide
explanations about the learning support services available in
WOU. Indirectly, they help to gather caller profile data, gauge
market demand for WOU courses, and call back inactive students
in return-to-study campaigns. I salute the CSU team for their job
commitment and dedication.

Prof Dhanarajan oversees the C4D.

Another example of the University’s support to learners was the
recent exam preparation skills workshop, for which I record my
appreciation to all those involved.
Last but not least, the appointment of Dr Andy
Liew of WOU to the AAOU Steering Committee
to oversee the development of MOOCs for
Asian universities is a welcomed achievement
that adds another feather to the cap of the
University.

I salute the CSU team
for their job commitment
and dedication.
Professor Dato’ Dr Ho Sinn Chye

Vice Chancellor and Chief Executive Officer
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Lack of discussion
on TPPA costs and risks worrying: Jomo
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The TPPA would also hurt labour and result in
unemployment and lower wages, Jomo added. He
noted that a US study by the Global Development and
Environment Institute at Tufts University has shown the
TPPA leading to 771,000 job losses. “What I find in this
country is almost no discussion of the costs and risks, which
is why I am very concerned,” he said.

Dr Jomo (right) responds to questions.
A former Assistant Secretary-General for Economic Development in the UN and one
of Malaysia’s leading economists, Dr Jomo Kwame Sundaram, has expressed concern
that the benefits of the Trans-Pacific Partnership Agreement (TPPA) have been
grossly exaggerated, while the dire implications for Malaysia and other participating
countries are being downplayed.
In his public lecture on TPPA: Future or Fraud delivered under the Chancellor’s
Lecture Series at the main campus on 14 May 2016, Dr Jomo highlighted three major
concerns - trade issues, intellectual property rights and the investor-state dispute
settlement arrangements under TPPA.
Elaborating on the first, he quoted a Wall Street Journal study which showed that the
US Trade Representative had misrepresented projected trade and investments gains
from the agreement, when actually the trade balance would remain unchanged or
register minimal growth.
Advocates of TPPA have also brought up dubious growth gains from non-trade
measures (NTMs), strengthening of intellectual property rights and the investor-state
dispute settlement scheme, Jomo said. Participating countries are obliged to follow the
TPPA provisions even if these conflict with the national or public interest, he stressed.

Touching on the second issue, Jomo said the TPPA would
also greatly strengthen Intellectual Property Rights and
weaken national regulation, declaring, “My biggest fear
is how it will strengthen pharmaceutical companies.” He
explained that it would allow for longer monopolies on
patented medicines by extending the patent life, would
keep cheaper generics off the market, and block development
and use of similar medicines. This would lead to higher costs
for medicines and low access as well.
The third area of concern is Investor-State Dispute
Settlement (ISDS) which strengthens foreign investor rights.
Jomo said any foreign investor/company registered with
a TPPA country could sue the Malaysian government for
any change in rules which could adversely affect profits,
irrespective of whether it was done for public or national
interest. This would then be resolved by a binding private
arbitration, with uncapped awards for damages and no
system for appeal.
Jomo said there was tremendous incentive for large
corporations to sue the government if Malaysia bans any
dangerous products. Only tobacco has been left out of TPPA
due to the demand of the Australians. “It will have a chilling
effect on government regulations, public interest policies, for
fear of litigation by foreign corporate interests. Even when
cases are successfully defended, legal costs are very high,” he
noted, highlighting that the TPPA needs to be renegotiated.

C4D’s move to promote
open and informed discourse welcomed
Two local personalities share their thoughts on the setting-up of
the Centre for Dialogue (C4D) and on the presentation on TPPA
during the inaugural Chancellor’s Lecture Series.

Prof Dato’ Ahmad Shukri
Mustapa Kamal,
Deputy Vice Chancellor, Universiti
Sains Malaysia:

Anil Netto,
freelance writer, blogger and activist:

“I enjoyed the talk. It is on a contentious
topic because many people have strong
views on this. Of course, the government
of Malaysia appears to be comfortable with
it but it is really something that we still need
to be aware of. More details need to be known
to the people.

“The C4D is a good initiative because our country badly needs this kind
of platform for voices and dialogue, and reaching out to people who are
promoting diversity in the country, people of different views, so as to
gain a better understanding about the different cultures and viewpoints
in this country. This is an important role for the C4D to play.
“It is good that C4D is highlighting this (TPPA) issue because it is going
to affect everybody and there’s not enough attention being given in
Malaysia and in the media to the concerns he has been talking about.
“It is also very timely because within this two-year period Parliament has
to ratify the agreement. So it is good that the concerns go out to the
public, to the media.
“I don’t think the government realised the implications of the TPPA
when it signed, because medicine costs are going to go up. A lot of
Malaysian businesses might be affected because of the presence of
multinationals. Especially the ISDS (investor-state dispute settlement);
it will expose the Malaysian government to a lot of cases, not in the
courts but in tribunals abroad, and it will be very hard for them to come
out with policies to protect the public interest, especially health and
environment, because they might be afraid of being sued. I think that is
one of the biggest concerns of the TPPA.”

Prof Ahmad Shukri.
“It is an opportunity for discussion, for discourse and for the public
to get information from people who know. Sometimes we read about
things which may not be completely clear, and Dr Jomo highlighted how
information can be transmitted in a way that can appear fraudulent.
So it is good that we can listen to experts. But of course sometimes it is
also good to listen from both sides.
“Although, the government has approved (the TPPA) for ratification,
we can still voice our views and let them be heard. We have to accept
that for the country to progress, we have to be open. If you talk about
history, most civilisations actually fell or declined because when they
became closed, they closed their minds. So we have to support activities
that open up our minds and obviously this is one of them. It is always
good to have openness and clarity in our discussions.
“I am happy that the C4D is doing this and is going to have more talks
in the future. I think any current issue which is of interest, whatever is
prominent in the people’s minds at the time, should be discussed.”
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Attractive financial aids for new OCL students
to new students. Furthermore, parents in Penang do not need to
worry about having to send their kids far away for a good university
education,” he added.
Students can obtain full-time degrees at WOU in the fields of
management, banking & finance, accounting, sales & marketing, logistics
& supply chain management, and computer systems & networks.
WOU strives to keep tuition fees lowest possible to accommodate a
larger cross-section of school-leavers and diploma holders who aspire
to upgrade themselves. In addition, the University has prepared various
financial aids.

OCL students pursue full-time studies at the main campus.
Wawasan Open University, ‘the people’s university’, has lined up an
array of financial assistances for full-time on-campus learning (OCL)
students interested in pursuing their university degree in Penang for the
upcoming September 2016 intake.
“WOU, as the only private university in Penang, offers learners especially
from the northern region the much desired opportunity of pursuing a
full-time degree programme of their choice close to home,” said Chief
Operating Officer Yeong Sik Kheong.
“Quality degree has been made affordable at WOU, thanks to the
rebates, allowances and scholarship awards that we are giving out

With WOU, students stand to receive close to RM11,000 in rebates for
September, inclusive of the 20% rebate on total tuition fees plus the
RM100 monthly living allowance for up to three years of study.
The University also offers an accommodation allowance of RM1,200
for the first semester for outstation students who enrol through other
WOU Regional Centres (besides Penang). This translates to approximately
RM12,000 in rebates for outstation students who make the smart
decision to do their full-time study at WOU.
Another financial aid that awaits all new OCL students is the WOU
Bursary Award, which provides students rebates of up to 100% off
on total tuition fees according to their academic performance in the
STPM/A-Levels/UEC entry qualifications.
Enrolment for the September 2016 intake has started. The University
invites students to become the first 100 students to register so that they
enjoy additional rebates and kick off their studies with only RM500.

New OCL student council gears up for activities
The on-campus learning (OCL) Student Council saw a changing of the guard as Chow Bai Quan was elected President –
taking over from Robin Cheah Kai Yang - during the annual general meeting held at the main campus on 24 May 2016.
The 14-member Student Council, comprising students from
Year 1 to Year 3, are as follows:
President:
Vice President:
Secretary:
Assistant Secretary:
Treasurer:
Assistant Treasurer:
Committee members:

(Seated, left to right) Tan, Lim, Chow, Yeap and Lee. (Standing, left to
right) Sharon, Keshika, Lavainya, Tay, Priya, Salwatu, Yamuna and Cheah.

Mr Chow Bai Quan
Ms Tay Chin Wen
Ms Evelyn Lim
Mr Yeap Mun Keat
Ms Sharon Lim
Mr Lee Kah Wei
Ms Yamuna Thangavellu
Ms Cheah Wan Juin
Mr Lim Chin Loong
Mr Tan Zhi Hong
Ms Salwatu Shifa Hamzah
Ms Priya Muniandy
Ms Lavainya Ravinthran
Ms Keshika Harinam

Deputy Dean of the School of Business & Administration (SBA), Prakash
V Arumugam, representing the Deputy Vice Chancellor (Academic),
officiated at the meeting. He highlighted the important role of the
student body and gave an assurance of the University’s support for its
activities.

He said he anticipated the council to “help students to brush up on
their leadership and organisational skills, and learn the realities of
working in a team”. Prakash also presented certificates of appreciation to
outgoing committee members and acknowledgements to students who
represented the University at the inter-varsity games in February.

“The Student Council has one very important role to play, to keep your
sanity in check,” he quipped. “With hours of lectures to attend and
assignment deadlines to meet, one can go crazy. I hope that the council
stays active enough to play that role,” he told the new office bearers.

Meanwhile, Kevin Tan Pooi Soo, lecturer-in-charge of OCL games and
recreation, spoke on the importance of exercise to keep the body and
mind healthy for a rewarding life.

The outstanding value of
OER for WOU students
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material to suit the learning needs of their own learners - as long as due
attribution is done.”
She added, “This is achieved without affecting intellectual property
as the resources are copyright-protected and the usage is done under
appropriate Creative Commons licence.”
WOU has been spearheading the OER movement in Asia for the past
few years. It has been working to promote the development and use of
OER in close cooperation with organisations like the Asian Association
of Open Universities. In fact, WOU has created its own digital repository
and online self-teaching toolkit called OER Asia (https://oerasia.org)
that trains people on developing and managing content while gaining
materials and images licensed for reuse.
What makes OER additionally unique is that one can, as far as is
possible, adjust academic materials such that they are more suited to
one’s own context. A Malaysian student may select content and then
adapt with the help of Malaysian examples, in a way that the principles
are better grasped through a local perspective.

Prof Madhulika Kaushik at a recent meeting.
Among the great advantages that students gain from the innovative and
cutting-edge learning environment at WOU is that the University is at the
forefront of utilising and developing Open Educational Resources (OER).
WOU Deputy Vice Chancellor (Academic) Prof Madhulika Kaushik said that
OER offers outstanding value for WOU students as it gives them access
to top-notch knowledge from around the globe, direct from authors. The
range of materials is wide, covering textbooks, curricula, syllabi, lecture
notes, assignments, tests, projects, audio, video and animation.
The materials in OER - meant for teaching, learning and research – can
be used, adapted and redistributed freely, with due attribution given to
the author or proprietor. “The materials are not restricted to a specific
group of academia, but are open for all. One can republish anything put
in the public domain as OER. Academics can also add to and modify the

Furthermore, the student’s experience in constructing knowledge based
on various materials would prove advantageous when operating in the
workplace.
Another interesting aspect is the evolved role of the teacher and tutor.
This is because instead of spoon-feeding students with information, the
teacher chooses and curates the best and most appropriate materials
from OER for the student to refer and learn from. “From a sage on the
stage one becomes a guide by the side,” declared Prof Madhulika.
Students in WOU can therefore enhance their learning by using facilities
in the online learner support systems, and engage in discussions,
questions and challenges on issues based on OER accessed by them.
With such advances, there is no letting up in WOU’s pioneering innovation
of OER in Asia. “This is a movement that will only grow,” she stressed. “OER
forms a big part of the whole wide world of knowledge that we have at
our disposal today. And WOU will continue to be an active advocate, user
and contributor of OER.”

Asia e University visit to gain insights on WEKO
A three-member delegation from Asia e University (AeU), Kuala Lumpur,
recently visited WOU’s main campus to gain insights on the WEKO open
source repository system.
The WEKO software was developed by the National Institute of
Informatics (NII) about eight years ago and is now being used by
some 200 universities in Japan. WOU has built and operated its digital
repository with the use of WEKO.
The AeU delegation consisted of librarians Mohd Farid Wan Mohd Zin
and Siti Norfateha Azwa Adnan from the AeU Knowledge Centre, and
Hisham Mohd from Information and Communications Technology
Services of AeU.

by Chew Bee Leng

The librarians from AeU also highlighted their own university’s open
source web-based KOHA integrated library system and its functions.
This system is used by several local universities and polytechnics in their
academic libraries.
The visitors were generally pleased with the opportunity to study
and explore in depth the WEKO system prior to its implementation at
their university. They also looked forward to a long-term and dynamic
working relationship with WOU.

They visited the WOU Library to learn about the application and
operation of WEKO as a university record management system, and to
look at other WOU systems as well.
The two-day programme on 11 and 12 May 2016 began with briefings
that were followed by discussions between the AeU representatives and
staff from the WOU Library and the Information Technology Services Unit.
Library Manager Chew Bee Leng elaborated on the repository system
and how a WEKO-type arrangement is replicated, while Infrastructure
Support Analyst Tang Jing Hung spoke about the infrastructure.
The delegation was also briefed on the University’s IT support system by
ITS Application Manager Ch’ng Eng Hoo and Senior Application Support
Analyst Ong Zie Ling, who shared on the Student Information System
(SIS), Online Assignment System (OAS) and the Customer Relationship
Management System.

The AeU delegation (front row, 3rd to 5th from right) posing with
the WOU team.

in the know
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Internship exposes
full-time students
to real-life work situations
Thirty-five full-time business undergraduates in WOU
recently underwent three months of industrial training
to gain practical experiences in the workplace. Five of
them were from Management and one (Edwin Oon)
from Logistics and Supply Chain Management.
Here are their personal reviews of the discoveries,
challenges and excitement that the internship
experiences brought to them.

Chew Chin Quan
Trainee at ViTrox
Corporation Berhad,
Penang.
Chew, 23, worked in the
people management
sub-division of the
Human Resource
Department.

“I reported to the people management manager. In people
management, the core function is the recruitment of talents and
provision of benefits. I helped to verify and trigger claims like those
for medical, optical and dental treatments. I was also required
to learn the plant area and where the departments are located
because I had to take a few groups of new staff around during
their orientation.
“I even handled the recruitment of trainees from local universities.
Some walked in to submit resumes while others applied through
JobStreet or sent emails to HR. I did telephone screening first.
I called the candidates to verify a few details and gather more
information before sending to the manager for short-listing.
“The training taught me the value of accuracy and confidentiality,
as most of our documents are private and confidential. Through
making phone calls to candidates, I learnt how to develop formal
questions, how to structure and ask questions that are clear and
precise so that I get a correct reply from the respondent.
“The company provided me the flexibility to make decisions that
I felt were appropriate, and the freedom to grow. I could proceed
and later the manager would give me advice on how to improve
on the decisions I made previously for better outcome.
“The WOU courses on Human Resource Management and
International Business were useful as I had to learn the nature
of business and activities of the company to equip myself for
questions from potential trainee candidates, and the company is
also going international.”

Nurfatin Afifah Omar
Trainee at Prudential
Assurance, Penang.
Nurfatin, 23, was attached
to the Management
Department but also
handled Marketing and
Customer Service, and
reported to the branch
Unit Manager.
“I had to deal with clients and hospitals over the period of a patient’s
admission until discharge. I arranged for the patient’s room, medical
certificate and medical claims, and then entered the information into the
system. I also did marketing, distributing leaflets and talking to people
who visit our office and exhibition booths.
“I learnt first-hand about decision-making from my unit manager as he
organised joint promotional activities, deciding on who mans the booths,
and he also held training sessions for new agents, sorting out the dates
and coordinating with the hotels. It taught me the logistics involved in
organising meetings, the budgeting, and the purpose or profits to expect
from training new agents on the insurance business.
“I was handed the company policy book to study so that I can respond to
clients who wanted to change or upgrade their plan, and after that key
in the new information. This helped to improve my people and data entry
skills. I became well-versed in the different insurance schemes and how
to handle clients.”

Melody Lim Chii Wen
Trainee at Prince of
Wales Island International
School, Penang.
Lim, 22, worked in the
Marketing Department,
reporting directly to the
CEO of the School.

“In marketing, I attended education fairs and helped out with compiling
enrolment statistics. For example, at the fair, we would have enquiries.
We get those interested to fill up the enquiry forms. During the intake,
we will count and see how many people actually enrolled after enquiring.
“The CEO also assigned to me the task of preparing a marketing proposal
to find a new segmentation for the international school to target.
Right now, they are just doing secondary school, so maybe they can
target internationally, or have some other expansion plan. So I find that
by doing this research proposal, it will help me in doing my business
research paper for this semester.
“I realised there were many things I was able to apply from the Marketing
Management as well as the Principles and Practices of Marketing courses
at WOU. I find that these two marketing subjects were significantly
relevant when I was doing my industrial training. Theoretically I could
apply analyses like the SWOT analysis and the PESTLE analysis for the
proposal to find a new segment for the School to target on. If they find
it feasible, then they would actually carry out this proposal in the future.”

in the know

“My work was to track the product that went to customers - the date,
the quantity, when shipment was done, what the problems with the
products were, if any, and how many products they returned back to
us, and what was the issue. And then I passed the information to other
internal departments to do the checking.
“The tracker is a record of everything the customer tells me, including
tracking number, because when customers have return-materials
authorisation, they would need to provide the tracking number, what
parts, quantity and so on. When the customers return products within
the warranty period or if parts shipped are defective, then the company
does the repairing or bears the cost in changing those parts.
“I learnt about work management, for example on how they allocate time
because when customers return materials, there is some reorganising of
work involved and in the meantime they also have new products to roll
out.
“I also attended meetings for programme management staff and all
managers, including production, and saw how they dealt with problems
occurring in products returned and other issues. I saw how they
managed, communicated and decided on allocation of resources and
which to give more priority to.
“Courses like Workplace Communication Skills along with the general
social and critical thinking skills I acquired from the University helped
me in managing my time and planning my work, because there were
instances when I had to complete tasks fast, and so I had to consider
which ones to do first.”

Phoon Loo Yeng
Trainee at Citigroup
Transaction Services
(M) Sdn Bhd, Penang.
Phoon, 23, worked in
the Audit Confirmation
Department and
reported to the
Department Manager.

“I processed audit confirmation letters for corporate clients in
Singapore who have accounts in Citibank or use a Singapore
audit firm. There are a few steps involved in verifying. I
retrieve bank account details of the customer from the system
and request information, if needed, from them. I confirm their
transactions in Citibank and what the status of their account
is. I then send to a checker or superior to verify. And after that,
we close the case.
“As I was working in banking, I learnt a bit about proper
conduct, like not sharing our password and keeping drawers
locked and tables clear. We were trained to do this as part of
our routine. We also learnt time management since we needed
to start the processing work fast, differentiate which are platinum
clients, premium clients and so on, and which cases are
important or urgent, and then set priorities in what we do.
“We had an open office environment, so when we faced
anything we could discuss. It was very homely and I learnt
teamwork.
“I could apply the decision-making skills from WOU, as we
had to be disciplined in starting our work without delay and
had to justify the cases we got and how to process them, what
was the suitable technique or system we needed to use. This
required some critical thinking skills too.”

Raguvaran
Ratanavellu
Trainee at Celestica (M)
Sdn Bhd, Kulim, Kedah.
Raguvaran, 25, worked
in the Programme
Management Department
and reported to the
Programme Manager.

Edwin Oon Yew Jin
Trainee at Robert Bosch Power
Tools (M) Sdn Bhd, Penang.
Edwin, 22, worked in the
Planning Department and
reported to the Planning
Manager.
“My work in the Planning Department involved largely
supporting the planners in planning production lines according
to the deadlines for each product and getting the deliveries
out. I was also involved in getting raw materials ready for the
next production orders. I also handled fluctuation of customer
demands, where some foreign customers don’t like to keep
stock and every month their demand fluctuates, so I would
refer to my planning supervisor in arranging an average stock
for them.
“I learnt about making on-the-spot flexible decisions. There are
procedures which state that you require this and that before
you can get to the next point, but there are times you need
to play around and get flexible with decisions to save a lot of
time or cost. For example, when the superior has already agreed
in principle, you don’t need to actually wait until you get his
or her approval. We have to navigate around loopholes to get
things done faster.
“The course on Introduction to Logistics and Supply Chain
Management helped me to know about warehouse,
machines, and the different modes of delivery, such as by
sea, train or flight. The paper also helped me to understand
the measurement of the different weights of products for
transportation.”
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WOU plays role in landmark Asian MOOCs portal
Speaking to WawasanLink, he said the portal will be officially
launched at the 30th AAOU Annual Conference organised by
University of the Philippines Open University in Manila from
October 26th to 29th.

Dr Liew (3rd from left) poses with delegates at the AAOU Annual
Conference last year.
In a bid to promote massive open online courses (MOOCs) in Asian countries, the
Asian Association of Open Universities (AAOU) is working to launch the Asian
MOOCs portal later this year.
Serving as an integrated hub that provides information to potential MOOC
learners, the portal will link up existing MOOCs offered by AAOU member
institutions, thereby helping to promote MOOCs among its members.
The AAOU has formed a Steering Committee comprising experts from relevant
fields to oversee the development of the portal. They are all senior staff members
at department head level or full professors who have substantial experience in
MOOCs, and report to the AAOU Executive Committee.
WOU Registrar and Director of Quality Assurance & External Relations, Dr
Andy Liew Teik Kooi, was appointed to the Steering Committee last December,
together with six others.

One the project’s features is that all information or metadata
of MOOCs offered by AAOU member institutions will be
collected and included in the portal. It will also contain names
of the courses with a brief introduction to each course, the
course period of the MOOC, and the URL link of the website
containing the MOOC information.
Dr Liew expressed happiness in being able to contribute
towards the setting-up of the Asian MOOCs portal, rendering
appreciation for the trust bestowed upon him and WOU to help
out fellow members.
He noted that the terms of reference spell out that the Steering
Committee “oversees the establishment and operations of the
portal to ensure that it effectively serves members of AAOU
and promotes open education through MOOCs in Asia”.
Steering Committee members must attend online bimonthly
meetings, respond to emails timely and be involved in activities
to be decided by the Committee to ensure that the portal will
function effectively, he added.

WOU shares ODL expertise
with Maldives National University
A four-member delegation from Maldives National University (MNU) visited the
WOU main campus from 20 to 22 April 2016 with the aim of coming up with
ideas and initiatives to further improve its delivery of online higher education.
Located on the famous tropical archipelago of Maldives on the Indian Ocean,
MNU has remarkable outreach to the country’s 198 populated islands. It is
presently the only institution providing open distance learning (ODL) in Maldives.
MNU Deputy Vice Chancellor for Research and Innovation, Aishath Shaheen, led
the delegation which included Head of MNU’s Centre for Open Learning Ramiz
Ali, Senior Computer Technician Zaidh Ahmed Hussain and Thinadhoo Campus
Manager Mohamed Shameem Adam.
Amid the various discussions with WOU’s senior management, Vice Chancellor
Prof Dato’ Dr Ho Sinn Chye presented an overview of WOU, highlighting the ODL
and full-time programmes offered here.
Among the ideas that emerged was a suggestion for MNU to offer a joint degree
with WOU for the people of Maldives. Aishath said ODL is the appropriate mode
for educating a population distributed across such a large number of islands.

MNU already has an active presence in Maldives. In addition to
the 11 campuses in the capital city of Male, it has four more
campuses and 11 outreach centres on 15 islands. In 2015, the
university had over 9,500 students and offered more than 170
courses. About 41,000 learners have already received education
at different levels through the university.
Aishath expressed MNU’s interest to collaborate with WOU in
research and to strengthen the delivery of its ODL programmes.
In particular, it wants to improve the quality of its ODL teaching
and learning processes through staff exchange and training,
and enhance its IT systems to better support online learning.
“Our quality assurance framework has to be further improved,”
she said. “We need a planned effort where continuous checks
on quality will happen consciously.” She expressed hope that
the visit would pave the way for the inking of a memorandum
of understanding on ODL and on other initiatives, such as the
joint delivery of programmes, staff development and tutor
training by WOU.
MNU - formerly Maldives College of Higher Education and
established in 1973 - became a national university in 2011, and
receives 85% of its funding from the government and 15%
from its courses. It has 11 faculties, including health sciences,
engineering technology, arts, business, education, and a Centre
for Open Learning. The university offers programmes from
certificate to PhD levels.
MNU, which started out as a conventional institution,
commenced ODL in 2010. It has a student enrolment of
about 1,200 every year and over 90% retention rate for
the blended ODL programmes that run from six months
to 4 years depending on the level of study.

Aishath shares about MNU.

WOU participates in research
to improve quality in industry
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Prof Low Heng Chin from USM’s School of Mathematics leads the
research team. The other members are Dr Teh Sin Yin, Senior Lecturer of
USM’s School of Management; Dr Teoh Ping Chow and Dr Tan Choo Jun,
both Senior Lecturers at WOU’s School of Science & Technology; PhD
student Koay Fong Thai and Master’s student Ng Wei Chien from USM;
and Amir Hamzah Nawawi, Senior Quality Manager of Sanmina.
Dr Teoh said that the project will create more PhD and Master’s students
equipped with industrial knowledge for the local industries. “Moreover,
academic researchers are able to play an active role in helping industry
in specific technical areas,” he said.
“The collaboration between industry and universities under CREST is a
good model for success since it gathers a community of researchers and
practitioners, well-equipped with knowledge and experience, to work
together for the benefit of local industries.”

Dr Teoh (front, right) and Dr Tan (2nd row, right) of WOU with a few
project members and friends.
WOU is collaborating with Universiti Sains Malaysia (USM) and Sanmina
Corporation (formerly Motorola Solutions) to undertake a study on
improving product quality in manufacturing.
The project titled A novel approach for prioritisation of product quality
improvement in a complex manufacturing environment offers a fine
example of academic institutions contributing towards advancement
in industry. It is supported by a RM237,500 federal grant through
Collaborative Research in Engineering, Science and Technology (CREST)
centre, Penang.

The specific objectives of the research project are:
• to design an information system to prioritise product quality
improvement in product manufacturing;
• to uncover any evidence of defects escaping through the process and
the cumulative cost impact;
• to prioritise improvement actions through data mining; and
• to demonstrate improvement on product quality.
The project, which is divided into four phases, commenced in January
with its completion scheduled for December 2018. The current first phase
focuses on product life cycle study and defining the scope of study.
In the subsequent Phase 2 statistical or Artificial Intelligence (AI)
techniques will be used to perform data analyses, while in Phase 3
a prototype will be created to manage and prioritise product quality
improvement. Finally in Phase 4 the impacts of the developed
information system will be assessed and results disseminated.

OpenLearning enhances learning
through online platform, says co-founder
Adam Brimo, co-founder and CEO of OpenLearning, one of the world’s
leading online learning platforms, recently gave a briefing to WOU’s
top management on issues surrounding Massive Open Online Courses
(MOOCs) and blended accredited courses for the public.
Under OpenLearning’s model, universities and other educational
institutions use its platform for free for their students. When they
offer certification through the platform, OpenLearning charges for the
certification.
“We offer accredited qualifications online, unlike most MOOCs,” Brimo
said during the briefing at the main campus on 15 April 2016. “Our
goal is to offer a high quality course that an institution is prepared to
accredit and industry will readily accept.”
Brimo (left) explains about OpenLearning.

WOU is interested to partner with OpenLearning, particularly to use the
latter’s platform to deliver engaging and socially-interactive courses to
its students. Deputy Vice Chancellor (Academic) Prof Madhulika Kaushik
expressed keenness at the prospect of working with OpenLearning to
take WOU’s existing courses online, to develop a new course online and
also to support overseas students online.

Brimo stressed that OpenLearning helps teachers to be not just content
providers but also facilitators, guides and curators of content who
gather from different sources and design a learning experience that can
be replicated every semester or year.

OpenLearning has delivered more than 2,500 courses to 400,000
students across over 180 countries. In Malaysia, it is working with the
20 public universities through the Ministry of Higher Education and six
private universities, Brimo said.

These individually and socially constructed creative courses allow
students to create, share and collaborate, he said. “The user experience
is much better as every page in Open Learning has the comments
integrated with the content.”

“The 20 public universities started with four MOOCs in September 2014,
and now they have 62 MOOCs or blended courses and about 160,000
students across the public universities who use OpenLearning for their
courses,” he said.

Assessment is also efficient as “the assessment report will automatically
pull in the student’s evidence and artifacts for formative activities, and
map them to the learning outcome, to produce a page for the assessor
to quickly see all of the students’ progress”, he explained.
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CSU: one-stop centre for WOU’s customer relations
As a people’s university, Wawasan Open
University gives priority to customer service
in endeavouring to deliver quality higher
education to students of both part-time
open distance learning (ODL) and full-time
on-campus learning (OCL).

“The CSU is at the forefront of handling student complaints and
responding to public enquiries on the University’s products, facilities and
services,” said Director of Marcom and Regional Operations, K H Chong.
“This requires them to constantly keep themselves updated of changes.
The team also maintains contact with the students through regular
callback exercises.”

The Customer Services Unit (CSU),
a division under the Marketing and
Corporate Communications Department
(Marcom), provides a central point of
contact for queries from students and the
public. It offers assistance on a variety
of issues, including information and
guidance on programmes and courses,
tuition fees, promotions and learning
facilities.

“We believe we must act, not just promptly, but proactively because
poor customer service is bad for business, keeping us from achieving
our target student enrolment numbers,” he added. “When people are
dissatisfied with service, they do not complain directly but grumble
to others and this can spread by word of mouth. In CSU, we know the
value of providing excellent professional and courteous service to the
satisfaction of students and the public, and if possible, to exceed their
expectations.”

K H Chong oversees Marcom.

The CSU acts as the frontline onestop centre of the University, helping
to manage good relations with students and the public while
gathering enrolment statistics to provide market intelligence on what
programmes/courses and promotions to offer.

Q1: What are CSU’s daily operations like?
A: As a call centre, we handle phone calls and emails from interested

prospects who respond to advertisements. We also handle enquiries/
comments on Facebook, Webchat, Twitter and WhatsApp. We manage
student problems that are submitted through our online helpdesk
system regarding academic, IT or administrative concerns. We gather
and analyse data on enrolment trends, responses to advertisements,
and other useful information to gauge customer satisfaction, identify
problems and assist management to improve promotions, delivery and
other procedures.

The University’s CSU team – comprising Samuel Low, Marion Beatrice
Pereira and Samantha Leong – are therefore tasked to handle enquiries
from customers efficiently by telephone, email, letter and social media,
and to investigate and resolve any customer grievances.
In an interview with WawasanLink, Chong offered further
insights on CSU’s challenges and role.

Q3: What are some of the major accomplishments
of CSU?
A: Marketing has over the past year set up more communication

pathways to grant easy access to students and the community, namely
a WebChat system as well as a WhatsApp number. We have helped to
engineer a lively online community on Facebook with close to 9,000 likes.

Q4: What are the challenges CSU faces in
undertaking its role?
A: As we often do not deal with students or prospects directly

Q2: How does CSU improve marketing and overall
operations of WOU?
A: By responding to enquiries and student problems efficiently and as
quickly as possible, we help provide a caring image of the University in
our capacity as a support unit. We have a particular advantage in the
sense that we are right at the Main Campus so we can liaise directly
with the other departments like Registry, IT and the Schools. We keep
tabs on the pulse of our students as well through callback exercises to
understand their situation and collect feedback to improve WOU services.
The data we gather every week and at the end of each semester give
the University management insight into what is going on. By analysing
enrolment trends of both new students and returning students and with
a bit of detective work, we can see which promotions or advertisements
were effective or popular.

The CSU team in action.

(face-to-face) so we have to pay special attention to their tone of voice
or the way they write to fully appreciate where they are coming from.
Sometimes when dealing with student appeals or matters that are a
bit complicated, we have to manage both the student’s expectation
of when the issue will be resolved while working with the different
departments on campus to settle the matter.
Also, analysing data sometimes requires a lot of research and connecting
the right dots in order to get an idea of what is going on.

Q5: How does CSU help to increase enrolment and
build customer relationship?
A: We serve as a middleman to assist students in dealing with issues they
need help with, especially those under the jurisdiction of the Schools,
Registry or IT Support, until the problem is resolved so as to ensure
excellent customer service. We also do callback activities to students to
provide pastoral care and encourage them to continue their studies.
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Workshops help students to tackle exam blues

A tutor conducting the workshop in Ipoh.
As examinations get closer nerves naturally get
shaken and frayed. This is especially true for new
students who are about to sit for exams in their
respective programmes for the first time.
In view of this, WOU through the School of
Humanities and Social Sciences (SHSS) recently
arranged special workshops at all its centres to help
first-year undergraduates to be focussed, updated
and confident in facing their papers.
Over 170 students attended the simultaneous
workshops on Exam Preparation Skills at the five
Regional Centres on 15 May 2016. The sessions were
conducted by senior tutors and were open to all
taking the Learning Skills for University Studies and
Workplace Communication Skills courses.
SHSS Deputy Dean Jasmine Emmanuel said for most
students this was their first semester after many
years of leaving school, contributing to them lacking
in confidence in facing examinations.
SHSS Deputy Dean
Jasmine Emmanuel.

“Exams at university differ from school-based exams
in their formats and rubrics, so this workshop will help
them get accustomed to exams at university,” she said.

Jasmine added that the students are expected to learn
to differentiate the various types of exam questions
and answers required, to be motivated, and to become
more self-confident. “Since there was a good turnout
and very positive responses received, we will continue
this workshop for first semester students in the future.”
Tutors shared many tips and guidelines with the
students. The workshops’ objectives included
identifying common pitfalls in exams; reviewing
student understanding and interpretation of key
concepts in the course materials; practising exam
techniques through a range of past year exam
questions; and discussing general preparation that
need to be made before and on the day of the exam.
Besides cautioning students on factors and reasons
that contribute to poor performance in the exams, the
tutors also gave pointers such as on browsing through
tutorial slides, preparing notes for quick revision,
and even specific aspects like how to differentiate
verbs used for each question - like ‘discuss’, ‘explain’,
‘define’, ‘describe’ and so on - and the type of answers
required.

Students find sessions informative and helpful
Overall, the students found the workshop effective as the content was
relevant and the sessions easy to follow and understand. A student from
Penang commented that the workshop provided helpful revision and the
materials used by the tutors were insightful.
In Ipoh, a student who last sat for examinations a few decades ago said
the workshop gave him a clearer picture about the exam format and the
tests to be conducted. “After attending, I feel more confident in facing
my examination,” said another student at the Ipoh centre. “Very clear
explanations were given on the ways to handle the papers.”
The general feedback in Kuching was that the workshop content was
relevant and helpful, and contained “good ideas and techniques on
answering questions”.

Students gain insights to better prepare for exams.

According to students in Kuala Lumpur, among the best aspects of the
workshop were the innovative ideas presented by the tutors which were
straight to the point and provided understanding of what to take note
of for the exams.
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From gastronomic to logistic,
a leap to something different
He initially yearned to follow his father’s
career in mastering culinary fare. However,
having tried his hand at it, the son of a pastry
chef is now turning his sights to logistics.
Wan Wei Ren, 22, from Tanjung Bungah,
Penang, enrolled in Bachelor of Business
(Hons) in Logistics and Supply Chain
Management during the full-time study intake
in May. He holds a Diploma in Hospitality
Business Management from DISTED College.
While his father is a chef, his mum works as
an administrator at an international school.
He has an older sister. “My friend from DISTED,
who is a full-time student here, told me
about WOU,” he said. “After that, I went to an
education fair in SPICE Arena. I checked out
all the institutions there but found that WOU
suited me best as it offers a degree in logistics.”

Wan, who worked as a food and beverage
manager for a year after his diploma, is eager
to try logistics, something different from
hospitality, and perhaps go into shipping
or airlines. He feels there is greater demand
and better career prospects since “all
companies would need logistics services for
transportation”.

I also wanted to be in Penang.
I have my family here, my house
is near; it would be easier to
travel about. WOU is cheaper
as well in terms of the fees.

Inheriting dad’s bullishness for shares
Twenty-two-year-old Tan Yi Qi from Batu
Maung, Penang, developed a fascination for
the stock market, in large part due to her
father’s interest in shares. It is no surprise
then that she enrolled in Bachelor of Business
(Hons) in Banking and Finance at WOU, hoping
to learn more about investment through this
programme.
She holds a Diploma in Tourism Management
from a private college in Penang. The youngest
of three children, her father is an engineer and
her mum a homemaker.
Tan visited an education fair and checked
on the Internet for a suitable programme. ”I
surveyed quite a lot of universities, comparing,
before I came to WOU’s Penang Regional
Centre to register,” she said.

Get the latest WOU updates from
Facebook and Twitter!

“Through the website, I was able to check out
the syllabus for banking and finance. I found
WOU to be better in terms of the subjects
offered. I am interested in a career in the share
market, and this programme can teach me a
lot about investment and shares.

I also chose WOU because I do
not have to go outside Penang
to study. I wanted something
close to home. Also, the fees
here are not that high.

Follow us:
http://www.facebook.com/WawasanOpenUniversity

Follow us:
http://twitter.com/WawasanOU

The University would like to hear from you. Whether it’s a view, a comment or even
a question, don’t hesitate to drop us a mail at mediainfo@wou.edu.my
For more details, visit wou.edu.my

019-474 9323

Wawasan Open University

54 Jalan Sultan Ahmad Shah, 10050 Penang, Malaysia.
Tel: 04-218 0333 I Fax: 04-226 9323
Email: enquiry@wou.edu.my
WOU Regional and Learning Centres
Open Tuesday to Sunday: 10.00am - 7.00pm
Penang Regional Centre
54 Jalan Sultan Ahmad Shah, 10050 Penang, Malaysia.
Tel: 04-218 0133/4 I Fax: 04-228 4500
Email: ro_pg@wou.edu.my

Ipoh Regional Centre
Wisma Gerakan, 80 Persiaran Greenhill, 30450 Ipoh, Perak.
Tel: 05-242 6323 / 243 6323 I Fax: 05-254 9323
Email: ro_ip@wou.edu.my
Kuala Lumpur Regional Centre
Level 3 Menara PGRM, 8 Jalan Pudu Ulu,
56100 Cheras, Kuala Lumpur.
Tel: 03-9281 7323 / 9283 8323 I Fax: 03-9284 9323
Email: ro_kl@wou.edu.my
(Library Services available Tuesday to Sunday,
10.00am-7.00pm)

Bandar Utama / Subang Regional Support Centre
L2-6 & 7, Wisma BU8, 11, Lebuh Bandar Utama,
Bandar Utama, 47800 Petaling Jaya, Selangor.
Tel: 03-7629 7223 / 7629 7123 I Fax: 03-7629 7023
Email: rso_bu@wou.edu.my / rso_sbg@wou.edu.my
Klang Regional Support Centre
No. 41(Ground Floor), Jalan Kasuarina 2/KS7,
Bandar Botanic Capital, 41200 Klang, Selangor.
Tel: 03-3325 2353 / 3325 2373 I Fax: 03-3325 2313
Email: rso_klg@wou.edu.my

Johor Bahru Regional Centre
17 & 19 Jalan Jaya 2, Taman Jaya, 81300 Skudai, Johor.
Tel: 07-556 4323 / 556 6323 I Fax: 07-554 9323
Email: ro_jb@wou.edu.my
Kuching Regional Centre
14 Westin Avenue, Jalan Tun Jugah,
93350 Kuching, Sarawak.
Tel: 082-578 923 I Fax: 082-576 923
Email: ro_kc@wou.edu.my
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