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one-stop centre for HR issues
If you need help in
HR-related mattters, get
in touch with the Human
Resource Development
Fund’s contact centre.

A

iming to assist both employers and employees, the
Human Resource Development Fund (HRDF a.k.a.
PBSM) established a centralised contact centre last
year to serve as its one-stop focal point for all enquiries.
The centralised contact centre (PCC), located on the sixth
floor of Wisma HRDF, Damansara Heights, manages enquiries that come in through emails, phone calls and also walkins. Handled by a team of experienced contact centre agents
and advisors, the PCC is made up of main two units: one
attending to enquiries relating to HRDF, the other to National
Human Resource Centre (NHRC) issues.
Most of the enquiries come via phone calls through the
toll-free number, 1-800-88-4800, and include queries from
employers (both registered and non-registered employers
with HRDF), registered and non-registered training providers,
associations, ministry officials, government agencies, business owners and members of the public.
In order to meet the heavy number of incoming calls, HRDM
invested a significant amount of money and time in setting up
and establishing the PCC. One of the key investments include
installing the ShoreTel system, which eliminates IT complexity
and help agents and advisors be more self-reliant and productive.
The ShoreTel system helps in administering both inbound
and outbound calls, and is able to provide comprehensive
and concise reports.

HRDF Contact Centre Reports
Over the last year, the PCC has responded to numerous enquiries, and based on
the reports compiled, it is obvious that the
key stakeholders are benefiting from the
one-stop centre.
In September 2014, PSMB launched the
new eTRiS system to replace the previous
Informix platform. Despite minor hiccups
in the beginning, PSMB addressed the
teething problems by hiring more PCC
agents to manage enquiries and reduce
the number of unattended calls.

More than a call centre
The PCC also provides consultative
services related to human resource management (HRM) issues that include staff
discipline, termination, wrongful dismissal,
managing absenteeism/lateness, managing sick leave, hospitalisation, maternity
leave, poor performance, managing probationers, overtime payment and other
related HR operational issues.
The PCC takes on the role of an advisor
when dealing with this matters and ensure
that the caller is provided a solution rather
than a basic status check.
This, however, takes time but the PCC
manages both general enquiries and consultative calls in a way that ensures that
there are fewer calls in the queue or left
unattended.

Standard structure
for excellence
All PCC agents are trained to attend
to inquires in a structured and standard
manner. This is to ensure that the average time per caller is low, translating
into low numbers of unattended calls.
PCC agents are trained to manage a
call within three to five minutes per call.
Another key index is the rate of unattended/abandoned calls. PCC agents
will be alerted if there’s a high percentage of such calls, and it is stressed
upon PCC agents the importance of
reducing the percentage of abandoned
calls and ensuring more calls are
attended to.

Customer satisfaction index
To ensure all key stakeholders are
satisfied when dealing with the PCC,
a survey system is put in place to
measure customer response and come
up with a customer satisfaction index.
The survey is generated automatically
through the ShoreTel system and
enables callers to rate the attending
service agents immediately after
each call.
Most callers are happy with PCC
agents’ performance but the agency is
always looking for ways to improve and
strive for excellence.

NHRC welcomes all those who wish to register and participate in NHRC’s portal www.nhrc.com.my which is on free subscription at the moment.
The portal provides information related to HR and templates and samples of documents/letters that can be downloaded. Questions from readers will be
answered in future columns. Please send them along with your name, contact number and email address to info@nhrc.com.my

TOTAL INQUIRIES FROM 2011 - 2014
1,266
5,303

20,640

Telephone
Walk-in
E-mail
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