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ABSTRACT

The transition to the Front Office—Back Office (FOBO) working system represents a significant
transformation toward a more flexible working approach, incorporating a robust new IT system
development and change in the organisational structure in the operations of the Inland Revenue
Board of Malaysia (IRBM). This study explores employees’ perceptions regarding the
implementation of this new working system after almost two years of its operation. Lewin's
Change Management Theory is particularly relevant to this study as it includes the stages of
unfreezing, changing, and refreezing which provides a framework for understanding how
employees perceive and adapt to organisational changes. This study employs a quantitative
methodology to gather data across four areas of employees’ perceptions: towards the working
system, productivity and performance, challenges in the implementation of the new working
system as well as improvement strategies. Data collection involved distributing questionnaires
to 400 staff members from four IRBM locations specifically in Kelantan, Kedah, the Federal
Territory of Kuala Lumpur, and Melaka resulting in 279 usable responses. Findings indicate
that IRBM staff perceive the FOBO system as beneficial to their work efficiency and enhanced
their ability to perform tasks. It contributes to overall productivity, better time management,
and improved work-life balance, demonstrating higher levels of acceptance and satisfaction.
This study also found that effective communication, comprehensive training programs, and
clear management support are crucial in fostering positive perceptions. Moreover, the findings
highlight the importance of a strategic approach to change management, emphasising employee
engagement and transparent communication to enhance the implementation process. This study
recommends IRBM to optimise the transition to the FOBO working system and ensure its long-
term success, aiming for a more cohesive and productive workforce in sustaining service
delivery and operational efficiency.

Keywords: Employees, perception, working system, Inland Revenue Board of Malaysia



ABSTRAK

Peralihan kepada sistem kerja Front Office—Back Office (FOBO) mewakili transformasi ketara
ke arah pendekatan kerja yang lebih fleksibel, menggabungkan pembangunan sistem IT baharu
yang kukuh dan perubahan dalam struktur organisasi dalam operasi Lembaga Hasil Dalam
Negeri Malaysia (LHDNM). Kajian ini meneroka persepsi pekerja berhubung pelaksanaan
sistem kerja baharu ini. Teori Pengurusan Perubahan Lewin adalah relevan dengan kajian ini
kerana ia merangkumi peringkat penyahbekuan, perubahan dan pembekuan semula yang
mengutarakan rangka kerja untuk memahami cara pekerja melihat dan menyesuaikan diri
dengan perubahan organisasi. Teori ini menekankan kepentingan menyediakan pekerja untuk
perubahan, menyokong mereka melalui peralihan, dan mengukuhkan amalan baharu untuk
memastikan penerimaan yang berkekalan. Penyelidikan ini menggunakan metodologi
kuantitatif untuk mengumpul data merentas empat bidang kajian: persepsi pekerja terhadap
sistem kerja, produktiviti dan prestasi, kebimbangan dan cabaran serta strategi
penambahbaikan. Pengumpulan data melibatkan pengedaran borang soal selidik kepada 400
kakitangan dari empat lokasi LHDNM iaitu Kelantan, Kedah, Wilayah Persekutuan Kuala
Lumpur, dan Melaka menghasilkan 279 maklum balas yang boleh digunakan. Penemuan
menunjukkan bahawa kakitangan LHDNM menganggap sistem FOBO memberi manfaat
kepada kecekapan kerja mereka dan meningkatkan keupayaan mereka untuk melaksanakan
tugas. la menyumbang kepada produktiviti keseluruhan, pengurusan masa yang lebih baik dan
keseimbangan kerja-kehidupan yang lebih baik yang menunjukkan tahap penerimaan dan
kepuasan yang lebih tinggi. Kajian itu juga mendapati bahawa komunikasi yang berkesan,
program latihan yang komprehensif, dan sokongan pengurusan yang jelas adalah penting dalam
memupuk persepsi positif. Selain itu, penemuan kajian menyerlahkan kepentingan pendekatan
strategik untuk pengurusan perubahan, menekankan penglibatan pekerja dan komunikasi telus
untuk meningkatkan proses pelaksanaan. Kajian itu memberikan cadangan kepada LHDNM
untuk mengoptimumkan peralihan kepada sistem kerja FOBO dan memastikan kejayaan
jangka panjangnya selain menyasarkan tenaga kerja yang lebih padu dan produktif untuk
meningkatkan penyampaian perkhidmatan dan kecekapan operasi.

Kata kunci: Pekerja, persepsi, sistem kerja, Lembaga Hasil Dalam Negeri Malaysia
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CHAPTER ONE

INTRODUCTION

1.1 Background of the Study

With the ever-changing nature of the modern business landscape, organisations constantly
seek to adapt and innovate to maintain their competitive edge. One significant area of
change in recent years is the implementation of new working system, from remote or hybrid
work models to integrating technologies and collaborative platforms. It is believed that
these changes have had significant positive implications for both organisations and their
employees, making understanding employees’ perceptions and attitudes towards such

transformations crucial.

The coronavirus (COVID-19) pandemic that spread globally in early 2020 triggered
significant social and economic disruptions (Muralidar et al., 2020). It also fundamentally
changes how people live and work and transforms how businesses operate (Irawanto et al.,
2021). This COVID-19 pandemic caused many businesses across the world to have an
option of having flexible working arrangements, such as working from home (WFH)
(Suresh & Gopakumar, 2021). According to Irawanto et al. (2021) the World Health
Organisation (WHO) has recommended that governments and businesses worldwide adopt
remote work as a new norm to prevent the spread of the virus and maintain regular business
operations and administrative operations. This working method is flexible and is not limited

by time, specific location, or technical communication.

However, many organisations are not so familiar with these significant changes to adapt
the WFH concept which represents a fundamentally different from normal working norms.

In the early phase of the pandemic's shift to remote work, video conferencing largely took
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APPENDIX B
QUESTIONNAIRES

Dear participant,

I am a Master of Science (International Accounting) [MSc.(IA)] student at Tunku Puteri Intan
Safinaz School of Accountancy (TISSA-UUM) and currently conducting a study on
employees’ perceptions towards the Front Office-Back Office (FOBO) system
implemented by the Inland Revenue Board Malaysia. You are cordially invited to
participate as a respondent of this study.

This questionnaire takes less than 10 minutes to complete. I assure that your responses will be
treated as anonymous with strict confidentiality and used solely for academic purposes. Your
participation is highly appreciated. Should you have any query regarding this questionnaire,
kindly contact me at mohazman(@gmail.com.

Thank you for taking time to complete the survey. Your participation and co-operation are
highly appreciated.

Saya adalah pelajar Sarjana Sains (Perakaunan Antarabangsa) [MSc.(IA)] di Pusat
Pengajian Perakaunan Tunku Puteri Intan Safinaz (TISSA-UUM) dan sedang menjalankan
kajian tentang persepsi pekerja terhadap Front Office-Back Office (FOBO) sistem yang
dilaksanakan oleh Lembaga Hasil Dalam Negeri Malaysia. Dengan segala hormatnya anda
dijemput untuk mengambil bahagian sebagai responden kajian ini.

Soal selidik ini mengambil masa kurang daripada 10 minit untuk dilengkapkan. Saya memberi
jaminan bahawa jawapan anda akan dianggap sebagai tanpa nama dengan penuh kerahsiaan
dan digunakan semata-mata untuk tujuan akademik. Penyertaan anda amat kami hargai.
Sekiranya anda mempunyai sebarang pertanyaan mengenai soal selidik ini, sila hubungi saya
di mohazman@gmail.com.

Terima kasih kerana meluangkan masa untuk melengkapkan tinjauan. Penyertaan dan
kerjasama anda amatlah dihargai.

Yours Sincerely,

Mohd Azman bin Maasom
MSc.(IA) candidate
Tel/Whatsapp: 013-326 5577
Email: mohazman@gmail.com
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SECTION A: DEMOGRAPHIC INFORMATION
(SEKSYEN A: MAKLUMAT DEMOGRAFIK)

1. Age (Umur):

20-30
31-40
41 -50
51-60

2. Gender (Jantina):

Male
Female

3. Working experience (Pengalaman kerja) :

1 - 10 years
11 —20 years
21 —30 years
> 30 years

4. Designation (Kumpulan Jawatan)

Non-Executive

Executive
Management

5. Locality (Lokaliti)

Kelantan
Kedah

Kuala Lumpur
Melaka
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SECTION B: PERCEPTIONS TOWARDS THE IMPLEMENTATION OF FOBO
(SEKSYEN B: PERSEPSI TERHADAP PELAKSANAAN FOBO)

Instruction: Please use the following scale to rate your perception on each statement.

Strongly Disagree Disagree Neutral Agree Strongly Agree
(Sangat tidak (Tidak (Neutral) (Bersetuju) (Sangat
bersetuju) bersetuju) bersetuju)
1 2 3 4 5

Attitudes Towards FOBO Working Systems ( Sikap terhadap sistem kerja FOBO )

Statements

Scale

I am aware that FOBO is being implemented as
a new working system in IRBM.

(Saya menyedari bahawa pelaksanaan FOBO
merupakan sistem kerja baru di LHDNM)

FOBO is a new working system that improves
my work efficiency.

(FOBO ialah sistem kerja baharu yang
meningkatkan kecekapan kerja saya)

FOBO provides online platform that facilitates
effective communication with my colleagues.
(FOBO menyediakan platform atas talian yang
memudahkan komunikasi berkesan dengan
rakan sekerja saya)

The implementation of FOBO enhances my
ability to perform my tasks.

(Pelaksanaan FOBO meningkatkan keupayaan
saya untuk melaksanakan tugas saya)

I feel that the FOBO working system lacks clear
guidelines and procedures.

(Saya merasakan bahawa sistem kerja FOBO
tidak mempunyai garis panduan dan prosedur

yang jelas)
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Impact on Productivity and Performance (Impak terhadap produktiviti dan prestasi)

Statements Scale
My productivity has improved since the
implementation of FOBO.
6. | (Produktiviti saya telah bertambah baik sejak 1 2 3 4
pelaksanaan FOBO)

FOBO systems helps me in managing my
workload more effectively.

7. | (Sistem FOBO membantu saya dalam 1 2 3 4
menguruskan beban kerja saya dengan lebih
berkesan)

8. | I believe that FOBO working system

contributes positively to my productivity.
(Saya percaya sistem kerja FOBO memberi 1 2 3 4
sumbangan positif kepada produktiviti saya)

9. | I am able to manage my time more effectively
while working remotely and flexibly.

(Saya dapat menguruskan masa saya dengan 1 2 3 4
lebih berkesan semasa bekerja dari jauh dan

fleksibel)

I experience communication difficulties with
my colleagues while working remotely.

10. | (Saya mengalami masalah komunikasi dengan 1 2 3 4
rakan sekerja saya semasa bekerja dari jauh).

Concerns and Challenges of FOBO working system (Cabaran sistem kerja FOBO)

Statements Scale

I was adequately informed on the changes to
the IRBM organisational structure and working
11. | system. 1 2 3 4
(Saya telah dimaklumkan dengan secukupnya
mengenai perubahan kepada struktur
organisasi dan sistem kerja LHDNM)

I am concerned about the data secrecy and
security when working remotely. (Saya

12. | mengambil berat tentang kerahsiaan dan 1 2 3 4
keselamatan data apabila bekerja dari jauh)
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FOBO working system provides sufficient
flexibility for managing work-life balance.
13. | (Sistem kerja FOBO menyediakan fleksibiliti 1 2 3 4
yang mencukupi untuk menguruskan
keseimbangan kerja-kehidupan)

I can accept the changes from adoption of the
FOBO working system.

14. | (Saya dapat menerima perubahan daripada 1 2 3 4
penggunaan sistem kerja FOBO)

I am not responsible for negligence from my
decision-making.

15. | (Saya tidak bertanggungjawab atas kecuaian 1 2 3 4
dalam membuat keputusan)

Strategies for Improvement of new working system (Strategi penambahbaikan
pelaksanaan sistem kerja baharu)

Statements Scale

The organisation effectively communicates the
benefits of the FOBO as new working systems.
16. | (Organisasi berkomunikasi dengan berkesan 1 2 3 4
menyampaikan faedah sistem kerja FOBO)

I received adequate training and support to use
new internal systems effectively.

17. | (Saya menerima latihan dan sokongan yang 1 2 3 4
mencukupi untuk menggunakan sistem dalaman
baharu dengan berkesan)

Help desk system actively provide technical
support to solve users problem in FOBO

18. | working systems. 1 2 3 4
(Sistem meja bantuan secara aktif menyediakan
sokongan teknikal untuk menyelesaikan
masalah pengguna dalam sistem kerja FOBO)

I frequently encounter delays in receiving 1 2 3 4
feedback from the help desk.

19. | (Saya sering mengalami kelewatan dalam
menerima maklum balas daripada meja
bantuan)

I believe that continuous feedbacks are
necessary for improving the progress of FOBO
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working systems. 1 2
(Saya percaya bahawa maklum balas
berterusan adalah perlu untuk meningkatkan
kemajuan sistem kerja FOBO)

Thank you for participating in this survey.
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