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ABSTRACT 

Training Needs Analysis (TNA) is a systematic process of identifying and evaluating 

the gap between an individual or a group's current performance and the desired 

performance levels in order to determine the training and development requirements. It 

involves gathering and analyzing data to determine the knowledge, skills, and abilities 

required to perform effectively in a particular role or job. This thesis is a study on TNA 

for drivers of the Fleet Management Department (FMD): Case of Tenaga Nasional 

Berhad. The four main areas of this study are current practices of TNA at FMD, 

stakeholders’ involvement, barriers to TNA, and effects of inadequate TNA and 

benefits of TNA. The study adopts a qualitative methodology, using both Key 

Informant Interview and Semi-Structured Interviews. The research population 

consisted of 11 respondents, comprising one Senior General Manager as the Head of 

the Department and 10 Fleet Managers as the immediate supervisors to the drivers. The 

findings revealed that TNA is embedded in FMD’s current Performance Management 

System and is being conducted annually. The TNA process at FMD is guided by 

circulars and procedures issued by Human Resources Department. Based on the 

circular, it is revealed that the method used in TNA at FMD is in accordance with TNA 

guidelines and is generally accepted by the respondents. However, this research has 

identified some barriers to the current process that may hinder the success of TNA at 

FMD. Lack of knowledge in TNA, lack of time and resources, and over-dependency on 

the current Performance Management System were some of the barriers identified at 

FMD for an effective TNA implementation. Inadequate TNA can have a range of 

negative effects on drivers, the department, and its stakeholders. It is therefore 

important for FMD to conduct a thorough TNA to identify the training needs of their 

employees and ensure that they receive the necessary training and development 

opportunities to perform their jobs effectively. This study also shows that there are 

numerous advantages to TNA. These benefits include optimizing resource utilization 

through effectively designed training programs, driving drivers’ performance by 

bridging the skills gap, and increasing organizational performance. The other benefits 

are driving a competitive edge, aligning training programs with overall organizational 

aspirations and goals as well as boosting stakeholder confidence. This study would 

contribute immensely to the concept of TNA by creating a more structured framework 

to support the guidelines for TNA practitioners in FMD and other departments in TNB 

as well as other Government Linked Companies to ensure effective implementation of 

TNA. In addition, this study will contribute to the body of knowledge of TNA in public 

and private companies in Malaysia generally.  

Keywords: Training needs analysis, training and development, fleet management 

department, performance management system, stakeholders’ 

involvement, barriers, effects, benefits, organizational performance, 

structured framework 
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CHAPTER 1  

INTRODUCTION 

 Chapter Overview 

Training has an integral role in the achievement of organizational goals and aspirations 

by providing the necessary skills, capabilities, and knowledge to perform job roles 

(Sheeba and Christopher, 2020; Singh and Jain, 2017; Saikumari et al., 2018). 

According to Singh and Jain (2017), training is vital in driving efficiency and 

effectiveness within the organization, thus enhancing the organization’s competitive 

edge in the markets in which it operates.  

In many organizations today, training is an important function that is 

administered by a dedicated unit (Saikumari et al., 2018). The unit actively designs, 

plans, controls, and monitors training requirements, needs, and effectiveness for the 

organization. Organizations are actively recognizing that training is a part of the 

organization’s learning journey (Singh and Jain, 2017; Saikumari et al., 2018).  

Currently, in Malaysia, the government has a strong emphasis on the training 

and development of workers, both skilled and unskilled (The Edge Markets, 2021). 

Malaysia’s 2022 Budget has an allocation of RM1.1 billion for training and upskilling 

programs, including place and train with job placement attached (The Edge Markets, 

2021).  

The Malaysian government has set up a special entity called Human Resources 

Development Corporation (HRDCorp) under the Ministry of Human Resources to 

drive the country’s agenda in upskilling and reskilling workers and creating a strong 

talent pool with knowledge workers (The Edge Markets, 2021). In doing so, the 
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government is acting on its commitment to boost Malaysia as a rapidly progressing 

knowledge economy in ASEAN.  

As organizations manage training and development, it is important to plan and 

design training according to the needs of the organization. In order to effectively plan 

and design training, Training Needs Analysis (TNA) is required (Morrison, 2019). 

TNA is a process that an organization takes to determine all training and development 

needs as well as to identify gaps in skills and capabilities so that the correct 

interventions can be put in place (Morrison, 2019).  

TNA identifies an employee’s current level of competency, skill, or knowledge 

in one or more areas and compares that competency level with that which is required 

by the organization to meet its goals and aspirations. The difference or variance 

between current and desired competency levels determines training needs in order to 

bridge the competency gap. According to Mahmud et al. (2019), TNA can also be 

considered a strategic process that involves identifying organizational goals, 

competency gathering, and examining data, to determine gaps between existing and 

future requirements within the organization.  

The title of this thesis is Study on Training Need Analysis for Drivers of Fleet 

Management Department (FMD): Case of Tenaga Nasional Berhad (TNB), Malaysia. 

TNB is the national utility company providing electricity to homes, offices, and 

industries across Malaysia. 

 Background of the Study 

As organizations pursue an efficient and high-performance work culture, training is an 

important tool to achieve this sought-after culture (Mahmud et al., 2019; Morrison, 

2019). In current times, training and development in organizations have become an 

important part of organizational success and development (Mahmud et al., 2019).  
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For training to be effective and to achieve its desired goals, it has to comprise 

four distinct phases namely, TNA, training delivery, training evaluation, and training 

transfer. For the purpose of this study, the researcher is only focusing on TNA and its 

analysis of the chosen organization (Morrison, 2019).  

TNA provides information about the current employee’s efficiency levels, the 

areas of competency or skills that need improvement, and how best to bridge skills and 

development gaps within the organization (Saikumari et al., 2018). The effective use 

of TNA can save costs for organizations by accurately matching training modules and 

programs with skills gaps or needs (Sheeba and Christopher, 2020).  

TNA is also an important tool to help the organization design development 

programs by way of creating a systematic approach to investigating and analyzing the 

organization’s current and future efficiency levels (Sheeba and Christopher, 2020; 

Saikumari et al., 2018). TNA is not implemented in many organizations, and training 

programs are based on personal preferences rather than identified needs. 

Ludwikowska (2018) stated that TNA was able to help organizations better plan 

and design training and development programs. TNA empowered organizational 

leaders to be able to gauge the skills gaps and development needs of individual 

employees as well as collective groups of employees in meeting the aspirations and 

goals of the organization (Ludwikowska, 2018). Often, designing training plans is non-

strategic with training professionals and leadership making plans based on 

unstructured observations and preferences. TNA sets training professionals and 

leaders on the right path toward designing programs that cater to the organization’s 

needs and bridging skills gaps (Subramani and Jain, 2018).  
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This not only drives a more systematic and efficient training function within the 

organization but also contributes to better utilization of resources (Ludwikowska, 

2018; Subramani and Jain, 2018; Sheeba and Christopher, 2020).  

With TNA in place, organizations are able to gauge specific focus areas to 

improve employees’ skills and competencies in performing their jobs (Sharma, 2018). 

In essence, organizations are able to drive employee performance through TNA by 

accurately identifying skills gaps and designing programs that address these skills gaps 

(Sharma, 2018; Ludwikowska, 2018). In addition, training professionals can help 

employees improve efficiency levels by equipping them with the skills and capabilities 

required to perform their job roles effectively (Sharma, 2018; Ludwikowska, 2018).  

When there is TNA in an organization, employees are properly skilled thus 

driving greater organizational performance more sustainably in the long term (Ejakait, 

2016). TNA helps organizations to engage and roll out programs and development 

frameworks that accurately address competency levels needs for the organization to 

perform at the desired level to deliver outstanding results (Ejakait, 2016; Brown, 

2002). With the business environment constantly changing and evolving, employees 

need to constantly upgrade and upskill themselves, hence TNA can accurately identify 

skills upgrade needs for the organization to sustain or increase its competitive edge in 

the markets in which it operates (Ejakait, 2016; Brown, 2002).  

Organizations that emphasize TNA and implement it, are also able to garner 

greater stakeholder confidence (Brown, 2002; Ejakait, 2016). This is because 

stakeholders can gauge the organization’s cognizance of competency levels within the 

business. With the existence of TNA, stakeholders are aware that the organization is 

sensitive to the developmental needs of employees and has the necessary mechanism 

in place to effectively plan for training needs (Morrison, 2019; Singh and Jain, 2017). 
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With this, stakeholders are aware that the organization is effectively utilizing resources 

to deliver well-planned and accurately designed training programs that meet both the 

current and future needs of the organization (Singh and Jain, 2017).  

The organization that is being analyzed is TNB, specifically, TNB’s FMD. TNB 

is the main electricity provider in Malaysia with business interests in several utility 

companies worldwide such as Saudi Arabia, Turkey, India, and the United Kingdom 

(Tenaga Nasional Berhad, 2020).  

The researcher has chosen to embark on this study based on the researcher’s 

extensive working experience and knowledge of 12 years in the chosen company of 

this study. The researcher is also currently a consultant in human resources and training 

and has been providing these services for the past nine years to Government Linked 

Companies (GLCs), Multinational Companies (MNCs), and Small and Medium 

Enterprises (SMEs) as well as private companies. 

Originally a government entity and public sector organization, TNB was 

corporatized in 1990 and privatized in 1992. Since then, the company has gained 

tremendous traction in the utility industry with a business model that is responsive to 

the needs of customers, stakeholders, and the overall marketplace (Tenaga Nasional 

Berhad, 2020). 

TNB is committed to being one of the drivers of the Malaysian economy and 

improving Malaysians' socio-economic conditions. As Malaysia’s leading electricity 

company, they take the responsibility to continue to catalyze national development as 

their business grows. TNB has pledged to make a difference to its stakeholders and the 

environment as they strive to move forward through innovative solutions. TNB is 

responsible for generating, transmitting, and distributing electricity in Peninsular 

Malaysia, and operates a subsidiary called Sabah Electricity Sdn Bhd (SESB) in the 
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state of Sabah in East Malaysia, together with the state government (Tenaga Nasional 

Berhad, 2020). 

TNB now has about 32,000 employees all over the country. The company 

employees are the driving force behind their business operations. As TNB embarks on 

a new phase in its evolution, TNB continues to focus on driving productivity, 

efficiency, training, and career development of these valued employees. The efforts in 

this area have developed encouraging results as reflected by their rising Employee 

Engagement Score (EES). In 2020, TNB recorded an EES of 89% from 85% 

previously and this puts them amongst the top scores within the top quartile of Asia-

Pacific organizations (Annual Employee Performance Report, 2020).  

TNB’s strategy to achieve its aspiration of becoming amongst the leading 

corporations in the energy and related business globally is centered on five focus areas: 

enabling a stable regulatory environment, exceeding customer expectations, driving 

operational excellence and cost efficiencies, growing profitable businesses, and 

transforming their people and leadership. TNB comprises 11 main divisions, each with 

specific roles and responsibilities. 

The Generation Division (now known as GENCO) is tasked with spearheading 

TNB's power generation role to ensure the provision of secure, stable, reliable, and 

sustainable power, contributing to the country's long-term energy needs. 

The Transmission Division (now known as GRID Division) focuses on ensuring 

the safe, reliable, and economical operation of the grid system. It manages and operates 

the transmission network known as the National Grid. 

The Distribution Division (now known as Distribution Network Division) is 

responsible for planning, constructing, operating, performing repairs and maintenance, 

and managing the assets of the volts in Peninsular Malaysia's distribution networks. 
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The Retail & Customer Service Division handles the marketing and selling of 

electricity, connect new supply, provides counter services, collects revenues, operates 

call management centers, and cultivates strong customer and government 

relationships. 

The Strategic & Ventures Division plays a crucial role in developing and 

implementing TNB's long-term strategy, incorporating energy transition trends and the 

Environmental, Social, and Corporate Governance (ESG) agenda. Additionally, it is 

responsible for identifying and evaluating new business areas, exploring innovation, 

and other strategic initiatives. 

The Finance Division is responsible for ensuring continuous improvement and 

review of key financial areas, including financial policies, procedures, system 

efficiency, processes, and strategic financial risks. 

The Tenaga Global Business Solutions Division (TGBS) administers shared 

services within TNB, working towards being the preferred shared service provider and 

value creation partner for TNB Group, Subsidiaries, and external entities. 

The Group Human Resource Division plays a pivotal role within TNB by 

managing the entire human resources processes lifecycle. This division is responsible 

for overseeing various HR functions, starting from the recruitment process, where they 

attract, identify, and select the most qualified candidates to join the organization. They 

ensure that TNB has a skilled and diverse workforce to meet its operational and 

strategic needs. 

The Information Communication Technology Division (ICT) holds a pivotal 

position in TNB as it plays a vital role in overseeing all ICT initiatives within the 

organization. This division is responsible for managing the planning, coordination, and 

monitoring of various ICT projects and activities. 
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The Regulatory & Stakeholder Management Division holds a critical role within 

TNB as it is dedicated to navigating the complex landscape of regulations and 

managing various stakeholders to achieve favourable outcomes for both customers and 

Malaysia as a whole. 

The Procurement & Supply Chain Division is responsible for defining and 

managing the long-term group-wide procurement strategy, cost reduction initiatives, 

central procurement policies, and auditing compliance. 

Every division within TNB plays a crucial role in the organization's overall 

operations. Each division's contributions are vital to fulfilling TNB's mission and 

objectives in the power generation and distribution sector. Together, they form a 

cohesive and integrated system that ensures the reliable, efficient, and sustainable 

provision of electricity to meet the country's energy needs. These divisions work in 

synergy, supporting TNB's overarching goals and delivering high-quality services to 

customers while maintaining a strong commitment to safety, innovation, and 

environmental responsibility. 

TGBS is a critical division within TNB, comprising several departments, each 

with specific functions and responsibilities. These departments play a crucial role in 

ensuring the smooth operation and effectiveness of TGBS in supporting TNB's overall 

mission. 

The FMD has the primary function of maintaining and managing all operational 

vehicles within TNB. This involves overseeing the upkeep, repairs, and overall 

management of the organization's fleet of vehicles. The FMD ensures that the vehicles 

are well-maintained, meet safety standards, and remain in optimal condition to support 

the operational needs of TNB. 
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The Service Delivery Department consists of three sub-departments: Finance 

Transactions Services, Human Resource Transactions Services, and Procurement 

Transaction Services. Each sub-department handles specific aspects of service 

delivery, ensuring smooth and efficient processes in finance, human resources, and 

procurement functions. 

The Properties Services Department is responsible for the maintenance and 

development of TNB's properties. This includes managing property assets, ensuring 

their proper upkeep, and facilitating any development projects related to TNB's 

properties. 

The Security Services Department is entrusted with overseeing security-related 

activities within TNB. It is responsible for safeguarding TNB's assets, ensuring the 

safety of employees and visitors, and implementing security measures to protect the 

organization from potential threats. 

The Medical Services Department plays a crucial role in ensuring the proper 

administration of medical benefits for TNB employees. It manages employee health 

programs, medical insurance, and related medical services to support the well-being 

of TNB's workforce. 

The Health Safety and Environment Department manages all health, safety, and 

environmental operational matters within TNB. It ensures that the organization 

complies with regulatory requirements and adopts best practices to promote a safe and 

environmentally responsible workplace. 

The Corporate Affairs Department is responsible for handling corporate matters 

both internally and externally. This includes managing communications with 

stakeholders, coordinating corporate events, and maintaining the organization's 

reputation and image. 
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The Business Support Office Department provides administrative support 

services for the daily operations of TNB. It assists various divisions and departments 

with administrative tasks, ensuring smooth workflow and efficient functioning. 

The Strategy Department plays a vital role in developing appropriate strategies 

for TGBS in alignment with TNB's broader objectives. It formulates long-term plans, 

assesses market trends, and explores opportunities for growth and improvement. 

These departments collectively form the backbone of TGBS, contributing to the 

efficient functioning and success of the division. By fulfilling their specific roles and 

responsibilities, they ensure that TNB's business operations run smoothly and 

effectively, supporting the organization's overall mission and goals. 

FMD is responsible for the management and maintenance of all TNB vehicles. 

The FMD which is the focus of this thesis is under the purview of TGBS. FMD has 

been given the responsibility to manage and maintain TNB’s fleet services as of 

August 2017. Vehicle leasing and rental plus remarketing of vehicles are also under 

their care. TNB has a total of 4,500 vehicles, of which 2,500 are 4x4 pickup vehicles 

with another 1,000 being trucks of various sizes. Meanwhile, the rest of the vehicles 

are special vehicles, which include crane augers and aerial platforms, commonly 

known as tower wagons. The FMD (Fleet Management Department) is entrusted with 

several essential roles related to the organization's vehicles. 

Firstly, the FMD is responsible for the replacement and procurement of vehicles. 

They carefully assess the fleet's needs, consider technological advancements and 

operational requirements, and facilitate the acquisition of new vehicles to maintain an 

efficient and up-to-date fleet. 


