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the team editor’s note
If time flies faster the longer our chronological age ticks on, then it has really 
flown by this May 2019 semester where, in anticipation of the Raya 
celebrations, all key deadlines have been brought forward for the OUM 
academics labouring behind the scenes. It was in the throes of these 
compressed times that this latest issue of inspired was birthed. 

Time is the essence of Issue 7 where it works hand in hand with institutional 
effort to enhance positive learner experience. This is the topic of our main 
feature by OUM’s Vice President of Operations and Learner Experience, Puan 
Kamariah Mohd Noor. Time is also that which OUM bides before officially 
launching in stages its fully online programme delivery, as highlighted in the 
irregular interview column, “5 Minutes with the President” of OUM. 

From all of us here at inspired, and on behalf of the University, we wish all our 
readers Selamat Hari Raya and Happy Holidays! 

Dr David Lim, Editor
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inspired is a not-for-profit OUM e-magazine on the 3Ps - practice, policy and philosophy - of teaching and 
learning in and beyond OUM. Published thrice-yearly, it engages a readership of OUM learners, staff, 

tutors and the interested public. inspired evolved out of TCX (Tutor Connexxions), a now-discontinued 
OUM e-newsletter which saw 45 issues published over almost a decade.
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Compulsory
Tutorial
New Undergraduates
10-12 May 2019

Tutorial / Seminar 2
Senior Undergraduates
22-24 June 2019
New Undergraduates
22-24 June 2019
Postgraduates
22-24 June 2019

Tutorial / Seminar 1
Senior Undergraduates
24-26 May 2019
New Undergraduates
24-26 May 2019
Postgraduates
24-26 May 2019

Tutorial /
Seminar 3
Senior Undergraduates
26-28 July 2019
New Undergraduates
26-28 July 2019
Postgraduates
5-6 July 2019

Assignment Deadlines
Online
8-21 July 2019
Offline
26-28 July 2019

Tutorial / Seminar 4
Postgraduates
26-28 July 2019

Final Examinations
Undergraduates
13-27 August 2019
Postgraduates
17-23 August 2019
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Gearing Up For Fully Online
Programme Delivery

Five Minutes with YBhg Prof Dato’ Dr Mansor Fadzil,
President & Vice-Chancellor, OUM

By Dr David Lim

photo by Razif Masri

Dr David Lim (DL): Dato’, thank you for setting aside time 
for this interview. I’d like to start by zooming in on the 
impending official launch of the fully online mode in 
which selected degree programmes will be delivered. 
What can you tell us about it? 

YBhg Prof Dato’ Dr Mansor Fadzil (DM): The fully online 
mode of programme delivery is to cater to a significant 
proportion of OUM learners seeking to earn their degrees 
by leveraging exclusively on digital tools and online 
interactions with their peers and tutors without the 
encumbrance of attending face-to-face classes. The 
official launch of this is slated tentatively for August 2019 
but we’ve already had a soft launch in May this year for the 
initial offerings, namely the Master of Islamic Studies 
[MIST] and the Master of Early Childhood Education 
[MECHE] programmes. 

DL: How have learners responded to these two fully 
online programmes soft-launched recently? 

DM: It has been encouraging. We projected as much in the 
preceding years of groundwork we did to study the 
expectations of our learners and the ways in which this 
mode of delivery could be configured. One of the things 
we observed time and again is that, while OUM learner 
profiles are complex, there are key unifying characteristics. 
OUM learners come from richly diverse social 
backgrounds. All have unique needs, preferences, styles, 
quirks, and approaches to learning. An overwhelming 
majority of our learners nonetheless share such key 
attributes as grit, adaptability, independence, 
self-direction, and openness to newness. These shared 
attributes predispose our learners to embrace fully online 
learning which has become ubiquitous globally. 

DL: Since its inception almost two decades ago, OUM 
has offered tens of thousands of learners the opportunity 
to pursue their dream of earning a degree. Many have 
graduated without stepping foot in a physical classroom. 
How is this de facto mode of online delivery different 
from the impending official launch of fully online 
programme delivery?

DM: Several things set the former apart from the latter. To 
start, learners who enrol in programmes to be officially 
launched in fully online mode will receive fifteen percent 
off their tuition fees. More important than this considerable 
saving, arguably, is the comprehensive online learning 
support that comes with the latter. Fully online learners will 
have carefully curated weekly e-lesson scaffolding to help 
them move progressively toward stronger understanding 
and, ultimately, greater independence in the learning 
process. Learners will also benefit from at least eight 
hours of live forum discussions or virtual seminars per 
semester. They can participate in these from any location 
convenient to them. These are over and above the 
standard package that all OUM learners receive, including 
access to comprehensive course materials in digital 
format, e-tutor support, OUM’s asynchronous e-forum 
platform called myINSPIRE, and the University’s digital 
library. 

DL: Thank you, Dato’. inspired looks forward to follow-up 
reporting on the University’s fully online offering as it is 
rolled out in phases. 

An overwhelming majority of 
our learners […] share such 

key attributes as grit, 
adaptability, independence, 

self-direction, and openness to 
newness.

Conceiving “Learner Experience” 
“Learner experience” can be described as the experience 
learners undergo in their quest for an academic 
qualification. This encompasses the various points of 
interactions between the learners and the learning 
provider which in this context is Open University Malaysia 
(OUM).

A typical interaction starts with the prospective student 
learning about OUM through social media, perusing OUM 
programme advertisements in the print or digital form, or 
interacting with our marketing staff in person at the main 
campus or at any of our 33 learning centres spread across 
the country.

Prospective students who eventually decide to enrol with 
OUM (or any other learning provider for that matter) 
invariably do so with certain expectations of what that 
decision should entail. Crossing the threshold, newly 
enrolled learners will bring these expectations with them, 
modulating them as they engage with the university over 
time, and measuring the actual lived experience against 
their conceived ideals. 

Any university that prioritises the formation of positive 
learner experience will strive to ensure that it meets, or 
better yet, exceeds, learner expectations from the moment 
the learners join the university until they graduate and exit 
the system. OUM, for one, is committed to this priority 
which is literally inscribed in its mission statement: “To 
widen access to quality education and provide lifelong 
learning opportunities by leveraging on technology, 
adopting flexible mode of learning, and providing a 
conducive and engaging learning environment at 
competitive and affordable cost.”

Having this commitment to delivering positive learner 
experience built into OUM’s institutional culture is 
enormously useful in this post-marketing age where 
people have all but become fatigued by a surfeit of 
gimmicky marketing campaigns and promises, preferring 
instead to evaluate things based on their direct experience 
with the service provider, as well as the experience of 
friends and other people who share in social media. 
Providentially, this prior commitment to learner experience 
brings OUM closer in alignment with the philosophy of 
customer-first service championed by entrepreneurs like 

In a Student Satisfaction Survey jointly conducted in 2018 
by OUM’s Centre for Learner Affairs and Institute of Quality 
Management, the performance of 80.4 percent of the tutors 
were rated satisfactory by 2,914 undergraduates (82.5 
percent of whom were in Years 1 to 3). 2.4 percent of the 
tutors were rated as needing improvement, while 17.2 
percent were rated as moderate.

The scores for the three other parameters in the ‘more than 
satisfactory’ category are: 79.2 percent on the quality of the 
e-modules, 80.2 percent for the quality of online learning, 
and 84.3 percent on the quality of services offered by the 
learning centres. 

In Sum 

OUM is currently doubling down on its efforts to narrow the 
gap between learner expectations and institutional delivery 
in the areas highlighted above. It is committed to 
intensifying its training programme for tutors to provide not 
only baseline support such as timely responses to learner 
postings but also to offer pastoral care to learners so that 
they may stay steady in their pursuit of higher education 
with us. 

Moving forward, as part of our continuous effort to enhance 
learner experience, we are working on introducing OUM 
eNGAGE, a learner-centric intelligent online learning system 
that aims to keep learners productively engaged with their 
studies through a series of reminders and progressive 
learning activities that appear at predetermined intervals 
over a semester. Through eNGAGE, OUM hopes that its 
learners, largely busy working adults, will remain on-track in 
their studies. 

By way of concluding this short piece, allow me to cite 
Derek Sivers who reminds us that “customer service is the 
new marketing”, which is to say that no amount of slick 
marketing and gimmicky promises will ever trump real 
passion to put a smile on the face of one’s customers. We 
aim to produce many more smiles over time as we carry out 
our mission in the spirit of generosity and abundance. 

Derek Sivers (founder of CD Baby) and Jeff Bezos (founder 
of Amazon). At the least, it puts the University in good 
stead to address learner grievances as they arise. 

Learner Feedback and Institutional 
Improvement 
In a typical semester, OUM learners will interact with the 
University with a certain regularity, such as attending study 
skills workshops, registering for courses, paying course 
fees, attending tutorials, accessing course e-contents, 
interacting with their peers and e-tutors in the e-forums, 
and sitting for examinations. The main points of contact 
for OUM learners are the University’s tutors and 
facilitators, as well as the administrative staff of the 
learning centres across the nation. Expectedly, then, these 
serve as the lightning rod of learner feedback. 

Much of the learner feedback received by the University 
are channelled through its Electronic Customer 
Relationship Management tool called the e-CRM. The 
University also receives learner feedback from surveys 
conducted from time to time. From these and other 
channels, we have been able to draw useful insights for 
remedial action. 

Over 10 months in 2018, the e-CRM registered an average 
of 2,141 tickets monthly comprising complaints and 
requests on areas ranging from examination to 
convocation. The highest number of tickets – 35.15 
percent, to be precise – were examination-related, while 
2.56 percent were related to e-tutors and e-forums. The 
latter tickets were largely on the timeliness of tutor 
response to learner postings in the e-forums. In general, 
tutors are expected to respond to learner postings in the 
e-forum within 48 hours. 
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Between Learner Experience and
Institutional Delivery
By Kamariah Mohd Noor, Vice President
(Operations And Learner Experience), OUM  
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In a Student Satisfaction Survey jointly conducted in 2018 
by OUM’s Centre for Learner Affairs and Institute of Quality 
Management, the performance of 80.4 percent of the tutors 
were rated satisfactory by 2,914 undergraduates (82.5 
percent of whom were in Years 1 to 3). 2.4 percent of the 
tutors were rated as needing improvement, while 17.2 
percent were rated as moderate.

The scores for the three other parameters in the ‘more than 
satisfactory’ category are: 79.2 percent on the quality of the 
e-modules, 80.2 percent for the quality of online learning, 
and 84.3 percent on the quality of services offered by the 
learning centres. 

In Sum 

OUM is currently doubling down on its efforts to narrow the 
gap between learner expectations and institutional delivery 
in the areas highlighted above. It is committed to 
intensifying its training programme for tutors to provide not 
only baseline support such as timely responses to learner 
postings but also to offer pastoral care to learners so that 
they may stay steady in their pursuit of higher education 
with us. 

Moving forward, as part of our continuous effort to enhance 
learner experience, we are working on introducing OUM 
eNGAGE, a learner-centric intelligent online learning system 
that aims to keep learners productively engaged with their 
studies through a series of reminders and progressive 
learning activities that appear at predetermined intervals 
over a semester. Through eNGAGE, OUM hopes that its 
learners, largely busy working adults, will remain on-track in 
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By way of concluding this short piece, allow me to cite 
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fees, attending tutorials, accessing course e-contents, 
interacting with their peers and e-tutors in the e-forums, 
and sitting for examinations. The main points of contact 
for OUM learners are the University’s tutors and 
facilitators, as well as the administrative staff of the 
learning centres across the nation. Expectedly, then, these 
serve as the lightning rod of learner feedback. 

Much of the learner feedback received by the University 
are channelled through its Electronic Customer 
Relationship Management tool called the e-CRM. The 
University also receives learner feedback from surveys 
conducted from time to time. From these and other 
channels, we have been able to draw useful insights for 
remedial action. 

Over 10 months in 2018, the e-CRM registered an average 
of 2,141 tickets monthly comprising complaints and 
requests on areas ranging from examination to 
convocation. The highest number of tickets – 35.15 
percent, to be precise – were examination-related, while 
2.56 percent were related to e-tutors and e-forums. The 
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tutors are expected to respond to learner postings in the 
e-forum within 48 hours. 
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We aim to produce many more 
smiles over time as we carry 

out our mission in the spirit of 
generosity and abundance.
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my_philosophy profiles OUM academics, 
facilitators, tutors, and subject-matter 

experts, as well as the personal educational 
philosophy that drives each of them.
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Name
Dr Nantha Kumar Subramaniam

Position
Head, Learning Technology; Associate
Professor, Cluster of Applied Sciences 

Discipline
Computer Science

Areas of Expertise 
Programming, Artificial Intelligence
(Machine Learning)

Educational Philosophy
I believe that there are four essential
principles that are conducive to learning
that I adopt: (1) The teacher's role is to
act as a guide and coach; (2) Students
must have access to hands-on activities;
(3) Students should direct their own
learning; and (4) Technology must be
incorporated in the teaching & learning.
It is my desire to create an atmosphere
where students can realise their full
potential.
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Name
Dr Norish Norsiah Aminudin

Position
Associate Professor, Cluster of Business
and Management 

Discipline
Human Resource Management

Areas of Expertise 
Human Resource Management, Talent
Management, Training and Development,
Recruitment and Selection, Organisational
Behaviour, Entrepreneurship 

Educational Philosophy
I seek to educate trainable talent with
creativity and devoutness.


