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PENSIJILAN MS ISO 9001:2008
(a)

Jawatankuasa pasukan penyediaan dokumen MS ISO 9001:2008 telah dilantik oleh Ketua
Pengarah RISDA pada bulan Februari 2009 bagi membincangkan serta membuat penyediaan
dokumen MS ISO 9001:2008 agar memenuhi semua kehendak SIRIM.

(b)

Pusat Tanggungjawab yang terlibat dalam perlaksanaan MS ISO 9001:2008 adalah seperti berikut:
-

Ibu Pejabat RISDA

-

Pejabat RISDA Negeri Perak

-

Pejabat RISDA Daerah Kuala Kangsar

(c)

Setelah hampir setahun MS ISO 9001:2008 RISDA dilaksanakan, pihak SIRIM telah
mengadakan Audit Dokumen (1st Stage Audit) pada 1 April 2010 serta Audit Pensijilan (2nd
Stage Audit) pada 12 – 13 Mei 2010.

(d)

RISDA telah berjaya mendapatkan Pensijilan pada 23 Julai 2010 setelah semua ketidakakuran
semasa audit pensijilan telah dilaksanakan serta mendapat kelulusan daripada pihak SIRIM.
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In the middle of difficulty lies opportunity.
- Albert Einstein -
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How To Be A Good Listener
Listening is an essential part of communication, and it is listener similar experiences that the listener has had. Both
different from hearing. Being a good and patient listener
helps you not only solve many problems at work or home,
but also to see the world through the eyes of others, thereby
opening your understanding and enhancing your capacity
for empathy. Besides which, you learn a lot from listening.
As deceptively simple as listening to and acknowledging
other people may seem, doing it well, particularly when
disagreements arise, takes sincere effort and lots of practice.
Place yourself in the other person’s shoes.
It is often too easy to wonder about how what the other
person is telling you is impacting you. Active listening is not
about inward thinking. Instead, you must draw away from
the temptation to do this by looking at the problems from the
other person’s perspective and actively trying to see his or
her point of view. It is not a good idea to consider yourself to
be smarter than the speaker and assume that if you would
have been in his or her shoes, you would have seen your
way through the problem much faster.

can be helpful, but they are easily abused. Put aside your
own needs, and wait for the other person to talk at their own
pace.
Follow and encourage the speaker with body language.
Nodding your head will indicate you hear what the speaker
is saying, and will encourage them to continue. Adopting
body postures, positions and movements that are similar to
the speaker (called mirroring) will allow the speaker to relax
and open up more.
Practice the empathetic sounding back technique.
At appropriate intervals during the conversation, it is helpful
to “summarize and restate” and/or “repeat and encourage”
the main points:

Repeat and encourage: Repeat some of the things said
by the speaker. At the same time, encourage the speaker
with positive feedback. For example, you might say: “You
didn’t enjoy having to take the blame. I can see why.” Go
Create a conducive physical and mental space.
easy with this technique, however, because if you overwork
Remove all distractions. Give the speaker 100% of your it, it may come across as being patronizing.
attention. Turn off cell phones. It may be easiest to arrange
Summarize and restate: It is also very useful to
to talk somewhere that distractions will not occur. Quiet your
mind and open yourself to whatever the person might have summarize what the speaker is saying and restate it in your
own words. This is a form of reassuring the speaker that
to say.
you have truly been listening to what he or she is saying.
It also provides the speaker with an opportunity to correct
Stop talking and try to be silent.
any mistaken assumptions or misconceptions that may
It might sound obvious and trite, but one of the biggest have arisen during the course of the conversation. This is
obstacles to listening, for many people, is resisting the an especially good technique to try when you find yourself
impulse to ‘chime in’. Many people think that silence getting frustrated or restless in your listening.
is awkward, and want to fill it in with their own thoughts.
Likewise, many think that empathy means sharing with the
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Do not interrupt with what you feel or think about the Use Body Language to express your interest.
topic being discussed.
Active listening involves the entire body and face--both
Wait for another person to ask your opinion before yours and that of the speaker:
interrupting the • ow of discussion. Active listening requires o
Your expression: Look interested and meet the
the listener to shelve his or her own opinions temporarily, gaze of your speaker from time to time. Do not overwhelm
and await appropriate breaks in the conversation for the speaker by staring intently, but do re• ect friendliness
summarizing. Abstain from giving direct advice. Instead, let and openness to what you are listening to.
him or her talk the situation out and • nd his or her own way. o
Read between the lines: Always be alert for things
Besides, if he or she takes your advice and something goes that have been left unsaid or for cues that can help you
wrong, he or she will be likely to blame you (whether he or gauge the speaker’s true feelings. Watch the facial and body
she tells you or not).
expressions of the speaker to try to gather all information
you can, not just from the words. Imagine what kind of state
Ask meaningful and empowering questions.
of mind would have made you acquire such expressions,
body language, and volume.
Do not seek to probe or make the other person defensive. o
Speak at approximately the same energy level as
Rather, aim to use questions as a means by which the the other person. This way, he or she will know that the
speaker can begin to reach his or her own conclusions message is getting through and that there is no need to
about the concerns or issues being raised. Once you repeat.
have shown empathetic listening, it is time to move into Try to reassure the speaker that all is well. Whatever the
empowering listening by re-framing the questions that you conclusion of the conversation, let the speaker know that
ask the speaker. For example: “You didn’t enjoy having you have been happy to listen and to be a sounding board.
to take the blame. But I cannot understand why you feel Make it clear that you are open to further discussion if
blamed rather than merely being asked not to do something need be, but that you will not pressure him or her at all. In
that way.” Wording the question in this manner presents addition, reassure the speaker of your intention to keep the
the speaker with a need to respond directly to your lack of discussion con• dential. Offer to assist with any solutions if
grasping something. In the process of doing so, the speaker you have the ability, time, and expertise. Do not build up
should begin to move from a more emotional response to a false hopes, however. If the only resource you can provide
more constructive response.
is to continue to be an active listener, make that very clear;
in and of itself, this is a very valuable help to any person.
Wait for the person to open up.
In the process of encouraging a constructive response,
an active listener must continue to be patient and let the
speaker acquire his or her full • ow of thoughts, feelings, and
ideas. Keep yourself in his or her shoes and try to estimate
why he or she is in such a situation.

Your attitude determines your action.
Your action determines your accomplishment.
- John C. Maxwell -
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