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Introduction  



u The MFFA Project was implemented with the intention to improve 

supply restoration process with the help of technology.  

 

u Focusing to attend low voltage breakdown at sites. 

 

u This will improve :  

 
Improve Communication and 
Coordination 

Improve Customers Relationship 
Management 

Improve Business Performance 



u TNB vehicles that being use to attend breakdowns are also installed 

with GPS devices to locate and to identify the nearest field crew to 

ensure the response to attend a breakdown is minimized.  

u It can be viewed on a map that is embedded in MFFA system.  
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for supervisors at Pusat Pengurusan Bekalan (PPB) 

Job Management 
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Customer  

ÅCall or SMS 
breakdown 
to 15454 

TNB Careline  

ÅCustomer 
Management 
Centre 

ÅReceived 
call and 
creates 
tickets  

Pusat Pengurusan 
Bekalan (PPB) 

ÅReceived 
breakdown 
ticket  

ÅReady to 
dispatch job  

Field 
Crews 

ÅReceived 
job 
through 
PDA 

ÅAttend 
breakdown 

MFFA Scope 



Ticket 

number,  

Address, 

etc . 

Iõm facing a 

blackout at my 

house now. 

Hello TNB Careline, 

How can I help you? 

Can I have your 

details pleaseéé 

My name is Mr. Big. 

My addresséé 

 

We will send our 

crew to your house 

soon. 

Thank you. 

1. Dispatch ticket to 

field crew  

2. Field crew receive ticket 

via PDA and acknowledge 

supervisor by click ôterimaõ. 

3. Field crew will now go 

to customerõs house 

4. Reach at customerõs house. 

Acknowledge supervisor by click 

ôtibaõ. Check and repair. Acknowledge 

supervisor by click ôkerja  siapõ.  

5. Acknowledge 

completion of job 

(via system) to 

Careline 



u Geocode 

u by supervisor at stations ð estimation of incident occurred based on the address  

u Re-geocode 

u by field crew at sites ð the exact location of the incident will be marked in the map ð 
for analysis purposes 

u Vehicle tracking  

u to identify the nearest crew to be sent to attend an incident  

u Navigating  

u to show fastest route to the breakdown location by the supervisor to the field crew.  

u Using the pre-installed GPS application  

u Analysis 

u By engineers at stations.  



u Can view details breakdown location  


