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Chrel NXeerchiry o the
SSarerment

I am pleased that the Civil Service is once again able to
publish its report on the implementation and progress of
administrative reform efforts throughout 1996, The tradition
of documenting and publishing reports on such reform efforts
which was introduced by the Tormer Chicl Secretary in 1990,
will be continued as a significant step towards incrcasing
resource materials on the Civil Service.

Various administrative reform efforts were implemented in
the Civil Service in line with the ever changing demands of
the duy. In addition to the increasing needs and expectations
of the customer. the challenges arising from the globalised
economy and the tremendous development ol information
technology have spurred the Civil Service to upgrade its
administrative machinery. Its major mission is to provide the
best possible service to the public at large while at the sume
time ensure a conducive environment o lacilitate cconomic
growth and enhance national competitiveness in meeting
the objective of making Mulaysia a developed nation by the
year 2020,

xi



The reform efforts are geared towards the inculeation of
values of excellence in the Civil Service such as quality.
productivity. innovation. integrity. accountahility. discipline
and professionalism. The programmes that have been introduced
uuphmnu (ai providing customer-oriented services: (b)
improving systems and procedures: (¢} streamlinin
sanisational structure rading human resource
deyelopment: (¢) enhancing accountability and discipline: (f)
strengthening efforts at mnulmum values of excellences (g)
enhancing the use of information technology and (/)
strengthening collaboration with the private sector. These efforts
will be further strengthened in the years ahead.

One important programme that was introduced recently in
the Civil Service is the implementation of MS 15O 9000, Tts
implemen ation will bring about a |7.u.ul|"m shilt in the system
of management and work culture in the Civil Service. It will
enable a more effective quality management system that
emphasises process management based on principles that will
cuarantee products and services that meet the needs of the
customer. The deciding factor [or the success of this programme
is the commitment of all heads of Government agencies 1o
motivate, lead and guide the employees of their respective
agencies in Tully implementing the requirements stipuluted
under MS 1SO 9000, [t is hoped that all Government agencies
will focus their efTorts on this initiative.

Part of the success of the Civil Service in introducing
management and administrative reforms is the result ol the
increasingly widespread use of information technology. Attention
will continue to he Tocused on expanding the use of the Tatest
technology particularly in terms of the efforts towards achieving
a paper-less Civil Service und the implementation of electronic
government as part of the development of the Multimedia
Super Corridor (MSC).

The implementation of the Malaysia Incorporated Policy
has bheen successful in establishing closer ties hetween the
public and private sectors. Both sectors huve shown themselves
to be highly commitied to playing their respective roles in
enhancing cconomic growth and national competitiveness. The
Malaysia Incory pm.llul Policy will continue (o be a key national
pnluv and henee should be given due emphasis so that it is
implemented more effectively.
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Another important aspect that needs 1o be given attention
is in the area of financial mu ment. Each and every public
officer who is given the powers and entrusted to manage public
resources should carry out his or her responsibilities according
(o established rules and regulations. The Anditor-General's
Report continues to point out weaknesses in financial
management and accounting procedures. As such more stringent
measures need to be implemented o further strengthen financial
management in Government agencies.

The implementation of these administrative relorm efforts
should move i step with elforts to assimilate positive core
values among members of the il Service. The assimilation
ol and adherence to such values will provide the foundation
for the ereation of 4 culture ol excellence as well us o clean.
efficient and trustworthy Civil Service. Hence. there is a need
for more strategic measures to enhance the assimilation and
internalisation ol core positive values,

Lam confident that given the commitment ol top management
and the determination shown by all members of the Civil
Service in successfully implementing adminisirative velorm
programmes introduced thus far. the Civil Service is capable
of greater achievements in the futare. Finally. T wish to record
my highest appreciation to Yang Berbal Tan Sri Data”
Seri Alunad Sarji bin Ahdul Hamid. the former Chiel Secretary
to the Government, for having performed admirably in leading
the Civil Service to achieve a level of suceess that we can all
be proud of. The contributions and commitnient shown by
Yang Berbahagia Tun Sri will undoubtedly encourage us o
continue the efforts 1o spur the Civil Service to an even higher
level ol excellence.
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This Report on lmprovements und Developments in the Civil
Service is the seventh in the series sinee its introduction in
1990 Its publication is a continuation of the elforts to document
the progress that has been achieved by the Civil Serviee through
the implementation of administrative reforms Irom one year
o another. | wish o thank all Government agencies lor giving
their fullest cooperation 10 MAMPU in preparing this report.

The period between [990-1995 witnessed signiticant
munasement and administrative changes in the Civil Service,
Since the launching of the Excellent Work Culture Maovement
At the end of 1989, the Civil Service has intensifed its
administrative reform efforts through more conerete reform
programmes. Throughout 1990, the Tocus was on improving
quality management in Government agencies through the
publication of the Guidehook on Quality Management and
Entancement and the KHIDMAT magazine ds well as the
introduction of o system of awards under the Prime Minister’s
Quality Av tention was also given to the implementation
of the Malaysia Incorporated Policy with the establishment of
o central constltative panel comprising senior Government
officers and members from the private sector. At the same
lime. constltative mechanisms at the Ministry. state and district
ulso reactivated. In addition. efforts 1o establish

d

levels wer
4 more efficient and elfective public administration were

continued.
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These administrative relorm elforts were mtensified in 1991
A series of cireulars dealing speeifically with the reform efforts
known as the Development Administration Cireulars (DAC)
was introduced. The DAC provided detailed gurdelimes on
various aspects of management and admimisteation which hud
heen introduced earlier such as the Manual of Work Procedure:
handling telephone Commumication services: counter services:
management of meetings: productivity improvement: the
integrated scheduling system for developnient projects 1ISTAP:
Quality Control CirelestQCCs)zand the fmplementation ol the
Malaysia Incorporaied Policy. Circulars introducing new
progrimmes were also issued such s the DAC relating o
innovation awards and the use of Work Action Forms. In order
rstood by members

to ensufe that these gudelines were fully und
of the Civil Serviee at all levels: INTAN cari
mmes on these cirenlars. MAMPU'S Inspector

ed out spec

ed out inspections pertaining to the implemer
ol these cireulars as well as provided the necessary consultancy

services

The vear 1992 was another tmportant year for administrative
reform efforts with the implementation of the New Remuneration
System (NRS). The NRS not only resulted m changes o the
remuneration system but also introduced the New Performance
Appraisal System. a more comprehensive appraisal system
based on performance and work results. In line with this. three
other important programmes were introduced namely the Total
Quiality Management tTQM) pragramme. the Micro Accounting
System (SPM) and the Public Complaints Management System.
In addition, the planning and preparation of developrient projects
was streamlined through the issuance of more detailed guidelines.

In 1993, the reform efforts were intensificd through more
wide runging reforms. The reforms that were undertaken had
tems.

not only brought about changes in terms of structures.
procedures and Iu.hlmlnu but also in the mind-set o the
members of the Civil Service. A key initiative that was introduced
in 1993 was the implementation of the Client’s Charter including

4
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doservice recovery mechanism wherehy Government geencics
make @ commitment to provide services that satisiy the needs
ol the customer, Collaborative efforts with the privale seetor
in the spirit of Malaysia Incorporated were also ntensilied
The consultative mechanism at the central level was sircamlined
with the estiablishment of the Malaysia Incorporated Officials”
Commitiee which repluced the existing Sub-Commitiee to the
Panel on Administrative Improvements to the Civil Serviee
(PANEL). The membership ol the Committee was restructured
more effective cooperation hetween

and expanded fo encourig
afficials ol the publicand private sectars. I order to estiblish
1 more harmonious telationship hetween the two sectors. aset
of guidelines on the involvement af hoth sectors in activities
like sports. seminars and conferences was issued

In the same year. elforts o strengthen aceountability und
discipline among public officers were intensified. Existing
regulations reluting fo conduct and discipline in the Civil
Service were reviewed and new regulations known as the Public
Service Officers Regulations (Conduct and Discipline) 1993
and Public Service Disciplinary Board Regulations 1993 wepe
putin place. Guidelines for establishing productivity indicators
were dlso prepared 1o ensure the use of performance indicators
in performance measurement. This has indirectly helped enhance
accauntability and transparency in the Civil Service. In the
area of technology. the Electronic Data Interchange (ED1 and
the Public Services Network (PSN) were introduced to improve
service delivery by Government agencies.

The Civil Service began the year 1994 with the conviction
tive

and dedication o provide a more efficient and cffe
administrative machinery that would contribute more
meaningfully towards the achievement of Vision 2020. The
agenda for 1994 was 1o intensily efforts for more effective
administration and management atall levels, One of the measures
that was given emphisis wis the reduction of bureaucr
tape through simplification of rules and regulations. particularly

tic red-
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those relating to the issuance of permits and licences for business
and investment. Another successful effort in the year 1994 was
the provision ol on-line access 1 public domain information
through the Civil Service Link (CSL), The setting up of the
CSL wus an indication of the responsiveness of the Civil
Service o the expectations and needs of the private sector in
terms of Government information and was evidence ol the
move towards transparency in the Civil Service. Italso reflected
the confidence of the Civil Service in being able to utilise the
Latest information technology in providing quality services (o
the customer.

1 1995 saw the Civil Service multiplying s efforts
to inculcate values of excellence. The implementation of
reform efforts which were introduced carlier were reinforced
es such as the provision of
ing the use ol information

through a number of major strat
customer-oriented services: ine
technology: strengthening colluboration with the private sector
under the Malaysia Incorporated Poliey: and streng!
canisational structures and human resource man,
One of the important initiatives undertaken was 1o have well
planned efforts o overcome the problem of bucklog of work.
The utilisation of information technology and automation in
work processes was also intensified in order to achieve the
vhjective of creating a paper-less Ciyil Service. One of the
progrimimes that has shown encouraging success is the use of
the computer accounting system software package known as
the Standard Accounting System for Government Agencies
(SAGA). Although only recently introduced ina number of
statutory hodies. this system has proven o be effective in
uperading the efficiency of the relevant agencies in the
preparation of their financial accounts. This new system has
also enabled them to prepare their daily financial statements
and maintain up to date records of their financial status. All
ol these have contributed towards enhancing accountability
and transparency in Government financial ma ment, The
suceess of the implementation of SAGA on a pilot basis in 4
number agencies has given the Government the confidence to
expand its implementation 1o other Government agencies in

stages.

6
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ess that has been achieved by the Malaysian Civil
ly inthe Tast lew vears has increasingly caught

The prog

Service, especi
the atiention of other conntries. One evidence ol this is the
appointment af the Chiel Scerctary as the Deputy President
ol the Commonwealth Association for Public Administration
and Management (CAPANM) in 1994 and subsequently as
President in 1996, The Ma
with the task of hosting the second CAPAM Board of Directors
meeting on 1 September 1995, In addition. the Mulaysian
Civil Service provided consuliancy services to a number of
countries like South Africa. Sri Lanka and Kyrgystan. The
Chicl Seeretary and other senior Government officials have
also been frequently invited to present working papers at various
international sem The internationul interest in the
administrative reform ¢fforts ol the Malaysian Civil Service
is also evident in the increasing number ol visits by foreign

aysian Civil Service was also entrusted

(B

delegations wishing 1o share the experience in the realm of
administrative reforms

The reform efforts over the Jast six yeurs have luid astrong
foundation for the Civil Servie
effectiveness to a higher lével. This has motivated the Civil
Service o undertake the challenge of implementing 150 9000
at all levels of administration, The implementation of 150
9000 requires continuous adherence to a comprehensive quality
management systen that is hused on internationally established
quality standards. Preparations for achieving this are being

o raise its efficiency and

actively Tormulated. As afirst step, a complete setof guidelines
has been prepared under Development Administration Cireulur
No. 2 of 1996 entitled “Guidelines For Implementing MS 150
9000 In The Civil Service™ Anaction plan for its implementation
on a stage by stage hasis covering the period until the year
2000 has been drawn up.

In meeting the challenges of the rapid advancement af stte
of the art information technology. the Government has agreed
ta the establishment ol the Government Integruted
Telecommunications Network (GITN). This initiative is now
well underway with the launching of a pilot project on

7
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13 July 1996, The GITN project will provide a
telecommunications infrastructure that is capable ol increasing
neies as well as enable

applications

cllicient links hetween Government

the use of @ variety of mformation technolog
more effectively. In line with this. efforts towards increasing
the use ol information technology in Government agencies
have also been stepped up. These efforts awill help speed up
the attainment ol the objective of a puper-less Civil Service.

Undoubtedly. the 19905 period hus been a challenging and
meaningful era Tor the Civil Service, The capacity 10 prn\uk
wmore eflicient administragion as had an impact on the nation’s
rapid and sustained economic growth. This success is the
result of the untiring efforts of the members of the Civil
Service at all Tevels as well as the support and encouragement
of the leaders of the nation. This achievement is also the
product ol close collaboration with the private sector. non-

Governnment arganisations and the mass media.

Dato” Dr. Muhammad Rais bin Abdul Karim
DIRECTOR GENERAL OF MAMPU

27 danuary 1997.




|

MAJOR
IMPROVEMENT
PROGRAMMES IN 1996



10



MAJOR IMPROVEMENT
PROGRAMMES IN 1996

Continued reform efforts throughout 1996 have brought ibout
sing progress within the Civil Service. Amang the

major improvement programmes are the implementation of
MS 1SO 9000 and elforts towirds the development ol i paper-
less civil service.

IMPLEMENTATION OF MS SO 9000

1SO 9000 is a series of standards for a quality management
and quality assurance system. In Malaysia, the standard is
recognised s the MS 18O 9000 standard which is issued by
SIRIM. This standard has gained widespread acceptance among
the private sector. Presently. there are about 940 companies
which have secured registration o the standard. The muin
nisations in the privaie sector to obtain

ohjective for o
registration iy to achicve competitiveness for their products in
the international market, In the context of the Civil Service.
the adoption of the stundard will ensure the establishment of
an effective quality management system. The products and
services under such a system will exhibit quality features that

meet the customer’s requirements. As an institution responsible
for the development of the country. the Civil Service should
continuously strive to strengthen its administration in order to
provide the best service. The Rt. Hon. Prime Minister of Malaysia.
in his speech delivered at the Commonwealth Association for
Public Administration and Management (CAPAM) Conference
in Maltaon 21 April 1996, emphasised that the quality of an

11
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Slfective Government administration cannot be fower than that
of its clients - specilivally the private seetor. Towards this end.
on 1 November 1995, the Government decided thin the Civil
Service should implement the 1SO 9000 standard.

The Objective of Implementing MS 150 9000

The Civil Service decided on the bold step to implement 15O
Y000 with the main objective of developimg an efficient and
elfective quality mianagement system in order o provide the
best service for the public. This objective can be achieved
through the implementation ol MS 1SO 9000 because
must comply with aquality management systeny that emphasises
prevention and notremedial action after the defects have oceurr ed
sencies are required 1o carry out continuous review ol the
eritical processes and take corrective action, The implementation
of MS 1SO 9000 will ensure the development of work methods
which wre of consistent quality bused on the principle ol “right
first time and every time™ through doeumented policies and
procedures. Another important principle is the emphasis on
the miintenance of quality records which provide ohjective
evidenee that necessiry actions have been implemented. The
quality system that is developed based on these principles will
inevitably lead to competent decision making: eifective control
of the organisation’s suppliers: control on the cost of quality
for work that is repetitive and of poor guality: increase in
productivity; and reduction i wastage and rework, In summary.
Government agencies which haye successfully implemented
MS 1SO 9000 will have streamlined processes. are sensitive
10 the needs of their customers. proactive and more efficient.

neies

MS 1SO 9000 Concept

MS 1SO 9000 is 2 written set of standards which deseribe and
define the basic clements of the quality system For an organisation.
These clements encompass  organisational structure.
responsibilities. procedures. processes and resourees for
implementing quality management. A quality system hased on
the MS 1SO 9000 standard will ensure that an organisation’s
products and/or services contingously meet the needs of the
customer.

2
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The 1SO 9000 standard. which is hased on the guality assurance

coneept, foeuses on the process that results in the product and

not on the end product isell. By focusing on the process. this
will ensure that only products and services which meet the
customer’s requirements are produced or delivered. 1t can also
ensure that any weaknesses i the process that result i products
and services that doonot meet specitications are avoided, To
achieve the goal of quality assurance. the needs ol the customer
must be understood and the process to fulfil these needs must
he planned and controlled. The control of the process will be
- The output will he
verified so as tooascertain that it meets the stipulated

carried out at the input and process stage

specifications. The implementation of the process is based on
documented policies and procedures. Figwee 1 oexplains the
quatlity assurance coneept which is achieved by implementing
MS ISO 9000

FiGugre |

HE ISO 9000 CONCEPT

NEED FOR OUALITY

CUSTOMI R »—»l QUALITY ASSURANCE ‘

Crganisation I

DOCUMENTATION QUALITY SYSTEM
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o Procedires

CONTROL CONTROI

prociss L o
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© Auttitiey
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MS 1SO 9000 and TQM

In an organisation which has implemented Total Quality
Management (TQM). the adoption of MS 180 9000 will Turther
complement and supplement such efforts. TOM is an overall
quality management system that emphasises senior management

support. strategit quality planning. customer orfentation. training
and recognition, guality assuranee. performance measurement
and teani work. MS 1SO 9000 focuses on process management
1o ensure quality assurance. Both process and human resouree
aspeets will need to he addressed in order for an organisution
Lo function efficiently and effectively. TQM integrates hoth

these aspects to develop a total quality culture.

The 1SO 9000 clements are linked very closely to the TQM
principles. As an example. senior management support and
Hment

strategic quality planning are emphasised under Minag
Responsibility (Element 410 in the MS 18O 9001 standard
The customer focus concept is stressed upon under Contract
Review (Element 4.3). Performance measurement is touched
upon under Management Responsibility (Element 4.1).
particularly in the setting of quality abjectives. Figure 2 shows
clearly the relationship between MS 1SO 9000 and TQM.

MS 1SO 9000 Series

The 1SO 9000 series is @ set of five individual but related
standards, Two of the standards. namely 1O 9000 and 150
9004 are euidelines. The three remaining standurds. namely
MS 1SO YO0 (Quality Systen - Model for Quality Assurance
in Design. Developnient, Production, Installation atte Senvicing).
1SO 9002 (Quality Sysiem - Model for Quality Assurance in
Production. Installation and Servicing) and 1SO 9003 (Quatlity
Systent.- Model for Quality Assurance in Final nspection and
Test) are quality system maodels for quality assurance. 150
QOO0 (Quality Management and Qualiy Assurance Standardy

14
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Fiaure 2

THE RELATIONSHIP BETWEEN
MS ISO 9000 AND TQM

TOI M ANAUEMENT
SUPPORT el

STRATEGIC QUALITY \
PLANNING

] ISO

-‘ CUSTOMER FOCUS -

=l ] 9000
W i
AND! RECOGNITION 4 /

QUALITY ASSTURANCH

PERFORMANCE
MEASUREMENT
\ I ——
w ENHANCING TEAMWORK

- Guidelines for Selection and Use) provides guidelines for
users in selecting and implementing the above quality assurance
standard. that 15 MS 1SO 9001, MS 1SO 9002 and MS SO
9003. MS 1SO 9004 (Qualiry Management aid Quality System
Elements - Guideliney) provides guidelines to an organisation
for developing a quality system.

These quality assurance models are used 1o develop and
evaluate quality systems. Organisutions can choose any one of
- functions and activities. MS 1SO
9001 s the most comprehensive model and suitable for

these models based on the

15
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implementation by seencies where its functions and activities
include design. prodietion. installation and servicmg, The MS
1SO 9002 model is similur o the MS 15O 9001 model except
(hat it does not include the design acuvity, 10 1s suitable for

implementation by agencies which are not involved in design
work or activity, MS 1SO 9003 is only suitable for arganisations
that are involved in carrying out inspection and final testing

MS ISO 9000 Elements

The MS 1SO 9000 standard speeities the basic elements which
are required for wquality management system. Ihese elements
are listed i the standard MS 1SO 9001, MS 1SO 9002 and MS
1SO 9003 as shown in Tuble |

As can he seen frony {able 1. MS 1SO 9001 is the most
complete model which covers all the 20 elements MS 15O
9002 does not include Design Control and comprises 19 elements.
MS 1SO 9003 consists of only 16 elements and does not
include the clements Design Control. Purchasing. Process Control

and Servicing.
Element 1 — Management Responsibility

This element delineates the role that is expected to be played
by top management. Top management is required to direct and
cuide the organisation towards the achievement of the desired
quality as stated in the quality policy. Top munagement isalso
responsible to formulate the quality policy and quality objectives.
The quality policy and guality objectives must he clear and
understood by everyone in the organisation. The lines of
responsibility need to be drawn. and everyone who is directly
or indireetly involved with quality, needs 1o be informed in
writing on their respective areas of duty. responsibility and
authority. To coordinate and administer the quality system
clfectively. top management is required 1o appoint a senior
officer with specific authority, This management representative
rement.

is.directly responsible 10 top mag

16
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ELEMENTS IN THE MS ISO 9001, MS 1SO 9002
AND MS 1SO 9003 SERIES OF STANDARDS

Now Element Elements Coveretd In
The Series Of Standandy
SISO (MS IS0 M8 IS0
vl | wa02 | onos
I | Management Responsibility v v v
2 |Qualiny System v v v
3| Contraer Review % v v
1 ‘I\c\lgu Contriv) v -
S | Document and Dati Control v v v
6. [Purchasing o v
7. |Conal of Customer Supplicd v v v
Product
Product Identification and Traceabifity v v v
0. |Process Coniral v v -
10. [ Inspection and Testing v v v
o | Caitrol of Inspection, Measuting and v v v
Test Equipment
12 [ nspeetion und Test Staws v v v
13, |Control of Noncanforming v v v
Product
14. [Corroctive and Preventive Action v v
15, |Handing. Storage, Packaging. v v v
Preservation and Defivery
1o, |Contral of Quality Records v v v
17, | Internal Quality Audits v v v
18, | Training v v v
19, [Servicing v v )
20, | Statistical Techniques v v v
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Element 2 — Quality System

anisations o estahlish. document

This element requires org
and maintain a quality system. The purpose of & quality system
is to ensure that products and services produced by organisations
meel customer requirements and are of consistent quality. In
order o develop this quality system. organisations need o
determine and document the necessary  processes that will

produce products and services thal can meet customer
requirements. Organisations also need (o determine the
appropriute organisation structure and resources for effective
wure of this
. Manual of

mandgement of these processes. An important [
clement is the preparation of the Quality Manua
Work Procedures and Work Instructions.

Element 3 — Contract Review

Thiy element requires an organisation 1o establish a sysiem
whereby customer requirements for a product or service are
adequately defined and documented. These requirements nmust
be reviewed to ensure that the organisation has the ¢ pability
1o meet them. This review is also to ensure that any differences
in requirements are fiken into account. A contract, whether
verbal or written, can only be entered into ance the customer
and the organisation have @ common understanding ol the
product or service to be produced. Any changes to a contrac
should be cheeked to ensure that both parties have @ common
understanding of the changes.

Element 4 — Design Control

Design cantrol is o method of keeping contral over the design
7 created is able 1o meet its

process to ensure that the desi
specified requirements Design includes drawings. outlines or
plans that will be used 1o produce an output In design control.
organisations are required to have control over the entire design

process for a product or service. Euch design activity must be
planned in terms of what has 1o be carried out and wha is to
y il oul. Subsequently. steps must he taken to identify the
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quality features and charactenistics for a product or service
upon which a design will be produced: conlirm at appropriate
by resulls meet

stages in the design process, whether the des
design requirements: test the product or service to see il it
works and is able to meet customer needs: and finally control
and document all changes and modifications to the design of

a product or service.

Element 5 — Document and Data Control
This clement requires the organisation 1o establish procedures
for controlling all documents and data that are involved in the

quality system. This control procedure covers the methods for
. amending. distributing and

preparing. checki
indexing all .Imumulh and data in the organisation to ,mnmu-
its outputs. Documents and data can be retained manually. ir

paper-hased Torm or in the electronic: medium. l)ncumunh

approvin

that are no longer in use should not he retained.

Element 6 — Purchasing

Purchasing means the method of procuring products or services
that are required by an organisation 1o produce its outputs,
nisations to develop and maintain

This clement requires org
procedures forensuring that products orservices supplied are
ations should be

according to specifications. These specili
documented and clearly stated in accordance with the needs

reanisation. Organisations shall evaluate subcontractors

to evaluate their past performance and capability in meeting
specifications. Organisations shall also specify the type and
level ol control over subcontractors by maintaining a list of
approved subcontractors who can supply products and services
that are required. The performance of these subcontractors
should be regularly monitored to ensure their continuing
capabilities. Purchasing records which contain clear data <0 oulldl

be maintained.

19
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ement 7 — Control of Customer Supplied Product

The purpose of this element is for an organisation Lo ensure
that the customier supplied product is well-taken care ol This
element requires an organisition 1o define how customer supplicd
products shall be handled when they are received. as well as
how it will address lost. damaged. or nonconforming products
It o product is lost. damaged or unsuitahle Tor its intended
purpose. this condition must be recorded and reported (o the

customer.

Element 8 — Product Identification and Traceability

The purpose of this element is 1o provide idenntication ol
products soas 1o facilitaie traceability when there is i product
recall arising from a nonconformity or customer complaints
This element requires oreanisations - establish an elficient
svstem for identification and traceability enable products o
be adentificd and traced easily

Element 9 — Process Control

The puepose of process contral is fo ensure that afl processes
which directly atlect quality are identilied. planned und carried
to documented procedures. This is important
ed

out accordin
because when steps taken are in accordunce o spec
procedures and regulations, the overall process will resultin
services th are able to tultill specified requirements. Control
here includes documentation in the form of procedures. work
instructions. wark ow charts, and cheeklists: use ol suituble
cquipment and the creation ol a vood work environment:
developing clear eriteria inthe form of representative samples.
written standards or other Kinds of illistations supplied 1o
personnel performmg the work: identilication and control of
process and carrying oul corrective action il deviations vecur

from the original specifications: and having 4 suitable
maintenanee progrnme o ensure continuing process capability.

Element 10 = Inspection and Testing

This element requires the arganisation (o develop and document
procedures for inspection and testing. This is 1o ensure that

20
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the incoming inputs Tulfil the standards that have been specified
before they can be used or processed, Verificution can start
with inspection at the stage of receipt antil the final output
stage. In actual fact. inspection and testing musy be carried out
at three stages during the production process namely receliving.
in process and final inspection and testing

Element 11 = Control of Inspection, Measuring and Test
Equipment

This element requires the organisation to prepare and document
procedures o control. calibrate and maintain equipment used
for mspection. measurement and product testing. The element
focuses on the need for calibration of equipment that alfects
quality. The process of culibration has 1o be carried out
perindically to ensure that it is capable of meeting the precision
requirements. 11 i therefore the responsibility of the organisation
Lo ensure that inspection. medsuring and est equipment are
to prescribed time intervals

calibrated according
Element 12 = Inspection and Test Status

This element requires the oraanisation o develop a simple
method of identifying the staus of inspeetion wnd testing. This
allows everyone involved with a product 1o kinow. dt every
stage in the production process. whether the product has been
tested and whether the product is aceepted or rejected. I the
product Tias not beer tested. the production process must he
put on hold. I the produet has been inspected and rejected.
it should be identified and should be separated From the aecepred
products. This will help prevent the inadvertent use of rejected
products. Only products that have passed the proper tests and
inspections and are identified as such should he used.

Element 13 = Control of Nonconforming Product

The organisation should establish @ system for preventing
noncontorming products or services fron reaching the customers
or heing used for further processir To implement this,
procedures for identification, documentation. evaluation.
segregation and disposition of the nonconforming products
shall be established and documented.

2
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Element 14 — Corrective and Preventive Action

ie the causes

Corrective action refers o steps taken to invest
ol nonconforming products or services and implementing
appropriate action to reduce these occurrences. Preventive action,
on the other hand. involves the action taken 1o prevent the
oceurrence of a problem or 1o reduce or eliminate the effects
of the problem if it occurs. This uction is proactive and it
focuses on processes and not on the specific product. These

actions must be documented.

Element 15 = Handling, Storage, Packaging, Preservation
and Delivery

This element is Lo ensure that products used in production or
in service delivery processes are always in good condition and
loss und

in o safe state. Ity purpose is o avord dams
deterioration of products as a result ol improper handling.
wnsuitable storage places and inadequate packaging and
preservation. This element requires the organisation 1o establish
and maintain documented procedures for handling. storage.
packaging. preservation and delivery of products. By complying
with this element. the organisation can ensure that the integrity
the product is maintained at all levels of production or

Q

service delivery.
Element 16 — Control of Quality Records

The purpose ol this clement is to ensure that quality records
are maintained as evidence thata quality system is funetionis
Management of quality records is needed to ensure that specilic
requirements are fullilled and to verify the elfective operation
rganisation has to determine the

of the guality system. The o
types of quality records which need to be maintained in relation
to the functions carried out. Other uspects 1o be considered are
how long each type of record needs to be kept. where it will
be kept and how it is to be disposed of. The organisation ix
also required w identify and document the authority responsible
for the management of guality records

bR
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Element 17 — Internal Quality Audit

The purpose of this element is o assist management in an
misation determine i the implemented quality system is
effective in achieving stated quality objectives. [nternal guality
audits are carried out by examining information Irom a variety
of different sources and cross-checking them, The
the audits have to be documented and submitted to mang
having responsibility in the area that is being audited.
Management is required to take timely corrective action on the
weaknesses Tound by the audits and implement the
recommendations stated in the audit eam’s report. 10 the previous
audit has proposed that certain necessary steps be taken, the
current audit must verily the effectiveness of the implementation

ol the steps proposed by the previous audit

Element 18 - Training

This element requires management in organisations 1o establish
and document procedures for identilying training needs. Based
on the training needs identified. training must he given to all
personnel who carry out uctivities that affeet guality. Therefore
management must have job deseriptions that include a description
ol the level of training and skills required for cach job. Records
demonstrating thit the employces who carey out these tasks
cither have the necessary training and skills required or are
obtaining such training must he kept.

Element 19 — Servicing

Servicing constitutes the actions taken by organisations as a
supplier after the delivery of the product or service 1o the
customer. This element requires organisations (o provide
assistance, advice and additional services to address the problems
that may arise or to cnsure that the quality of the service is
maintained after the delivery of services to customers.

Element 20 — Statistical Technigues

Statistical technigues refer to the quantitative techniques used
to gain a better understanding of customer needs: to control
processes, and to carry out capability studies and forecasting.

23
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These techniques miay include statistical process control, process
capability studies. design ol experiments, statistical sampling
and so forth. The purpose of these statistical technigues is
ehsure that scientific approaches are used inquality improvement
and contral.

Government agencies should not face any problems in adhering
1o the above elements. Improvement efforts that have been
implemented since o few years will provide u strong
foundation for the implementation of MS 15O 9000. Through
the implementation of Total Quality Management (TQM) for
example, emphasis has been given o fulfilling the requircments
of customers and to the role to be played by management.
Various elforts have also been undertaken o improve systems
and procedures. enhance human resource development and
documentation of pracedures and processes. What is required
now s the commitment and carnestness 10 review existing
quality management systems and modity them in accordance

with the requirements of the elements.

Auditing in MS ISO 9000

Quality in the context of MS 1SO 9000 is a systematic and
independent examination to determine whether quality activities
and relited results comply with planned arrangements and
whether these arrangements are implemented effectively and
are suitable W achieve objectives. The purpose of quality audits
is 1o evaluate quality systems and provide information to
management on whether the existing quality system meets the
requirements of MS 15O 9000.

To ensure that Government agencies fully implement the
MS 180 9000 standard, quality audits will be carried out from
time to time on these agencies. There are three types of quality
audits as follows:

(a) Internal Quality Audit:
(h) Second Party Audit: and

(¢) Third party Audit.
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Internal Quality Audits should be carried ounl ai feast six
months after the quality system has been implemented. The
purpose of the audit is 10 assess the effectiveness of the quality
management system in that particular agency and to report to
top management any nonconformances as well as the corr
action 1o be tuken. This audit is carried out by cach ministry
for agencies under their jurisdiction.

Second party audits are compliance audits for ensuring
compliance 1o the MS 1SO 9000 standard. This audit will be
carried out hy MAMPU. Agencies that Tulfil the requirements
of the MS 1SO 9000 standard will be awarded the “Malaysian
Civil Service MS 1SO 9000 Certificate™. In addition. the outcome
ol the audit report will serve as an important criterion for
evaluating the performance of the agency as a whole.

ain

sstration purposes, Ce

Third party audits are for
agencies. such as those that have international linkages ¢an
apply for this audit 1o be carried out,

Strategy and Implementation Plan
The strategy and plan for implementing MS 15O 9000 cun
be divided into four categories as follows:
(al promotion of MS 15O 9000z
(h) training for Government agencies:

(¢

developing and upgrading skills in consultancy and
auditing:

(d) implementation in Government agencies.

Promotion of MS I1SO 9000

At the promotion stage, emphasis will be on understanding the
concept of MS ISO 9000 as well as o increase awarencss
among civil servants on the importance of implementing MS
ISO 9000 in the Civil Service.

ta
173



e Crurk Servive of Malisyia = Towandy Excotienee. Ehrowsh 150 D00

The first step taken was the preparation of comprehensive
vuidelines embodied in Development Administration Circular
No. 2 of 1996 entitled “Guidelines For Implementing MS 150
9000 in the Civil Service™. This guideline was launched by the
Chiel Secretary ta the Government on 11 July 1996, In
conjunction with the ceremony an exhibition to provide
information on MS 18O 9000 was held. This circulur has been
distributed to all Government agencies and is also available
on the Civil Service Link (CSL) for casy relerence by user
neies. MAMPU has also published a newsletter entitled
“Forum MS 1SO 9000°. This tri-monthly newsletter. among
others. reports the latest developments relating to MS ISO
9000.

Training for Government Agencies

The second stage is devoted 1o training. MAMPU and INTAN
have been assigned the training task. The target groups 1o be
trained are top management and officers at the middle
mahagement level who will be directly involved in implementing
MS 1SO 9000. Three types of training packages have been
planned. that is awareness training. skills training and internal
yuality audit training.

Awarcness training is aimed at providing exposure and
understanding to top and middle management on the MS 1SO
9000 standard and to provide them with guidance on how to
prepare detailed implementation plans. Each training session
is for a duration of on¢ day. This training programme was
completed in 1996.

Skills training. on the other hand, is meant specifically for
core groups who have been assigned (he responsibility ol
implementing MS 15O 9000 in their respective agencies.
Emphasis is on equipping these groups with the required skills
and knowledge particularly in documentation which is an
important requirement of MS 1SO 9000. A special training
package has been developed for this purpose. Skills training
sessions are also held for officers from other training institutions
Lo enable them to conduct training for their own target groups.
The skills training sessions will commence in early 1997 and
cach session will last Tor a duration of five days.

26



Mo fmprovement Progrinmes i 996

1
for officers whoare responsible for conducting internal quality
“uch training session will

dining in intermal quality auditwill be conducted specifically

audits in their respeetive agencices. |
lust three days.

Creating and Enhancing Skills in the Field of Consultancy
and Auditing

In the implementation of the MS ISO 9000 standard in the
Civil Service. MAMPU has been given the responsibility of
providing consultancy services to Government sneies ds
well carrying out second party audits. To ensure that this
respansibility is carried out effectively. MAMPU afficers who
are responsible for these tasks have been provided with adequate
training in the related fields, An ISO 9000 unit has been set

up for this purpose

Implementation in Government Agencies

Implementation of MS ISO 9000 in the Civil Service will be
carried out in two phases. In the first phase. all Government
agencies are required o identify dt least one core process in
their respective agencies for the implementation of MS 1SO
9000. The knowledge and experience gained from this
implementation stage will serve as an important basis for the
second phase of implementation in all the agencies betore the
end of the year 2000.

To implement MS 1SO 9000, agencies can obtain consultancy
services from MAMPU or from private consultants. However.
agencies wishing to engage private consultants are required 1o
obtain approval from the *Commitiee on the Sclection and
Appointment of Consultants” chaired by the Director General
ol MAMPU.

The implementation of MS 1SO 9000 in Government agencics
is an effort that will place the Civil Service ata level comparable
o excellent organisations that have received international

27
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fecognition. The readiness of the Civil Service to carry out

cment and

this change is proof of its confidenee in the man
administration ol all agencies. The success of this etfort depends
very much on the commitment of twp muanagement and the
sincerity of officers and staff in Government agencies o diligently
and consistently adhere 1o every element in the MS 1SO 9000
standard. Al agencies should take advant
that has been laid as a v
cfforts to fully strengthen their respective quality management

> ol the Toundation

sult of the various improvement

systems.

EFFORTS TOWARD: BLISHING A PAPER-LESS CIVIL

SERVICE

The Civil Service is aware that it needs 1 take full advantage
of developments in the technological field to enhance the
efficiency and management of its administration. Henee it has
pursued efforts towards a paper-less civil service. The objective

here is (o enable the Civil Ser

¢ to provide the best service
(o its customers. The focus continued 1o be on the use of
information technology and office automation programmes
which while reducing the use of paper also helps increase
productivity and save time.

Government aperations continue (o involve considerable
paper usage in terms of correspondence. report preparation
and forms. In addition to rising operational costs, the cony entional
puper-based processes are inefficient and time-consuming and
have adverse effects on service delivery. The public often
complains about delays in the processing of applications and
the requirement for the use of forms and oo many accompanying
documents in the application procedure. The use of paper in
Jso poses problems

the preparation of records and documents
interms of storage, reference and access (o information. These
weaknesses can be overcome il the concerted efforts to change
the paper-based work systems in the public sector into an
electronic one are successful and receive wide acceptance

28
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Implementation Strategy

A number of steps have been tuken 1o ensure that the ohjective
ol a paper-less civil serviee is achieved in o planned and
comprehensive fashion. The first step is the establishment of
u Steering Committee in MAMPU 1o plan and coordinate
programmes facilitating efforts owards a paper-less eivil service.
Fhe Steering Committee is supported by i Tusk Foree which
will pre
schedules. A number of coordinated measures have heen

re operational plans and oversee implementation

undertaken as a result of the work ol these two Commitiees
as follows:

fa) conducting dialogues with chambers of commerce
and industry to solicit feedback on appropriate wiys
to simplily systems and procedures in reducing the
ised documents and Torms. The focus

use ol paper-k
here is on identilying arcas in the licensing and permits
can be reduced:

system where paper us:

th) collecting and studying information on efforts being
undertaken by the public sector in other countries in

the area of paper usage:

e technologies

(¢} collecting information on appropr
that can be utilised by Government agencies 10 support
their own processes und procedures;

() ensuring that in the process of moving in the direction
ol a paper-less civil serviee, Government ugencies do

not overlook the interests of their customers:

incer

(e¢) encouraging and Facilitating ministries to
their core business processes that will enable reduced
paper usage;

Sl

(f1 documenting efforts of Government agencies that have
been successful in reducing the use of paper so that
this can be emulated by other agencies.

29
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Implementation Mcthods

Government agencies have adopted a variety of methods in
moving fowards a paper-less civil service, Among the methods
employed are:

(e} the use of the Electronic Data Interchange (EDI) as
implemented in the Royal Customs and Excise
Department. MITL Ministry of Health, SOCSO and
the Roud Transport Department:

(h) setting up public domain databases us implemented
in MAMPU. SIRIM. MIMOS. Ministry of Science.
Technol and Environment. Ministry of Primary
Industrics. Language and Literary Agency (DBP).
INTAN. the Road Transport Department. the Prime
Minister’'s Department and the Public Service
Department:

() using e-mail systems as implemented inthe Pilgrimage
Fund Board. MIMOS. the Meteorological Service
Department. the Depurtment of Environment. the Prime
Minister's Department. FELCRA, FELDA and SIRIM:

(dd) using imaging technology as implemented in DBP.
SOCSO. the Valuation and Property Services
Department, the Ministry of Health and the Road
Transport Department.

These methods have heen found to be effective and contributed
towards improving the efficiency and effectiveness of the
operations of the relevant agencies as can be seen from the
xamples:

following

(@) public domain dutabases enable information 1o be
accessed and retrieved instantly, whenever needed
and wherever the location of the user. On-line updating
of data at branch offices of agencies can be undertaken
easily and reliably:

30
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(h) local area network (LAN) systems enable multiple-
user modes and simultaneous communicition among
users through computer terminals. This reduces

duplication of information and minimises storage
needs:
(e) e-mail systems allow for reduced paper utilisation.

Letters, memos and other internal reports can be
channelled on-line to relevant parties without the need
for paper. Information can be stored in diskettes and
CD-ROMS. lacilitating access, reference and review
ol decuments:

() electronic scanning enables the tanster of paper-based
documents inta the electronic medium casily and
speedily without the need for actual keyin of
data: and

(e) storage space requirements for records. documents

and information can be reduced and conscquently
i
can also be r

savings in terms o maintenance and storage costs
alised. For example. an optical dise
measuring 57 x 57 can accommodate 400,000 pages

of A4 sized documents.

Efforts Towards a Paper-less Environment in Government

Agencies

Government agencies have embarked on various projects directed
towards reducing the use ol paper. Many ol these projects are
stand-alones. These projects have helped make the relevant
work processes more efficient. Table 2 identifies some of the
projects undertaken by 15 selected agencies.
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TasLE 2

PROJECTS TO REDUCE THE USE OF PAPER

Ministeies/Department Projecty

of voters list
weney information exchinge

ELECTIONS COMMISSION « Printir
ISPR) - dme

PRI\1F MINISTER'S
DEPARTMENT

() Chiel Executive Information |+ Office automation
and Man, ent System E-Mail
(SMPK

+ Munagement System
« CDROM
« Document Management. System

Ea

Implementation and « Distributed Networking (SETIA)
Coordimation Lnit (10U Office Automation (LAN)

Nigtional Institite of Public « Training Information Systen (SMU)|
Administration (INTAN), * E-Mail
Public Service Department

sions Division, Public « Simplitying pension processes
ervice Department for employees in statwory bodies
and focal governmenty
Tmplementation of the systen

for payment of pensions thr
bunks (SPB)

Preparation of payment vouchers
hy batching

- Reduction i forms for pension

{dy

2h

Simplifyinig pension process and
procedures through vfice
autamation

Prepuration of deduction notices
1o the Pension Division, Public
ice Department

ng em for checking of

pe et ntl nomimsrion forens

Electronic ll.uh.\;mm\ between
put

Preparation of b i —

off-line branches

Printing of depositors” stutements

Laser Printing of circulars and

cirgular letters

Utilisation of note-book computers

in the Holy Land

(e) The Pilgrimage Fund Board .

o)
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Ministries/Dapariment

Projects

() Statisties Department

« Designing of economic survey
forms

Collection of data-Monthly
Feonomie survey

Central Registry System (SISDAP)
Geagraphical Information System
(GIS)

Census Table Rerrieval Sysiem
1991 Census Frequency Count
Database - Redatam/Quickiah

1991 Census Processing (Automatic
Coding)

MINISTRY OF HOME AFFAIRS

(a1 Royal Mulaysion Police

(b National Registration
Depariment

+ Palice Reporting System

Review of KPT forms

MINISTRY OF RURAL
DEVELOPMENT

() FELCRA

* LAN and WAN
« Datthase Systems

MINISTRY OF TRANSPORT

() Roid Teanéport Department
(RTD)

* Renewil of rivd tux

+ Copies of motor vehicle licences
+ Renewal of drivi
« Imaging of vehicle
* PC Fax and Offjee
L il

« Networking hetween RTD and the
Royal Maluy ce Depdrimint
On-line updating of commercial
vehiele records

* Of-line communication of circulars
On-line transactions

Vehicle registration through EDI
Confirmation of ownership and
cangellation of ownership through
financial institutions

¢ licencey
records
Auntomation

ysian Pl
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Ministries/Department

Fowardy Excedlvnce Throgh 1S A0

Projects

(b) Port Klang Authority
6, MINISTRY OF PRIMARY
INDUSTRIES

(@) Forestry Department

(b) Geological Survey
Department

(¢) Cocoa Board

() PORIM

7. MINISTRY OF INTE
NATIONAL TRADE AND
INDUSTRY

8. MINISTRY OF EDUCATION

() Literary and Language
Agency (DBP)

(b) Technology Univetsity of
Malaysia (UTM)

34

« Port Klang Community System
(PKCS)
|

Forestry Revenue and Information
System

Forestry Industrial and Human
Resource Information System

. GIs

Departmental Information System

EDI
Software Full Text Retrieval Systom

- E-Mail

JARING

Hand-held computer

Library On-line Information System
(LOIS)

Human Resource Management
System (SPSM)

Payroll System

Integrated Accounting Package
(INTEGRA

+ Conference Management System
(CMS)

1PMS

Presentation software

Mlcrml’np Microfilm, Optical
Disk, CD-ROM
PALMOILIS Datsbase

tile-EDI System

tronic Visa Information System
" ELvIS)

+ E-Mail

L =

Computerisation of the Centre for
Malay Documentation

E-Publishing system

Office Automation

DBP Strategic Computerisation Plan
CD-ROM Publishing




Major aipeovement, Programmes in 1996

Minisiries/Departiment

Projects

(¢) Agriculture University of
Malaysia (UPM)

(d) National Library

Management Centre-
Office
s Computer Centre

Citalogue System
Procurement System

Readers Cards

Children's Hypermedia Centre
Indices of Malaysian Magazines.
Newspapers and Conferences on
CD-ROM

On-line Publishing Supply System
(SPP)

* Personnel Database

9. MINISTRY OF AGRIC « Licence Application System for:
- Rice Retailing
~ Rice Wholesaling
~ Purchase of Paddy
- Rice Mills
~ Rice Importing
- Rice Exporting
(#) Drainage and Irrigation = Micro Accounting System
Department « Hydrology Duta Processing System
« Hydrology Tnformation Systent
« E-Mail
« Central Information System
(b) Malaysian Agricultural « E-Mail Research
Research and Development | « Research Archiving System
Institute (MARDI)
(¢) Farmers’ Organisation « E-Mail and Networking to State
Authority branches
+ Paper-less Meeting System
10. MINISTRY OF FINANCE

(a) Department of Valuation
and Property Services

() Royal Customs and Excise
Department

* Landed Properties Information
System (LAPIS)
Integrated Property Sales
Purchase Sysiem (SIB)

ind

Customs Information Sysiem
(SMK)-Dagang *Net Interface

Project
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Ministries/Depariment
(¢) Tnland Revenue Board

.

11. MINISTRY OF HEALTH

- -
12. MINISTRY OF CULTURE, ARTS
AND TOURISM

(a) Tourism Promotion Board

.

13. MINISTRY OF HUMAN
RESOURCES

(a) SOCSO
N ————

14. MINISTRY OF SCIENCE
TECHNOLOGY AND
ENVIRONMENT

(W) Meteorological Service
Department

Standards and Industrial
Research Institute of
Malaysia (STRIM)

Malaysian Institute of
Microelectronics System
(MIMOS)

Towards kavellonee Thiy

S

-

+ SIRIM Integrated Accounting

« Rapid Protatyping
ai

« Office aytomation

36
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Projects

« Electronic salary deductions
through tapes/disketes/EDI

« Pharmuceutical Control and
Licencing System

Pharmaceutical Purchasing Systerm
through EDI

Paper-less Hospital pilot project

= Office automation

« Notice boards

Meetings for information
dissemination
Double-sided paper usage
Computerised accounting
transactions

« Imaging System
« EDI

+ Computer networks

+ Reeycling of paper for draft
purpose

The Malaysian Science and

Technoogy Information Centre

(MASTIC]

Telecomputer Metéorological
Services

Climates Archiving and Rescarch
System

System (SIAS)
Time Management System SIRIM
(SPMS)

Mail

Manasgement Information System
JARING

Computer Tntegrated Learning
stem (COMIL)

Secure Network
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Ministries/Depurtment Projects
15, MINISTRY OF LAND AND « Cadastral Survey and Mappiog
COOPERATIVE System
DEVELOPMENT « Computerised prepuration of

Certified Plans and Cadastral maps

Personnel Database System

Government agencies have initiated various measures to
improve their systems and work procedures in the effort to
reduce paper usage. One significant initiative that has been
well received is the use of composite forms and licences. The
Royal Customs and Excise Department. Tor example. has
reviewed all forms under the applications process to transfer
goods [rom « licensed premise or warchouse. Four different
forms were merged into one camposite form. The Department
also ok action to streamline the format for 16 licences issued
under the Customs Act 1967, the Excise Act 1976, the Sales
Tax Act 1972 and the Service Tax Act 1975 und issue them
as one composite licence known as JKED No. 3. These efforts
not only ensure a more convenient application procedure for
the public, but also helps reduce costs For printing and purce

of paper.

lectronic Government

Efforts towards a paper-less civil service will remain the
main agenda for the Civil Service in its endeavour (o improve
fficiency and minimise paper usage in its every day transactions.
These efforts will form the basis for the ereation of electronic
government.

Electronic government is one of the [lagships that will be
developed under the Multimedia Super Corridor (MSC). launched
by the Rt. Hon. Prime Minister on I August 1996. The main
j e of electronic government is to merease the productivity
sney of the public sector in providing service (o the
public through the use of Lutest information technology: MAMPL
is the lead agency charged with implementing electronic
sovernment.

37



The Civil Sarvice of Maluysia - Fegrds Eacettence Diveugh 150 90060

wernment project

A structure for managing the electronic

has been set up. The structure is made up ol the Electronic

Government Implementation Task Foree (PPPEG): the Electronic
Government Development Coordination Team and the Technical
Team. PPEG is headed by the Chief Secretary to the Government
and is made up of relevant public and private sector
representatives. PPPEG reports on the progress of the
implementation of the project 1o the MSC Implementation
Council. chaired by the Rt. Hon Prime Minister. The Electronic
Government Development Coordination Team on the other
hand is headed by the Director General of MAMPU. This team
is given the responsihility 1o ensure that the necessary inputs
for the success of the project are available on time and that
its development is consistent with current technological and
administrative developments. The Technical Team will oversce
the technical aspects of the project and is headed by the Deputy
Director General (Information Technology) of MAMPU.

Elcetronic government will encompass multi-dimensional

communications, that is. the intra government. citizen-to-

government and husiness-to-government dimensions.

The applications under clectronic government will Tirst be

implemented at the new Office of the Prime Minister at Putrajay
» being developed are the intr

Among the applications that a
ministry and intranet hetween ministries: video conferencing:
multimedia mobile office: archiving. filing and digitally-shared
date systems: and digital signatures.

The public-Government dealings under electronic government
will involve the use of multipurpose cards that provide facilities
{0 obtain a variety of government services. The services include
registration of births and marri

< driving licences: and the

payment of taxes and pensions. The public can also obtain on-
line Government information from public domain databases.
Maore one-stop service centre facilities will also be made available

for the convenience of the public.
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The dealings between the business community and he
Government will encompiss services requiring approvals of
applicationss through the EDI and on-line corporate services
such as business registration. licensing and corporate Gix matters:
on-line Government information retrieval services: patent.
copyright and trademark registration services: and video
conferencing facilities between the Prime Minister and Managing
Directors from the private sector.

The implementation ol clectronic government is planned
over four phases. The first phase covers the period until the
middle of the year 2000. The major programme under this
phase is the upgrading of the Office of the Prime Minister
using the latest information technology and management
processes. This project has 1o be completed by September
1998 and will be expanded (o cover the ministrics by the
middle of the year 2000. At that time it is expected that both
inter and intra agency communications will be implemented
fully. In the third phase, that is from the middle of the year
2000 up to 2005. the focus will be on expanding and developing
all applications at the ministry level. The Tourth phase will
cover the 2005-2008 period when the public at large and the
private sector will be able to obtain a variety of services
through the electronic network.

One important action that is being undertaken is the electranic
government pilot project or testhed. A total of eight ugencies
are taking part in this pilot project. They include the O
of the Prime Minister; the Office of the Chiel Secretary to the
Government: MAMPU: the Public Service Department: INTAN:
the Multimedia Development Corporation (MDC): Telekom
Mulaysia Berhad (TMB): and GITN Sdn Bhd. The pilot project
is implemented in two phases. The first phase involves design

ce

work and the development of common user applications such
as e-mail. electronic Taesimile. bulletin boards and directory
services. This phase has already begun and is being extended
to all participants of the pilot project in stages. The second
phase involves applications such as decess 10 CSL information,
information kiosks, video conferencing: Government
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procurements and tenders: und document handling. This phase
is estimated 1o be completed by the end of March 1997, The
[echnical Team has prepared the standards for document delivery.
network routing, video conlerencing. smartcard/multipurpose
card for implementation during the pilot project stage. The
issue of security his also been given consideration in determining
the standards. In order to encourage the participation of the
private sector, the Technical Team is working towards early
issuince of RFPs und RFIs as well as providing wide publicity
on the proj
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The Ry Hon. Dato Sevi Dr. Mahathiv bin Moltamad, Prime Mipster
presenting the Official Lewer of Appointment as Chief Secretary 1o
the Government to Datuk Abeul Halim bin Ali ar his offive on 13
September 1996 Datulke Abdul Halim replaced Tan Sri Dato” Seri
Alimad Savji bin Abdul Hamid as Chief Secretarvto the Governnent
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bdul Hamid. Chief Secretary
f Secretary’s Desk File 1o
ctary at a function

Jan SH Date’ Seri Ahnad Sarji bin A
10 the Government handing over the Chie
Dtk Abdul Halim bin Ali, the new Chief Secr
on 28 Seprember 1996



The Rt. Hon. Dato’ Seri Anvar bin tbraliim, Deputy Prime Minisier
presenting @ mock cheque for RM30.000 (0 Daro” Alonad Razali bin
Mohd. Ali, Chaivpgn of the Pilgrimage Fund Board, which was
awarded the 1995 Prime Minister's Quality Award (Public Sector)
at the Pitea World Trade Centre, Kuala Lampur an 1S Janwary 1996
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Tan Sri Dato” Seri Ahmad Sarji bin Abdul Hamid, Chief Secretary
tothe Government officiating at the cerenony marking the launching
of the book “The Civil Service of Malaysia — Towardys Efficiency and
Effoctiveness™ at the Civil Service Musewm. Kualg Lumpur on
20 January 1996
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Tan Sri Dato’ Seri Ahmad Sarji bin Abdud Hamid, Chicef S
to.the Government, specking at the latching cevemony of the “Standand
Accounmting System for Govermment Agencies (SAGA " ar INTAN.
Bukit Kiara, Keala Lumpur on 206 February 1996
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Tan Sei Dato” Sevi Ahmad Sarji biw Abdul Hamid, Chicf Secretary
10 the Government launching the “Annual Report of the Public
Complaints Burcaw 1995 and the “Annual Report on the
Implementation of the Client’s Charter in the Civil Seryice 1995
at the opening ceremony of a seminar and lawnching of the veporty
in Aot on 4 May 1996, At his (eft is Mr. Ng Kam Chin, Direcior
General of the Public Complaints Burean. Standing behind him from
the lefi are Daro’ Abiul Habib bin Mansor, State Secretary of Perak;
Date” Padika Dy, Mazlan bin Ahmad: Director General of Piblic
Service and Detuk D Abdullah bin Abdul Rahman, Director General
of MAMPL
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v ad Sarji bin £
ausaha Negara
JULAI 1996

Tan Sri Dato” Seri Ahmad Sarji bin Abdul Hamid, Chief Secretary
10 the Govermment laimching the Development Administration Circudar
No. 2 of 1996 - " Guidelines for Implementing MS 1SO 9000 i the
Civil Service ™ ar the lawnehing ceremony at the Tunku Abdul Rahman
Putra Memorial, Kuala Lippur on 11 July 1996, Also present is
Dtk Dy Abdultah bin Abdul Rahnan, Divecior General of
MAMPL



Datuk Abdul Halim bin Ali. Chief Secretary to the Government,
during his visit 10 MAMPU. He emphasised among others, the
implementation of MS SO 9000, Electronic Government and the
Malaysia Incorporated Policy. At his vight is Dato” Dr. Muhammad
Rais bin Abdul Karim, Director General of MAMPU and at bis left
is Praf. Dato” Annuar bin Maarof. Depury. Direclor General
tInformation Technology) of MAMPU
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IMPROVEMENTS IN
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PROVIDING CUSTOMER-ORIENTED
SERVICES

The provision ol customer-oriented services by Government
agencies continded o be the main thrust of reform efforts in
the Civil Service. Each agency continued (o strive (o provide
quality services that meet the requirements of their customers,
The focus was on improving the effectivencss in the
implementation of programmes such as:

(a) Total Quality Management (TQM):
(h) Innovation:
(¢} Quality Control Circles (QCCs):

() Tmplementation of the Client’s Charter:

and

(e} Counter services:

(f) Clearing backlog of work.

TOTAL QUALITY MANAGEMENT (TQM)

The philosophy of Total Quality Management (TQM)
institutionalised in the work culture of the Civil Service with
the implementation of Development Administration Circular
No. | of 1992 entitled * Guidelines For Total Quality Management
In The Civil Service™ This circular provides clear guidelines
for the implementation of TQM in Government agencics on
the basis of seven core management principles. These
management principles are (a) top management support: (b)
strategic quality planning: (¢) customer focus: () training and
recognition: fe) enhancing teamwork: (f) performance
ind (g) quality assurance.

measuremen

w
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P

neiple 1: Top Management Support

Quality improvement through TQM requires a comprehensive
transformation in the way an organisation operates. This
ransformation invalves changes in policies. philosophics.
structures, work systems and procedures. Such changes can
only he effective with the total support as well as full commitment
of the top management. Evidence of top management support
and commitment includes actions such as formulating the
arganisation’s quality policy, setting up of a quality management
structure and holding the Quality Day.

The formulation of an organisation’s quality policy (Q Policy)
is the first step in implementing TQM. The Q Policy is very
jmportant because it provides clear indication o both the
internal as well as external customers the management’s position
on quality. Examples of Q Policy in Government agencies are
shown in Chart 1.

Cuart 1

EXAMPLES OF QUALITY POLICIES OF
GOVERNMENT AGENCIE

|

Negeri Sembilan Water Supply Department

We ate comnntied 10 continuously und efficiently providing our
customers with clean, sutficient and economical supply of water

The Royal Customs and Excise Department, Kedah
“Ihe Roval Customs and Exeise Department. Kedah is commitied
Lo continuously provide and improve services with quality enhanging
featires Lo customers, stakeliolders and society by focusing on
quality assurance, cost ol quality and error-free output
through the Total Quality Management (TQM) approach.™

Road Transport Department (IPJ)

The JPJ as  service orsanisation which deals directly with customers
i commitied 10 provide hish quatity. fimely, efficient and clean
servives: mange the volleetion of national revenue as well us
the enforcement of tratfic regalations diligently and effectively”




Lnprovemanits {996

In order to effectively activate the TQM programme,
Government agencies have setup quality management structures
that are suited to the needs of the organisation. The guality
management structure is responsible for all the important and
strategic activities in quality management such as planning.
monitoring, coordinating and problem solving example of
a good quality management structure is that ol the Public
Waorks Department (PWD) as shown in Chart 2.

The PWD's quality management structure has three tiers.
At the top. there is the Steering Committee on Quality and
Productivity which is chaired by the Director General of Public
Waorks with the divisional, state and unit Direetors as members.
The meeting of the Steering Committee is held simultaneously
with the scheduled PWD Directors’ Meeting. The responsibility
of this commitiee is to determine the policies and strategies
in achieving the quality objectives as well as planning
coardinating and monitoring all the quality improvement efforts
at the division, state and district levels,

The second tier is made up of the Task Forces on Productivity
and Quality which are headed by the division or state directors,
district and work units who also act as the Quality and
Productivity Coordinators. They are responsible for supervising
and reporting on the progress and achicvement of the
implementation of their respective quality activities. As Quality
and Productivity Coordinators. their function is to integrate all
quality improvement efforts at all fevels of the organisation.
They alsoact as the Liaison Officers for the central agencies.

The Work Teams form the third tier in the PWD's quality
management structure. The team members are appointed by
the respective Task Forces ta study and solve quality-related
problems as well as discuss issues on quality improvement.
Team members are made up ol officers and stalf who are
closely involved with the problem or issue as well as those
who are able to contribute towards resolving the relevant problem.
Quality Contral Circles (QCCs) are also used for this
purpose.
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CHART 2

PUBLIC WORKS DEPARTMENT, MALAYSIA
PRODUCTIVITY AND QUALITY MANAGEMENT STRUCTURE




s 1

I viiae

Principle 2: Strategic Quality Planning

Strate

anagene

ic quality planning plays a eritical role in ensuring that
 produces quality outputs. By undergoing the process
of strategic planning. agencies are able 1o identily theirstrengths
and weaknesses and thereby formulate uppropriate strate
in line with the changing environment so as o meet customer
vency which has

requirements. An example of @ Government ¢
implemented siratogic quality planning is the Department of
Chemistry. Through the participation ol its stafl and officers
from all categorics in @ SWOT analysis. the Department has

successfully formulated its Corporate Plan for the 1995 - 2000
period. The corporate vision. mission and ohjective of the
Department of Chemistry are shown in Chart 3. F'he Department
has also formulated three main strategic statements o ensure
that they will achieve the organisational objective by fa)
enhancing and improving their technical capabilities: (b
implementing a proactive and dynamic management style: and
(¢} stepping up its efforts in human resource development

CHART 3

THE DEPARTMENT OF CHEMISTRY

VISION

“To hecome an internationally known Centre For Scientific Facilities
stuffed by a highly dedicated and motiv
who are committed to integrity. excellence and quality

it the endeavour to achieve Vision 2020,

ed work force

MISSION

“To provide efficient, effective @y well as quahty analytical
investigative tnd consultmey services 1o the Government and
the private seetor by a highly mativated and efficient work foree”

OBJECTIVE

“We are commitied 1o achieve the status
of u Centre of Excellence for Scientific Facilitics hy the year 2000
and o maintain this status in the years 1o come
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3: Customer Focus

Qualily services possess features that satisty customers such
asspeed. timeliness. reliability and friendliness. By implementing
TOQM. Government agencies have become maore sensitive 1o
their customers. For example. the Negeri Sembilun Water Supply
Department has introduced the slogan “Jalinan Mesra Dengan
Orang Ramat™ or “Courtesy To The Public™ as its guiding
service principle. In putting into practice its philosophy ol
focusing on customers. the Department has adopted the “feedback

and feedforward” approach in its dealings with its customers.
It has introduced mechanisms such as the Customer Service
Unit. Ligison Committee on Water Supply. broadeast sessions
over Radio 3 Seremban. meet-the-people sessions and one-day
seminars to gather feedback and at the same tme, disseminate
information to members of the public. Other facilities introduced
include mobile counter services or appoimting agents to act on
behalf of the Department in remote locations with more than
1000 consumers: putting up of billboards to inform the public
on the availability of the hotline service: and distribution of
pamphlets on the Department’s activit

Principle 4: Training and Recognition

Successful implementation of TQM depends on the support
and participation of a skilful and knowledgeable workforce
with positive attitudes and values towards work. This requires
and @ recognition system that motivates

continuous training
the workforce 1o produce high guality outputs.

Severul Government agencies have drawn up comprehensive
training systems 1o ensure that their workforee receive the
required training. For example. the Royal Customs and Excise
Department. Kedah drew up a two year Training Action Plan
for all categories of its personnel after conducting a
comprehensive survey on staff training needs in 1995, The
Department has dlso set up a personnel ipventory systeni (o
facilitate planning for staff training and identifying suitable
personnel for training.

o

8
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Government agencies have also introduced many award
systems. For example. PORIM has introduced various awards
such as the Gold Medal Awards in Rescarch, Best Publication
and Most Prolific Writer Award: Best Laboratory Award and
QCC Award.

Enhancing Teamwork

Principle 3

Teamwork unites members of an organisation towards ensuring
successful implementation of quality improvement programmes.
Working in teams encourages cooperation. commitment and
the pirticipation of the employees in programmes imtroduced
by the orgunisation such as Work Teams and QCCs. Active
employee participation in such activities produces great impact
such as the introduction of new ideas as well as problem
solving which contribute to quality and productivity
improvement. For example, the Royal Customs and Excise
Department, Kedah, has set up seven QCC groups involving
80 workers in 1995 as compared to only one group with 10
warkers in [993

Principle 6: Performance Measurement

The establishment of @ performance measurement sysiem is i
very critical step in monitoring and evaluating an organisation’s
achievement. The information generated by such a system not
only enables management 1o evaluate the progress and
elfectiveness of a quality improvement effort but also acts as
a useful guide lor the organisation to strive for betier quality
performance. One of the methods used in measurement is
obtaining feedback and assessment from customers. The Neg
Sembilan Water Supply Department, for example, initiated a
Consumer Survey in 1991 and also in 1995 1o gather information
on the customers” pereeption of its image: customer service
awareness among the stf: the level ol interaction between
the Department and its customers: public response and behaviour:
effectiveness ol the organisation in carrying oul its core business
as well as the quality standard of its counter services. The
Customer Assessment Index compiled from the Consumer Survey
formed the basis for further quality improvement efforts.
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Principle 7: Quality Assurance

Quality assurance [ocuses on planned and systematic actions
for the prevention of quality problems 1o ensurc the production
of defect-free outputs. The quality of products and services is
assured when work processes and quality standards are clearly
defined and well documented. The Department ol Chemistry
is an example of an agency which possesses comprehensive
documents Lo ensure the quality of its processes and outputs.
Among the quality documents prepared are the Department’s
Quality Manual. Quality Manual for the Laboratory. Manual
on Standard Operating Procedures. Manual on Work Schedules,
Desk Files and Manual of Work Procedures.

Recognising Excellence in the Implementation of QM

The Government has introduced a quality award system 10
formally recognise those agencies which have shown excellence
in implementing TQM. The Prime Minister's Quulity Award
(PMQA) and the Public Service Quality Award (PSQA) are
two of the highest awards introduced.

The PMQA which was first introduced in 1990 represents
the highest national award given specifically to public sector
agencies in recognition of their achievements in excellent quality
management. The PMQA is given to three recipients from the
public. private and socio-economic sectors. Each winner recenves
a cash prize of RM 30,000, a wrophy and a certificate of
appreciation. They are also permitted 1o use the Q )
together with the statement “Winner of the Prime Minister’s
Quulity Award For The Year ... on their letterheads for three
consecutive years.

The PSQA on the other hand was introduced in 1991, There
are three categories to this Award, namely the Chief Secretary
to the Government Quality Award. the Director General of
Public Service Quality Award and the Director General of the
Malaysian Administrative Modernisation and Management
Planning Unit (MAMPU) Quality Award. The recipient of the
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Awards cach receive u trophy. a certificate of merit and cash
prizes of RM 10.000. RM 8,000 and RM 5.000 respectively.

In 1996 4 total of 36 Government agencies were nominated
for the PMQA and PSQA. Participation w the 1996 PMQA
and PSQA witnessed a departure from the past in that a number
of gencies at thedistriet level including primary and secondary
schools as well as the district health agencies participated in
the award process. The increased participation by agencies is
a reflection that the quality culture has taken hold widely in

the Civil Service.

The winner of the 1996 PMQA (Public Sector) is the Palm
Oil Research Institute of Malaysia (PORIM). Winners for the
1996 PSQA were the Farmers™ Organisation Authority for the
Chiel Secretury tothe Government Quality Award: the MARA
Institute of Technology for the Director General of Public
Service Quality Award: and the Tanah Merah | Secondury
School. Kelantan for the Director General of MAMPU Quality
Awirrd.

Features of Excellence of the Palm Oil Research Institute of
Malaysia (PORIM)

The top manigement of PORIM has been credited as the
prime mover and motivator of improvement efforts in that
organisation. PORIM™S top management is highly committed
o guality improvement elforts and actively participates in
strategic quality planning and quality activities. Great emphasis
is placed on teamwork and participation hy all members of
PORIM in secking success

PORIMs strategic plan is an outcome of a series ol in-
house workshops conducted in 1993 and 1994, The Ansoff
Approuch was used (o analyse the Malaysian palm oil industry
seenario. Apart from identifying current and future strategic
businesses and trends. PORIM also assessed its reseurch
capabilities. Based on the findings. the management was able
to gain a very clear understanding of its area of focus and

decide what needed to be done in setting its future direction

6l



The Civil Seivice af Malivsia - Towands Excotlenye Throgh 150 90

PORIM established the Palm Oil Research and Development
Bourd as well as it Programmes Advisory Commiliee o dssist
it Director General in determining policy and identilying
priority areus that needed to be given emphasis. As members
of these bodies comprise experts and academicians in the pulm
oil industry, the Director General could avail himsell o expert
advice on relevant matters.

PORIM has o strong three-tier quality management structure.
There is the Programmes Advisory Commitiee (PAC) at the
Board of Directors level. the Total Quality Management Council
at the Director General level and the Org: nisational Total
Quality Council at the divisional level. A Corporate
Implementation Unit was also established (o assist the
management in corporate functions and acts ds the secretariat
o the TQM Council. At the operational level, there are three
working groups namely. the Management Improvement Team.
Research Group and the Quality Control Cirele.

In its ¢fforts to improve the service and output quality.
PORIM has also developed several Management Information
Systems (MIS). These include the Int ated Accounting and
Payroll System (INTEGRA). Conference Management System
(CMS) for the registration of participants and PALMOILIS
which provides information regarding the palm oil industry.
PORIM has also developed the PORIM Information System
thit uses the LAN and WAN systems to link the Headguarters
Office with the systems at the research stations and regional
offices overseas. This is to enable vverseas customers 1o be
on-line with PORIM. In addition, PORIM has also developed
a  number of datubases  namely PALMSEARCH.
PALMCONSULT. PALMPROCES PALMCOOK.
PALMSTATS and the Library Online Integrated System (LOIS).
The Computerised Research Project Monitoring System, on
the other hand. is used to estimate the optimum tilizer
requirement to get the best vield. taking into consideration
current market prices of pilm oil. The operational dats collected
are accessible to the top management through the Ex cutive
Information System and Management Information System to
criable them 1o forecast the prospeets for palm oil in terms of
supply. demand nd pricing.
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PORIM also has an integrated system (o disseminate
information about organisational exeellence. new findings of
technology and products as a result ol its rese
as well as its technical promotion activities. PORIM disseminates

such information thros the domestic and foreign mass medic
PORIM publications. international journals. PORIM Bulletin,
PORIM Annual Research Review and Oil Palm News. Visits,
lectures and exhibitions as well as Technical Advisory visits

to plantations and palm oil mills are also carried out from time
and time.

PORIM's strategic planning took into consideration the number
ol researchers. who represent the key personnel of PORIM:
members from the professional and managerial group as well
as those from the support service group according 1o uge and
area of expertise, Through strategic planning. PORIM is able
to identify k
activities so as o remain competitive. Bused on these
requirements, PORIM has drawn up a manpower training plan
whereby by the year 2000, 60% of its researchers would have
obtained a degree at the doctoral Jevel, 16% with M
ree and 24 G with {irst degree qualifications, The
management of PORIM also recognises the contribution of its
personnel and has established a system with various awards
such as the Gold Medal Award. Research Gold Medal Award,
Best Publication Award. Most Prolific Writer Award. Best
Laboratory Award and QCC Award,

areas of expertise in which o carry out its

ters

In order to increase the level of satisliction ol its internal
customers, PORIM provides outdoor and indoor recreational
facilities such as foothall ficlds. tennis courts and a recreation
a canteen

hall. For the convenience of its employces, there is
and there is also a prayer hall for Muslim employees to carry
out religious activities, To ke care of the welfare, health and
safety of its employcees. lacilities such as first aid Kits. safety
Ie availuble

uniform and a panel ol medical doctors are i
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For the external customers, various facilities such s ample
parking space, public telephones, toilets, Palm Oil Hotline.
visitors room and guest hauses for foreign und outstation visitors
are available. Customers are informed of the quality standards
of its services provided by way of its Client’s Charter which
is put up in various strategic places. Regional offices were
also set up in Brickendonbury. En land: Washington D.C.:
Karachi: Hong Kong and Cairo, Egypt to disseminate
information. conduct promotions and forge closer ties with
foreign customers. Locul plantation operators and palm oil
industrialists were dlso given attention with the setting up of
seven research stations throughout the country 1o assist in
providing extension services and disseminating research

information on oil palm.

As a research institute. innovation forms part of PORIM’s
output. Until 1995, PORIM has introduced 15 innovations
5 173 innovations in basic research,

and another 8

inyolving technology t ¢
282 involving publications and conferences
pertaining to management. The basic research innovations of
PORIM are in the form ol adoptive rescarch which involves
\he use of research methodology similar to those that have led
ields

1o innovations in other

Features of Excellence of the Farmers *Organisation Authority
(FOA)

The management of the Farmers” Organisation Authority (FOA)
practises the concept of participative management whercby
cmployees are encouraged 1o contribute towards quality
improvement through a number of approaches such as the
formation of the Joint Action Council. Q Suggestion Box.
QCCs and meetings involving all levels of personnel.
Management support and encouragement to quality improvement
elforts were very visible. The FOA rev iews its quality
improvement plans from time (o time so as to be in line with
changes in the environment, Government policies and strategies.
Quality improvement efforts in the FOA are coordinated by
a Quality Unit as well as the Productivity and Quality Steering
Committee.
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The Q Palicy ol the FOA which was formulated in 1991
was included in the FOA Management Guide Book for
Productivity and Quality Improvement. This Guide Book hus
heen circulated 1o all the sl as a source of reference.
Information about the FOA's Q Policy is also disseminated
during management meetings. Morning prayer sessions, seminars,
assemblies und Quality Day. All personnel were also exposed
to quality concepts by attending relevant courses that are
conducted from time to time.

The FOA information system meets current and future needs
of the FOA. An updated database enables the management 1o
undertuke project planning and implementation more accurately.
Project analysis was also done to ensure projects are implemented
smoothly. Ma
databuse o carry out impact assessment on projects and their
findings have enubled the FOA munagement to make systematic

agement also utilised information from the

and sound decisions.

The FOA devised o sound strategic plan based on SWOT
analysis whereby the scenario in terms of enyironmental changes,
opportunities. threats, strengths and weaknesses of the FOA
were taken into consideration in the planning processes. As a
result of the SWOT analysis. the FOA reviewed its objectives
and strategies in 1993 and came up with a more integrated and
effective Corporate and Business Plan.

Employees of the FOA work as a team. They are ever
willing 1o work overtime and on public holidays. This cooperative
spirit has resulted in the success of various projects such as
the Farmers™ Day Celebration and the increase in the number
of farmer entreprencurs. The FOA was congratuluted by both
the Rt. Hon. Prime Minister and the Hon. Minister of Agriculture
for submitting their annual and financial report for 1994 ahead
of schedule. The FOA successfully completed balancing its
accounts for the year 1994 by 24 January 1995, two months
ahead of the 31 Mac 1995 deadline.
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In terms of human resource planning. the FOA drew up a
Humun Resource Development Plan. The Plan made provisions
{or (a) long term personnel requirement: (h) replacement for
retired personnel: (¢) succession planning and grooming: (d)
personnel recruitment: (¢) placement program for new personnel:
(f) performance and productivity improvement, and (g) carcer
development.

The FOA places ereat emphasis on the requirements lor
training. In this respect. the FOA has set up live training
centres in Rompin. Sungai Petani, Pulau Tioman. Johor Bahru
and Machang. Planning in relation to training requirements of
FOA employees was undertaken by the ceretirial/Main Training
Committee. The Main Training Commitiee carries out trainiy
needs analysis and plans for the implementation of training
programmes. The Training Sceretd riat on the other hand. was
formed to manage and conduct the training programmes that
have been decided on by the Main Training Commitice.

The indicators of the success of the FOA can be seen by
wity of the Tollowing:
(a) increase in membership from 375942 in 1991 10
422,640 in 1995:
(h) increase in share ¢
RM31.6m in 199

pital from RM19.3m in 1991 1o

(¢) increase in business volume from RM428.Im in
1991 to RM751.3m in 1995:

(d) endorsement of a clean financial report by the Auditor
General's Department for four consecutive years from
1992 1o 1995: and

1s well as

In mobilising the financial resources ol farmel
that of the farmers™ associations, the FOA has seen progress
in the lollowing areas:

(@) converting unproductive economic activities of farmers

1o more productive ones through diversification:
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(b} raising the household income of farmers o above the
poverty line, that is from RM405 to RM603:

(¢) producing a total number of 118 Successful Farmers
with incomes of around RMS.000 per month:

() increasing the incomes of farmers in the form of
quick returns;

fe) increasing shareholder funds from internal and external
sourcest

(f) creating an attitude of desire for change and progress
among the farmers: and

(¢) boosting the spirit of cooperation among furmers of
different income levels so as to enable those farmers
carning less to move aheud.

Features of Excellence of the MARA Institute of Technology

The MARA Institute of Technology (ITM) established in 1956,
is the largest institution of higher learning in Malaysia responsible
for the development of the Malay and other Bumiputera
communities in the country. It has ten campuses throughout
the country with « total of 35.000 students. To-date, I'TM has
praduced 100,000 graduates in various lields from the Certificate
to the Masters levels.

shown a high commitment towards
its quality improvement efforts. The academic and administrative
staff and even the student community display quite clearly the
values of quality and excellence. In inculcating quality values.
ITM launched its Quality Movement consisting of three phases
beginning from 1994 until 1998. The Centre of Total Quality
Education (CTQE) was set up specifically w implement a
systematic Total Quality Movement programme throughout 1ts
campuses.

The I'TM leadership h
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ITM has prepared a number of quality models such as the
Total Quality Education. Continuous Quality Improvement and
Operational Framework for Total Quality (ROKUM) models
inits efforts to institutionalise quality values in the organisation.
ITM has also set up a sound quality management structure
which outlines clearly the role of cach member of the
working enviroment

organisation. By creating a conduciy
and implementing a transparent incentive and recognition system.
ITM employees are motivated to produce quality outputs and
encouraged (o be creative and innovative so as o achieve
ITM’s corporate uhjectives.

ITM has also developed an clficient and elfective information
munagement system Lo facilitate its planning and implementation
processes 10 produce outputs of high quality. The systems
developed include the Student Information System. the Employee
Information System (STAR). the Computerised Library System
(SI.SPL}\()MD and the TELE-INFO system. The data from
these systems enable proper and systematic project planning
and implementation. while providing savings in terms ol time

and operating costs.

ITM's strategic planning takes into consideration both national
and the Bumiputera community’s interests as well as market
requirements. A Strategic Plunning Unit was set up in every
department and branch with the specific task of preparing and
implementing the respective strategic and action plans. At the
mpmamgemem level the =-ablishment of the Strategic Planning
Sroup reinforced ITM's corporate
Scientific approaches such as Llu
cal Success Factors are used i
ategies. As a result of the strat
. mission as well as the nh_]ull\‘c\
to be internalised by all employees

objectives.

resource is a critical factor in
zanisation, ITM has developed a
nt Plan to produce dedicated and
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well trained staff at every level of the organisation. Training
needs analysis is conducted on an annual basis so as 1o enable
every employee to have the opportunity to attend training und
self development programmes at least once a year. whether

locally or abroad.

ITM uses various mechanisms o control and ensure the
quality of its output. These mechanismy include the setting up
of various committees and task forces like the ITM Advisory
Panel, Curriculum Committee, appointment of external examiners
and the establishment of the Academic Evaluation and Quality
Assurance Department. A consistent evaluation and control
pracess was put in place to ensure that members of the
organisation meet the desired quality standards. Assessment
ol the performance of the Quality Assurance System is regularly
conducted through various means such as the 4 Qs programme
which entails assurance. assessment. audit and control:
management audit: financial audit: and external audit.

Innovations introduced by ITM have simplified work
procedures. saved time and cost besides increasing customer
satisfaction. These innovations have been acknowledged through
various awards and recognition such as the PIKOM Award,
Human Resource Management Award and Public Service
Innovation Award.

ITM continuously strives to satisly the requircments ol its
customers comprising of its own staff. students, parents and
industries. The customer requirements are identified through
the use of feedback forms. the mass media. questionnaires. the
academic advisory panel. academic missions. the Telesiswa
service, Radio ITM and dialogue sessions. Every complaint or
suggestion is given due consideration with follow-up aetion.
Though the ITM campuses are sited away from the urban
centres, ITM provides public transport facilities for its customers.
Sign boards and location maps are put at strategic places in
the campuses for the convenience of the public.
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ITM also shows its concern for the welfare of its employees
through the setting up of recreational ¢lubs. guidance classes.
Kindergartens as well us social and welfare programmes
throughout the year. ITM undertook many training programmes
pertaining to entrepreneurship. compuiers. placement through
adoption. community service and academic missions to schools.
The establishment of branch campuses also @ ds in the change
Al communities whereby it hastens national
integration, increases socio-cconomic development and offers
wider educational apportunitics.

process of lo

To fullil the requirements of the industrial sector, ITM strives
10 produce quality gradudtes who are knowledgeable. competent,
entrepreneurial and of wood personality. Course curricula are

planned such that equal emphasis is given 1o bath physical ¢
well as spiritual education. In this way. ITM not only meets
the needs of the lubour market. but the needs of the nation i
contributing towards the creation of 4 civil society.

Features of Excellence of the Tanah Merah 1 Secondary
School, Tanah Merah, Kelantan.

The Tanah Merih | Secondary School (SMTM 1). Tanah Merah,
Kelantan. is a Grade A rural school located about 50 km from
the town of Kota Bahru. 1t was established in 1973 and at that
lime had an enrolment of 964 students. 32 teachers and 3
supporting staff, Today. there are 1483 students with 99 teachers
¢ objective of the school

and 16 non-academic staff, The spec
is to produce knowlegeable and competent students who have
internalised Islamic values as part of fulfilling the national
educational vision and the nation’s V jon 2020.

Since 1993, the management of SMTM 1 under its
Headmistress has shown a [irm commitment in planning and
implementing quality programmes in order to develop the
«chool. having been known as a low performing school for 17
years. The objective set by the Headmistress was to turn the
one within five years, However.

school into a high performin
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this objective was attained within three years. This outstanding
achievement was due to the dynamic leadership of the
Headmistress who had a clear vision for the school. Carefully
plunned change programmes were successfully implemented
with the solid support and full cooperation ol the teachers and
supporting stalf.

The management of SMTM 1 is a highly commitied.
disciplined and dedicated team. Working ax a team. the
munagement set up the School Planning Council to straleg ally
draw up the school’s curriculum, co-curriculum and student
alfairs programmes. Apart from formulating u comprehensive
Client’s Charter. the school numagement has also set performance
targets for the Penilaian Menengah Rendah (PMR). Sijil
Pelajaran Malaysia tSPM ) and Sijil Tinggi Pelajaran Malaysia
(STPM) examinations.

The Q-hased management culture pervaded SMTMI as a
whole. The school management always placed great emphasis
on the Q Policy which was disseminated through various activities
such as the Q Day celebrations at the school level. lectures und
talks for customers as well as staff recognition ceremonies.

SMTM | uses its financial resources prudently and has
suceessfully maintained u clean audit record. Quality output
in terms of highly disciplined students can be seen from the
offical report compiled by the Tanah Merah District Police
Department which indicated that compared to other schoaols.
disciplinary problems among SMTM | students ranked among
the lowest in the district.

Although categorised as a rural secondary school. SMTM
1 was not to be feft behind in the use of information technology.
Computers which were purchased from school funds and
mmnbu!mn from well wishers were widely in use. The computers
Were not only used to analyse the school performance in public
aminations but also 1o store data on examination candidates.
Students’ co-curricular activities as well as particulars about
q!c students’ parents.
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The management of SMTM 1 has formulated @ five year
blueprint for the school’s curricular and co-curricular activities
based on the National Education Philosophy and the school’s
objectives. SMTM | also planned carefully for its human
resource requirements, in instilling quulity vilues and positive
work ethics among its employees. Various training sessions.
courses. discussions. workshops and study visits were also
organised for its teaching and supporting stall. All elforts.
contribution and involvement of its employees were alw
ised through the awarding of incentives in order to
we the quality of outputs as well as @ motivating factor
for the other employ

s

The success of SMTM 1 is very much dependent on the
combined resources and collaboration of all members of the
school. This is what has enabled SMTM | 1o realise s number
of amazing innovations that were introduced at minimum cosi
and within a short time span. The innovations can be categ
into four main aspects namely management. educ
environmental setting and information dissemination. Examples
of management innovation introduced are the system ol peer
monitoring. Tilik-rilik Cermin (Serutiny and Careful Examination)
dan Talian Savang (The Caring Line). Innovations in education
include programs such us Sekolahku Rumahkie (My School Ts
My Home). English Peer Programme. Minda Suins (Science
Mind). Fail Meral 3 (Red File 3) and Intensive Mathematics
and Science Programme. Programmes such as “School In The
Park”, “Green Vision® and “Commercial Park” are some of the
innovations introduced to create a cheerful environment in the
school. [nnovations on information dissemination such as PSS
Nadi Penggerak Minda. Academic Camp and the Haj Zone
were introduced with the objective of creating well-informed

citizens

The internalisation and implementation of TOM concepis
in SMTM | has definitely assisted the management o attdin
several successes within a short period. Among the visible
results were the attainment of @ 100% pass rate in the 1994
STPM examination: an increase in the pass rate for the PMR
examination from 85.4% in the 1993 10 99.6% in 1995: and

”



e

maintaining a 60% pass rate in the SPM examination. In co-
curricular activities. the school emerged champions in the
State-level netball tournament in 1995 while Qs rowing team
also emerged as champions in the Open category in the 1994
Malaysia Games (SUKMA). The school has also received
honours in landscaping competitions. the most notable of which
is SMTM | emerging as the runners-up in the National-level
*School In The Park™ Competition. lts most recent achievement
was in being adjudged the 1996 Sekolalr Harapan Negara
(The Nation™s School of Hope 19963 in the yural school category

INNOVATION

Since the introduction of the Public Serviee Innovation Award
in 1991, Government agencies have used their creativity in
implementing various imnovations at the work place. Innovations
begin with the introduction of @ new idea which brings about
performance as well as productivity and quality improvement.
By institutionalising values such as creativity. innovation.
teamwork and perseverance. Government sncies have
suceeeded in improving the quality of service delivery 1o the
public. A number of Government agencies have faken the
initiative (o introduce specilic programmes Lo inculcate and
internalise the culture of innovation amongst its members.
One such programme is the introduction ol a system for
recognising innovation with the aim ol encouraging healthy
campetition among employees (o introduce and implement
innovations. Examples ol these are the Change Pr mme
Award introduced by the Ministry of Defence. the Ministry ol
Education Innovation Awird. The Ministry o Defence Innovation
Award. the Ministry of Human Resources Innovation Award
and the Director General of Land and Mines Innovation Award
for Land Administration.

The efforts to inculcate the culture of innovation were
implemented through a number of ways such as lectures. forums,
video presentations and exhibitions. In 1996 a Public Service
innovation exhibition was held from the 20-22nd of June in
Kuantan, Pahang. A total of 21 agencies which won awards
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under the 1996 Public Service Innovation Award programme
ook part in this exhibition, Some of these innovations were
simple and incremental in nature but had tremendous impact
in terms of cost savings, productivity and time saving. A total
of RM 18 million was saved as a result of implementing the
various innovations.

In 1996, various innovations were introduced in areas such
as systems and work procedures. technology. organisational
structure. working environment, management style. human
resource minagement and capital equipment. A total of 237
innovations were considered for the 1996 Public Service
Innovation Award. Most of the innovations introduced were in
the area of technology which includes information technology.
developing new computer software and the development of
clectronic equipment. This shows that Government agencics
cal

are keeping abreast with the fast pace of technolo;
development in the country, Thus Governmenl agencies were
able 1o produce output and provide services elficiently. with
sero defect and at low cost. Some of the innovations implemented

in the various areas are us follows:

Innovations in the Area of Information Technology

The RTD Public InfoBase System (SALAM) by The Road
Transport Department

In an effort 1o be closer to the customers, the Road Transport
Department (RTD) has introduced the RTD Public Info Base
System or better known as SALAM 1o provide 4 channel for
the public to give feedback to the RTD. This system was
developed by the Computer Division of the RTD. SALAM
contains various information on the RTD such as its counter
services. the Road Transport Act, RTD publications. partners
of RTD. frequently asked questions about the RTD and
regulations as well as procedures related to road transportation.
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ALAM wits developed in two different versions. The Tirst
version which is in English can be accessed via the Internet
by customers from all over the world through the RTD's
homepage. The second version which is in Bahasa Malaysia
can be aceessed using touch sereen monitors ul the information
Kiosk located at the RTD lohby.

SALAM is also used by RTD Officers to make reference 1o
current RTD rules and procedures in order to provide better
services to the customers. In this way. the RTD is able 10
ensure that standard procedures are used by the 70 hranches
of RTD all over the country. Since SALAM was developed in-
house. the Department managed (o save RM 600,000 in terms
of avoided costs,

R b, Infi

Through Inf ion Technology Using
beMH T Software by the Forest Research Institute of Malaysia

The Torest Research Institute of Malaysia (FRIM) has developed
the Selective Management System Analytical Tools (SeMSAT)
computer software to vvercome the problem of analysing survey
datit and delay in preparing the information summary. This
system is used to analyse data on the operations of the Selective
Tree Felling System. SeMSAT was developed using dBuase and
is menu-driven based on the three phases of work involved in
forestry management. Thus, users do not require any special
computer skills in operating the system. Users can revise
information obtained according 1o specific requirements as
the software is equipped with @ file maintenance system.

Currently, SeMSAT is used by all branches of the Forestry
Department in Peninsula Ma and by the private timber
company. Kumpulan I’cngurusun Kayu Kayan Terengganu Sdn.
Bhd. This system has reduced costs in survey data analysis
before and after the felling of forest trees. For example. the
cost of analysing survey data for an area of 404 hectares has
been reduced from RM 2,666 to RM 135, The utilisation of
manpower has also been reduced from 98 man hours to five
man hours.

sid
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The Computerised Students’ amination System by the
MARA Institute of Technology (ITM)

The MARA Institute of Technology (ITM) faced a number of
problems involving its student examination system such as the
registration of students, subject registration, preparation ol
examination schedule, management of the students” academic
information and the issuance of transeripts. To overcome these
problems. [TM has implemented, in stages, various innovations.
namely on-line registration of students. utomatic registration
of subjects, setting up an on-line students academic information
system, automatic scheduling of examinations and computer-
generated preparation of transeripts. These innovations have
facilitated customers in dealing with I'TM. Information given
is also more precise and can be obtained in a shorter time.

FElectronic Fieldbook by the Department of Survey and

Mapping

Belore the Electronic Fieldbook was introduced. cadastre
ficldwork in the Department of Survey and Mapping was ¢ 1ed
out in a cofiventional manner using the Electronic Distance
Measurement System to ohserve the bearing and distance of
(he area surveyed, while the field book was used to record
information and survey data. This manual process is tedious
and time consuming as it involves pre and post caleulation as
well as constant checking to ensure accuracy. Errors may also
oceut while reading or recording the information. If there is
an error. enquiries have 1o be made or the task has to be
carried out all over again which may incur extra costs.

In overcoming this problem. the Department introduced the
Electronic Ficldbook which is an integrated cadastre survey
software developed in line with survey regulations stated in
the National Land Code together with the Total Station toolkit.
This system caters to the concept of from field to finish,
whereby the storage and processing of information or survey
data can be carried out through the random access digital
memory card, All the work processes can be carried out in an
integrated and automatic manner until the final output is produced
thus reducing the work processes.
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The innovation has resulted in time saving and reduction in
aperational costs of the Department such as the cost ol lield
books and storage costs. A total of RM16.1 million was saved
as o result of this innovation. Apurt from savings, output has
also inercased due to minimised errors. By using the Electronic
Fieldbook together with the Total Station toolkil. the Department
has avoided enquiries on 185 files and 2.759 Jots arising from
human error.

An Integrated Computerised Service Book Record by the
Northern University of Malaysia (UUM)

The Integrated Computerised Seryice Book Record was
developed by Narthern University ol Malaysia (UUM) to replace
the service book record which needed manual updating. This
system uses existing computers and databases to develop 19
Personnel System Modules, The system facilitates the updating
of personnel records such as yearly salary adjustments, job
confirmations and promotions. This system also expedites the
updating of service book records from three months to one
month. Apart from this. copies of personnel service statements
and annual leave records could be obtained within five minutes
through computer printouts as compired to two days before
the innovation was introduced.

Computerised Preparation and Processing of Layout Plan
Applications by the Department of Town and Country Planning,
Terengganu

The Department of Town and Country Planning. Terengganu
introduced o computerised system in the preparation and
processing of layout plan applications which managed (o save
operationul costs. Time taken (o prepare the layout plans has
also been reduced from 43 days to 11 days whereas the time
taken to process applications has heen reduced from 17 days
to 10 days. This new method has also expedited the process
of obtaining comments on the applications as well as decisions
relating to applications Tor layout plan approval. Layout plans
that have been amended can now he checked in a shorter time
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thus minimising technical work. This innovation has helped
the customers especially from the private scetor in expediting
their projects.

Registration of the PMR and SPM F aminations by the
Malaysian Examinations Syndicate

Under the old system. students sitting for the PMR and the
SPM examinations need 1o register for the examinations by
filling in the Optical Mark Reader Forms. The Examinations
Syndicate has to then check the forms submitted and rearrang;
them according to states. 11 the information received is
insulficient. the Syndicate has to contact the schools or the
Registration Department to update its data. Information obtained
is then keyed intw the computer. This method of updating
information is continued until all candidates are registered and
the information keyed into the computer. The time taken 1o
complete this procesy was 90 days. The Examinations Syndicute
encountered a number of problems using this method such as

overlapping index numbers or centres. non conformunce 1o
entry requirements and incorrect subject combinations us well
as wrong reading of markings. As a result about 30 pereent
of the records needed correction.

To overcome this prablem. the Examinations Syndicate
developed a software for the rs wion of students sitting for
the SPM and the PMR. Diskettes and manuals are distributed
1o all schools and the registration details of students sitting for
{he examinations are keyed in immediately using the diskeues.
The process of checking the registration information is also
carried out at the schools. Upon completion. the disketies are
returned (o the Examinations Syndicate for further processing.

st

With this innovation. the indent for examination question
papers can be carried out expeditiously and according to schedule.
The preparation of other documents such as entry lists. grading
forms for practicul examinations/assignments, rading forms
for oral examinations and the OMR marking forms can be
prepared carlier and accurately. Errors are minimised to less
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than one percent and the utilisation of manpower is reduced
from 10 persons o five person only. The processing of the
main batch of registered candidates can now be completed
within one month as compared to three months previously.
This system is also ol assistance Lo the Syndicate’s customers
in that index numbers of candidates are generated automatically,
choice of suhjects as well as payments made can be confirmed
while allowing printouts of such records for checking purposes.
Candidates are now able to review all details regarding their
registration before submission to the Examinations Syndicate.

Micro Accounting System by the Accountant General's
Department

The Accountant General’s Department developed a computerised
Micro Accounting System (SPM) in accordance with
Development Administration Circular No. 3 of 1992 entitled
“Guidelines on the Micro Accounting System™ In designing
the software, the Department took into account factors such
as the limited number of accounting personnel. the absence of
aspecial unit to handle SPM in Government agencies and the
fact that most of the output is in terms of services rendered.

This puckage was developed 1o facilitate the collection.
processing and pre ion of costing information in Government
agencies. A manual containing detailed instructions on data
preparation, explanation regarding reports produced and
guidelines on operating the system was also prepared together
with the package which is simple to use. All data regarding
clements of a fixed nature such as emolument costs, asset
costs and costing formulae are also included in the package.

The use of the SPM package has enahled savings in
maintenance costs for 13 branches, seven divisions and 11
areas under the Accountant General's Department. The cost of
maintenance under the manual system was RM 11496 compared
to RMS05 under the SPM puckage. u total savings of RM 99
per month. The implementation of this package has also saved
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the Government funds amounting to RM 60.229.236. This 1s
computed based on the fact that the cost of an existing system
in the market is RM35.616 per user. The cost for the 1711
users in Government agencies will total RM 60.938.976. On
the other hand. the cost of developing the ready for use SPM
package is estimated to be RM709.740.

The SPM package developed by the Accountant General’s
Department can be used by all Government agencies. The use
of 4 uniform softwire package makes the training of users of
the package much easier.

The TELE-INFO Service by the MARA Institute of Technology

The MARA Institute of Technology (ITM) with the cooperation
COM Technology (M) Sdn. Bhd. has introduced the
INFO service to upgrade the efficiency of disseminating
information Lo its customers, TELE-INFO is a service providing
information to the public as well as ITM students on entry
interview results. examination results and information pertaining
Lo convocition. Users can obtain information by merely making
u telephone call. Users are informed of the various categories
of information services that are available and cun make the
appropriate press-button selections. This information is available
24 hours a day. Candidates can now obtain immediate and
accurate information pertaining to interview results. interview
centres, date, time and other entry requirements. as well as
details relating o results of entry applications, campus location.
date for registration and fees to he paid.

Innovations in the Area of Systems and Procedures
TELEKERJA Service by the Labour Department

TELEKERJA is a hotline introduced by the Department of
Labour to provide direct access 1o the customers seeking
information pertaining to job problems. clarification relating
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to labour laws as well as information on the rights and
responsibilities of employers and employees. This hotline is
available at all State Liabour Departments throughout Peninsular
Malaysia and operates during office hours, The TELEKERIA
serviee is handled by Senior Lubour Officers and officers with
more than four years experience. Consultancy services can
therefore be rendered accurately and speedily through the hotline
without the need to refer to other senior officers except where

il involves complex cases.

Selected Release System Scheme by the Royal Customs and
Excise Department, Johor Bahru

Under the old system. lorries carrying goods passing through
the Customs Complex are required 1o be registered, examined
and charged the relevant import duties and sales taxes before
release. This system is tedious as it involves long waiting time
cturers and

and is subject to complaints from manu
transportation companies. The time taken to release raw materials
affects factory schedules and transportation companies haye
incurred losses as a result of the long waiting period at the

Customs complex.

To overcome this problem, the Royal Customs and Excise
Department, Johor Bahru introduced the Selected Release System
Scheme. Under this system. the valuation and categorisation
of goods is done carlier, that is before the goods are brought
in. This exercise is carried out only once with subsequent
imports exempt from further examination. A comprehensive
information system about the members participating in the
scheme was established. This information is analysed by the
Department to determine the suitability of candidates to
participate in the scheme. Under this system. a special lane is
set aside for vehicles of participating members which are
cheeked at random by the Department’s Prevention Branch

officers.

8l



The Chil Servive df M

pisia - Towards Excellence Through 150 9000

Innova in the Technical Field

Float Indicator by the Drainage and Irrigation Department,
Terengganu

The Drainage and Irrigation Department. Terengganu resolved
the problem of measuring peak flood levels by inventing a
float indicator to replace the old peak level indicator. The float
te the actual peak of the water level due to floods

is able indic
and the reading can be carried out at any time after a flood
has occurred. The reading is now more accurate and the data
gathered can assist the Department in designing irrigation
canals. bridges. dams, roads. embankments and in the selection

of sites for new townships or housing estates to ensure that
they are away from flood prone arca

Digital Volt-time Integrator by the Meteorological Service
Department

The Meteorological Service Department encountered some
difficulties in using the Mark V Volt Time Integrator (VTI Vi
and the Kipp and Zonen Solarimeters in r cording solar energy
in units of MJ/m2 in the network covering the 25 meteorological
stations throughout the country. The problems include loss of
cnergy supplies as a result of frequent lightning strikes on
(ransformers and damage to the printed circuit board cuused
by battery chemical outflow which may cause inaccurate readings.
Apart from this, there were difficulties in obtaining spare parts
such as semi-conductors and batteries as these equipment have
been in use lor the past 20 years.

To overcome this problem. the Department invented a Volt
Time Integrator using electronic components that are casily
available in the local market and possess certain characteristics
which can overcome the technical problems encountered by
the old VTI V. This innovation known as the VTI V3 has
resulted in cost savings in terms of equipment purchase and
maintenance costs. The use of the new invention has resulted
nee, less need for

in reduced frequency of damage occu
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calibration, more precise readings, ¢
parts and a longer lasting printed ¢

sy procurement of spare
reuit board,

The Joint Research Innovations Award

The Government introduced the Juint Public and Private Sector
Research Innovations Award. The award. introduced in 1993,
is (o recognise organisations in the public and private sectors
that succeeded in producing innovations on a joint basis. 1
1996, this award was presented to the Accountant General's
Department. the Auditor General’s Department and Malaysian
Administrative Modernisation and Management Planning Unit
(MAMPU) [or suceesstully collaborating with Consortium Juya
Sdn. Bhd., w private consultant. in producing the softwiare
package known as the Standard Accounting System lor
Government Agencies or SAGA.

SAGA was developed from an existing accounting soltware
package known as the PDS Preferred Accounting Series, The
PDS is an open systems package that is compatible with any
system that operates on open systems standards. The
implementation of SAGA in live pilot agencies has shown the
capability and effectiveness of the system in maintaining complete
and up 1o date accounts. The agencies have since been able
to close their accounts daily. At the same time. SAGA has
enabled the ugencies to prepare their pre-audit financial reports
on time and also provide better management ol financial
accounting. The Government has decided to extend the
implementation of SAGA 1o another 14 Statutory Bodies in
1996, while its implementation in other Statutory Bodies will
be done in phases.

QUALITY CONTROL CIRCLES (QCC)

The QCC program was introduced in the Civil Service in
1983, Its role in upgrading quality and in particular, its specific
contribution towards problem solving and team building he
been given due attention with the implementation of Total
Quality Management (TQM) in Government agencies
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Development Administration Circular No. 7 of 1991 entitied
“Guidelines on Quality Control Cireles (QCCS)™ was issued
10 assist Government agencies in implementing QCCs.

The Public Sector QCC Convention

Ihe Government continues to ¢ncourage QUC activities by
giving recognition o teams taking part in QCC Conventions
These Conventions are held al three levels namely the
tmental level. state level and the national fevel, A number

de
of QCC awards have heen instituted in order 1o give recognition
10 eroups which have achieved excellence. These awards are
ment and the wehnical

divided into two categories, the manag
categories. A Best Facilitator Award was instituted to recogiize

the contribution made by lacilivors.

The National Public Sector QCC Convention was held an
the Ist and 2nd of December 1996 in Sungai Petani. Kedah,
A total of six teams were presented with QCC awards. The
Chiel Secretary to the Governmen’s Award for the Management
Cutegory was won by the PERDANA Team from the Royal
Customs and Excise Depurtment. Sultan Abdul Aziz Shah
Airport, Subang whilst the SAGA Teum Irom the Public Works
Department. Tampin, Negeri Sembilan won the Chiel Secretary
1o the Government’s Awidrd For the Technical C ry. Winners
for the Director Generul of the Public Service Department
Award were the PATRIOT Team from the Royal Customs and
Excise Department. Selangor for the Manugement Category
and the ANTOI BERSER] Team from the Pontian Health Office.
Johor for the Technical Category. The Director General ol
MAMPU Award was won by the RAFFLESIA Team from the
Bukil Padang Hospital. Kota Kinabalu. Sabah for the
Management Category and the KESAN Team from the Kuala
Krai Hospital, Kelantan for the Technical Category.

Winners of the Chief S to the Government award
for bath categorics won a cash prize of RM3.000 and certificates
of uppreciation. Winners of the Director General of the Public
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Service Department Award each received RM2.000 plus
certificates while winners for the Director General of MAMPU
award each received RM1LOU0 and certificates, Winners of the
Best Facilitator Award received u plaque cach.

Projects of the 1996 QCC Awards Recipients

PERDANA Team, Royal Customs and Excise Department,
Sultan Abdul Aziz Shah Airport, Subang

The PERDANA Team studied the problem of delay in the
releasing of trading goods into the country by airusing Customs
Form No.8 at the Sultan Ahdul Aziz Shah Airport. Subang.
This problem was solved by @ one stop release nr.mymenl
at the Tmport Unit. implementing a selective release system
@ a special hox for the

based on flight schedules and prepart
placement of the Customs No. 8 Forms. Some ol the henefits
derived are operational cost savings amounting to RMS53.778
a vear for the Department and savings amounting o RM
1337400 for the custom Apart (rom this. the average
savings in terms of time for release was reduced from 48 hours
to | hour 30 minutes. The Department also saved up 1o 20%
storage area at the Export Unit.

SAGA Team, Public Works Department, Tampin, Negeri
Sembilan

The SAGA Team studied the problem of Irequent embankment
collapse which causes inconvenience 1o road users apart [rom
the high maintenance cost involved. This problem was overcome
by using a multi-tier tyres system. As a result. the operational
cost was reduced by RM 113,130 or 78% . 1f this system is
implemented throughout the districts. the Government can
save an estimated RM10.3 million. Apart from this. the system
can be casily assembled and can save as much as a total of
95 hours for cach project. This system has also helped reduce
environmental pollution.
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PATRIOT Team, Royal Customs and Excise Department,
Selangor

In an effort o overcome manpower wastage at the Licenced
Manufacturing Warehouse Branch. the PATRIOT Team
restructured the postings of officers according 1o zones. The
Customs No.I Bonded Forms have also been aholished and
only the Customs No. § Forms are used lor bonded purposes.
This team has also integrated nine monthly statements into
one statement only. Some of the henefits derived are savings
for the Department amounting to RM212.397 a year and
RM339.760 savings u year for the customers. Apart from this.
a total of 39.766 hours were saved as a result of equul
distribution of workload. utilisation of only one set of declaration
forms, abolishment of the inspection direetive work process.
namely the instruction o examine and the integration of nine
monthly statements into one statement only. As a result, 951
percent of the Customs No. | Forms Bonded can he processed
in Jess than 30 minutes and the time taken to process the
Customs No. 8 Bonded has been reduced from four haurs to
30 minutes

ANTOI BERSERI Team, Health Office, Pontian, Johor

The ANTOI BERSERI Team studied the problem ol packaging
pills using the old tablet separator tray. This process is the
main cause for low productivity of the Junior Assistant
Pharmacists. To overcome this problem a special tray called
the Multiple Tablet Counting Tray (MTCT) which can be
casily operated multiplied the level of productivity. As a result.
the Department was able to save operational costs amounting
1o RM71.120 for cight clinies in Pontian. A total of RM3.840
was saved in terms of overtime expenses as the Junior Assistant
Pharmacists do not need 1o pack tablets after office hours,
Productivity was ulso increased from 100 packages Lo 206
packages in 30 minutes.

KESAN Team, Kuala Krai Hospital, Kelantan

The KESAN Team has overcome the problem of blood supply
shortages at the Blood Bank Unit by organizing i written
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campaign. activating the Mobile Blood donation scheme and
selting up a Caring Fund, As a result, the Hospital managed
1o save RM3.635 o year through cost reduction in salaries of
drivers and laboratory atiendants who were assigned to colleet
blood from other hospitals as well as through reduced expenditure
on electricity. The Hospital also saved 21 working hours a
vear, that s the time taken to collect blood from other hospitals.
As o result. the next of kin are no longer required to repla
blood used by internal or external customers, Stitistics have
also shown that the blood supply at the Blood Bank increused
hy 22.7 pereent until October 1996 as compared o the previous
year, From Junuary until October 1996, the Hospital did not
horrow blooad from any ather hospital but his given 82 pints

¢

al blood o other hospials.

RAFFI.
Sabah

SIA Team, Bukit Padang Hospital, Kota Kinabalu,

The RAFELESIA Team studied ways of reducing the time
taken to distribute medication to patients and i better system
of managing medication in hospital wards. For this purpose.
the group designed a speeial trolley with specific compartments
1o keep injection cquipment. discard them after use. keep
medicines. psychotropic record bouks and hooks on medication
methods. The medicine hox for each customier is numbered in
line with the medical chart numbers. The card systemwas also
introduced for the purpose of writing the name of the patient
on the patient’s medicine box. This invention has incurred
savings totaling RM 13950 Tor nine trolleys as compared with
the cost ol the trolley in the market. Apart from this, cach
ward was able 10 add one exira hour on patient recovery

activities.

New Developments in QCC Acti

Even though the QCC activities have contributed greatly ta
quality and productivity improvements. there is still room for
further improvement. [n order 1o strengthen the QCC programmes
in the public sector, a new approach in QCC activities was
introduced. In order 1o strengthen the QCC program in the
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Civil Service. a new approach towards QCC activities was
introduced. This is to ensure that QCCs will provide a positive
impuct on quality improvement efforts. The new approach s
Lask-achicving oriented whereby the scope of the QUC activitics
is widened. The focus on QCC activities is notonly on prablem
solving but covers the management ol improvement projects.
Government agencies are encouraged o consider this new
approach. INTAN was the first organization (o use the new
approach during the INTAN QCC Convention held on 19 August
1996, Based on this new development. the evaluation eriteria
o1 QCC projects huve also been revised. The new criteria are

shown in Juble 3.

TaBLE 3

EVALUATION CRITERIA FOR QCC PROJECTS

Crireria Weightage
1. Selection of Problem/Improvement Project 14
2. Description of Problem/Improvement Project 8
3. Utilization of Problem Solving Technigues 1%
4. Corrective Action and Implementation 18
5. Achievement ol Project Results 21
6. Standardization 8
7. Evaluation on the Team 6
8. Presentation of Projects 7
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Contribution of QCC Activit
of MS 150 9000 Standards

Towards the Achievement

The Civil Service is moving into a new era with the
implementation of the MS SO 9000 Stundards. The
implementation of this standard requires each agency 1o document
all procedures and work instructions and perfor T duties according
1o documented procedures and work instructions It is therefore
recommended that Government agencies make use of QCC 1o
review warking procedures and devise new ways ol doing
work in Tine with current changes and development. [t is hoped
that QCC members can contribute wwards continuous
improvement processes which is the basis for the implementation
of the MS 1SO 9000 standard.

IMPLEMENTATION OF THE CLIENT'S CHARTER

The Client’s Charter signifies the comminment ol the Government
towards the provision of services and outpuls (0 its customers
sccording (o set quality standards, The introduction of the
Charter is aimed at creating an elficient. high quality and
customer-oriented Government machimery. A comprehensive
set of guidelines under Develapment Administration Cireular
No. 3 of 1993 entitled “Guidelines on the Chent's Charter”
were issued 1o assist Government agencies in formulating and
implementing the ClientUs Charter

The Client’s Charter Implementation Process

The effective implementation of the Client’s Charter requires
agencies to accomplish five processes. namely formulation ol
the Client's Charter: promotion of the Client’s Charter: service
recovery: monitoring: and evaluation and improvement

Since the launching of the Client’s Charter in 1993, 402
Government agencies comprising 134 Ministries and Federal
Departments. 144 State Departments. 51 Federal Statutory
Bodies and 73 Local Authorities have formulated their Client’s
Charter yme examples of Client's Charters formulated by
agencies are as shown in Tubley 4, 5 and 6.

89



Phe Covil Seqviee of Midivsii

s Excellonee Thioguh 450w

TasLE 4
CLIENT'S CHARTER POSTAL DEPARTMENT

The Postal Department declares:

. “The following working hours are for the purpose of making enquiries
and payments by the public ostal operators.
Monday—Thursday © 815 am=11.30 am and 2,15 pm-3.15 pm

8.15 am—11.45 am and 1.45 pm-3.30 pm

Saturday © 15 um=12.45 pm

S

Official receipts shall be issued immediately for all payments
made at the Department’s counters.

3

Postal service licences for applications which have been approved
shall he issued within 3 months from the date of receipt of applications
provided the information enclosed therein is clear and complete

Renewal of licences far applications which have been approved
shall be issued within 2 months from the date of feceipt of the
application provided the applications for renewal are forwarded o
the Department 3 months before the expiry date of the licences and
the information enclosed therein is clear and complete.

All applications for Commemorative Stamps and Special Issues
received before the Sth day of each month shall be considered in
the same month of the Stamp Advisory Committee meeting provided
information enclosed therein is clear and complete.

. The Department will notify its decisions within 2 months from the
date of receipt of the applications.

Each and every complaint will be investigated in detail and the
nant shall be informed of the development/result of the
investigation within 2 months of the report/complaint being made
provided information enclosed therein is clear und complete.

=

Anyone who is not satisfied with the services rendered by the
Postal Department may contact:
The Director General

ion and Posts

y Telecommunic:
Ist Floor, Wisma Damansara
Julan Semantan,

50668 Kuala Lumpur

Telephone Contact No @ Direet Lines-03- 0544/03-2534694/
03-2534516
Hunting Line o 03-2562222

Fax : 03-2525469

Consumers may also lodge complaints about unsatisfactory postal
services directly with the respective Managers of the Post Offices
or through the Pos Malaysia hotline: 03-274414

90




i

Hnpiivemyies i v

TABLE 35

CLIENT’S CHARTER ATOMIC ENERGY
LICENSING BOARD

An for Class A (

An appli for

material) licence will be processed
within the following time period:

* New Licence — 5 weeks:

© Renewal of — 4 weeks: and
licence

= Amendment of  — 4 weeks
Ticence

A application for Class A (Milling of
Radipactive Material) licence will he
processed within the following time period
* New licence — 7 months;

* Renewal of — 4 months: und
licence

© Amendment of — 6 months
licence

An application for Class € drradiating
apparatun) ficence will be proce:

within the following time period:
S months

* New licence —

* Renewal of —
licence

* Amendment of  — 4 months
licenee

An application Tor Class H licence will
he processed within the following time

period

" New licence — 3 monthis

* Renewal of — 2 months: and
licence

* Amendment of — 3 months
licence

An application for impoft and cxport
permits for radioactive materiibs.
irradiation apparatus and nuclear materials
will be processed within | week

An application for transit approval
for nuclear materials will he
processed within | week

as w consultancy company will
be processed within 5 months

Anapplication for design approval
for radiouctive materials store
and exposure room will be
processed within 2 weeks

Anapplicition for the recruiment
and termination of radiation
workers of a licensed company
will he processed within 2 Wecks

Aty request from the public for
regulutory advice will be repli
o within | week

complaint regarding atomic
energy activity will be investigated
within 24 hours. Feedback will
be given to the complainant
within 2 weeks.

1f you have any compalints
reliting 1o the CLIENT'S

CHARTER, please contact
the Director General

(Tel; 4423821)
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TABLE 6

T’S CHARTER BATU PAHAT (WES
DISTRICT COUNCIL

CLIE

All household refuse will be collected promptly and efficiently every
day except on Sundays and Public Holidays.

Subject to the completion of the prescribed application forms and
subject to obtaining relevant department support. we will approve
business licence applications within 2 months.

3. 'We will approve applications for banfer advertisement licences and
{emporary business licences within | day from the date of submission
of applications.

4. We will approve applications to construct factories and private dwellings
within 2 months subject to obtaining the support of relevant
departments.

5. We will grant approval for repairsirenovations to private dwellings
within | month subject o compliance with the Uniform Buildi
By-laws 1986,

6. We will issue Certificates of Fitness for O
from the date of application, provided they
pporti of relevant dep

upation within 2 weeks
are accompanied by the

Formulation of the Client’s Charter

In formulating the Client’s Charter. u number of steps need to
be tiken by Government agencies, namely identifying customers.
identifying major outputs of the v. determining quality
standards of the outputs and preparing the Client’s Charter.
Based on the experience of Government agencies that have
formulated their respective Client’s Charter, 4 number ol methods
can be used to identify customers and their requirements, For
exumple the Atomic Energy Licensing Board was guided by
the provisions of the Atomic Energy Licensing Board Act
1984 and its organisational objective in identifying its customers.
The Requirements of its customers were in turn identified
through various methods ssuch as seminars. dialogue sessions
and questionnaires. The feedback received was compiled and
discussed by the Special Committee on the Formulation of the
Client's Charter in order to translate the customer requirements
into quality standards of the services and outputs. In ensuring
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that the standards formulated are practical and attainable. all
members of the organization were given a briefing and
information on the Client’s Charier

The amat Hospital has also used varions methods to
identify both its internal and external customers and their
requirements. The requirements of its internal customers were
identified through leedback obtwmed from in-service training
as well as forums and dialogue sessions. The requirements of
ity external customers were dentified throygeh feedback received
at the information counters, security personnel, feedbuck forms.
suggestion boxes. customer complaints. visits ol the Hospital
Bu.ud and ward admission evaluation forms: The requircments
were then translated mto quality standards such as the waiting
tme for pariems W receive treatment: discussions between
Department and Unit Heads: and comparison with the standurds
ol other hospitals. I ensuring that the commitments. were
adhered too surprise visits were conducted and pilot projects
undertaken to evaluate the ability ol the Department and Unit
(0 achieve the set standards. The cupacity of the organisation
interms of s manpower, cost. technology. work  processes
and procedares was also evaluated carefully. Each Department
and Unit was also required 1o establish ity respective work
targets and analyse prohlems which may jeopuardise the
achievement ol the guality standards

The formulation of the Clients Charter i the Ipoh Municipal
Council was initiated by the senting up ol the Client’s Charter
Committee at the (|k|h!HIIleu| level. The Departmental
Committee was vested with the responsihility ol identifying
1ls customers and their requirements on the basis of the objectives
and functions of cach Department and translating these
requirements into quality standards. The quality standards were
formulated based on the capacity ol each Department and
feedback received from guestionnaires and customer complaints.
The draft Client’s Charter was then vetted by the Administrative
Improvement Panel of the Ipoh Municipal Council which is
chaired by the Secretary ol the Ipoh Municipal Council. The
Client’s Charter was then tested Tor two months Lo ensure thit
the standards as prescribed in the Charter were attainable. The
Charter was then retabled at the Panel meeting and was officially
adopted after its success was ascertained.
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Promotion of the Client’s Charter

The Client’s Charter that is prepared by a Government agency
needs to be promoted among its officers and staff as well ax
its customers. The Charter serves as guide and reference to
members of the organisation in carrying out their duties. In
order to enhance the commitment of its members in implementing
the Charter. it is essential that they understand the rationale
and concept behind the Client's Charter, The public. as customers.
hts in terms of the stundards
all

Government agencies are required to take appropriate aetion

needs 1o he informed about its rig
that the deency commits itself to under the Charter. Hene

to promote their respective Charters.

The Town and Country Planning Department launched ity
Client's Charter in conjunction with its Excellent Service Award
function which was held in 1993, Tis Charter is displayed

s

prominently in all the divisions and units at the Headquart
level and at strategic places such as the entrances toall offices
und service counters at its branch alfices. Pamphlets containing
the Charter are displayed atall enguiry counters for the reference
and information of the public. The Charter is ylso included in
afficial documents such as the Department’s Annual Reports
and pre
with offi
the Client’s Charter is also disseminated duriy
Meetings between the Department and the Client
visits of customers (o the Department. meetings

amme books which are distributed in conjunetion
fal tunctions of the Department. lnformation ahout

Coordination

project briefings.

hodies such as the Association ol Housing

with profession
Developers and through press releases. Copies of the Client’s
Charter
respective professional n
is dlso disseminated 1o all members of the Department by the
Head of Department through keynote addresses at oflicial
functions, seminars, briefings and management meetings. Apart
from this. all members of the Department are required 1o sign
their respective Client's Charter in acknowledging personal
commitment to the pledges in the Charter.

e also supplicd w customers 1o be printed in their
sazines. Information on the Charter
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The Kuala Krai Land and Territorial Office promotes its
Client's Charter through posters which are displayed prominently
at strategic places at the Office. The contents of the Charter
are also broadeasst over the centralised public address system
fromt time to time. Various methods are psed (o ensure that the
staft understand the Charter. These include methods such as
displaying the Charter in the files. reminders given at divisional
the
Department’s morning assembly which is held every Thursday
Annual performance appraisal of the Department’s officers
and stall also takes into consideration their level of understanding
of the Charter.

and unit meetings and the vath taking ceremony duri

T'he North Kuching Municipal Council held o huge promotion
drive in connection with the launch of its Client’s Charter in
June 1994, A six-day lecture series on the Client’s Charter was
conducted for membes ol the organisation ar all levels,
Questionnaires were also distributed to all statl 1o evaluate
their understunding of the Charter. Posters depicting
scenes relating to the Charter were displayed aud included in
the Departmental magazine, Warta Q. Pamphlcis measuring 9
¢m x5 cm containing the cartoon-based depictions of the
[ of the Depurtment as well

artoon

Charter were distributed 1o all st
as the public.

Service Recovery

Agencies occasionally fail 1o fuifil the pledges made in their
respective Client’s Charter. This can jeopurdise the imuge and
credibility of the organisation. Hence. every agency is required
to institute a service recovery system as a means ol restoring
the confidence of its customers in the capability ol the
organisation to deliver services as pledged.

One of the Government agencies that has instituted i service
recovery system is the Department of Broadeasting. Trailers.
advertisements and programmes which cannot be transmitted
as scheduled will be broadeast in an alternative slol. [n another
instance of service recovery. when applications for the reservation
of facilities such as the use of cameras. dubbing. editing or
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promoy have 1o he cancelled as i result of overbooking, the
Department will tuke the necessary sieps 1o gel assistance
from external agencies such as FINAS. ETV. the Prime Minister’s
Department and the Department’s external crew 1o provide
such fucilities.

The Batu Pahat District Council activates its service recovery
system swiltly whenever it lails 1o Tulfil the pledges in its
Charter. Among the actions taken include providing courteous
and expeditious service for each complaint thut is received as
well as explaining the reasons for the Tailure o meet the
quality standards and the Tullow-up action that will be undertaken.
The Council also provides substitute or lemporary services
while waiting for regular services to he restored.

Tuble 7 shows some examples of service recovery systems
that have been introduced by the National Leprosy Control
Centre. Department of Town and Country Planni Sariket
District Council and the Kuala Terengganu Municipal Council.

Monitoring System

Every agency is required 1o carry out continuous monitoring
1o evaluate its ability to Tulfil the pledges made in the respective
Client’s Charier. Monitoring can be undertaken by the Steering
Committee on Quality and Productivity and Quality Control
Circles. studying appropriate performance reports as well as
feedback from the customers.

A large number of Government agencies have established
their respective monitoring systems. The Ministry of Domestic
Trade and Consumer Affairs. for example, utilises various
mechanisms 1o measure the extent to which the pledges made
in the Charter are fullilled. Among these are Q Inspections by
the Quality Task Force which conducts monthly inspections
on all divisions and units. The Client's Charter implementation
report. which is prepared by the divisions is tahled at the
management meeting and the Quality Task Force meeting to
monitor the level of implementation of the Charter. The report
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TasLe 7

EXAMPLES OF SERVICE RECOVERY SYSTEMS

NATIONAL LEPROSY CONTROL CENTRE

The service recovery provided is as follows:

All comiplaints will be answered immediately and if necessary the
complainant will be called up and given a detailed explanation.

A special notice informing the public that the particular service
standard cannot be met is displayed at the premises. For example
“We apologise for any delay in conducting x-rays today due 10 a
disruption in the electricity supply”.

DEPARTMENT OF TOWN AND COUNTRY PLANNING

The Department takes progclive actions such as:

# Having consultations with customers. At the state level, the customer
will be contacted if the planning application submitted is not complete.
The new date of application will be conveyed to the customer.

Reporting backlog cases to management.

Introducing the latest tools and office equipment to expedite work

Employing the concept of “Rescue Squad” in solving problems
related 10 the attainment of the standards in the Charter.

s to work beyond office hours.

Encouraging employs

SARIKEI DISTRICT COUNCIL

If on isfuctory garbage collection are received. the
Council will extend its apologies to the customer and take immediate
remedial action to activate the “rescue team™. The complainant is also
given an explanation as to the failure in meeting the standards as
contgined in the Charter.

KUALA TERENGGANU MUNICIPAL COUNCIL

The Council provides service recovery by providing feedback through
the radio. The Council officers are given airtime of between 10-15
minutes each day to deliver the latest information on their services and
to reply to any questions posed by the public through the programme
entitled “Jendala Darul hman". This is implemented with the cooperation
of RTM, Radio 3.
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on backlog of work prepared by all divisions. units and brunches
is ulso tehled during the “Morning Prayer™ sessions. The report
contains information such as the number of applications received.
number of applications not processed according to the preseribed

lime. reasons for backlog cases and proposals for resolving
the problems. A system to chunnel customer feedback has also
logue sessions

heen instituted. This includes suggestion boxes: di
with the private sector, the public and the Council for Consumer
Alfairs and the Association of Consumers: seminars: complaints
through letters or local newspapers and: feedback forms or
questionnaires. Posters and pamphlets displaying the Client’s
Charter also contain the names and telephone numbers of
officers who can be contacted in the event that customers are
dissatisfied with the services provided.

The Department of Labour through its (Q Management Str
has established a performance measurement and maonitoring
system for its Client’s Charter. The: strategy mikes use ol
methods such as the distribution of Monthly Statistics Reports:
Annual Quarterly Reports: Mid-Year Reports to all Labour
Offices for remedial action; Analysis of the Year End Report
tabled at the Annual Conference of Senior Officers 1o evaluate
and monitor the performance of the Department throughout
the year: and establishing performance targets for the following
vear. Inspection visits are also carried out by the Q Inspectorate
at all the offices of the Department. In addition. all divisions.
units and Labour Offices are required o prepare their yearly
rect. Apart from this. feedback systems such s suggestion

wark
boxes. dialogues, public complaints and consultancy services
are also employed. The suggestions and views of customers
are also scrutinised and evaluated for remedial action.

Tuble § shows the various monitoring mechanisms used by
Government agencies such as the Malucea Road Transport
Department and Selangor Department of Environment.
Tuble 9 shows a sample Teedback questionnaire used by the
Johor Bahru Municipal Council
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EXAMPLES OF MONITORING MECHANISMS

TasLe 8

MALACCA ROAD TRANSPORT DEPARTMENT

Employing m s such as the Steering Committee on
Quality and Productivity and Quality Control Cireles.

Monthly performance reports prepared hy each division and
unit.

Obtaining feedback from the customers through customer feedback
forms, seanning newspaper articles and discussions with
customers,

¢ provided (o enable customers 1o
s and obtain additional

A public relations desk
submut their complaints, r
information

An interview room is also provided to enable customers to
discuss and seek clarification on services provided from the
Department’s officers.

"

VIRONMENT

SELANGOR DEPARTMENT OF
The level of attainment of the standards in the Charter is moniitored
through customer feedback forms: suggestion boxes: newspaper
articles. customer complaints; hotline and dialogue sessions
with industries and other related parties.

Monitoring is carried out at the weekly Moming Prayers:
Directorate Meetings and weekly Divisional Meetings. The resulis
of monitoring are in the form of monthly performance reports.
charts and tables.

The performance reports are displayed in the units and the
department’s foyer for the information of the staff and the
public.
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TasLe 9

JOHOR BAHRU MUNICIPAL COUNCIL
CLIENT’S CHARTER QUESTIONNAIRE

information:
Please tick (/) in the space provided.

VERY
GOOD

SERVICES
PROVIDED

The questionnaire on the Client’s Charter seeks the following

UNSATIS-
FACTORY

'1S-
FACTORY

Public facilities

Recreationallsports
fucilitics

Planning

approval

Building

plans

VERY
GOOD

COUNCIL STAFF

Service

UNSATIS-
FACTORY

SATIS-
FACTORY

Politeness

Personality

Patience and
1

¢
Attire

Clarity of
Time taken to deal
with customers

IMPROVEME] NO CHANGE

IN SERVIC

DEGRADATION
IN SERVICE

Other comments/opinions:
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valuation and Improvement

Continuous improvement is essential in overcomi
which can result in the failure of the implementation of the
Client’s Charter. The monitoring system can be utilised to
evaluate and improve the standards contained in the

Charter.

The Ministry of Domestie Trade and Consumer Alfairs, for
example, has instituted o sysiem to monitor and evaluate the
quality standards that are pledged in its Charter. In 1995, of
the 46 quality standards stated in the Charter. the Ministry
achiceved one hundred percent attainment for 31 ol the
standards.

Apart from this. the Ministry has also stated its commitment
1o bring about further improvements in the quality standards.
Tuble 10 shows the standards that will be further

improved.

Efforts to Strengthen the Implementation of the Client’s
Charter

On the whole. Government agencies have taken concerete efforts
to strengthen the implementation of their respective Client’s
Charter. This includes. among others. evaluating work processes
and systenis. introducing new technology dnd providing training
to employees. Government agencies have also instituted a
feedback. monitoring and evaluation system to wack the
implementation ol the Client’s Charter. Ellective service recoyery
systems have also been established to restore customer
atisfuction adversely allected by service failure and thus
maintain their confidence in service delivery.

In recognising agencies which succeeded in [ully implementing
the Client's Charter. the Best Client's Charter Award was
introduced since 1993, In 1996, 59 agencies. namely 23 in the
Ministry/Federal Department categc live in the Fede
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TasLe 10

IMPROVEMENT OF QUALITY STANDARD:!
(MINISTRY OF DOMESTIC TRADE AND
CONSUMER AFFAIRS)

Service Qutput New Output
Standard | Standard

I. To issue letter informing decision 3 weeks | 2 weeks
regarding application for controlled items

2. To issue letter informing decision 3 weeks 2 weeks
regarding applicution for weights and
measures licence

3. To issue and renew controlled items 3 weeks 2 weeks
icence

4. To issuc and renew weights and 3 weeks 2 weeks
measures, livence

5. To issue new approval letter for the use | 5 days 3 days
of company name

6. To issue certificate of incorporation of | 5 days 3 days
new company

7. To issue certificate to incorporate change | 5 days 3 days
of name of company

Statutory Authority category: 17 in the State-level Department
category: and 14 in the Locul Authority category, were considered
for this award. The Best Client's Charter Award 1996 were
awarded to the Department of Labour. Peninsular Malaysia.
the Segamat Hospital and the Ministry of Domestic Trade and
Consumer Affairs under the Ministry/Federal Department
category: the Selama District and Land Office, Peruk under
{he State-level Development category: The Farmers” Organization
Authority and the Inland Revenue Board under the Federal
Statutory Authority category: and the Tunah Merah District
ny.

Council under the Local Authority cit
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The implementation of the Client’s Charter in the public
sector will continue to be monitored through the Annual
Government Agencies” Client’s Charter Report as well as the
Annual Report on the Implementation of the Client’s Charter
in the Public Service. Both of these reports will serve as an
important guide and reference for Government agencies in
their efforts to enhance the quality of their respective services.

COUNTER SERVICES

The Civil Service further enhanced its efforts o provide better
facilities and efficient counter services 1o meet the increasingly
higher expectations of its customers in termy of the quality
and types of services offered. Quality counter services will
lead to better public perception of the services provided by the
overnment. These efforts cover hoth the physical and the
non-physical aspects. The physical aspeet focuses on the

following

(e} to improve the surroundings and the layout of the
counters (o cater o the number of customers while
creating 4 pleasant and informative environment;

(h) 0 equip counter services with the lutest equipment
such as computers. gueneing muchines. calculating
machines. money counting machines and ultra violet
sereening machines that would help speed up services
o the customers:

to provide additional equipment 1o facilitate customers

such as photocopiers. instant photograph machin
vending machines. public telephones and laminating
machines:

(d) 1o provide facilities sych as covered passage-wiys
connecting counters in different buildings. children’s
playgrounds. canteens. comfortable rest arcas and places
for prayers:

(¢ ntain beautitul and clean

(o provide and ¢
surroundings:
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(f)

(h)

(

The non-physical aspect focuses on the followir

(a)

th)

1o bring counter services closer to the customers by
providing more mobile counters and wmporary counters
in places where the public converge such as shopping
centies. markets, schools, government offices, factories

as well as rural areas:

to provide additional facilities such as last cheque
deposit boxes, payment systems using credit cards.
Zin counters. informaton systems using touch

drive
sereen monitors:

to provide additionul services such as information
counters and customer service counters as well as
bringing counter services (o elderly customers in the
convenience of their homes: and

1o simplify the application form format for licences
and permits by the introduction of composite application
forms and composite licences.

1o inerease the skills and efficiency of counter stalf
through tr; and

ining

Lo improve and simplily work systems and procedures
hy shortening the application process. simplilying
procedures at the counters. using rotation systems.
hiving back-up systems and improving record Keeping
through the ase of computers.

Continuous elforts were made 1o increase the number and
types of services such as the One-stop Bill Payment Centre.
Ones-stop Invesiment Centre. One-stop Licensing Centre.
Temporary Counter, Mohile Counter and Drive-in Counter.
This was done with the purpose of bringing counter services
closer 1o the public. Services through the Public Services
Network (PSN) were also expanded. Up 1o November 1996,
atotal 0f 230 post offices throughout the country provided this

104



Inproeoents w 1oun

service. compared to 182 post offices offering such services
in 1995, Services provided through the PSN included rencewal
of driving licence and learner’s licence. renewal ol motor
vehicele licence and renewal of business licence. These services
ved encouraging public support. For example. at the end
September 1996, a total o 110,262 transactions for renewal
CT3LB 1 ransactions for renewal of motor
vehicle licence. 425,572 trunsactions for renewal of driving
licence and 103,362 transactions for renewal of Learners” Licence
were made through the PSN. Various other services were being
planned such as business profile query. tralfic compound
payment. account statement guery and change ol address ol
EPE members. company’s profile query and various other
transactions involving the National Registration Department.

e
of §
of husine

s licence

Special Award for Counter Services Management

In appreciation ol excellent counter services provided by
Government agencies, the Counter Services Management Award
was introduced by the Government. [t wus [irst introduced in
1992, In 1996. of the 27 agencies that were considered. three
. These agencies were the

were selected ta receive the aw
Muar Branch ol the Johor Road Transport Department. the
Internal Revenue Division of the Federal Territory Branch ol
the Royal Customs and Excise Department and the Dungun
Hospital, Terengeanu.

Muar Branch of the Johor Road Transport Department

The success ol the Muar Branch of the Johor Road Transport
Department in counter ma ment services can be evaluated
through its efforts in providing various services 1o customers.
These include the provision of drive-in counter, information
counter. instant photograph machine, a canteen, public toilets
and attractive landseaping. Counter stalf are required to be ut
their work place carly to make necessary preparations helore
the counters open at 8.00 a.m. The preparations include wearing
proper attire and name tags, cleaning of the counters, turning
on the counter equipment. ensuring work equipment is in good
order and that a sufficient number of relevant forms are made

available.
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Ihe objective of the department is (o schieve “zero
complaints™ and this was done by providing pleasant and
cotrteaus service with a focus oncustomers and hy helping o
solve customers™ problems according 1o the level of authority
given.

The strategy in providing the service was centred around
customer satisfaction. Among the strategies which showed
management commitment were the creation of the “zero
complaints” slogan. customer and staff feedback system. good
custamer relations and encouraging stall interaction (through
amily Day. games and the like.

activities such as I

As a department that deals lurgely with the public. various
mechanisms o identify the needs and expectations of the
customers were implemented. These include putting up
suggestion boxes at all divisionss complete with the relevant
[eedback forms, organising dialogue sessions with the customers.
creating customer service centres. introducing the hotline and
implementing the open door system between customers and
the management of the department.

Internal Revenue Division of the Federal Territory Branch
af the Royal Customs and Excise Department

The Internal Revenue Division of the Federal Territory Branch
of the Royal Customs and Excise Department increased the
collection of taxes following the introduction of various
improvements in its counter services. Sign boards indicating
the proper directions were placed at @ number of places in the
building. This included the car park. staircase. lift. lower lobby
and Level 4 where the Division was located. An information
counter was located at the ground floor and another enquiry
counter wis located at Level 4 for the convenience of customers
dealing with the department.

The Division also took steps 1o improve the working
environment. Among the measures taken included the provision
of bright working areas. adequate stationery and forms, money
counting machines. ultra violet light screening machines and
the like. These steps helped in reducing de
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Inorder o provide hetter guality counter service. the Division
focused on the importance of internalising the Customs Service
Ethics, that is trustworthiness. quality. sincerity and dedication.
In line with that, counter stall were required to be disciplined.
wear uniforms. be positive. rational and fair in their actions.

Counter staff supervision was based on checklists provided by
management and the staff were graded accordingly.

To ensure commitment towards quality improvement in the
provision of counter services. each customs activity was
accompanied by a cheeklist to be adhered to by the staff on
duty. Uselul customs information that would help faciliale
operations was kept in the Computerised Customs Information
System for ease of reference

Continuous efforts in improving the quality of counterservices
were also done through departmental training programmes.
siency of stafl. Various approaches
‘hese include

aimed at increasing the effi
were used inidentifying the needs of customers.
the use of suggestion boxes, feedback forms and dialogue and

information sessions.

Dungun Hospital, Terengganu

Dungun Hospital provides medical services to more than 118,000
residents in the Dungun District. Terengganu. besides being
nopri
¢ placed at the

nd sev

a referral centre o six medical centres

clinies. Sign boards o the Dungun Hospital a
5 kilometre. 3 kilometre and 500 metre points from the hospital
as well as at the main entrance to the hospital. The management
also provides the location plan of the hospital at the main
entrance as a guide 1o help patients gain access 1o the servives
that they seek. This is most helpful for those coming from
other areas of new patients to the hospital. Other acilities
include colour coded sign boards. places for relatives o put
up for the nights il they are unable to return home, special

counters for Government officers and basic facilities at the
wailing arca,
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Counter stall are required 1o man their work stations much
carlier o ensure that @1l the equipment are in working order
services are extended to the public. Belore the counters
surrounding

belo
close. counter stafl are required o ensure that ar
the counters are tidy and in proper order: furms. putient record

curds. queucing numbers and medicines are properly stored
away.

Customer satislaction is at the centre of the munugement of
counter services at the Dungun Hospital. Every customer is
accorded friendly service by the counter stall. This has been
internalised and emphasised in every training course organised
by the hospital. Hospital management hold monthly campalgns
ing service™ with specific mottos such as “Positive
tion™. “Be Responsive™, “Give Respect. Gain
Respeet™ and “Courtesy™. Voluntarism is instilled through the
sprit of cooperation for currying out various aelivities such us
the celehration of quality month. family day and open day.

The hospital management provides encouragement (o
stions that would lead to
d

customers and staff 1o olfer sug
further improyvement of counter services. The stall ure encour
to participate in improving the quality of service through QCC
activities, innovations and other such activities.

The manugement of the hospital periodically conducts annual
Customer Satisfaction Surveys to obtain feedback and suggestions
forimprovement of the seryices offered by the hospital. 1 cedback
{rom the Hospital’s Visiting Board is ulso examined in the
effort o make Turther improvements 1o its counter services.

CLEARING BACKLOG OF WORK

Information obtained from Government agencies shows that
backlog of work has existed since 1980, Among the fuctors
which have contributed 1o the backlog of work are weaknesses
in systems and precedures, stall shortage. inerease in workload.
shortage and disrepair of office equipment and forms which
are not filled properly,
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In the offices of the State Directors of Lands And Mines.
the longest cases of backlog of work is in the arca of conversion
of Certificate ol Title to Grant (conversion Irom Permanent
Title before the introduction of the National Land Code to
Permanent Title under the National Land Code). There are
cases which were received in 1963 that have still not been
resolved, In the areaof conversion of Qualified Title to Permnent
Title. there are applications which were received in 1970 which
have yet o be setled.

As for the Land Office. the most serious backlog is in the
arca of Tund alienation for land ownership under 4 heclares
dnd for Temporary Oceupation Licence. The earliest backlog
cases date back to 1970, Among the reasons which have been
cited for the backlog are missing files. the large number ol
upplications, shortage of stall, incomplete submission of
information and documents and delays in the submission ol
comments by technical departments

TFFor local authorities, backlog of work oceurs in areas such
as the issuance of Certilicate of Fitness for Occupation, licences
and approval of building plans. There have been instances of
hacklog in the issuances of Certiticate of Fitness for Occupiation
dating 1o as far back as 1985, Another activity with serious
hacklog is in the approval of building plans. Among the various
factors causing backlog in local authorities are applicants not
adhering to the preseribed rule: architeets and consultant
engineers not following the regulations prescribed by the Council
and the technical departments: incomplete applications
documents or plans: delays in visiting construction sites togsether
with the developer: buildings which are located outside the
Council's arca ol jurisdiction; delays in receiving comments
from the technical departments; shortage ol professional and
semi-professional stafl for approving applications: and the
frequency rate of the Technical Meeting of the Council which
is held only once a month

To address the problem of hacklog of work. the Government
Juunched the Campaign to Reduce the Backlog of Work.
Government agencies were asked to identify existing backlog
ol work and take steps 1o elear the backlog through o directive
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issued by the Chiel Secretary o the Government dated 31
October 1995, The directive outlined the steps that could be
taken by the agencies o resolve the problem of bucklog of
work. To ensure that the campaign achieved its objective.
Heads of Department were asked to monitor the progress of
the sieps tuken by the agencies under them 1o overcome the
prablem of backlog of work. Heads ol Department/Agencices
were also required (o submit progress reports on the measures
heing taken to the respective Secretary General ol the Ministry
or State Secretary once every four months. One copy of the
report was also to be forwarded 1o MAMPU for any follow-
up action

Many Government agencies took the necessary steps o
overcome the problem of hacklog of work. For example the
Larut, Matang and Selama District and Land Office in Perak
identified urrears in land revenue collection as one area which
required urgent attention, I 1994, the total revenue collected
was about 74 percent. while about 24 percent of the estimated
arrcars was collected. Among the various reasons cited for the
hacklog were failure of Tand owners to pay their taxes w ithin
the stipulated time. records in the Revenue Unit not having
heen updated, lack of atention to this activity. insufficient
preparation and monitoring. incorrect revenue estimation. delays
in the legal process af land confiscation and the increase in
the number of lund titles. Tn order to overcome these problems.
the District and Land Office drew up o well developed plan
to reduce the backlog.

The first step was the formation ol a task foree for the

collection of o making changes (o the existing work
systems and procedures und setting work targets for the year.

The target for collection of arrears was set at 50 percent ol
the total amount due. The next step taken was the faunching
of “Ops Attack ™. with the intention ol updating the inlormation
of landowners having ui s for case ol contact. providing the
facility for puyment of revenue by instalments, allowing the
use of post=dated cheques and increasing the facilities at the
counters. As i resull. the revenue collected for 1995 increased
10 97 percent. while the arrears collected rose to 83 pereent.
This was a record achievement compared o the previous four

years.
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The Gombak Distict Council Taunched a campaign (o clear
its arrears in the collection of assessment fees which formed
70 percent ol its total revenue. Amang the reasons identilied
for the arrcars were the failure in serving assessment notices
due to changes in the addresses ol owners, information on the
property not being updated. fegal action not tuken on property
owners who defaulted in the payment of taxes. lack of supervision
and monitoring on the part ol the Council.

Having realised these weaknesses, the Council formed a
task force and set a target for the collection of revenue and
arrears. In order to achieve the target. bills were sent to the
owners much earlier. that is before the month of January or
July each year. Bills were generated and sent through the
“Data Pos” services provided by Pos Malaysia. Ease of payment
was further increased. by allowing payment through post, One
Stop Bill Payment Centres. the use ol Cheque Deposit Boxes,
payment by installment and the use of credit cards. The Council
also took action 1o enforce the relevant provisions of the Locul
Government Act (Act 171) on property owners who failed to
settle their assessment fees. Through these efforts, the Gombak
District Council was successful in increasing the rate of revenue
collection from 85 percent in 1993 to 91 percedt in 1995,
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Datik Abdul Halim bin Ali. Chief Seerctary o the Government,
presenting the 1996 Chicf Secretary w the Goverament Quality
ward 1o Tiean Haji Abdid Relim bin Ratunar. Director General of
the Farmers” Organisation Awthoriee di the 1996 Civil Service Qualiny
Nvareds presentation ceremony on 7 November 1996
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D’ Padnka Dr: Mazlan bin Alimad, Divector General of Public
Service, presenting the 1996 Director Generval of Public Service
Oualiry. Award 1o Dato” I Haji Ahmad Zaidi bin Laidin, Director;
MARA tustitnse of Teclmaology ( MIT) ar the 1996 Civit Seeviee Quality
Vwards prosentation ceremony on 7 November 1996 At las deft iy
Encik Zakaria hine Mohd. Taib, Depury Divector General of MAMPU
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Dato’ Dr: Midmmad Rais bin Abdul Karin Direetor General of
MAMPU preseiing the 1996 Director General of MAMPU Quality
Wardd 10 Puan St Aishah bte Haji Abdul Rabpin Headmistress of
the Sekolah Menengah Tanah Merah 1 Tanalt Merah, Kelantan af
dhe 1996 Civil Service Quality Awards presentation ceremony. on
7 November 1996
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Tan Sri Yahayva bin Alunad, President of the Malaysian National
Chamber of Commerce and Industry preseuting the 1996 Efficient
Service Awdrd 1o 1r: Tan Meng Leng, Direcior General. Department
of Enviremment at the 1996 Civil Service Quality Awards presentation
ceremaony on 7 November 1996
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Datuk Abdul Halim bin Ali, Chief Secretary to the Government
presenting the 1996 Best Client's Charter Award (Ministry and Federal
Department cutegory) (o Dato’ Mohamad Noor bin Abdul Ralim.
Secretary Goneral, Ministry of Domestic Trade and Consumer Affairs
ar the 1996 Civil Service Quality Awards preseiation ceremonyon
7 November 1996
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Dator' Prof. Ishak Thambi Keehik, Vice Chancellor. Science University
aof Malaysia (USM ) together with a senior USM official while receiving
the 1996 Fuil Management Award ar the 1996 Civil Service Special
Awards presentation ceremony on |7 December 1996, Also, present
are from left Dato’” Dr: Muhammad Rais bin Abdul Karim. Director
General of MAMPU: Datuk Abdul Halim bin Ali. Clicf Secretary o

ems

the Governmenr aned Pran Musalmic bre Haji Asli, Divecton Sy
and ISO 9000 Audit Division (MAMPU)



Datk Abdul Halim bin Ali. Chief Secretary to the Government
presenting the 1996 Information Technology Mapagement Awerd 10
Duate’ Sved Abwi bin Syed Novdin, Divector General, lmplementation
Coordination Unit, Prime Minister's Department at the 1996 Civil
Service Special Awards presentation ceremony on 17 Dacember 1996
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Datuk Abul Halim bin Ali, Chief Secretary 1o the Govermmentvisiting
the Quality Award Winners Extibition held in conjunction with the
1996 Civil Service Quality Awards presentation. ceremony on
7 Newember 1996, Accampanving lim are Dato” Paduka Dy, Mazln
hin Alunad, Divector General of Public Service, Dare” D Muhammad
Rais bin Abdul Karim. Director Geneval of MAMPU and Dr. Mohd.
Ariffin bin Haji Aton, President and Chicf Executive of SIRIM Bhd.
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Datk Abdul Halim bin Ali. Chief Secretary (0 the Govermnent
Jasnching the tei-monthly butterin ™ Forum MS SO 9000 Perkhidmatan
Nwam ™ dn conjinction with the 1996 Civil: Service Quality Awards
presentation ceremony on 7 November 1996
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The Hon. Dato” Seri Mohd. Najib bin Tun Huji Abdul Razak, Minister
of Educarion ar the MS 15O 9002 Launching Ceremony at Sekolul
Rendalt Kebangsaan Seri Indra, Kangar, Perlis on 19 November
1996, At luy right is the headmaster of the school, Tuan Haji Desa
bin Yacob. Standing at the far lefr is Tan Sri Datuk Dr: Wan Mohd.
Zahid bin Mohd. Nordin, Director General of Education white at the
far vight is the Re. Hon, Dato” Sevi Shahidan bin Kassim. Menieri

Besar of Perlis




The Hon, Datk Abdullah pin Haji Ahmad Badawi, Minister of
Foreign Affairs presenting Excellent Service Awards ar the Minisiry's
1996 Evcellent Service Awards presentation ccremony at Rupial
Puspania. Kuala Luampur on 4 July 1996 Also present is Tan Sri
Dato’ Ahmad Kamil bin Jaafar, Secretary General of the Mingstry
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The Hon. Danik Osu bin Haji Sukam. Minister of Land and Cooperative
Development presenting Excellent Service Awards ar the
Minisiry's 1995 Excellont Service Awards presentation ceremony
an 26 July 1996



The Hon. Datin Paduka Zateha Ismail, Minister of National Unity
and Communiry Development lawnching the book “Abstrak-abstrak
Kajian dan Penyelidikan™ in conjunction with the Ministry'y 1995
Sveellent Service Awards presentation cerenony on 12 June 1996
Also present are the Hon. Datuk Peter Tinggom anak Kamaran,
Deputy Minister and Dato’ Dr. Haji Zainal Ariff bin Haji Hussain,
Secretary General of the Ministry
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The Perak State Secretariat 1995 Exeellent Service Awards peld at
the Office of the State Secretary af Perak on June 1996, Seated
from Left are Dato” Abdul Habib bin Mansor, State Secretary, rhe Rt.
Houw. Tan Sri Dato’ Seri Ramli bin Ngah Talib, Menteri Besar of
Perak and Daio” Dr: Isabak bin Yeop Mohd. Shar, State Financial
Officer




Deituk Amar Haji Hamid Bugo, State Secretary of Sarawak leading
the pledge waking cereptony in conjunction with the 1996, Sarawak
Civil Serviee Dax on 2 November 1996, Also present.is Dato” Wan
Abu Bakar bin Wan Abdul Rahman. the Fedeval Secretary for Sarawak
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The Rt Honr Datuk Yong Teck Lee, Chief Minister of Sabalt together
with Datuk (Dane) Khalil bin Dare Haji Jamalid, Srate Secretary
of Sabale ar the National tuformation Technology Videa Conferencing
Extiibition ar Dewan Perdana, Wisma MUIS, Kot Kinubaln, Subal,

I8-20 December 1996
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2 IMPROVING SYSTEMS AND WORK
PROCEDURES

Systems and work procedures important components in
determining the efficiency and effectiveness of an organisation.
The Civil Service is continuously focussing on elforts to improve
systems and work procedures in Government agencies. Flnph.lsls
hus been placed on important aspects that expedite services to
customers. Several initiatives were implemented in the
simplification of work processes, use of forms and composite
licences and streamlining records management systems.

SIMPLIFYING WORK PROCESS

=S

Goverment agencies have responded well o measures aimed
at simplifying work processes. One of the agencies that has
undertaken efforts to improve its work processes is the Elections
Commission. The Elections Commission [requently receives
complaints about the administering ol elections from ity
customers. particularly political parties that are participating
in the elections. One of the main weaknesses is the delay in
the preparation of the General Elections Post-mortem Report.
This is due to the absence of clear guidelines for officers of
the Commission to take speedy action. Other weaknesses include
mistakes in completing Form 14 by Heads of Polling Stations
and mistakes in the completion of score-sheets by Managing
Officers. In addition. weaknesses were also found in the handling
of Vaoting Boxes and procedures for the Notification of the
Acceptance of Election Candidates.

In order to overcome these weaknesses and 1o enhance the
efficiency ol the Commission. various measures have been
implemented. These include the updating and merging of
guidebooks and checklists foruse by duty officers and candidates
standing for elections: setting time-frames for the completion
of General Elections and By-clections post-mortem reporis:
and distinguishing voting boxes through the use of different
colours that mateh the colour of voling papers to help voters
place their votes in the correct voting boxes.
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THE USE OF COMPOSITE FORMS AND LICENCES

Government agencies require information and data Lo assist
them in making aceurate and speedy decisions. Much of this
information is obtained through the use of various forms.
Reulizing the need for well designed forms soas to facilitae
(he user in understanding and completing them. Government
agencies have undertaken efforts to review forms that are in
5. Forexample, the Royal Customs
ion forms for the

use in their respective agencie
and Excise Department reviewed all appli
transfer of goods from licensed premises/warchouses. Under
the old system four (4) types of lorms were used, that is
Excise No. 7 for Application To Remove Dutiahle Goods from
a Licensed or Public Excise Warchouse or Place Licensed:
Excise Form No. 7A For Application To Remove Petroleun
And Petroleum Products Which Are Duitable/Non Dutiable/
Non Dutiable from a Licensed Or Public Excise Warchouse Or
Place Licensed: Excise Form No. 8 for Application To Remove
Dutiable Goods/Denatured Liguor from a Licensed or Public
Excise Warchouse or Place Licensed: and Excise Form No. 8A
for Application To Remove Dutiable Petroleum And Petroleum
Products [rom a Licensed or Public Excise Warchouse or Place
Licensed.

All Tour forms require the applicant 1o furnish similar
information. The Royal Customs and Excise Department merged
these forms into one composite form known as Excise Form
No. 7. The Department has also taken action o merge dl 1o
types of licences under The Customs Act 1967, The Excise Act
1976, The Sales Tax Act 1972 and The Service Tax Act 1975,
Since the information required in all the 16 licences were
similar, a single composite licence. that is JKED No. 3 was
issued. This elfort has not anly made it convenient for the
customers. but has ulso lead 1w reduction in printing and puper
costs as well as savings in rental of storage space

ME

STREAMLINING RECORDS MANAG

A good Records Management System is essential for any
organization. Such a system will enable agencies to obtain
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relevant information easily, speedily and in a timely fashion.
It also assists in the decision-making process. A sound records
management system will reduce the incidence of loss of valuable
information that may jeopardize the implementation of the
activities of departments and will result in wastage due to the

creation of duplicate records.

Governmenl agencies have taken efforts to upgrade
stems by introducing various

Seve
their records management sy
improvements such as the use of mobile cabinets and the
creation of a more systematic file disposal system. The use of
mobile cabinets allows records to be arranged in a more
systematic and orderly manner. With this, records and files
can be traced easily and there is less physical deterioration of
records. The introduction of a scheduled file disposal s
has enhanced the ¢fficiency and effectiveness of records
management systems in Government agencies. Inactive files
are separated and sent to the National Archives according to
the schedule . The disposal of inactive files will save operation
costs like rental of office space. cost of equipment for storing
the files and purchuse of file covers.

Apurt [rom these efforts, the number of Government agencies
that use computers to manage their records have increased.
The use of a computerised records management system has
enabled information to be obtained quickly and casily. It also
allows for the establishment of a uniform records management
system for all branch offices and units. Among the Government
agencies that have adopted computerised liling systems are
the Inland Revenue Board. the Department of Environment
and the Science University of Malaysia (USM). The Inland
Revenue Board uses a standard software package for its
Computerised Assessment System ta facilitate the taxpayer in
dealing with the Board and in obtaining information regarding
tax deduction at any of the Board's branch offices. The Selangor
Department of Environment has used a Computerised Office
Administration System to handle its records. This system was
developed by the Head Office and will be linked to all its
esat the state level. USM has streamlined its file managemen!

offic
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system by introducing a computerised Student Information
System, This system allows student files to be obtained speedily
thereby enabling immediate action to be taken

Awards for Records Management

1996, the Government again presented the Records Munagement
Award under the Cicil Service Special Awards Category to
agencies which showed excellence in file management. Three
agencies were selected to receive the award namely the Registrar's
Office of the MARA Institute of Technology. Seience University
of Malaysia and the Inland Revenue Board. Perlis Branch.

Registrar’s Office, MARA Institute of Technology

The File Management System adopted by the Registrar’s Olfice.
MARA Institute of Technology. Shah Alam is based on the
clectronic liling system known as the Computerised Personnel
Information System (STARS) which is backed by a manual
filing system. A senior clerk is specially assigned the task of
registering all files to ensure that new file titles are given
accurately. The use of STARS has not only reduced the physical
movement of files but it has also enabled information to be
accessed within 30 seconds. STARS has also been extended
to include information on file movements. File movements are
recorded in the computerised filing system whereby files can
be obtained within five scconds, whereas it would have taken

five minutes to obtain it using the manual system

The MARA Institute of Technology has provided three rooms
for the storage of files. Files kept in these rooms can be traced
casily because they are separated according to their status
whereby new and active files are kept in Filing Rooms | and
2 while active files from the branch offices und closed files
that are less than 5 years old arc kept in Filing Room 3. The
filing racks are labeled for easy traceability.
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Realizing the importance ol training in efforts to enhance
efficiency and effectiveness in the management of files and
records. the Registrar’s Office has sent its officers to attend
{raining programmes in liling and records management. Between
1994 and 1996, u total of 243 staff from the management and
support groups have been sent for training in this area.

Science University of Malaysia (USM)

USM has adopted a computerised filing system with the manual
filing system acting as a back-up. One of the advantages of
this system is that all file movements are recorded in the
computer and file movement slips are generated automatically.
A copy of this slip is given to the person requesting for the
file. When the file is returned, the slip is cancelled and this
is recorded in the computer. Files on students can be casily
identified due 10 the use of two different colours, that is, white
files for full-time students and purple files for distance-learning
students. USM has also introduced the file audit system. Under
this system. the time frame for borrowing a file is seven d
A reminder will be sent to anyone who [uils to return a file
within the stipulated time. A lile can now be obtained between
one (0 two minutes as the status of the file is recorded in the
computer. In addition, staff at the filing room have been assigned
duties according 1o types of courses.

The layout plan of the filing room is displayed outside the
filing room to assist in the search for files. Files are arranged
jagonally and stickers containing busic information on students
are pasted on the top right hand corner of the file cover. This
method of arranging files has enabled casy retrieval of files.

The Inland Revenue Board, Perlis Branch

The Inland Revenue Board (IRD). Perlis Branch registers files
on customers based on the types of income. Each income type
is assigned a uniform classification code throughout the Board's
branch offices in Malaysia. File reference numbers are igned
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by the Information Technology Unit of the Board's Headquarters
in Kuala Lumpur. This prevents duplication in the registration
of files for taxpayers. In addition, the Perlis IRD Office uses
different file cover colours to distinguish the various types of
files. On the file cover, the word CONFIDENTIAL is printed
to denote the security status of the files.

Files are registered hased on information that is obtained
from the Registrar of Business. Government departments, legal
firms and other sources. Initially, files with temporary numbers
are created. IF the respective individuals/companics are liable
for tax. then a permanent reference number is issued.

The Filing Room at the IRD. Perlis Branch has ils own
Client’ Charter which is displayed in the filing room and all
In order (o ensure that only

staff are required to understand it.
files requiring action are retained by the officers. the office
compiles a list of these files every three months. Apart from
this. stock-taking of files is undertaken to ensure that the list
of files in the computerised system tallies with the number of
files in the filing room. The staff at the filing room have been
assigned duties according to the various lile categories. This
method enables files to be retrieved within five minutes

the filing room is equipped with a

As a security measurs
Lelevision monitor that records all movements in the filing
room and is linked directly to the office of the Head of the
IRD. Perlis Branch and the Control Unit at the Board's
Headquarters.



3 UPGRADING THE USE OF INFORMATION
TECHNOLOGY

The customer-oriented culture of excellence in the Civil Service
is largely due to the contribution of information technology.
Information technology introduced new concepts and approaches
that proved capable of overcoming problems faced by
management. Efforts 1o increase the use of information
technology took into account the rapid developments in the
field and the need 1o take advantage of this to modernise the
administration of the public sector. Aware of the potential
benefits. the Civil Service is motivated to expand the use of
latest technology in the public sector. especiully in strengthening
IT infrastructure.

STRENGTHENING [INFORMATION TECHNOLOGY
INFRASTRUCTURE

The Government's interest in strengthening information
technology infrastructure is evident from the increased number
ol projects and approval of information technology procurements.
In the Sixth Malaysia Plan period, a total of RM1.36 billion
was approved for projects and procurement related to information
technology. Up to November 1996, a total of RM 388.3 million
was approved. Among the major projects were the
compulerisation projects in the Immigration Department. the
National Registration Department and the Road Transport
Department. Another important project that is being actively
implemented in the effort o strengthen IT infrastructure in the
public sector is the Government Integrated Telecommunications
Network (GITN).

Government Integrated Telecommunications Network
(GITN)

GITN is a telecommunications infrastructure that integrates
the Government communication requirements for data. voice,
image and video. The purpose of GITN is to provide inter and
intra-agency communications in the public sector. In developing
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GITN. the Government's specialised needs. especially security
aspects related (o storage. usuge. generation and transfer of
data and information were given serious consideration

The GITN project was implemented as a joint privatised
cffort by Telekom Malaysia Berhad (TMB) and Permodalan
Nasional Berhad (PNB). The two corporations set up a joint
venture compiny known as GITN Sdn Berhad for this purpose.
The implementation of the project is monitored by a Committee
headed by the Director General al MAMPU.

The project will be implemented phase by phase. beginning
with @ pilot project und subsequently followed by [ull
implementation according to the GITN Lmiplementation Master
Plan that was developed mutually by the contractor and the
Government. In carly 1996, a GITN pilot project was mitiated
as proof-ol concept of the GITN services The applications
that were developed for the pilot project included video
conferencing dand discussion databases. These applications were
implemented at four pilot agencies. namely the office of the
Chief Secretary to the Government. the Treusury. the Economic
Planning Unit and MAMPU. Another application developed
for the pilot project is. Distance Learning which was implemented
in INTAN. The GITN pilot project was officially launched by
the Chiel Seeretary 1o the Government on 13 July 1996

The first phase of the GITN implementation has already
heen completed. Plans are now being drawn up to establish
information systems in the entire Civil Service and develop
them further towards the formation of elecironic government
with special focus on the new Federal administrative capital
in Putrajaya.

The GITN project is an important and timely nitiative,
especiully with the convergence of two very dynamic
technologies. numely the information and media technalogies
This convergence hus succeeded in bringing about a new
technology that is different (rom what we have seen in the
past. Information technology which prey iously was often reluted
to computer and information storuge equipment. is now seen
in the context of media technology. which includes audio-
visual applications such as television. radio and telephone.
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THE USE OF LATEST TECHNOLOGY

C urrem trends show that an increasing numiber of Government
sies are using the latest information technol, n carrying
out many of their functions. A large proportion of projects that
are being developed involve the establishment of qul area
networks (LAN) and wide aren networks (WAN). Campus
networks in nearly all the universities use fibre optics and the
inereasingly popular asynchronous transfer mode (ATM)
technology as the hasis of their networks. A number ol universities
like the Agriculture University of Mulaysia. the National
University of Malaysia and the University off Malaya have
begun to offer distance learning programmes using video
conferencing. Government agencies have alsa hegun to shift
to the use of customer-provider technology as the costs of
main frame computer systems have escalated. The customer-
provider technologies have increased their processing capabilities
and can optimise the use of information technology resources.
However. the larger Government installations will continue to
depend on main frame computer systems in order to function
as a large scale provider. Another technology that has been
used by a number of agencies is the Geogruphical Informaton
System (GIS) especially in areas such as land admimsiraton.
agriculture, forestry and town and country plannir

The use of the imaging technology has also begun to expand
in the public sector. Among the agencies that have used the
technology are the Roud Transport Depariment. the Office of
the Registrar of Business and the Survey and Mappir
Department. These departments use the imaging technology to
scan and store documents. The advantage of this technolog
is the reduction in the need for work space and personnel.
safer and more secure storage of documents and speedy retrieval
of documents. SOCSO adopted the imaging system as part of
the automation ol its workflow.

Another accomplishment of the Civil Service in the field of
information technology is the standardisation of applications
to enable the integration of systems among Government agencies
One of the standardised applications that has proven to be
effective is the standardisation of financial systems in statutory
bodies known as the Standard Accounting System for Government
Agencies (SAGA) package.
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The Multimedia Super Corridor (MSC) development project
is expected to be the catalyst for the nation’s information
technology development and help Malaysia become the regional
hub for information technology. The MSC will highlight the
ceffectiveness of multimedia technology in inereasing efficiency
and productivity in the production and dissemination of
information and services in the public and private sectors. Its
strategic location spanning an area that is 15 kilometres wide
and 40 kilometres long from the Kuala Lumpur City Centre
(KLCC) in the north and the Kuala Lumpur International Airport
in the south, as well as its position as an interpational centre
for the multimedia industry will spur the demand and supply
of multimedia outputs in the world market. The leading
multimedia corporations will be siting their remote production
operations in the MSC. The outputs of these operations will
have high value added potential. It will also attract software
and systems lirms in the computer. telecommunications and
broadeasting industries to lacate their production plants in the
MSC.

In ensuring the suceess of this eritical development project.
the focus has been on the building of world class
telecommunications infrastructure. This involves fibre optics
and satellite technology. A Telecommunications Master Plan
will be drafted 10 provide guidelines which, among others
will consider issues such as interconneetivity and servic
standards o improve efficiency and facilities for communication
services. Based on the huge investments made by the private
sector in areas such as satellite technology. fibre optics and
broadband technology. the telecommunications infrastructure
will enable the use of information technology on a wide scale.
The launch of Malaysia's own MEASAT | AND 11 satellites
will allow for point-to-point or point-to-multipoint capability
of telecommunications and broadeasting services speedily and
simultancously world wide.

Information Technology Management Award

In recognising the agencies that have shown excellence in
information technology management, the Government introduced
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the Information Technology(I'T) Management Award under the
Civil Service Special Awards Category. In 1996. out of the 12
agencies that vied for the award. three were chosen. The agencies
were the [T Division of the Ministry of Domestic Trade and
Consumer Affairs (MDTCA), T Division of the Implementation
Coordination Unit (ICU) and the Computer Centre of the
Agriculture University of Malaysia (UPM).

Information Technology D
and Consumer Affairs(MDT

on, Ministry of Domestic Trade

The IT Division of MDTCA was established in 1992, a year
after MDTCA was formed. The objective of the division is to
create an efficient and effective MDTCA information system.
To achieve this. the division formulated a five-year I'T Strategic
Plan in line with development planning under the five year
Malaysia Plans. The systems plunned were those that will give
the Ministry the competitive edge in terms ol the services
offered. information accuracy und additional services that can
be provided.

High quality application systems were developed based on
specific standards under the policies and practice of the MDTCA
to ensure standardisation in all aspects of systems development
and documentation. Applications developed by vendors are
also regulated to ensure that methodologies used are understood
by staff of the division to facilitate the implementation and
maintenance of those systems.

af

The division always ensures that the computer systems are
in a high state of readiness. All equipment, hardware and
software are regularly maintsined. Data are managed properly
to ensure that they are accurate, valid and current. Appropriate
precautions are taken to ensure that in the event of a disaster,
the systems will be restored as soon as possible. Technologies
such as the mainframe systems. networking, imaging. bar coding
and the like are monitored so that they are relevant to the
functions of the applications to be developed.

139



The Civil Servige of Malaysia - Towards Excettence Throuwgh 150 4000

Training of staff 1s conducted on a scheduled basis to increase
awareness and skills in using new and existing applications.
In addition. the division also provides technicul support and
services 1o users to ensure that they face no problems in using
the applications developed. Bulletins and brochures are
distributed widely to ensure that users know how to communicate
directly with the division to obtain assistance from staff of the
division.

Information Technology Division, Implementation
Coordination Unit (ICU), Prime Minister’s Department

The Implementation Coordination Unit (ICU) of the Prime
Minister’s Department is a central agency responsible for
coordinating and monitoring development programmes and
related policies to ensure the achievement of the objectives ol
the National Development Policy and the Nation™s Vision. The
ICU views information lechnology as an enabling base in
moving along this direction, The IT Division is responsible for
all aspects of computerisation in the 1CU.

The Division formulated its Information Systems Plan (1996-
1998) in line with its intentions to enhance the capabilities of
information systems available in the JCU. The Plan was divided
into three phases. Phase One focused on lirming development
and usage of information systems in ICU covering three main
thrusts namely project monitoring, financial management and
supporting systems. Phase Two involved the standardisation
of information systems used by State Development Offices.
Phase Three focused on the use of project monitoring systems
at district Jevel.

The division has developed quality information systems
based on sanctioned standards. Examples of such standards
include the NCC Documentation Standards. PRINCE and
ADM. Continuous assessment is part of the work culture
of the division in ensuring high quality and reliable products
Appropriate technologies like LAN and WAN are used 1o
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assure o high degree of information uccessibility. Hardware.
software and other equipment are maintained m"ul.lr
guarantee & high degree of oper { . The div
has also provided training programmes [rom time to time to
upgrade knowledge and skills among the ICU staff, particularly
in relation 1o systems that were developed by the Division.

The Division helped to set up the 1CU"s Homepage in the
Internet in order to disseminate information about the 1CU.
The homepage is an extension of the information access facilities
made available by the ICUL In addition. the [CU has also
established a Resource Centre well-equipped with I'T materials,
The IC1 also provides a Help Desk for inquiries and complaints.
The Help Desk contact numbers were widely distributed through
brochures and the existing communications network. The division
prepared an e-mail Directory that enabled direct communication
ol requests for

between staff and lacilitated the handling

assistanece,

ia (UPM)

Computer Centre, Agriculture University of Malay

The Computer Centre of the Agriculture University of Malaysia
(UPM) was formed to provide support for teaching and research
into the area of information technology. The centre was also
responsible for preparing and administering computer-to-

computer cammunication throughout the campus: maintainir
ind softwa training of University personne
designing and developing as well as maintaining the University's
administration systems and providing consultancy services 1o
Divisions, Faculty and University Centres for all computerisation
activities. A Computer Centre Board was also set up to supervise
the Computer Centre und also examine and approve

computerisation projects in the University,

The Centre formulated elear objectives for the development
of information technology. Three muin thrusts outlined were
the delegation of responsibilities to Responsibility Centres:
onment eraz and the initiation

the move towards a paper-less en
ol activities to support the realisation of the Multimediu




The Civil Service of Malaysic - Towants Eacelience Through IS0/ 9000

Corridor. Most of the application systems in UPM were developed
in-house. In ensuring that all systems are ready and available.
physical. software and data seeurity aspeets arce continuously
emphasised.

UPM’s Homepage in the Internet was also successfully set
up by the Centre. Through the Homepage. any Internet user
could gain access Lo information on UPM. In addition. UPM
personnel ¢an communicate using the existing UPMNet. a
network that was established using ATM technology. The network
is used by the Centre as u means of getting closer 1o users and
for users 1o obtain assistance from personnel of the Computer
Centre.

[n enhancing knowledge and skills in information technology,
training programmes have been held on a continuous basis for
users together with training for end-user computing and for
the personnel of the Computer Centre. The Centre also practises
4 continuous assessiment concept although to date na formal
assessment or audiling of existing computer systems has been
conducted. Nevertheless. the systems developed are curefully
monitored and upgraded from time to time.

CHANGES TO THE CONCEPT AND IMPLEMENTATION
OF THE CIVIL SERVICE LINK (CSL)

The Civil Service Link (CSL) was officially launched by the
Rt. Hon. Prime Minister on 9 August 1994, Its estublishment
was 1o [acilitate users in obtaining information regarding
Government administration and management while at the same
lime coordinating elforts 1o set up public domain databases
and networks in Government agencies.

Under the original CS1
Government information on-line or off-line. With the introduction
of the Internet, many Government agencies have developed
their own homepages. This resulted in the CSL not being fully
utilised. as some of the information contained in the CSL was

concepl, users could access
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now available in the homepages of agencies. In response to
this development. the CSL concept and implementation was
modificd so as to enable it to hecome the gateway 1o Government
information. Hence, the CSL Homepage was set up in October
1996 and was linked to the homepages of all Government
agencies. With the establishment of the CSL Homepage as the
gateway, users no longer needed 10 seek the homepages of

various Government agencies using different Internet addresses
but could access these homepages through the CSL Homepage.

wes a subject-based information
ess. The

The CSL Homepage incorpor:
directory that provides a short-cut o information ac:
directory represents a value added element in the process of
looking for Government information. The list of subjects in
the directory is expanded according to requirements from time

to time.

Under the new CSL concept. the scope of Government
information can only be expanded by increasing the number
ol homepages of Government agencies in the Internet. Hence
Government agencies need to set up their respective homepages
in the Internet. At pro bout 40 percent of Governpient
agencies have their own homepages.

sent,

The change in the concept and implementation of CSL from
that of a dial-up facility to one that is network-based is a re-
engineering process that adds value o the Government
information dissemination services. The abvious benefit is the
inereased efficiency in the collection, updating and dissemination
of Government information to the consumer. Through this
improvement. the CSL will function more effectively and will
o the objective ol electronic

contribute towards achievi
government.
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STRENGTHENING PUBLIC-PRIVATE SECTOR
COOPERATION

Malaysia's competitiveness in the global economy is increasingly
evident. The 1995 World Competitiveness Report. publixshed
by The World Economic Forum and The International Institute
of Management which has its headquarters in Geneva credits
Mualaysia as the 21st most competitive nation in the world and
the third most competitive among non-OECD countries. The
report also considers Malaysia positively in terms of many of
the criteria used to evaluate world competitiveness. As an
example. under the “Government” criteria. Malaysia is placed
fourth out of 48 countries that were evaluated and third among
the Asian countries. Mare specifically. in the area of transparency.
Malaysia is placed first in the world.

This record of success could not have been achieved without
the close and strong umpmlmn between the public and private
sectors under the Malaysia Incorporated Policy. Under this
concept. the public and private sectors are urged to continuously
cooperate closely in carrying out their respective duties and
responsibilities. The main objective is to spur economic growth
and at the same time enhance the nation’s competitive edge
in the global economy.

THE IMPORTANCE OF THE MALAYSIA INCORPORATED
POLICY

The rationale behind the implementation of the Malaysia
Incorporated Policy is clear. In the efforts to develop the nation,
both sectors need to always depend on each other. The private
sector is the engine of economic growth, while the public
sector is responsible for drawing up the working framework
for major policies and providing the direction for the private
sector to carry out its responsibilities effectively. The success
of the private sector translates into increased profits for the
sector. This will lead to increased investments and consequently
the expansion and growth of the nation’s economy. Economic
growth will in turn enable the creation of more job opportunities.
All of this contributes towards increasing Government revenue
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through the collection of tuxes. Increased Government revenuc
means that the public sector will be able (o finance more
socio-economic development programmes for the henefit and
well being of the people. As such, it represents a smart
partnership. Tor the fruits of such a partne ship is shared not
only between the public and private sectors. but also the people
and the nation as 4 whole.

Since its introduction in 1983 by the Rt. Hon. Prime Minister.
the Malaysia Incorporated Concept has developed from
something of strategic intent into operational reality and has
been incorporated into the nation’s development plans. Presently.
the Concept is all the more crucial considering that the two
sectors have agreed that the private sector will be the nerve
centre in spurring the nation’s economi growth. This agreement
was fortified with the launching of “Vision 2020 in early
1991 which laid emphasis on the Malaysia Incorporated Policy
in achieving the long term national development abjective of
becoming a developed nation by the year 2020. The Outline
Perspective Plan (1991-2000) also emphasises the implementation
of the Malaysia Incorporated Policy as a key strategy in creating
a competitive. dynamic, strong and resilient economy.

PROGRESS IN THE IMPLEMENTATION OF THE
MALAYSIA INCORPORATED POLICY

The success of the Malaysia Incorporated Policy depends heavily
on the capability of the two sectors Lo create and maintain
Jinks based on a spirit of cooperation, understanding and mutual
collaboration. The private sector needs to understand the various
policies. objectives. laws and regulations as well as the systems
and procedures of the Government agencies that it deals with
constantly. The public sector on the other hand has to be
sensitive to the needs and objectives of the private sector and
ensure that there are no obstacles to hinder the success ol the
private seclor.

For this purpose, (he public sector has introduced various
initiatives to support and help the private sector play a more
active role in development. The major objective is to establish
4 conducive environment for economic growth while enhancing
the nation’s competitiveness. The focus is on strengthening
\he consultation mechanism and improving the quality of services
and Facilities that are needed by the private sector.
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Among the programmes that were implemented in 1996 are
as Tollows:

far) strengthening collahoration with the private seetor:

(b) uperading the quality of services provided by

Government dgencic

() enhancing Tacilities to enahle the private sector (o
huve cise ol access to public sector information for
ity use: and

(dy increasing the understanding of public sector personnel
about the Malayvsia Incorporated Policy

Strengthening Public-Private Sector Collaboration

The fo
public and privite sectors is a pre-vondition w realizing the
Malaysia Incorporated Policy. In recognizing this. the public
sector has established appropriate mechanisms (0 encouragye
consultation and cooperation between the two sectors. These
mechanisms are the consultative panels. didlogue sessions and

reing of strong and cooperative relutions between the

jointly=sponsored yetivities

Consultative Panels

Consyltative panels represent the major mechunism under the
implementation of the Malaysia Incorporated Palicy. The hasis
of this mechanism is the creation of o formal institution 1o
cnable both sectors to discuss and exchange views about matters
of common interest. In 1996, this mechanism was Turther
strengthened with the setting up as well as the more active
involvement of consultative panels at the state. district and
local authority levels. These were in addition to consultative
panels that had already heen established at the federal. ministry
and department levels.

The highest-level consultative pancl is the M
Incorporated Officials” Committee. This panel is chaired hy
the Chiel Seeretary to the Government. while its members
consist of specially selected senior officialy from ministries
and Government departments as well as representatives of the
private sector such as the various chambers of commerce,
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trade associations, non-governmental organisations and the
mitss media I 1996 the Committee held four meetings. During
these mectings, the Committee discussed various issues and
problems relating 1o the delivery of Government services 1o
the private seetor. Among the issues and problems were:

(a) etforts 1o streamline the systems and procedure for
processing applications for expatriate posts and work
PL’H‘HIL\'.

(b elforts 1o overcome problems related 1o taxi services
in Kuala Lumpur:

fe) the proposal 1o draw up guidelines for the establishment
of International Purchasing Offices (IPOs) and Regional
Offices(ROs

() measures to overcome delays in cot et cases:

fe) the implementation status of recommandations v
by the Study on Licensing and Permits Pertainin
Business and [nvestment:

the proposal 1o overcome the problems associated
with the approval process for develapment projects
in the Kuala Lumpur area:

{

(g efforts to overcome the prohlem of deluy pertaining
1o land matters:

() the formulation ol guidelines for the recraitment of
foreign workers:

issues pertaining to the delay inissuing strata tles
and certificates of Fitness Tor occupation: dnd

{

() the proposil to implement MS SO 9000 i the Civil
Serviee

The consultative panels at the ministey. Federal department.
State government. State department. district office and local
authority levels also played theirroles i line with the Malaysia
Incorporated Policy. These panels provided the forum for the
two sectors 1o discuss and exchange views at the relevant
levels. Among the issues discussed were the efTorts to simplify
procedures and regulations pertaining 1o the activities of the
private sector. the preparation ol o guidebook on laws and
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reoulations for the relerence of the private sector when dealing
with Government agencies and also the methods by which
service delivery o the private sector could be further upgrudml.

Dialogue Sessions

Dialogue sessions between the private and public sectors
continucd o be held hy ministries. departments and Government
agencies at the Foderal. State and Distriet levels, Apart from
strenathening the existing cooperation. these dialogue sessions
are aimed at providing o forum where representatives of the
two sectors can meet-and discuss matters ol common interes
especially those pertaining to policy. laws and regulations as
well as systems and procedures that affect the business

community

I'he Ministry of Finance and the Ministry of International
Trade and Industry(MITEH are two good examples of public
sector dgencies that hold didlogue sessions with the private
sector. Dialogue sessions af both these Ministries are chaired
personally hy the respective Ministers. The Finance Ministry's
Annual Dialogue is aimed at getting information and feedback
[rom various quarters, in particular the chambers of industry
and commerce, trade associations. soctal and professional bodies,
and representatives from various sections of the private sector
as mput for the annual Government Budget. The Annual MITI
Dislogue on the other hand is geared towards overcoming
varios issues and problems Tuced by the private sector pertaining
to matters such as investment. trade and industry.

Various other sigencies also hold their own diglogue sessions.
For example. the Mingstry of Entreprencur Development held
a number ol dinlogue sessions with the private sector in 1996
{0 discuss current issties such as the problem of publie
transportation and the licensing of commercial and public
service vehicles, The Mimstry of Domestic Trade and Consumer
Aftairs organised @ number of diglogue sessions with the private
seetor 1 discuss a variety of issues which included among
others the issue of controlled items. the propasil 1o introduce
the Code of Ethies for Directors of Companies and the Code
of Ethies Tor Company S
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The good response to such dialogue sessions is an indication
it the mechanism has been successtul in strengthening relations
between the twoseetors under the implementation of the Malaysia
Incorporated Palicy. The private sector i particular now has
awider channel through which to provide feedback and views
on the dralting of policy affecting the growth of the privaie

seetor

Jointly Sponsored Activities

Both the public and private sectors have also contimued 1o
organise jointly sponsored activities. Such activities not only
help strengthen relations between the two seetors. but also
enable both parties wenhance ther experienee and know le
I various Hekds Tor mutgal benefit

nised in
nsenior

One ol the important activities that was jointly o
1996 was the Malaysia Incorporated Dialogue betwe
Government officers and the members of the Malayvsia Regional
Progrimme that was held on 27 June 1990 i Kuala Limpur
This is an annual event under the auspices of the Malaysia
Incorporated Officials” Committee and is jointly organised by
MAMPU as the secretariat 1o the Commitee and Messrs Paddy
Schubert Sdn. Bhdoa private consaltaney fiom. Among the
important matters discussed in this didlogue session included
the role of the privite sector under the Seventh Malaysia Plan

snd current issues such as the labour shortage. expatriate posts.
productivity. infrastructure and the Industrial Master Plan

The twa sectors have also inereased their cooperation in o
number of fields that affect their common interests. As an
example. the Ministry of Domestic Trade and Consumer AlLairs
and the Malaysian International Chamber ol Commerce and
Industry (MICCT) collaborated in preparing and publishing
the Code of Ethies for Directors of Companies and the Code
of Ethics for Seerctaries. MITHon the other hand collaborated
with the MICCH in preparing and publishing the guidebook
entitled “Guudelines for the Establishunent of Representative
Offices-and Operational Headguarters ™. The Forcign Workers
Task Force under the Ministry of Home Affairs published a
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hook contamin rdelines onthe procedure [or the recruitment
ol foreign workers i colluboration with the Federation of
Malavsian Manulacturers (FMM),

Both sectors also continued their joimt effons o organise
sports and socialactivities. This is with a view 1o strengthening
the interdction and spirit af cooperation between the two sectors.
For example. hoth sectors siceesslully organised the Annual
Malaysi [ncorporuted Games. Through such activities, not
only were senror otficials of hoth secrors able 1o interact

informally but were able to foster closer ties among themselves,
thus lacilitting official dealings between the two sectors.

Upgrading the Quality of Services Provided by Government
\gencies

The public sector is aware that efficient. speedy and timely
defivery ol services is vital not only in supporting private
sector sietivities but also in ensuring the suceess of these activities.
In this connection. the public seetor continued 1o undertake
cfforts to upgrade its performance hy introducing « number of
improvements and reforms m s administration. In 1996, the
and permits

tocus continued 1o be on the systemyol licens
pertaining to husiness and investment

As i result of the decision of the Malaysia Incorporated
Officials” Committee meeting. the Government decided that
the study on the System of Licensing and Permits Pertaining
to Business and Investment be continued. The focus this time
is on Government agencies which contribute directly to the
suceess ol private seetor activities. especially the commercial
and industrial community, The relevint agencies include the
Ministry of Domestic Trade and Consumer Alfairs. the Royal
Customs and Excise Department. the Departmient of Salety
and Workers™ Health, the Electricity and Gas Supply Department,
the Malaysian Industrial Development Authority (MIDA). the
K i Workers Task Force and the Nutional Pharmaceutical
Bureau. The study will focus on the Jaws. regulations,
and procedures pertaining to registration, licensing and
ol apphcations which ar encies. The

administered by these @
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application forms that are in use will also be reviewed 1o
ensure that they contain only essential items that ¢an assistin
the dectsion making process. This is w ensure efficient. speedy.
reliable and timely sepvices (o the private seetor

The public sector also ook (ollow-up and follow-through
action torensure that recommendations arising rom the System
ol Licensing and Permits Pertaining to Business and lnvestment
study that was carried out in 1990 (Phase 1y and 1994 (Phise
1) are actually implemented by the refevant Government
aeencies. An information paper on the implementation status
ol these recommiendations was tabled ar the Malaysia
Incorparated Officials” Committes mecting. A sinilar puper
will be submitted to the Cabinet for its information. Among
the major recommendations of the two studies are the

improvements o the system and procedures pertaining o the
licensing of husinesses angd investments: the abolishment of i
ulations that are

number of licences and permits. faws and re
nuonger relevant: the use ol composite application forms.
composite hicences and compuosite billing: the extension of the
validity period of licences and the establishment ol more one-
centres

stop investiment and licensing

I the effort o apgrade the delivery of services o customers.

especially the private sector. the public sector has a one i
step further i 1996 by introducing the iplementation of the
1SO 9000 standard in the Civil Service: The implementation
ol the 1ISO 9000 standard will ensure thar Government agencics
will provide a level ol service that will not he inferor o that
ol their customers. i particular the private sector

Ihe efforts of the public sector in upgrading the quality of
service delivery have not escaped the attention of - the privaw
sector In 1991 the privine sector imtroduced a special award
icient Service Award i acknowledgement ol
snctes that provide efficient service in their

known as the
Government
dealings with private corporations, I 1996, 14 Government
agencies were considered Tor the award. Three were chosen
o receve the Efficient Service Award. The agencies are the
Standards and Industrial Rescarch [nstitute of Malaysia (SIRIM ).
the Employees Provident Fund (EPF) and the Department of
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Envitonment. This is not only a source of encouragement for
the agencies concerned but represents recognition for the Civil
Service as a whole. The presentation of such an award also
helps to cement ties hetween the public and privite sectors.

Upgrading Facilities to Access Information

1 1996, the public sector continued to pay attention 1o efforts
1o disseminate information extensively. These efforts were
undertaken with the awareness that widely disseminated
information will assist the private seetor in better understanding
the various aspects related to public service such as legislution,
regulations and procedures: the processes involved: the types
of services availuble and the Government agencies that provide
such services. With this information. the private sector will be
able 1o deal more easily with Government agencies and thus
save time and effort. The dissemination of information was
carried oul in various forms such as through the publication
ol pamphlets and guidebooks. the use of the paper and electronie
miss media, computerised information networks and by way
ol exhibitions held by agencies

In 1996, 2 number of new publications were issued by
Government deencies us suides and reference materials for the
private sector in helping them deal with the agencies. The
more important ones include the “Guidelines for the Recruitment
of Farcign Workers™. “Code of Ethies for Directors of
Companics™, “Code ol Ethies tor Company Secretaries™ and
“Guidelines for the Establishment off Representitive Offices
and Operational Headquarters™

Government sgencies have also imensified their efforts o
publish pamphlets and brochures that provide explanation on
the types of services: the relevant application forms that need
o be used: faws and regulutions as well as the procedures
mvalved: and the rate of payment for obtaining the relevant

service.
Databases that were developed by Government agencies
were updated and upgraded with betier facilities. This is to

ensure that the private sector obtuins information that is current
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through on-line facilities without having 1o go to the

coneerned. Among the databases that have heen deve \npul and
are now - operation are the CSL. MASTIC. SITTDEC.
SIRIMLINK and PALMOILIS. Government agencies also took
advantage of the extensive exposure provided by the Internet
by developing their respective homepages. Up to now more
than 40 percent of Government agencies already have their
own homepages while more than 30 agencies are in the final
ses of developing their homepages.

st

The Government has also appraved the establishment ol the
Government Integrated Telecommuitications Network (GITNY.
This network will link the administrative systems at the Federal.
State and District levels electronically and is expected to inerease
the efficiency and effectiveness ol the public administrative
waichinery. With the establishment of the GITN. the transmission
and exchunae of information and messages between Government
aeencies can be undertaken electronically ina more elficient.
speedy and timely manner and thus help expedite aperations
ol the private sector as well.

Inereasing the Understanding of the Malaysia Incorporated
Policy Among Public Sector Personnel

Efforts 1 deepen the understunding of public sector personnel
about the Malaysia Incorporated Policy were intensified. This
wars o ensure that the Malaysia Incorporaied Policy was well
understood and appreciated by personnel at all levels ol the
Civil Service. In this way. their attitudes and pereeptions conld
be directed towards a spirit of cooperation with and dssistance
1 the private sector, The elements of attitude and pereeption
are erucial to the success of the Malaysia Incorporated Policy

The main institution involved in implementing programs
aimed at increasing understanding about the Malaysia
Incorporated Policy is the National Institute of Public
/\lelmslnﬂiun (INTAN) INTAN has offered special courses
pertaining 1o the Malaysia Incorporated Policy. Special talks
on the subject were also given during the m.md.nm\ induetion
and promotion courses. Other Government training institutions
and Government agencies also conducted information sessions
on the Policy during their training programmes using the training
package supplicd by INTAN.
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5 IMPROVING ORGANISATIONAL

RUCTUR
AND HUMAN RESOURCE M, i

The Civil Service continued with its efforis o restructure
orgamsations and improve human resource development in the
public sector. These were undertaken with the knowledge thay
asound organisational structure complemented by a suitably-
sized and trained workforee will assist the Civil Service optimise
the use of resources and carry oul its operations in i more
efficient and effective manner. Guided by this philosophy. the
Civil Service continued to place emphasis on rightsizing so
that the public sector is at optimum strength and operating in
awmanner that 1s consistent with its current role. The focus wis
also on privatsation elforts as a means of controlling the size
ol the Civil Servi On the human fesource management
Tront tradiing For public sector personnel (o inerease the lesel
ol knowledge and skills i vanous fields continued to be the
focus. In addition. measures (o help huild the right values.
attitude and work ethics were emphasised

RIGHTSIZING THE CIVIL SERVICL

The Government has implemented a number ol measures 1o
rightsize as well as restructure organizations in the Civil Service
on o continuous husis since 19840 with the setting up of the
Steering Committee on Righisizing of the Civil Service. This
Committee is chaired by the Chie sretary to the Government.
e measures to rightsize the Civil Service were undertaken
based on two principal guidelines as follows:

(ah the Government's policy on the growth of the Civil
Service that stupulates a growth rate of (.53 percent
per annwm for the period 1989-1995: and

(h) any incresdse in posts are 1o be conlined o the social
sector. such as education and health. as well as critieal
arcas which can assist in accelerating the ion’

activities and investment promaotion. rescarch,
human resource development. infrastructure and
enforcement.

o
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Developments in Rightsizing the Civil Service

T 1996, the Civil Service continued Lo implement i number
af measures 1o streamline and strengthen the organizational
strueture of Government agencies. These measures are as follows:

fah control over the creation off new posis:

(b abalishment of non-critical vagint posts:

(¢ restructuring ol public sector organizations:

(o) review of the status and functions of statutory hodies
and Regional Developmant Authorities: and

(el implementation ol the privatisation: programme

Control over the Creation of New Posts

The consideration i the ereation of new posts is dependent
on the extent to which w particular sector or field s eritical
1o meeting current needs. In 1996, 3 total of 14.160 posts were
created. As is evident from Table 11, of this number. 8.895
posts (63% ) were created o cater 10 the needs of the
admimstrative and security sectors. 3.824 pasts (27% ) in the
ceonomic seetor and 1441 pasts (10% ) in the social sector.

Abolishment of Vacant Posts

The review ol the status o vacant posts in public agencies wis

undertahen in coordination with the restructing exereise for

public sector agencies. Tn this connection. the Civil Service
resolved 1o abolish those posts in the Management and
Professional Group that are vacant Llor more than five years as

well as Support Group posts that are vacant lor more than

three years. However, promotional posts as well as posts that
were not filled doe to difficulties in obtaining candidites such
as those involving technical posts were exempted from this
ruling. In line with this. 6,395 posts were abolished in 1996
Most ol these posts were from the administrative and security
sectors. pumbering 4,567 posts (71%) as shown in Table 11
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TasLe 11

THE ESTABLISHMENT AND ABOLISHMENT OF POSTS BY SECTOR*

(1992-1996)
1992 1993 1994 1995 1996
Sector/
Agency Posts Posts Posis Posts Poxts Posts Posts Posts Posis Posts
bi abolished bl abolished abolished |established | abolished |established | abolished:
Economic 2800 | 6855 | 1035 | 2692 2282 | 5344 | 5447 sis4| 382 1376
Social 11.907 207 629 1,294 15,337 7.757 14.704 860 1441 452
Administrative 565 1.129 1.32) 502 2.890
L oasea || 3077 || sses | | 4567
Security 2673 | 1099 | 12860 | 2741 | 227
TOTAL R.583 8.048 20,392 18,545 23714 v.n9| 14,160 6.395
Figures exclude Police and Avmed Fonees
Suurce Public Service Deportment
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Restructuring of Public Sector Agencies

In 1992, the Goyernment implemented the New Remuneration
System (NRS) s @ measure (o reduce the levels of hierarchy
i order o expedite decision making and dissemmation af
imtormation. Tn line with this. Government agencies were
restructured into flatier organizations in order 10 optimise the
atilization of resources. As can be seen from Table 12 out ol
4 total of 6GY3 agencies. 469 agencies (67%) have been

restruetyred

TabLe 12
RESTRUCTURING OF PUBLIC SECTOR
AGENCIES
Tvpe of Agenes Toral | No. of Agencies | No. of Agencies
Restructured Thar Ha
Not Been
Re. ured
I Federal Service 132 4
2, State Service 159 116
3. Federal Statutory 71 58 13
Bodics
4. State Statutory Buodies 71 0 71
5. Local Authorities 142 120 22
JUMLAH 695 469 226

S Public Service Department

Review of the Position and Functions of Statutory Bodies
and Regional Development Authorities

The Government reviewed the status and functions ol Federal
Statutory Badies. The review was Lo determine whether these
entities could be privatised: be retained but with a separate
remuneration system or i its current form: be abolished by
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them with other agencies: or he dissolved it their

: o

functions and purpose for which they were formed we
fonger relevant o current development trends. The study involved
99,060 posts in 64 statutory hodies. In May [996. the Government

d with the recommendations ol the stady. T implementing
ished

dare
the recommendations. the relevint statutory bodies were
o submit proposals on the restructuring of their respective

AECNCIeS,

Studies were also conducted on seven R 1l Development
Authorities. namely DARA. KEJORA, KETENGATH. KEDA,
JENGKA. KESEDAR and PERDA. As a resalt of the studies
the Government decided thar five Regional Development
Authorities namely DARA. KEJORA. KETENGAH. KEDA
and JENGKA be abolished, with their functions to be taken
cicies or he privatised in phases

over hy other development a
aver aoone 1o three year period. The Ministry of Rural

stion related o

Develapment is coordinating follow-through
the implementation of this de

sion

Privatisation Program

am has contributed towiards

The suceess ol the privatisation pre
the efforts of the Government 1o reduce the size of the Civil
Service and’ enabled savin in terms of operating expenses
and mereased Government revenue [rom corporadie as well as
ather tises imposed on the privatised entities. Between 1991
and 1995, a total of 29 Government agencies were privatised
involving the transter of 45.546 public sector personnel 1o the
encics

private sector, In 1996, another three Government @
were privatised. This involved the transler ol 6235 public sector
posts 1o the private sector. Although the number ol agencies
privatised is growing smaller. the Government will continte
Lo place emphasis on the implementation of the privatisation
programme. The Tocus will he an new privatisation projecs.
for in this way there will less need for the creation of new
posts, thereby helping to reduce the size of the Civil Service
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As 4 restilt of the rightsizing and restructuring efforts. the
estublishment of posts in Goverpment agencies has been
controlled at an average growth rate ol about 0.95% perannum
for the 1988~ 1996 period. (See Taple 13). Although the number
of new posts increased at a fale ol less than one pereent per
annum. in terms of size. the total number of public sector
personnel (not including the Police Foree and the Armed Forees)
has grown smaller. that is from 711741 in 1989 10 699948
in 1996, This represents a decline al an average rae of 08%
per annum for the 1989-1996 period as is evident from
Table 14.

PRIVATISATION

During (he Sixth Malaysia Plan (SMP) period. privatisation
continted 10 he the foundation of the overall strategy to strengthen
the role of private sector in the country s cconomic development.
I represents the Government s intention and commitment towards
reducing its involvement in cconomic activities which
consequently means the reduction in the scope and level af
public expenditure as well us allowing market forces to determing
the nuture of cconomic activities

Implementation of the Privatisation Programme

The privitisation conceptimplemented in & sia differs from
those of other countries. In Malaysia. privatisation hay been
defined as the transfer of activities and functions traditionally
carried out by the puhlic sector to the private sector. As such.
the scope of prividisation is wider whereby it does not only
include existing Government-owned entities but also
cncompisses new projects such as ighways. light transit systems
and the generation ol cleetricity.

The implementauon of the privatisation programime is suided
by the Privatisation Master Plan (PMP) which was introduced
i 1991, Among others, the PMP features o broad policy
framework for privatisation. procedures for mplementation
and assignment of priorities between projects to be privatived
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TasLe 13

PUBLIC SECTOR ESTABLISHMENT#*
1989-1996

Yeur Total No. of Posts|  Percentage of Increase/
Decrease Compared

10 Previous Year

1989 817,234

]l + 2%
1990 837.107

} + 1%
1991 849,025 :
1992 827.279

| + 2%
1993 841.833 [

3%

1994 $14.506

_—
1995 831.049

I +5.7%
1996 §78.646 |

Pl el e Plice and umied Fojoes

S Pl Service Deparinent
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TasLe 14
PUBLIC SECTOR PERSONNEL*
1989-1996
Year Number Percentage of Increase/
Decrease Compared
1o Previous Year
1989 711741 ]
| - 2%
1990 698,422 1
J + 2%
1991 709.018
} 3%
1992 690.014
l[ - 0.9%
1993 683,484
- 0.9%
1994 677.394
} - 0.8%
1995 671,677
} - 0.2%
1996 669,948

Fiaues exchie the Police and Aned Fopees,

Sintiee Pullic Servive Deparment
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Iprovements in 1996

An important element of the PMP is the two-year rolling
Privatisation Action Plan (PAP) that was drawn up 1o assist in
the annual implementation of the programme. The Action Plan,
which can be amended. contains a list of projects that have
been identified to be ready for privatisation as well those
requiring restructuring or further preparation prior to privatisation.
The PAP for 1995/96 lists a total of 200 projects that have
been identified for privatisation or corporatisation.

To date, credible progress has been achieved in the
implementation of the programme especially in terms of its
nificant contribution 1o the pace of nationdl development.
The success of this programme has won due recognition from
international bodies such as the Asian Development Bank and
the World Bank which in turn have requested other nations to
exemplify Malaysia in implementing their privatisation
programmes. Sweden for example, is greatly interested in the
nation’s successful privatisation programme.

In 1996 a total of 26 entitics involving both new and existing
projects were privatised and this included three corpors tised
entities. Details of these entities are in Table [5. 1tis envisaged
that this privatisation exercise will result in the reduction of
2,055 posts in the Civil Service. It is estimated that from the
time of implementation of the privatisation programme. that
is from 1983 up to now. the public sector workforce was
reduced by 98.88 1 personnel (12%). This has brought financial
relief 1o the Government especially in terms of emoluments
and the various allowances that are paid to public sector

personnel.

Privatisation has also succeeded in bringing about savings
jovernment capital expenditures. In 1996, The
ipital expenditure as

in terms of
Government saved RM24.65 billion on
a result of the privatised projects. In the same period, revenue
aceruing (o the Government from the sale ol assets and equity
amounted 1o RM705.9 million. Although the objective of the
privatiosation programme is not (o make profits, the programme
has contributed to the Government coffers through proceeds
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from the sale of assets and equity, the collection of corporate
taxes and Ul]\Ll‘l.l\L\ imposed on corporations. Recurrent income
from priv tion in the form of lease rental further contributed
to the Government's income. The savings and proceeds from
the sale of assets and equity as well as increased corporate tax
revenue enabled the Government to reduce its borrowir
the same time reallocate resources to more critical sectors.
This has also contributed towards i balanced budget therehy

and

strengthening public sector finances.
TasLE 15
PRIVATISED AND CORPORATISED PROJECTS
IN 1996
No. Entiry Method of Privatisation
1 Furniture Village, Sungai Baong Sale of Asset
2. | Pamai Baru Highway Build-Operate-Transfer
3. | Damansara-Puchong-Putrajaya Build-Operate-Transfer
Highway
4. | Elevated Highway, Kuala Lumpur | Build-Operate-Transfer
5. | Upgrading of Jalan Sungai Besi Build-Operate-Transfer
6. | Dedicated Highway Build-Operate-Transfer
7. | Kajang Ring Road Build-Operate-Transfer
8. | National Sports Council Tennis Management Contract
Centre
9. | Government Rest House, Pasir Build-Transfer
Bogak
10. | Federal Reserve Unit (FRU) Build-Transfer
Complex, Julan Kepong
11. | Development of Lot 4086, Build-Transfer
Mukim Bat, Kuala Lumpur




Inpriovements in 1996

No. Entity Method of Privatisation
12. of G Resort, Contract
Pulau Langkawi
13. | Housing/Golf Course Lurah Indah, Sale of Aset
Jengka (Land Development)
14. | Permatang Shahbandar Il Housing, Sale of Asset
Jengka (Land evelopment)
15. | KL Linear City Sale of Asset
(Land Development)
16. | Jengka Jaya Housing Sale of Asset
(Land Development)
17. | Dewan Bahasa dan Pustaka Building | Build-Operate-Transfer
18. | Kuala Lumpur Sentral Lease of Assets +
Build-Transfer
19. | Bakun Hydro Electric Station Build-Operate
20. | Perbadanan Nasional Berhad Management-Buy-Out
(PERNAS)
21. [ Management of RKT KESEDAR Lease
Estate
22. | Kulitkraf Sdn. Bhd Management-Buy-Out
23. | Subsidiary of Perak State Economic | Sale of Asset+Equity
Development Corporation
24. | Health Support Services Management Contract
25, Prai Training Institute (ILP) Lease of Asset
26. | Road Transport Department Management Contract+
Lease of Asset
27. | Urban Development Authority Corporatisation
(UDA)
28. | Standards and Industrial Research Corporatisation
Institute of Malaysia (SIRIM)
29. | Technology Park Malaysia Corporatisation
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The Government has also hegun implementing the privatisation
programme in the medical support services. This programme.
which was implemented in late October 1996, exemplifies the
Government's commitment to upgrading and modernising the
services in order to achieve an international standing. The
higgest health care privatisation project ever undertaken by
any country in the world at a cost of RM7.5 billion, it will
provide medical support services 1o 123 Government hospital
for a 15-year period beginning January 1997, The concession

wis awirded to three separate companies with each company
providing its services within the stipulated zones namely the
northern, central and eastern zones. The three companies will

provide clinical waste management services, cleansing services.
linen and laundry services, facility engineering maintenance
services and bio-medical engineering maintenance services.
One of the conditions in the contract with the companies
concerned is that they should achieve the 1SO 9000 series of
standards before the year 2001, Some 2.680 hospital staff will
be given the option 1o cither remain with the Government or
join the three companics.

A number of mega projects were implemented through
privatisuation in 1996. The implementation of these mega projects
is estimated to benefit the nation in terms of the capability to
provide a wide spectrum of services to the public without
posing @ burden 1o the Government. Apart from this, it is
expected to introduce new technologies and concepts in project
implementation. An example of this is the Kuala Lumpur Sentral
project in Brickfields which covers an arca of 29.1 hectares
and is due for completion in 1998. The project. with an estimated
value of RM3 billion, is a modern integrated station in a class
of its own in this region and will provide various railbased

modes of transportation such as the train, lig
(LRT System 11) and express rail link (ERL) to KLIA, Sepang.
There will also be check-in and check-out facilities for passengers
proceeding on their plane journeys via KLIA. It will also
involve the development of commercial, housing and recreational
fucilitics. This project was privatised through the lease of
asset and build-transfer modes.
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Another mega-project that was privatised in 1996 is the
Kuala Lumpur Linear City project. This project entails the
development of Kuala Lumpur as a city that is one of the first
of its kind that is built over & river. The concept in itsell is
unique as it involves the construction ol intelligent olfice
buildings of the highest quality and using the latest andd
sophisticated state of the art technology. This will involve the
development of land reserve along the Sungai Kelang und a
small part of the Sungai Gombak reserve. It calls for the
construction of an approximately two kilometre long building
above the river which will house a recreation centre. office

space. hotel. condominiums and flats as well us commercial
areas, The Kuala Lumpur Linear City project also covers the
contruction of the People-Mover Rapid Transit to overcome
traffic congestion in the cit

Privatisation has also succeeded in creating o large number
of entreprencurs in sectors which were once dominated by the
Government. For example. the privatisation ol infrustructure
projects his established a pool of entreprencurs in that field.
This was made possible through the establishment of vendor
programmes through specific provisions in the concessiony
for privatised entities. In this regard. the setting up of PROTON
has led o the birth of mdu\lnu reluted 10 the making ol

automobile components such as sear transmissions. bruke
components. car accessories and others from 64 small and
medium scale industry vendors.

The implementation of the privatisation programme has
contributed substantially (o the rapid growth of the cconomy
through bigger investments. accelerated development of a
corporate sector. increased efficiency and productivity.
enhancement of competition in various sectors and the generation

of multiplier effects in the economy. Given the success of the
privatisation programme. its implementation will be further
accelerated. The Government will continue to reduce the role
of the public sector in economic activities and will take the
sary action 1o overcome any obstacles towards this end.

nece:
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HUMAN RESOURCE DEVELOPMENT

sselin any organisation.

Human resource is an important
Recognising this, the Civil Service pays continuous attention
to human resource development so as 10 ensure continuity in
the efforts to achieve the objective of a world class Civil
Service. In this connection. the major focus is on training.
Training not only expands the knowledge and upgrades the
expertise of public sector personnel. but also helps develop the
attitude and mind-set necessary for the absorption and practise
of appropriate values and work cthics relevant ta the changing
environment. Training also enhances the confidence of the
Civil Service in carrying out its tasks which are incresingly
challenging as well as ensures the achievement of a higher

level of success.

Training Programmes In 1996

In line with the training objectives for the Civil Service. four
strategies in implementing training programmes were carried
out as follows:

() exposure to and upgrading knowledge in the arca of
technology development through both long-term and
medium-term courses:

(h) developing expertise and specialisation through long-
term courses al certificate, diploma, first degree, masters
and doctorate levels:

(c) devising short-term courses for management exceutives:

stries and

o training funetions o min

(d) decentralising

departments.

ramimes encompass

Guided by these strategies. training pro
the following aspects:

Sponsored Training Programmes

ding expertise and
nagement at the

This programme is aimed at upgr
specialisation in specific areas. including me
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Improvements i 1996

upper and middle levels. In 1996 the Public Service Department
sponsored 21 types of training programmes involving 740
participants (until July 1996). Among the courses under the
training programmes are those at the Doctorate and Masters
levels, Post Graduate Degree in Medicine (Specialist). Post
Graduate Diploma, Paramedic Course. Training Programmes
for Promotion to Premier Posts, Diploma in Public Munagement,
Diploma in Management Science. Training Programmes for
Special Grade Posts, Attachment 1o Private Firms and Training
For Technical and Vocational Trainees.

Training for Greater Professionalism

In order o upgrade professionalism among public sector
ervice management courses continued 1o he
conducted, especially by INTAN. In 1996, a total of 715
training projects were implemented involving 26.794 participants.
This included the mandatory training for new intake of personnel
into the Civil Service. courses for the purpose of promotion,
confirmation in service as well as general induction courses.
Courses for the purpose of promotion include the Pre-Premier
Grade, Pre-Grade | and Pre-Grade 2 courses as well as the
special course for General Administrative Officers who had
been absorbed into the Administrative and Diplomatic
Induction courses were conducted for the purpose of confi
in service.

personnel, in

mation

Other courses conducted include the Performance Management
Instructors Course as well as Finuncial Management Training.
The Performance Management Instructors Course was conducted
in order to overcome issucs and problems encountered in the
implementation of performance appraisal under the New
Remuneration System. while the emphasis under Financial
Management Training is the upgrading of knowledge in the
field of financial management.

Training on Information Technology

This training program is aimed at enhancing the expertise of
public sector personnel in the area of information technology.
Until October 1996, a total of 40 training projects on information

169



The Cvil Service af Midaysia Towards kcellence Through 1509000

technology were conducted for 1.112 public seetor personnel.
The major areas of training in information technology are
Training for nagers and Users. Training on Systems
Methodology. Systems Software and Data Communication. A
number of specific raining courses on information technology
wueh as the SSADM (Structured Systems Analysis and Design
Methods) Course and Internet courses were also conducted.

=z

Language Training

In line with the Governemnt's desire to create a pool of
multilingual officers and stall. a total ol 64 language training
courses were conducted by INTAN up to October 1996 involving
1,364 participants. The training included courses in English,
Mandarin. Japanese, Bahusa Malaysia, Arabic, Hokkien and
Cantonese. Language training courses were alsu conducted
specially for Departments with specific requirements.

Training on the Development Administration Circulars (DACs)

Training courses on the Development Administration Circulars
were conducted 1o enable members of the Civil Service to
understand. assimilate and implement the circulars effectively.
The courses that were conducted included those related to
Total Quality Management: Implementation of the Malaysia
Incorporated Policy: Manual of Work Procedures and Desk
Files: Counter Services: Quality Control Circles. Quality ol
Services Rendered Through the Telephone: Management ol
Quality Mectings: Guidelines on Planning and Preparation of
Development Projects: Use of New Forms for the Management
of Assets. Inventory and Office Supplies: Guidelines on the
Micro Accounting System (SPM): Guidelines on the Integrated
Scheduling System (SIAP) and the Standard Accounting System
for Government Agencies (SAGA). For the whole of 1996. a
{otal of 263 courses were conducted involving 9.887 participants.

Attachment Programme to Private Firms

In order to expose members of the Civil Service o the peculiar
nature of private sector operations. (wo attachment programmes
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to multinationdl corporations were undertaken in 1996, The
first attachment programime was carried out in cooperation
with the British-Malaysia Industry and Trade Association
(BMITA) while the second programme was known as the German
module. A total of 13 senior Government officials were attached
1o British firms located in Malaysia under the BMITA programme
while 16 other participants were attached to German firms
under the second programme.

Training Franchise

The training franchise system was introduced as an effort o
provide wide training opportunities in as short a time as possible
for members of the Civil Service. The implementation of this
system was undertaken al two levels. namely the provision of
atraining package and the training of departmental facilitators.
The departmental facilitators are subsequently responsible for
conducting training in their respective departments. The training
carried out includes courses on Quality Control: the General
Induction Course for Groups 1. [ and 111: Manual of Work
Procedures: Workshop on Total Quality Management (TQM):
Performance Management: Computerised Vote Book: the
Modified Budgeting System (MBS): the Micro Accounting
System (SPM) and the Integrated Scheduling System (STAP).

Training Programmes by Other Government
Training Institutions

Apart from INTAN. other Government training institutions
have also played a signilicant role in carrying out training
programmes, particularly to meet the training requirments of
spec es or area of expertise. These Government training
institutions include the Public Works Training Institute (IKRAM),
the Institute of Public Health (IKU), the National Valuation
Institute (INSPEN), the Aminuddin Buki Training Institute
(IAB), the Royal Customs Academy of Malaysia (AKMAL).
the Legal and Judicial Training Institute (ILKAP), the Institute
of Diplomacy and Foreign Relations (IDHL). the Sabah Bureau
of Human Resource Development and the Sarawak Civil Service
Training Centre.
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ITKRAM focuses its training on techni ficlds such as
mechanical and electrical engineering. land survey. architecture.
structures and building, water supply engineering. road
engineering, mechanical engineering, electrical engineering
and computer training for members of the Public Works
Department; IDHL provides training in the arca of diplomicy
and forcign relations not only for Government officers but
also for private sector officials and international participants:
ILKAP on the other hand conductss training for o
staff involved in the legal and judicial ficld.

cers and

Seminars

Seminars were also organised at the national and international
levels 1o enable public sector personnel to exchange experiences
and thoughts. especially in relation to aspects such as quality
and productivity, information technology and current
developments and their implications (o the public sector and
appropriate strategies for change. Among the seminars organised
were “The National Civil Service Conference on the Public
Sector: Gearing Towards Being World Class™

A number of other programmes that constituted training
were also carried out in 1996. Among these were the Annual
Working Meeting of District Officers held in Lumut. Perak
and the Working Meeting of Officers in Local Authorities held
in Kuching, Sarawak. Various working papers were tabled at
these meetings and including those on the Seventh Malaysia
Plan, awareness of MS 18O 9000 and its implementation,
puper-less civil service, modifications (o the new performance
appraisal system and top management responsibility. The
objective of these two meetings, among others, is to ensure
that members of the Civil Service at the district and local
authority levels gain complete information about reform efforts
in the Civil Service.

Training for International Officers

As part of the nations cfforts to strengthen South-South
coaperation s well as cooperation with Commonweulth
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countries, several international training programmes were
organised for officers from these countries. These training
programmes were undertaken under the Malaysian Technical
Cooperation Programme (MTCP). In 1996, a total of 85
international participants attended the training programmes

New Programmes

A number of new training programmes were also introduced
by INTAN in 1996. These include the Standard Accounting
System for Government Agencies package: Workshop on the
Awareness of MS 1SO 9000 for Top Management; Workshop
on the Implementation of MS 1SO 9000 for Work Groups
the GITN Pilot Project. A total of six courses on the Standard
Accounting System for Government Agencies involving 120
participants and 39 MS 150 9000 awareness seminars involving
2,036 participants were conducted.

The GITN Distance Learning Pilot Project was launched by
INTAN on July 13, 1996, The objective of the project is to
equip INTAN with the capability to establish “virtual INTAN™
fucilities at the participants’ places of work. In this way,
participants will be able o follow INTAN courses or obtain
information on INTANS training programmes at their respective
computer terminals. This project was implemented on a trial
s from July to September 1996

bt
The Human Resource Management Award

Government agencies at all levels undertook various efforts to
enhance the effectiveness of human resource management in
their respective agencies. In recognition of the efforts of these
agencies, the Government set up a special award under the
Public Service Special Award category. In 1996, out of a total
of 13 agencies that were considered for this award, three were
chosen as recipients of the Public Service Special Award in
the Human Resource Management category. These agencies
are the Army’s Electrical and Mechanical Engineering Corps,
Ministry of Defence: the Science University of Malaysia: and
the Inland Revenue Board, Ipoh Branch, Perak.
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The Army’s Electrical and Mechanical Engineering Corps
(JLJ), Ministry of Defence

The Army’s Electrical and Mechanical Engineering Corps (JLI).
Ministry o Defence is responsible for the maintenance and
repair of all equipment and vehicles used by the Army with
the exception of st vehicles ol the Signals and Engincering
Carps. In carring out its supporting functions, the JLI ensures
that the Army’s rate of mantenance and service capability of
military equipment is Kepl al an average rate ol not less than
80%. The JLJ is made up of 260 officers and 63 stall’
members.

The success ol the JLI in human resource management is
due o 4 number of strategic measures that emphasise human
development, especially training and personnel management.
The JLJ adheres to the philosophy of Making People Belore
Making Product. As such. a Training Committee for the ILJ
was establised under the JLIs” Administrative Directive No.
20. The J1J determined that all officers must possess diploma-
level academic qualifications at the minimum. In arder 10
achieve this objective, the JLI entered into a memorandum of
undersianding with The Technology University ol Malaysia
(UTM), wherceby officers who had completed the Higher
Engincering Course at the Army Engineering Institute (ED)
could be accepted into the third year of the diploma-level
course at UTM. Up to now. u total of 129 officers (68.6%)
possessed qualifications (rom the diploma to the masters level.
This ire represents the highest percentage of general duty
officers with such qualification levels among any of the Corps.

The JLI also emphasised the use of computers as an important
management tool. Officers and staff were given raining in the
use of computers. In encouraging the use of computers and
upgrading the expertise of officers in this field, the JLI set
aside RM300.000 as a revolving fund for personal computer
loans. Though this program, 111 officers purchased personal
computers. The JLJ successfully developed a Personnel
Management Information System known as the EMESYS.

In terms of career development. the JLI determined that
only those who are qualified will be cligible for promotion.
The Promaotions Board stipulated the use of practical tests for
promotion exercises, This was done so as to ensure that the
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level of expertise and skills of officers kept pace with current
developments. The JLI also provided incentives to retain its
employees. Among the efforts undertaken was the trainer
incentive scheme wherehy those who were accepted as trainers
could enjoy benefits in terms of promotion opportunities as
well as undergo courses overseas. Officers who achieve excellent
results in the courses they undertake are also given similar
opportunities. Members who excel in sports are awarded the
Corps™ colours

Another important aspect that is given emphasis is the building
of positive work cthics among members of the JLI. where the
interest of the group takes precedence over the interest of the
individual. For this purpose. the JLJ makes available the
Directorate’s Ethics Guidehook to ensure that members
understand and imbibe the work culture. At the same time. the
JLJ continued to enforce all disciplinary rules and regulations.
The JLJ's objective is to reduce the number of disciplinary
cases by 500 every year.

The Science University of Malaysia

The Science University of Malaysia (USM) was set up with
two main objectives, namely to prepare qualificd human resources
for meeting the manpower needs of the country as well as
develop the mind and individual characteristies of the students
so that they can become leaders of society.

The success of USM in the human resource management
area is a result ol systematic and detailed human resource
planning via a five year plan that is consistent with the five
year Malaysia Plans. The need for academic posts are based
on variables that are realistic and are not ad-hoc in nature. The
training and career development planning for USM stalf is to
fulfill the mission “to provide quality training and development
in supporting the mission and objective of the University to
fully equip the staff through knowledge. expertise and appropriate
attitude™. In line with this, two training committees were formed
to oversee training and human e development. Both of
these committees also drew up their mission. objectives and
strategies for training as guidelines for the Training Unit in
planning and carrying out training programmes in-house. As
such. training was undertaken in a planned manner along with
optimum use ol resources.,
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USM has internalised its motio “We Lead™ whereby the
need to get ahead, overcome. innovate and o always be in the
forefront is emphasised. The motto also encourages its members
1o be more competitive and strive to be the best in providing
services. Consequently. appropridte measures were taken to
replace staff who were going to retire through the Academic
Stafl Traning Plan, USM also implemented the Incentive
Programme to motivate employees 1o provide quality services
in creating an excellent organization.

In order to enhance the efficiency and effectiveness of the
planning, development and management of human resources.
LISM developed the up to date Computer-Based Information
System (SISMAP) which was implemented as early as 1984.
All three USM campuses in Pulau Pinang. Tronoh. Perak and
Kubang Kerian. Kelantan were put on-line to facilitate data

fety of information and personnel planni Presently.
ty's personnel information has
been entered into the dutabase. This enables the planning
development and management of human resources while ensurin
that routine work is carried out in a more systematic and
tive manner.

elle

The features of excellence exhibited by USM is the result
of top management commitment that hias made the Total Quality
Management (TQM) a work culture rather than i mangement
al. As such. the values and principles of TQM have been
actively absorbed through top management workshops tht
have been held since 1994, USM also successfully published
its own Trainer's Guidebook on Total Quality Management in
ensuring consistency in TQM (raining at the University.

Efforts to cultivate a spirit of togetherness among USM
stalf was also emphasised. Among these, & major efforl was
by way of the establishment of a USM Staff Welfare Fund
which ‘was founded on the philosophy of “building a family
environment among USM stafi™. This fund is for the purpose
of presenting contributions in the event of the death of a staff
member or family members or even provide assistance Lo
children of staff members who are successful in gaining entry
into the University. USM also pays a lot of attention to the
issue of discipline. The University has also established a
University Disciplinary Committee which is responsible for
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enforcing the the regulations covering the discipline of University
staff members. An Investigation Committee is established
whenever a report about any breach in discipline is received.
Up to now, four Investigation Committees were set up 1o
investigate reports about breach in discipline among academic
staff.

Inland Revenue Board, Ipoh Branch, Perak

In increasing the effciency and effectiveness of human resource
management, the Inland Revenue Board (IRD). Ipoh Branch,
Perak had on its own effort developed a computerised personnel
information system known as Computerised Staff Information
System (SISKOM). This system which was first developed in
1993. has simplified the process of managing transfers.
placement. selection for training as well in planning for
replacement for retiring staff, six months before their date of
retirement. The [poh IRD also places great emph. on stafl
training as 4 means of upgrading their effciency and expertise.
Apart from sending its staff to attend training courses that are
arranged by the IRD Headquarters. the Ipoh IRD also organises
scheduled in-house training courses. It also has a programme
whereby in order to share and reap the full benefits of training.
stalT who have undergone training courses outside ol the Ipoh
[RD office, are required to hold similar training courses it the
hranch office.

tn an effort to measure and improve productivity, the [poh
IRD has also determined a standard output for cach staff member
i administering the 124,628 files of tax payers. Based on the
standard output. the management is able to identify sources
of problems and take preventive action. The management also
introduced the Golden Hour work arrangement whereby all
stalTare required to be at their respective work stations between
8.00 wm. and 9.00 a.m. except in the event of official duties
outside of the office or in the case or emergencies. This is 1o
facilitate dealings between management and stafl” whenever

nece:
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ENHANCING ACCOUNTABILITY AND
DISCIPLIN

Accountability and discipline are the busis lor establishing a
strong. clean and credible Civil Service. Civil servants who
are entrusted with various powers and public resources re
required 1o carry out their responsibilities efficiently and
cffectively in accordance with the relevant laws and regulations.
In this respect. the Civil Service has introduced numerous
progranumes with the objective of making financial management
honest and transparenl. These programmes are as follows:

(a) improving linancial management:

(h) enhancing performunce measurement:
strengthening the management of public complaints:
and

fe

(d) improving the management of conduct and disipline,

STREAMLINING FINANCIAL MANAGEMENT

The Government views seriously the need for efficient and
elfective linancial management to ensure proper use of public
funds. The major objective is 1o increase accountability in
linancial management. This requires cach public official to act
in accordance with financial laws and regulations as well as
ensure that public funds are munaged soundly and prudently.

In 1996, the Government continued its efforts to improve
financial management in Government agencies. These efforts
focused on the following:

(@) financial management and accounts of Federal Statutory
Bodies:

(b) implementation of the Standard Accounting System
for Government Agencies (SAGA):

(¢) implementation of the Modified Budgeting System
(MBS) -

(d) implementation of the Micro Accounting System
(SPM):

179



Fhe Civif Servive of Miasio - Towarids Exeelionie Thigh 1508000

cment: and

(¢] maintenance man

(/) follow-up action on the Auditor General's Report

Financial and Accounting Management in Federal

atutory Bodies

T'he Government has undertaken various measures o increase
the level of managerial efficiency and accountability ol ull
statutory bodies so as o ensure that public funds are utilised
optimally to bring about the intended benefits o the public
and the nation. One of the measures undertaken is the formulation
of a guideline to expedite the preparation and tablir §
financial statements and annudl reports ol Fede
Badies. Tn addition. statutory bodies are required to prepare
an unnual summary report on their financial status and
performance. The procedures and guidelines elated 1o these
changes are contained in Treusury Cireular T oo 15 ol 1994
and General Circular Letter No. | of 1995,

Treasury Circular No. 15 of 1994 entitled “Guidelines on
the Preparation and Tabling of the Financial Statement and
Annual Report of Federal Statutory Bodies™ requires the annual
report and finaneial statement of Federal Statutory Bodies to
be tabled to the Cahinet and Parliament within one year alter
the end of the financial year. However to enable the Cabinet
1o be informed carlier regarding their annual financial status
and performance, the Government issued General Circular
Letter No. [ of 1995 entitled “Preparation of the Annual Summary
Report on the Financial Status and Performance ol Federal
Statutory Bodies™ which requires the summary report of the
financial statement and performance of the statutory hody to
be tabled 1o the Cabinet within one month after the end of the
financial year. The summary report is to be concise and not
more than three pages in length. [t should provide an overview
of the performance of its financial management. efficiency
and effectiveness ol its operations, the quality of its outputs
and a bricf explanation about the overall performance of the
agency during the financial year.

"he Standard Accounting System for Government Agenc
(SAGA)

Steps were taken (o extend the implementation of the SAGA
accounting package o all statutory bodies. SAGA. which was
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introduced 1o assist statutory bodies in the preparation of their
financial statements speedily and accurately has already begu
to show results. All the pioneer agencies implementing SAGA

namely the Human Resources Development Council. the National
Film Development Corporation (FINAS). the [ i
Development Authority (LADA) and the Fisheries Development
Authority have closed their 1995 accounts according 1o set

deadlines.

In 1996, the implementation of SAGA was extended 1o 14
more statutory bodies. namely the Forest Research Institute of
Malaysia (FRIM). Palm Oil Licensing and Registration Board
(PORLA ). Maluysian Examinations Council (MPM). National
Population and Family Development Board (LPPKN). Malaysian
Handicralts Development Board (PKKM ). Infand Revenue Board
(LHDN). Employces Provident Fund (EPF) Lubuun
Development Authority (LDA), University Hospital. Agriculiure
University of Malaysia (UPM). South Kelantan Development
Authority (KESEDAR). MARA and Kuala Lumpur City Hall
(DBKL). To ensure systematic and uniform implementation.
iideline was issued through Development Administration
Circular No. [ of 1996 entitled “Guidelines for the
Implementation of the Standard Computerised Accounting
System for Federal Statutory Bodies-Standard Accounting System
AGA)". The implementation of

<

Tor Government Agencies (f
this system will be extended in stages 1o all statutory bodies

within the next five years.
Implementation of the Modified Budgeting System(MBS)

I'he Maodificd Budgeting System (MBS) introduced in 1990,
has been implemented by all ministries and departments sinee
1995, From 1997, the MBS will be extended 1o all statutory
hadies that receive allocations [rom the Federal Government
These statutory bodies hive already submitied their Programme
cements for the 1997, budget year 1o the Federal Treasury.
The Treasury will provide additional training 1o those statutory
bodies which require assistance in implementing MBS.
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e L\.\Ilmlluu which is an important feature ol
was first carried out in 1996 Spul.n bricfings on this
subjeet have already been undertaken by the implementin
encies. In addition, INTAN has conducted courses related
1o programme evaluation with the aim ol explaining the concept
and principles o performance measurement and pre
evaluation and their use as manugement wols.

Implementation of the Micro Accounting System (SPM)
The Micro Accounting System was introduced through
Development Administration Circular. No. 3 of 1992 cntitled
“Guidelines on the Implementation ol the Micro Accounting
System (SPM)™. The ohjective of SPM is 10 enhance cost
awareness in the public sector with regard o outputs and
services provided.

SPM would be useful for planning purposes as it generates
cost information oneach programme. activity and output which
could serve as @ basis Tor allocating limited resources. SPM
Tuation and controlas the cost information

also enables better e
generated could be compared to the budgeted costs. the standard
costs of other organisations that produce similar outputs and
with past cost records. Such evaluation enables corrective
action W be taken as well as lacilitates decision making. In
addition, SPM will complement the implementation of MBS
in improving accountability in financial management at the
organisational level in ular and management in general.

All Federal agencies have already been given the necessar
training by the Accountant General’s Department and INTAN
inimplementing the manual system ol SPM. To date 46 percent
ol the agencies have conducted in-house training on SPM. In
1996, personnel in as many as 70 Government agencies have
heen trained on the use of the SPM package although the level
of implementation of SPM among agencies varies as can be
seen from Table 16

The SPM Project Task Force at the Accountant General's
Department will continue to assist ministries. departments and
dgencies in providing training and consultaney sevices 1o
implement and maintain SPM. The Task Force. as the SPM
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TasLe 16

PROGRESS OF THE MICRO ACCOUNTIN
SYSTEM (SPM) IMPLEMENTATION

SPm Number of Percentage (%}
Implementation Ministries/
Departments

Implementation of
Pioncer Project
100% completed 5 2
S0% and more but 5 P 21
less than 100%. completed
Less than 50% completed 8 33
Have not commenced/planned 6 25
Actual Implementation
50% and more completed 4 17
Less than 50% completed 9 3N
Have not commenced 1" 5

. will hold meetings with all ministries. departments
hese

Secretar
and agencies whose personnel have received training

mectings are Tor monitoring the implementation of SPM.
identifying problems and providing consultancy services o
the relevant agencies. Agencies will also be given advice on
the utilisation of costing information ohtained under the system.

Maintenance Management

The Government issued General Circulur Letter Na. | of 1995
cntitled “Maintenance Management - Establishment of a Planned
System of Maintenance™ with a view to strengthening the
sment in Government agencies.

system of maintenanee man.
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The importance given (o mainienance manugement reflects
the Government's carnestness in enhancing discipline and
accountability in all areas of management. The objective of
maintenance management is to ensure that physical resources
are always in reliable and good working order. This requires
that maintenance of physical resources be carried out
stematically so that they are always in an operational and
reliable condition and do not breukdown casily.

Conceptually. the maintenance function consists of two
important components:
(@) corrective maintenance through the repair or

replacement of components of physical assets (o enable
and

them to function according 10 set standard

{h) preventive maintenance through the inspection. repair
or replacement of physical assets ording 1o a set
schedule. Preventive maintenance reduces damage 1o
physical assets and ensures that they are in continuously
good working order.

1t is important for management to focus on hoth these aspects
1o achieve the objectives of maintenance management. In this
vard, the agency should implement the Planned System ol
Maintenance (PSM) 1o ensure a systematic approach to
maintenance management and the development of a maintenance
culture. The implementation of PSM requires that an agency
undertake the following

¢ 1o be responsible for the

(a) appoint a senior olfic
maintenance of asseis:

(h) maintain an Assets Maintenance Register:
(¢) establish a Maintenance Schedule:

(d) Tormulate @ Maintenance Operation Plan und

(e) evaluate the Maintenance Programme.

In ensuring that these measures are implemented. follow-
up action in the form of evaluation by the Inspectorate Team
from MAMPU and feedback through management meetings
are undertaken.
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Follow-up Action on the Findings of the Auditor General’s

Report

Weaknesses in the Government's financial management system
continue to draw comments from the Auditor General. Among
wlighted are those related o budgetary

the weaknesses h
management and control, stores and asset management.
collection and incidence of arrcars. development projects thut
are not completed as scheduled as well as procurement and
contract management. In recognising these weaknesses, various
measures have been undertaken with the view to improving

evente

and upgrading discipline in financial management which include:

(a) enhancing the role and responsibilities of Controllir

Officers in financial management:

(h) improving stores ahd asset munagement:

(¢) improving revenue collection:

td) upgrading the system of monitoring development
projects:

(¢ strengthening procurement and contract management:
and

ancial

(f) upgrading knowledge and skills in |
i

agement.

Enhancing the Role and Responsibilitics of Controlling Officers
in Financial Management

The Auditor General’s Report indicutes that there still exist
certain weaknesses in the financial management of Government
agencies. These weaknesses include non-compliance with
financial and accounting regulations: poor budgetary management
resulting in over spending or shortfall in expenditures non
utilisation of allocated funds: funds obtained under virement
not expended: additional allocations not expended; loss of
Government monies: deviations and wastage as a result of
damage to public property: poor maintenance and non-optimal
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use of resources. Inorder 1o overcome these weaknesses. the
Central Agencies have streamlined vanious rules and procedures
pertaining to the financial management ol Government
1o assist then o upgrade knml-mnulhcu their respective linancial

neies

MANAEement systens.

Improving Stores and Asset Management

Various ¢lforts were undertaken to improve the manggement
ol stores und public assets. These include the use of automation
and information technology which were developed inan
integrated manner with other systems such as procurement,
stock control. stock verilication, procedures for write-olf and
accounting systems. Inaddition. modernisation efforts directed

atreviewing the rules and procedures pertaining to stores and
assel management were also effected.

Strengthening Revenue Collection

The management ol revenue collection is an area ofien
highlighted in the Auditor General™s reports. T overcoming
weuaknesses in revenue collection. the Government will continte
its cfforts to streamline the system of revenue collection. It
will be carried out through improvements to systems and work
procedures. computerisation of revenue collection and the
establishment of a stringent enforcement system

Improving the System of Monitoring Development Projects

Weiknesses in the implementation of development projects
are often highlighted in the Auditor General’s reports. These
enknesses include the fuilure of contractors 1o complete projects.
projects not ed out to specificati |
development fund allocations by (,n"ll('”ln“L Officers. In
rectifying these weaknesses. elforts were undertuken to further
improve the monitoring system through the Central Agencies’
Integrated Information System (SETIA) and the Tntegrated
Scheduling System (SIAP): preparation of up-to-date guidelines
on planning for development projects: and the reactivation of
the implementation coordination machinery at all levels of
administration to undertake its tasks more elfectively
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Strengthening Procurement and Contract Management

The Auditor General™s findings indicate that weaknesses in
procurement and contract management arise from o lack of
supervision and poor enforeement of regulations pertaining 1o
Preasury institwted o number of

contract management. The
measures w strengthen procurement and contract ming
These include increasing the minimum value for acceptance
ol tenders by Tender Boards: the prepuration of guidebooks
on procurement: providing greater flexibility o ministries and
departiments for purchases below RM | million: and stern action
stors wha fail 1o Tulfil the terms of their contructs.

gement.

an contrs

Upgrading Knowledge and Skills in Financial Management

col personnel who have experience and expertise
rement is among

Ihe shorta
in budgeting, accounting, stores and asset mq
the factors conuributing 1o inelficiency in public sector linancial

management. Action 1o inerease the level of knowledge and

sty of

skills among personnel involved in the various aspe
courses

linancial management through appropriate traini
have been taken

Financial Management Award

Phe Government introduced the Financial Management Awird
under the Public Service Specil Awards Category as an incentive
tothe respective Government agencies to enhance their financial
munagement. In 1996, thr
the Financial Management Award namely the Rubber [ndustry
Smallholders Development Authority (RISDAJ. the Farmiers’
Organisation Authority (FOA) and the Federal Land
Consolidation and Rehabilitation Authority (FELCRA),

agencies were selected o receive

Rubber Industry for Smallholders Development Authority
(RISDA)

cellent financiul management in RISDA is the result of
continous efforts to futher enhance efficiency and effectiveness
in that arca. RISDA adopted the concept ol Total Quality
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Management (TQM) in its planning process and its budgeting
systent. The expenditure policy of RISDA focuses on core
activities in line with national policy on the agricultural sector.
The distribution of allocations is decided based on the pove
rate in u particular state and district.

RISDA has also formulated the RISDA Procument Procedures
which is used as a guide tor the procurement of assets. supply
of agricultural inputs. inventories and other office supplies.
The increased efficieney ol stores and assel management in
RISDA was more evident after the estublishment ol the Quality
Control Circle (QCC) known as SEPADU which successlully
effected cost savings in the delivery of stocks from Central
Stores (o the Cost Centres in the va
transport facilities. The achievement resulted in cost s vings
OF RM 137.000 per year in transpor
the previous method of contracied transportation.

ious states using its internal

ion cost as compared to

The Cost Centre Financial Accounting System and the Head
Office Finuncial Accounting System are (wo-components in
the system derived fram the budgeting, accounting. pay-roll.
stores management and fixed assets network systems. These
integrated systems have been in operation at both Headquarters
and state office levels. Chapter D ol the RISDA Financial
[nsteuctions requires that the management of records and revenue
be undertaken on an acerual basis. RISDA also ensures all its
subsidiaries adopt a similar system.

RISDA uses the Auditor’s General's comments as a tool in
addressing mistakes and ineffectiveness in its linancial
management. This has proven to be effective with fewer
comments from the Auditor General (rom year 1o year. RISDA
has successtully maintained a Clean Certificate from the Auditor
General since 1995.

s ' Organisation Authority

armers” Organisation Authority (FOA) adopts a prudent
and efficient cancept of budgetary planning. Expenditure analysis
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is carried oul from tme 1o Hme so as o ensure that the
expenditure will not exceed the allocation for euch program
and activity. Both the Vore Book and Cash Book are maintained
systematically in accordance with Treasury Instructions and
the internal procedures of the Board.

The FOA'S stores and asset management system is based on
the concept of “best value for money . This has proven to be
successful with the achievement of the Farmers™ Mechanisation
Centre in reducing the cost of maintaining under carriage
harvesters as well as increasing the number of working days

ol the harvester.

The implementation of the Computer Integrated Accounting
Systen(SPBB) also resulted in savings in operating costs
amounting to RM 322,900 in 1994, Through this system. the
Financial Statement and the Annual Report were prepared on
time. The FOA received letters ol appreciation from the Ri.
Hon. Prime Minister and the Hon. Minister of Agriculture for
its efficiency in this area. The FOA has had a Clean Certificate
from the Auditor General for the 1992-1995 period.

Federal Land C lidation and Rehabilitation Authority
LCRA)

CRA plans und prepares its budget by comparing its actual
budgetary performance with the estimates. This is to ensure
that the objectives of FELCRA's Five Year Plan are achieved
ation of the budget begins at cost centres in
the clusters and the states which then will channel their proposals
to the Headguarters. The Vote Book and Imprest are among
the control documents which are always updated

FELCRA also formulated the FELCRA Procurement Manual
as guidelines for all procurement of assets, inventories and
other office supplies. The stores and asset management system
is based on the control of stock method using the purchasing
and consummption ratio,
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Ihe Auditor General’s comments are always used as an
important guide to further improve FELCRA'S financial
management. Monthly and yearly reports are published 1o
report on the actual performance of FELCRA. The Financial
Statement and Annuitl Report are published as scheduled. The
CRA'S top munagement in enhancing
maundgement has heen acknow ledged by the Auditor
1 Certificate

commitment ol TE
linancid
General wherehy FELCRA has been granted i Cle

sinee 1992,

FELCRA has
Serastock” since 1994, Under the system. stock levels at the
end of the year are determined 1o ensure they are at a minimum
or zera stock Tevel In controlling and monitoring the
implementation of the programme. | CLORA has introduced
the Self Auditing Programme (SAP). This system requires that
lhe offices at the state and cluster levels provide Teedback on
a quarterly basis o the headquarters using & special format.

s intraduced @ system ol swek clearing or

IMPROVING PERFORMANCE MEASUREMENT

I'he Government's main objective in introducing performance
medsurement is to strengthen the implementation of improvement
cammes in realizing the establishment of a well disciplined
reuidelines

pre
and results orented Government machinery. Cle
have been prepared to cnable Governmentagencies to estahlish
performance measurements dt the organisational level. At the
individual level. a comprehensive method ol performance
uppraisal has been: introduced under the New Performunce

Appriisal System.

Performance Measurement at the Organisational Level

Perlormance measurement at the organisational level is aimed
At ensuring that each programme and activity of the organisation
is carried out efficiently and effectively in line withsetobjectives.
For this purpose. Government agencies need to establish a
comprehensive performance measurement system 1o monitor
the implementation of their programmes and activities,
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I'he implenientation of the Modilied Budgeting System (MBS)
represents the beginning offa performance measurement system
Under the MBS. the performance of an agency in terms of
quantity and quality of outputs as well as the unit cost of
producing outputs is evaluated at the end of cach hudget year.
This is toensure that the operations of the agency are being
monitored atall times so that its resources are utilised optimally
and elfectively. In 1996, steps were taken 1o further improve
perforniance measurement throu a reevaluation of the
programmes ol agencies anlmmnlmﬂ MBS. This exercise is
being carried out by the Financial Management Systems Division
of the Ministry of Finunce.

Performance Measurement at the Individual Level

In line with the Government's aim of establishing a performance
and results-orienmed management machinery, performance
measurement at the individual level was introduced under the
implementation of the New Renumeration System (NRS). The
system provides for rewards and recognition of the individual
based on individual performance achievement. The appraisal
of individual employees is carried out more objectively using
the Annual Work Performance Target (APT). In determining
the APT. individual employees are required to determine their
work performance standards in line with agency objectives.
With this. the achievement of actual work output can be measured
more objectively and individual employees will be more
disciplined and accountable in performing the assigned tasks
and responsibilities

Performance Measurement Award

Among the efforts to encourage Government agencies to adopt
performance measurement more systematically is the introduction
of @ special Performance Measurement Award under the Public
Service Special Awards. In 1996, three agencies were selected
to receive the Performance Measurement Award namely. the
Perak State Education Department. the Federal Land
Caonsolidation and Rehabilitation Authority (FELCRA) and
the Standards and Industrial Research Institute of Malaysia
(SIRIM).
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Perak State Education Department

The Perak State Education Department formulated o clear
vision under the slogan known as “Perak No. 1™ and has set
its course 1o make the vision a reality. The vision wis widely
disseminated through the virious mass media. To date. it has

not only been understood and internalised by its major target
group al 30.000 teachers and 500,000 pupils throughout the
State of Perak. but has also drawn the dtiention of purents and
stukeholders.

Based on the vision. the Department has identitied 4
programmes 1o he given priority namely curriculum. co
curriculunt, social management and educational management
ach programme is planned very fully

and feadership.
with the appropriate focus on the needs of the customers by
A think tank within the department. Each programme has i
short and long term ohjectives so ds 1o enable the management

1o measure the organisation’s achievement and 1o activate

necessary improvement eflarts.

and

Besides the think tank which undertakes the planning
immes. the Department has

detailed implementation of prog
a eroup of stall responsible for systematic monitoring und
evaluation. Such efforts are undertaken through the “inside-
wd Coutside-ont™ methods.

out™. outside-in®,  inside-in
ded fs an integrated monitoring approach to examinge the

dchievement of cach programme.

As of Angust 1996, the State of Perak has won 10 awards
i the various events that it has participated. From the curriculum
aspect, aut af 22,000 pupils who are 3 Milliterane™. Tor both
primary and secondary schools in Jute 1994 wbout 9.000 pupils
hive since aequired 3N skills. Meanwhile, the achievement
in the Primary Assessment Examination. Lower Secondary
Examination and the Malaysia Certificate ol Education
. The slogun

examination has improved sinee five years
“Perak Noo 1™ clearly has hoosted the spirit of the Perak
cducation community to strive for the hest
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Federal Land C lidation and Rchabilitation Authority
(FELCRA)

FELCRA has core businesses which are ¢learly linked to national
policy and are fully understood by all members ol the
CCRA s largely attributed 1o
ponsibility
nisation.

arganisation. The success of TE
aleadership that is committed to accountability and
as well as strong support from all members ol the o
The organisation has both short term and the long term planning
that is structured 1o suit the needs of customers and stakeholders.
Plans with ¢lear objectives act as the performance achievement

benchmark.

Key performance indicators are crucial to the implementation
ol the programmes of FELCRA. A computerised system ol
performance indicators Tor various programmes at the stale
and cluster fevels was uatilised for close supervision and to
ment decision making.

Tacilitate many

The mujor impact of FELCRA'S programmes lies in the
ability o change the mind set of the rural community towards
ivities which have long been resarded as sell
vities. FELCRA has suceceded in convineing the
rural community that agricultural activities can be very lucrative
il planned carefully and developed effectively

Standards and Industrial Research Institute of Malaysia
(SIRIM)

SIRIM has ¢l
to expedite the process of industrial
and sophisticated teehnology. From the planning
has a corporate plan which outlines the strat
plans that need to be implemented in line with the external and
internul environmental changes: SIRIM has outlined five short
term strategies o upgrade its rale as a close partner ol the
industrial scctor. Among the strategies are the establishment
ol an effective and progressive  planning system. the development
of @ national measurement system. the development of quality
standards and the transier of technology to Tocal industries.

wly defined its direction in assistir tion
rrowth based on capital
aspeet. SIRIM
coy and action
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Monitoring efforts on the implementation ol the programme
are done at Tour levels. that is the unit level. sectionfeentre
level. divisional level and corporate level. The relevant monitoring
information is derived from management meetings. dialogue
essions and public complaints In cnsuring that the existi
ystem is effective. control activities are undertaken

monitoring
through management meetings. budgeting systems and evaluation
by the Internal Audit Unit.

SIRIM uses various approaches und technigues to evaluate
the eifectiveness of its programmes and services. Dialogue
sessions with customers s seenas the most effective approach.
The effectiveness of ity programmes is also evaluated through
public complaints channeled through the mass media. Inte 1l
Audit reports and management meetings. SIRIM uses beneh-
marking with the private sector especially IBM and Hewlett-
Packard in evaluating the cffectiveness of its critical services.

STRENGTHENING THE MANAGEMENT OF PUBLIC
COMPLAINTS

Feedhack through public complaints is a general indicator of
the quality of services rendered by Government agencies Based
aints. weaknesses and deficiencies can be
tive corrective and preventive measures

on these compl
jdentified and more efl
can he instituted.

The Civil Service has introduced @ public complaints
management system to deal with the problem of dissatisfaction
of the public with the services prov ided hy Government agencies.
This system was formulated on the basis of the following
principles:

() all complaints can be settled immediately. correctly.
fairly and safely:

(h) complaints can be managed confidentially and without
any bias:

nt: and

(¢) recovery action is {air, objective and transps

ed

(d) un Annudl Report on public complaints is prepa
and distributed for general information.
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The Government has already launched Development
Administration. Circular No. 4 of 1992 entitled “Managing
Public Complaints™. This circulur notonly helps to strengthen
the structure of the Public Complaints Bureau. but also helps
in upgrading the effectiveness ol the public complaints
cular enables the Bureau to

management mechanism. The
take swilt action and deal more effectively with public complaints,
particularly in relation to the following:

(@) public complaints about dissatisfaction with
Government administration (hat is seen to be unfair,
laws and regulations

non-complianee with existi
including misconduct. abuse of power and

mismanagement;

ite public complaints and forward serious cases
ith recommendations to the Permanent

(h) investi
along
Commitice on Public Complaints: and

(¢} take follow-up and follow-through action on all
decisions made by the Commitiee especially those
involving efforts to improve administrative efficiency
in Government departments and

siplinary action against Government officers proven

ncies as well as

dis
(o haye committed wrongdoing in the course of carrying
out their duties.

Initiatives of the Public Complaints Bureau

The Public Complaints Burcau continued to uy le its efforts
1o ensure the elfectiveness of the public complaints system.
This included measures to facilitate the lodging of complaints
by the public as well as ensuring swift action on complaints.

In 1996, the Bureau gave priority to the Circuit Programme
and increased exhibition sessions with the objective of improving
public confidence towards the Public Complaints Burcau as @
focal point for public complaints, The Circuit Programme
provides the public with the opportunity 1o lodge complaints
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personally with officers of the Burcau who man the Cireuit
Stations in any ol the refevant locations. In 1996, 117 Circuit
Programmes were undertaken. especially in small towns. rural
arcas and shopping complexes compared with 96 Circuit
Programmes in 1995. In shopping complexes, exhibitions were
held jointly with the Anti-Corruption Ageney. in an effort to
explain the functions and duties of hoth ugencies to the public.
776 members of the public submitted complaints under the
Circuit Programme whereby 545 files were registered for
investigation. The Bureau also provided advisory services to
231 members of the public on queries and problems relating

to public services.

Up to November 1996, the Bureau received 3.847 complaints
from the public. OF this number. 1749 cases (45%) were
found 1o have basis and were investigated. The Bureau is
commitied o resolving cases within @ period not exceeding
three months. The benchmark set is two months for a case 10
be resolved. failing which, it shall be referred 1o the Deputy
Director General of the Burcau for action. Cases not resolved
alter three months are referred to the Director General of the
Bureau for attention and action. Table 17 shows the rate of
resolution of public complaints by the Bureau for the January-
November 1996 period.

TagLe 17
RATE OF RESOLUTION OF PUBLIC
COMPLAINTS
JANUARY - NOVEMBER 1996
Total No. of Rate of Resolution
Investigations
Conducted | 1-2 |2 weeks - | 4 =3 | More than | Total No. of
weeks | | month | months | 3 months | Completed
Cases
1749 95 150 501 206 952
Percentage | 1001 | 158 216 544
%)
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Compluints are also channelled through the Office of the
Chief Secretary to the Government. In 1996, the Office of the
Chiel Seeretary forwarded 43 cases ol public complaints to
the Bureau for investigation. These involved a variety of matters
such as the issue ol disciplinary proceedings amounting 1o
dismissal: delays in obtaining approval for hiring forcign
housemaids: the shutting down of Government services during
lestive seasons: abuse in the sale of used Government vehicles:
and various cases relating to applications for land and permits.

he success of the Burcau in resolving these cases is due
to 2 major factors. Firstly, all Assistant Administrators in the
Bureau were redesignated as Assis ant Investigation Olficers
This move enabled them to inves te non-complex cases
Secondly. the Bur
both the agencies involved as well as the places where the
complaints were lodged 1o assess the actual status of the problem
relating to the complaint. Besides this, the Bureau’s officers
are also encouraged 1o take photographs of the incident or
cireumstances regarding the comp
decision making process.

I's officers were now required 1o visit

nt so as Lo assist in the

Permanent Committee on Public Complaints

The Permanent Conmittee on Public Complainis is a high
level committee at the officers” level responsible for ensuring
that public complaints are dealt with fairly. efficiently and
with the full cooperation of all parties. This Committee is
chaired by the Chiel Secre to the Government with the
Director General of Public Service. the Director General of
the Anti-Corruption Agency. the Senior Deputy Seeretary General
of the Prime Minister’s Department and the Director General
of the Malaysian Administrative Modernisation and Management
Planning Unit (MAMPU) as members. The Bureau acts as the
Secretarial ta the Commiltee.

All complaints of 4 serious nature that are investigated by
the Bureau are forwarded to the Committee [or its consideration
and decision. The Bureau takes follow-up action on all decisions
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(h)

(d)

members of the Disciplinary Boards and their
cecretariats at the state level. Until September 1996.
12 courses on disciplinary matiers attended by 447
participants were held at the state level.  Special
courses were also held for trainers in the field of
disciplinary procedures wherehy 45 trainers from all
states were giving training. At the same time. 5 similar
courses at the departmental level involving 256

participants were held:

increasing the level of awareness among public sector
personnel about the importance ol maintainir
discipline. Up to August 1996, 25 awareness lectures
attended by 944 officers and staff from ministries,
departmenits and other Government agencies were
conducted. Through these lectures. officers and staff
became more aware and better informed about
disciplinary offenses and the implications of breaching
disciplinary rules and regulations:

making heads of departments take greater control
over the discipline of their officers and stafl. This is
in line with the decision of the Government to dele!
the powers pertaining to disciplinary matters including
that of dismissal and demation to heads of departments.
This message (o heads of departments was undertaken
through exhortations. advice and reminders contained
in speeches of top munagement at meetings and
seminars from time (o time:

updating disciplinary rules and regulations o suit
current requirements. As a result of such efforts, a
new service cireular on managing discipline, numely
Service Circular No. 5 of 1996 entitled “Applications
by Officers To Participate In Political Activities™
was issued. This Circular replaces Service Circular
No. 11 of 1971 and Service Circular No. 30 of 1974,
The new Circular explains and provides guidelines 1o
civil servants particularly those in the Support Group
s 10 how 1o apply to participate in political activities
and also included the relevant application forms:
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{e) providing serious attention o public complaints about
disciplinary  cases involving civil servants. Heuds of
departments were requested to give their full attention
in resolving such cases. Such a measure has helped
o expedite the resolution of complaints received by
the Puhlic Complaints Bureau:

ensuring that disciplinary action is taken against officers
and staff who breach discipline. As a result of the
restructuring of the Disciplinary Boards and the
heightened level ol awareness and understanding among
heads of departments, increasing attention has been
given 1o the management of disciplinary action: and

[k

(g} carrying out inspections on departments with a high
rate of disciplinary cases. particularly cases that have
been referred to the Anti Corruption Agency. These
inspections are conducted by officers from the Public
Service Department. At the same tinte. specilic
discussions are also held with the relevant departments

having such cases.

s Referred by

Disciplinary Action Involving Ca
the Anti-Corruption Agency

Between | August 1992 and 31 Mac 1996, a total of 445 cases
were referred (o Heads of Departments by the Anti-Corruption
Agency (ACA) Of this number. 345 were resolved with 220
cases involving disciplinary action against the idividuals
concerned, 44 cases where the individuals concerned were
discharged of any breach in discipline by the Disciplinary
Authority, 29 cases involving individuals who were given
reprimands, 5 cises involving termination of service and 47
more cases for which no further action was required.

For the 220 cases involving disciplinury action. the punishment
involved warning (61 cases), reprimand (47cases), warning
and fine (20 cases). warning and reprimand (18 cases) and fine
(18cases) us shown in Tuble I8.
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BREAKDOWN OF DISCIPLINARY PUNISHMENT
CA

SES
Type of Punishment Number
Warning 61
Reprimand 47
Fine 18
Warning and Reprimand 6
Warning and Fine 20
Warning and Deferment of Salary Increment 13
Warning and Surchage 2
Reprimand and Fine 18
Fine and Deferment of Salary Increment 1
Deferment of Salary Increment 4

Reprimand and Deferment of Salary Increment

|
Reprimand. Fine and Postponement of Salary Increment 2
Salary Reduction 8
Warning and Salary Reduction 1
Demotion 2

Total

Rased on the above statistics. 345 cases (75.8% ) were resolved
while action is pending on another 110 cases (24 29%). This
achicvement shows the ceriousness of the refevant partics in
resolving cases referred to them by the ACA. As for the cases
that have yet to he resolved, most of them are cases that ave
recently been referred to the Heads of Departments.
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The Ri. Hom. Tan Sri Dato' Haji Miuhammad bin Haji Mulammad
Tuih, Menteri Besar of Selangor having o discussion with Datuk
Abdul Halim bin Ali, Chief Secretary (o the Government, during the
Tatter's visit to Selangor on 16 November 1996. Seated to the left
of the Chief Secretary iy Dato” De. Muhanmad Rais bin Abdul
Kuarig, Divector General of MAMPU swhile o the lefit of the R
Hon. Menteri Besar ave Dato Paduka Dr: Mzl bin Alimad. Director
General of Public Service and Duto’ Hashin bin Meon, Siate Secretary
of Selangor
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Tun Sri Data” D Abi Bakar bin Dato’ Suleiman, Director General
of Heally viewing extiibirs ar the quality exhibition held in conjunction
with the Medical, Health and Dental Services 1996 Q Day celebration
ar the Dewan Jubli ntan, Batu Pahat on 20 April 1996
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Dato Shatrom bin Haji Abdul Magid, Director General, Department
of Fisheries presenting Excellem Service Awards atvhe Depariment’s
Q Day celebration o 21 Octaber 1996
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Date” Multamad Saib, Deputy President of the Kuantan Municipal
Conncil speaking ‘ar the launching ceremony of the 1509000
Documenation Course at the Kuantan Municipal Cowneil on 27
Nugust 1996
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Dato” Dr: Mulianmad Rais bin Abdul Karim, Director General of
MAMPU welcoming H.E. Sir Robin Butler. Secretary 1o the Cabiner
and Head of the Home Civil Sevvice, United Kingdom during his
visit to MAMPLU on 10 September 1996
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Tuan Haji Md. Navan bin Salleh. Health Inspector at the Kerian
Health Serviees Centre veceiving the Silver Medal Diploma Cerrificaie
from the Exceutive Officer in clarge of the World nvention Competifion
on 22 April 1996 in Geneva, Swirzerland
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MAMPU s Inspectovate Team. Ted by the Inspectorate Director,
Puan Nazearialy bre Mohd. Khalid, visiting rhe Balok Health Services
Centre, Kuantan, Pahang 1o asses the level of implementation of
Devetopment Administration Circulars at the Centre
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Organisation Awthority Choir led by Encik Shahidan

The Farmers'
Civil Service Quality Awards

bin Zakavia pevforming at the 1996 C
presentation céremony on. 7 November 1996
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OVERALL ACHIEVEMENT

The progress of reform elTorts in the Civil Service is followed
through and monitored from time to time. One ol the approuches
used is the Inspectorate System which was introduced in 1991

1o examine. monitor and evaluate the progress. improvenients
and innovations by Government agencies and report the findings
o top managenient in the Civil Service. The Inspectorate
visits identily problems faced by agencies in implementing
ctidelines. particularly the Development Administration Circulars
(DACs). and procedures issued hy the Government. To enhance
the effectiveness of the monitoring system. information on
nisation

administrative improvements introduced by an o
were disseminated to other organisations so that the benefits
are shared on a wider scale.

Until the end of December 1996, the Inspectorate Division
ol MAMPU had undertaken 102 visits involving semor officers
in ministries. Federal departments and statutory bodies s well
as Federal officers in the stutes, During visits by the Tnspectorate
ven to

Division. consultancy services, where necessary were
dgencies to assistin implementing DACS and other adminisirative
circulars more systematically and cffectively, Overall.
implementation of DACs and improvements introduced: by
Government agencies in 1996 were Tound to huve shown greater
progress than previous years, However, there is still room lor
improvement in efforts to upgrade the quality and productivity

of services in consonance with the principles of Total Quality

Manugement
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TOP MANAGEMENT SUPPORT

neies has entered

Iniplementation of DACs in Gavernment

its sixth year. A mgority of the Government sigencics thi

fave implemented the DACS have shown encouraging progress
with regard to their admimstration This achievement s the
result of the conmitment and supportas well as partivipation
of all the parties involved. particularly that of top matagement
the gualiny mechanisms i agencies

in mohilisig and guidm
cment needs ko participate dnd support eflorts towards

Top mar
improvement and innovation in providing quality services 1o

customers

Inspectorate visits m 1996 tound that agencics which were
the DACs and other administrative cireulars
> those whose guality and productivity management

implementir
properly wel
structures were heided by the respective top management. Fot

example. the State Seeretary of Perith e weanised the Seeretarial’s
Guality and productivity management structure by setting up
a Stecring Committee on Quality and Productivity w ith himsell
as the chairman and all heads of departments and disirict

afficers as methers of the commitiee. In addition. a Technical
Committee on Quality and Productivity. chaired by the deputy
State Seerctary. was also setup. All Government departments
lar

in Perak were required o submit feedbuck reporis onireg
hasis 1o the State Sevretary s Office. The State Secretary himsell
ess of the implementation of DACs during

monitors the prog
his visils to the districts and Jocal authorities

In u number of agencies. op management was found 1o he
direetly invalved in the quality pre
the Human Resource Development Council. Ministry of Human
Resources. The Director General chairs the Committee on
Implementation ol DACs. The Director ol the Roy ul Customs
And Excise Department. Pulan Pinang chairs the Steering
Committee on Quality and Productivity, Likewise. the
Coordinating Committee on Quality and Productivity. Waer
Supply Division is chaired by the Director of the Division.

immes of agencies. At
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Besides this. some agencies use their management meetings
as aforam o discuss quility and productivity improvement
programmes. For example. the Dramage and Irrigation
Depantment {DIDS munagement meetings. chitred by the Director
General. is also the steering commitiee where quality and
productivity are permanent agendi i their meetings.

Phere s clear evidence of commitment at top management
level for gquahty entiineement in some aeencies. The Federal
Secretary™s Office. Sarawak has introdueed the concept of
Walk-Tn=Time. This coneeptis likened 1o pre-imeeting session
i heads ol departments about (o deliberate on o particular

v | S=2minges prior o the conpmencementof the meeting
rroper o freely exchiange views aid thoughts wwards finding
crnens o the rsspes that are 1o be discussed, This coneept
Prosides an appurtuniy lor heads of depariments to exchange

s onassues o bres and relased atmoesphere.

The Director af the Health Pepariment. Sarawak practices
the concept of Manugemem By Walking Around. Under this
concepl. the directar makes frequent visits 1o offices under his
urisdiction. During these visiis, the medical officers in-charge,
are required 1o hriel hime on administrative problems,
ichievements and plins to further improve the health serviees.
v report will he prepared resarding issues discussed including
actions necessary o further enhance the performance of the
<l in hosprtals and health clinies,

STRATEGIC QUALITY PLANNING

vic planning is un important factor influencing
the ability of the ageney in terms of delivering quality outputs.
Strateate planning action such as the analysis of the internal
and externil environment. formulating visions and organisational
objectives including identilying activities for improvement
will enable an agency w clearly understand its clients, prioritise
types of autput or services that

ElTective strau

their needs. and ascertam the
iare [\‘(]LJ\I'L'\I.
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The Tnspectorate visits found that Government
arrive at strategic plans through various methods such as

brainstonuing sessions, management retreats. annual conferences
and workshops as well as special seminars.

The Ministry of Land and Cooperative Development. for
example holds Annual St ¢ Planning Workshops with the
aim of evaluating its vision and ohjectives. ln addition, the
workshops also discuss views proposed by the Minister and

Deputy Minister and others on current issues related 10 the
functions of the Ministry. The Division of Legal Alairs, Prime
s o examine and

Minister's Department holds wnnual semin
Feview ils mission. objectives, action plans and annual work
Largets for ity staff. The Forestry Department of Peninsulir
M
up 4 strategic plan formulating o Munual onits Vision. Mission.
Objectivey and Client Charter.

Irew

ysi. in the course of its organisational restraciuny

The Office of the State Seerelary ol Perak designed a strategic
plan consisting of five development plans that is the Industrial
Development Plan. the Tourism De ¢lupment Plan. the Human
Resources Development Plan, the Infrastruciure Development
Plan and the Bumiputra Trade and Industrial Development
Plan for the state until 2005, The Perak Stue Lducation
Department hus stagted @ programme called “Perak Noo 10
which wims 1o enhance excellence in four areas. namely
curriculun, co-curriculum. manugement and leadership mcluding
communication amongst teachers and students I'he Economic
Planping Unit. Prime Minister's Deparinient has also prepared

o paper entitled Ecomomic Plannme Uit in the vear 2000
which outlines the directions tor the unit for the next five
vears. The Royal Customs And Excise Department has designed
¢ plans through the Five-Year Plan 1996 - 2000) om
sple that is. people. provess and

strateg
the basis of the 3P conc
partnership. This plan is i continuation ol its First Five-Year
Plan which focused on three develapmentaspects mamely human

resource development, physical development including sy stems
developmentund legal aspects. The Royal Customs And Excise

Department. Sarawak designed the Sarawak Customs Integrated
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Development Plan 1996 which holds information on the
achievements and plans for (he department for the coming
years. specified aecording o programmes. divisions and stations.

CUSTOMER PRIORITY

Custamer priority by Government agencies 1y a new approach
in providing services. Various meusures in this direction have
been inroduced. Among thm include providing conducive
space for waiting. encours feedback from the public to
further improve services, monitoring and enhancing the
ion ol the ¢hient’s charter and having suggestion

implement
hoxes. All suggestions received are given due attention by the

olficers at the highest Jevel

An excellent example of customer priority is the holding of
Peoples” Day by the Perlis State Government every Saturday
1o facilitate the public to air their views
make complaints. On this day. the public can raise relevant
complainty in the course ol conducting other transactions al
Government offices. The Inspectorate Division Tound that a
high proportion ol heads of departments have appointed senior

opinions as well as

officers in their respective departments as Liaison Officers to
handle public complaints. All public complaints received, whether
from district or state levels, are forwarded o the head office
pement-level meeting

level. to be discussed at the highest man
as a priority item. All cases reported were uttended to within
a short span ol time and there was no hacklo

The Johor State Health Department has assigned four officers

Lo sean local newspapers 0 monitor camplaints fron the public.

Public complaints are discussed during seheduled morning
meetings. Besides this, suggestion boxes complete with relevant
forms are made availuble 1o the public. At the Manpower
Department. the Client's Charter is undergoing o phase two

revision with the objective of improving norms relating to the
speed of service provision. The department implements a system
whereby written warnings are given to the staff if the time
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period specified i the charter is not complied with. To expedite
information transmission. the department has its own homepage
as i channel for feedback and information dissemination 1o
chents and other parties.

The Ministry of International Trade and Industey (MITT)as
acontmuous Cort 1o Improve Servives 1o Customers, reviews
s Client's Charter once every sixo manths. MITT also implements
malu=service counters toenable customers o obtiain the services
they require dr the same counter. This s i contrast o the
previons siution where the counters Lor vartous services were

al the ditferent loars where the divisions involved were located.

Phe improvements for the costomers are not limited to the
vilice covironmient aspect. Tn 1996, more departments undertook

cliors w beaunty the viciniy and surronnding areas ol thew

ollices through artractive kindscaping. Such actions enhanced

v opublic unuee of the departments (or they are seen as

vieamsations that value their custamers.

Several agepeies have continued their cooperition with (he

private sector: including giving prionty o holdma dialogue

sesstons and seting up spectad working conpmitiees o smoothen

work processes and save lime vn services, For example. the
Malavst Incorporated Consultative Panel at the Ministry of
Entreprencur Development has held several dialogue sessions
With fransport operators 1o overcome issues related (o the

heensing of commercial vehicles,

"OGNITION

TRAINING AND RE

Fraiped and skilled personnel as an organisation’s inportant
asset that contributes to quality and productivity enhancement
Traming in relevant fields forms the basis for efficiency and
professionalism to carry out job-related tasks. Skilled workers
reduce problems or mishaps and ensure quality output. Training
immes also assist the management to gssimilate and

prog.
inculeate positive values among its work foree to establish a
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rwork culture. T addition. traming is also an important
criterion for munagement in deciding on the placement of
personnel according 1o the requirements of the posts held,

A hight proportion of the agencies visited were found o
have givenappropriate attention to taiming of their stalf whether
involving specific work related traming or traming related to
DACS and other administrative: corculars. On this matter. o
large number ol agencies have formulated annual raining
programmes. Such programmes include training (n various
fields requiring specialised skills o expertise. These are
seheduled in the Torm of enurses. workshops. semnars and
he sponsared by local or foreign organisations
oradiernatyvely may be organised in-house. Atehment raining
oty or

lectires. They o

nised with external organmisations as well as on the
jobtraining are also held hesides study vistis 1o lagh performing

veneies

the Selangor Health Department bas established o Human
Resources Development Committee. and o Commities on Further
Education fo plan and fdentfy training necds for its personnel
teenhance their knowledge and understanding o provide qualiny
service. Inoths repard. the Department has destencd an
Tmplementation Action Plan undertining strategies and
responsibilities for conducting training including preparation
of a Traming Calenpdar for 996 and 1997 1w achieve the
ohjective thar within two vears, each member of the staff will
undereo the relevant waimng as planned. The Water Supply
Division. Public Works Department has a teaining plan for its
officers hased on the identification o priority skills required
to.ensure quality work. Following this.a Training Manual was
prepared covering fields of training required. eificiency analysis
model. skill levels. performance dfter training. technical
competency matrix by units ind other technicul training aspects
The Royal Customs and Excise Department. Pulau Pinang has
ed anannual Training Programme that provides at least
one training stint i year for each staft member. Al other heads
ol stations are required to draw up a training programme based
on the training programme of the Royal Customs and Excise
Department. Pulau Pinang.,

desi
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One ol the processes in raining and learning is the method
ol job turn-around. Besides giving stafl the opportunity to
handle jobs and responsibilities of 4 varied nature. knowledge
and work experience can be enhanced by doing dilferent jobs.
Job wrn around helps personnel overcome the problem ol
horedom from doing the same joh continuously, misuse of
power resulting in corruption and other deviations. On the
whole. Government agencies providing counter services practice
job wirn-around among Tront line stall once in u period of 2
to 3 years. Among the agencies practising job turn-around
include the Royal Customs and Excise Department headquart
and its branches in Pulau Pinang. Subah and Sarawak, MITI
Manpower Department. Auditor-General's Office. Town and
Country Planning Department and the Department of Veterinary
Services.

I appreciation of the contributions of staff and work teams
in providing excellent work performance. a large number ol
Government agencies have given recognition and appreciation
in various forms. besides the annual Excellent Service Awards
awen by the Government. The Draing and Trrigation
Department gave recognition to ity officers and stafl and work
teams through awards such as the JPS Award OF Innovation.
Best Office Award. Award For Excellent Drainage Scheme.
Excellent Trrigation Scheme Award and Excellent Land Work
Award. The | i Development Authority presented special
commemorative awards to officers who obtained high scores
e then performance eviduation but were not mcluded i the
2roup ree the Excellent Service Award. The Ministey ol
International “Trade and Industry introduced a special Most
Industrious Warker Award for s stalf and officers,

ivi

TEEAM SPIRIT

The practice of tean spirit building by headds of departments
as identified by Inspectorate visits. revealed that all department
heads had given special emphasis o efforts o establish the
spirit of teamwork in their departments. Among the programmes
formubited include the establishiment of Quality Tmprovement
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Work Groups. Quality Assurance Groups. Task Forces and
Quality Work Groups. In many Government agencies, Family
Day, Open Day. inter-divisional, imter-unitand inter-state
PUSPANITA functions. Annual Dinner and a variety of social
and religious functions have hecome permanent activities. In
addition. various programmes have been initinted internally
by management to strengthen (cam spirit in their respective
agencies. Among the initatives undertuken on i continuous
basis include the organization’s awareness campaigns through
annual speeches. Q-Day specches. speeches during social and
official functions. in-house forums and other gatherings and
activities organized by the social and wellare clubs of the
encies. Through such close working relationships. work

a
assignments can be expedited and made more simple. Team
spirit tacilitates finding solutions to complex prohlems. It also
instills creativity and innovativeness. In fact such efforts result
in the upliftment of morale and job satisfaction as every personnel
has a chance to make a meaningful contribution accordin
his or her respective skill and experience. Members of the
organization would develop a sense ol involvement in the
development of an organization thit is based on excellence
and would thus evoke the commitment required for optimal
work output

The Department ol Health. Negeri Sembilan (DOJINS)
nises annual dinners that involve all departments under its
rement. [Ealso holds Family Day outings away from the
olfice. in locations such as Port Dickson and Air Keroh. Malacca
In addition. the DOHNS also or
every Saturday of the second week (o mclude ceremonies such
as spectal messages by the Director, the vecital ol prayers. Mlag
hoisting. singing songs and gorong roverg activities to clean
and spruce up the altice surroundings. The Royal Customs und
Excise Department celebrated the World Customs Day and
ganized annual games and competitions at the state and
national levels,

nizes the monthly assembly

also o

In addition. efforts that involve officers ol all levels al
brain-storming sessions and during reviews ol the Client’s
Charter reflect the democratic process in determining the direction
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and objectives of organisations. Through such efforts 4l
personmel mvolved in the discussions will feel that their views
and opinions have been taken into account. This has formed
A mportant strategy for inspiring team spirit among members
ol an orgamzation.

PERFORMANCE MEASUREMENT

[he Government emphasises the importnee of resulis-oriented
g
perfonmance measurement is Lery important o ensure every
programme und activity s implemented eficiently and effectively
and anaccordance with the objectives determimed. The reason
o thes s gl every Government agency s estabhshed wath

ments A systenie and comprehensive systeny ol

fetinte aoms and funcions ad s provided sith resourees tha
ac hmted. Informaton derived from performanee measurenient
Vil ieriate doencies i planmme and evaduatme the ethiciency
e biebsation ol resources alid ellectveness ol progronmes
e activines carred ot wo Tl see objectives. Performance
dICaors Fepresent an important component i performance
meisurenment. As such, every ageney should determine swiible
indicators tor each programme and activity that s caried out
T establish an elfective performance evaluation system.

government agencies have 1o take steps o aseertain the
Characteristios ol quadity outputs that geed w be controlled.
determime abjectives or gqualiny standards thay are required.
estahhishomechanisms tor data colleetion and prepare teedback
channels

Cienerally. most ol the agencies visited have wken preliminary
steps 1o determuie comprehensive perlormance indicators for
ch programme and activity. Among the indicators for
perforninee medasurement are quantity. time tken. ourput and
costs. A arge number ol agencies vistted have set up indicators
hased on annual work targers, the Modified Budgeting §
the Micro Accounting Sy
and Quality Enhancement. For example. the Valuation and
Property Services Department had prepared the Guidelines on
the Method o Measuring the Allocation of Functions and
Responsibilities of Technical Officers. This system uses

ERE]
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wetghtage and categorises technical stall by various classification
Lor Facailituting the evaluanon process tor mdividuals, divisions

QUALITY ASSURANCE

The principle of quahty assurance by Government agencies
aims o meet customer satiskiction so that they constantly
receive guality outpuis and services. Quality assurance aims
toprevent the oceurrence of qualiny-relaied problems in outputs
rendered through detions which are
plinned and excented in a systematic manner. This aims to
produce outputs that are defect-free or error [ree since defects
ciuse customer dissitislaction and tarnish costomer confidence
in the agencies. To achieve quality assurance. Government
agencies have o implement quality conteals, output planning,
distribution of resotrees according o optimum productivity
and provide triming to people.

Government agencies have used various methods to ensure
quality services and products. Among the sieps taken include
implementing strategies of 7Q. publishing puide books on the
management of qualiy and productivity enhancement. providing
cuidelines on work systems and procedures. improving work
processes. identifving performance indicators. setting up
mspection units, upgrading traming. using Work Action Forms
and other forms for manuging assets. capital. inventory and
supply o office equipment uuludmg supervision and monitoring
through meetings.

The Ministry of Entreprencur Development has set up a
flying squad for surprise checks on its divisions to ensure
activities are being carried out according to policy objectives,
procedures and dircetions that have heen ascertained. The
Royal Customs and Excise Department has designed the Customs
Standard which provides guidelines for efficient. fast and quality
services that meet customer needs. The Standard was formulated
at o workshop attended by Customs officials from all the

states.
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Various agencies visited by the Inspectorate Division have
implemented quality principle wnd standards aimed at obtaining
the MS 1SO 9000 certification. Among them & the Drainage
and Trrigation Department and the Water Supply Division.
Public Works Department who have implemented pilot projects
i 1SO 0002 certification.

in their cfforts ta

ASSIMILATION OF POSITIVE VALUES

The excellent performance ol an organisation does not depend
solely on the skills and expertise of its employces. ¢
and effective work procedures and the use of sophisticated

technology. The performance also depends on the personal
qualities of the members of the organisation. Towards this
end. strategic measures (o assimilate positive values and work
The underlying
ohjective of assimilating positive values in public administration
is to mould and develop responsible. dedicated and disciplined

cthics among civil servints were introduced

public sector personnel. This will create a climate of respect.
develop team spirit and forge closer rapport among personnel
in enstring @ smooth administration that will help enhance
quality und productivity.

The core values that have 1o be internalised so as o form
part ol the work culture in the Civil Service include
rily, moderation.
tion. discipline.

Lrustworthiness. responsibility. dedication. sin
Fity. patience. cooper
onsciousness as well as the avoidance

accountability, mte
courtesy. loyalty. timi
of the abuse of power and position.

Training has been extensively used 0 increase awiarenesy
ol positive values among all levels of public sector employces.
immes conducted at training institutions and at
e values

Prog
departmental levels incorporate the teaching ol posi
and work ethies. Various public institutions are directly involved
training on positive values to employees ol public

in providin
cector agencies. These institutions include the National Institute
of Public Administration (INTAN) the Tskamic Affairs Division
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of the Prime Minister’s Department (BAHEIS). the Malaysian
Institute ol Islumic Understanding (IKIM) and the National
Civies Bureau. Prime Minister’s Department.

In increasing the awareness and understanding of positive
values among all levels of public sector employees. measures
such as lectures and explanatory sessions and speeches by
leading personalities have been undertaken from time to time.
Heads of depariments are responsible for taking the lead and
initiative as well as in planning and influencing members of
their organisation to practice excellent work ethics.

Another approach towards increasing awareness and
internalising positive values and work ethics is the provision
of relevant reading materials. Various agencies have displayed
initiative in this arca by holding scheduled reading sessions
and discussions on books and journals pertaining to positive
values. A majority of Government agencies have published
their respective departmental bulletins for internal distribution
containing special sections with information relating to positive
values and excellent work culture.

[nitiatives by Government agencies 1o introduce various
programmes towards administrative reforms and innovations
show thi they are alert and prepared to institute changes to
enhance the effectiveness of their respective agencies. Their
commitment towards efforts 10 enhunce quality services to
meel customer needs is increasingly evident. This includes
elforts o improve human resource development. work
environment as well as systems and procedures in line with
the Total Quality Management concept. Looking at the level
ol commitment and achievement thus far. the Civil Service
fervently believes that efforts to upgrade the culture of excellence
will be further strengthened and mobilised in the coming years.
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