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Introduction
Malaysia remains steadfast in its commitment to transform and improve the public 
service delivery to meet the higher expectations of the rakyat. During the review 
period of the Twelfth Malaysia Plan, 2021-2025 (Twelfth Plan), the Government has 
embarked on several strategies to enhance the quality of the public sector by investing 
in the development of human capital, accelerating digitalisation, emphasising on good 
governance, and enhancing budgeting and project management. Despite these efforts, 
the Government continues to face issues and challenges in governance, human capital, 
digitalisation, and budget and project management. In line with the Government’s vision 
to rebuild trust, and strengthen integrity and transparency, a standard of governance 
on leadership and decision-making will be refined to instil the values of sustainability, 
prosperity, innovation, respect, trust and compassion. 

Moving forward, good governance principles such as accountability, transparency and 
inclusivity will be further emphasised in ensuring public services are delivered with higher 
integrity. Focus will also be given in developing agile human capital that aims to equip 
civil servants with imperative knowledge and capabilities to deliver high-quality and 
efficient public services. Furthermore, adoption of digital technologies and innovative 
solutions will drive a more seamless and accessible public service delivery experience 
to the rakyat. The institutional and business framework will also be strengthened in 
enhancing the efficiency of public service. The Government will improve the effectiveness 
and efficiency of budget and project management to optimise resource allocation and 
achieve development outcomes. Implementation of these initiatives with the adoption 
of the whole-of-nation approach will enhance the public service delivery in providing 
exceptional services to the rakyat. 
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Progress, 2021-2022
A total of 10 targets were set in the effort to strengthen public service delivery. Out of the 10, two targets were achieved, three are on track, while 
the remaining five are lagging during the review period as shown in Exhibit 2-1.

Exhibit 2-1
Performance of Selected Targets

Developing High-Performing Civil Service

Score of 
Sistem Pengurusan Amalan Nilai

Ranking in Government Efficiency 
Sub-Index of the IMD World 
Competitiveness Yearbook

Civil Servants to be 
Digitally Literatea

Ranking in Online Services 
Sub-Index of the United Nations 

e-Government Development Index

Issuance of Circular on
Flexible Working Hours

Ranking in Corruption 
Perceptions Index of the 

Transparency International

81.5%

2022

90%

2025

38

2022

Top
9

2025

80%

2022

100%

2025

53

2022

Top
12

2025

Completed

2021

Circular on
Flexible
Working

Hours

2021

61

2022

Top
30

2025

Advancing Whole-of-Government Approach

Note: a Based on pilot study by Institut Tadbiran Awam Negara.
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Percentage of Fiscal Balance 
to GDP

Minimum Score in 
Open Budget Index of the 

International Budget Partnership

2022

-3.5% 

to
-3.0%

2025

47
100

2022

61
100

2025

Enhancing Budgeting and Project Management

End-to-End Online 
federal Government Services

Local Authorities 
Achieve 4-Star Rating

81.3%

2022

80%

2025

88.8%

2022

90%

2025

Advancing Whole-of-Government Approach

-5.6%
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Achievement by Priority Area

1	 Panduan Pembangunan Pembelajaran Secara Dalam Talian, Panduan Pengajaran dan Pembelajaran Secara Dalam Talian Melalui Penggunaan Teknologi Maklumat dan Komunikasi (ICT), 
Panduan Pelaksanaan Pakej Latihan and Panduan Penyediaan Kajian Impak Latihan.

Priority Area A: Developing High-Performing Civil Service

Strategy A1: Transforming the Public Service

Enhancing Human Resource 
Management

●	 Four guidelines1 related to human resource management issued to government agencies in 
2022

●	 Digital literacy of civil servants
o	 Pilot study on digital literacy completed in 2021 
o	 The digital literacy programme started in 2022

Strategy A2: Developing Future Leaders

Improving Process in Recruiting and 
Retaining Talent 

●	 Kajian Keberkesanan Pelaksanaan Dasar Waktu Bekerja Fleksibel Dalam Perkhidmatan Awam 
completed in 2022

●	 MyPerformance module incorporated into Human Resource Management Information System 
(HRMIS) in 2022

Priming Premier Leaders in the 
Public Service

●	 54 out of 57 agencies submitted succession plans
●	 The Public Services Commission improved the screening and selection mechanism for three 

Managerial and Professional service schemes

Inculcating Good Ethics ●	 Guideline on Sistem Pengurusan Amalan Nilai 2.0 (second edition) issued 
●	 A report on Kajian Keberkesanan Intervensi Nilai completed in November 2022

Enabling Continuous and 
Comprehensive Learning and 
Talent Development

●	 475 Chief Digital Officers (CDOs) appointed
●	 Fourth Industrial Revolution (4IR) courses ranging from internet of things, blockchain and 

cyber security implemented by Institut Tadbiran Awam Negara 
●	 27 officers participated in cross-fertilisation programme
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Strategy B1: Improving Government Administration and Operational Efficiency

Improving Government Administration ●	 Jabatan Perkhidmatan Awam undertaken a feasibility study on the introduction of a public 
service act

Streamlining Institutions ●	 50% of the Sandbox Technology Programme initiatives for public service implemented

Fostering Efficiency in Public 
Service Delivery

●	 Guidelines on implementation of key performance indicators (KPIs) for top Government official 
reviewed in 2022

●	 27 agencies from ministries cluster and six agencies from central agencies cluster implemented 
assessment based on Malaysia Government Performance Index 

●	 Licensing, financial management, enforcement and complaint management criteria introduced 
as new indicators in Sijil Penarafan Bintang-Pihak Berkuasa Tempatan in 2022

Strengthening Collaboration and 
Coordination among Stakeholders

●	 Specific platforms on the Sustainable Development Goals and poverty eradication programmes 
involving civil society organisations (CSOs), private sector, higher education institutions, state 
governments and local communities established

●	 The National Centre for Governance, Integrity and Anti-Corruption conducted various 
engagement sessions including a town hall and Bribery BUSTER (Rasuah BUSTER) programme

Expanding Digitalisation Initiatives ●	 208 federal and 465 state agencies offered e-payment options
●	 Sistem Pengurusan Aduan Awam is being enhanced with chatbot and smart mobile application, 

and cloud computing

Strengthening Open Data Governance ●	 A circular on Dasar Perkhidmatan Pengkomputeran Awan Sektor Awam issued in 2021
●	 A circular on Dasar Perkongsian Data Sektor Awam issued in 2021

Priority Area B: Advancing Whole-of-Government Approach
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2	 eDenda, eExecution for Bailiff, ePlead Guilty, eRekod Rayuan, Long Call Solution and Statistics based on Offense.

Strategy B2: Enabling Better Decision-Making and Innovation

Enabling Quality Decision-Making ●	 Five Behavioural Insights pilot studies completed in 2022
●	 30 ministries and agencies utilised the Unified Public Consultation platform to conduct 

engagement with stakeholders 
●	 Pangkalan Data Perlindungan Sosial, a central data repository for social assistance established in 

2022

Promoting Greater Innovation ●	 A study on innovation best practices to accelerate innovation among civil servants carried out 
in 2022

Strategy B3: Strengthening Governance Ecosystem

Upholding Integrity, Transparency 
and Neutrality at All Levels

●	 661 Organisational Anti-Corruption Plan (OACP) documents, comprising of 232 at the federal 
and 429 at state levels developed

Improving the Electoral System ●	 The Constitution (Amendment) Act 2019 [ Act A1603 ] relating to minimum voting age from  
21 years old to 18 years old came into force on 15 December 2021

Digitalising Court Information 
Management System and Process

●	 Six new modules2 developed in the e-Kehakiman system

Enhancing Corporate Governance 
in State-Owned Enterprises and 
Statutory Bodies

●	 Prinsip Tadbir Urus Baik bagi Syarikat Pelaburan Kerajaan launched in April 2022
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Strategy C1: Reviewing Budgeting Framework and Process

Enhancing Budgeting Transparency 
and Aligning Priorities

●	 Pre-Budget Statement published for the year 2021 and 2022
●	 The basic development expenditure (DE) allocated to the six less developed states exceeded 

50% target 

Introducing Value at Entry (VAE) ●	 VAE (Acquisition Categorisation (ACAT), Value Management Strategic (VMS), Gerbang Nilai 0 
(GN0)) imposed as a requirement for new physical project applications in 2022

Developing a Legal Framework in 
Government Procurement

●	 The Domestic Review Procedure introduced to improve complaint management on government 
procurement in 2022

Strategy C2: Improving Effectiveness of Project Implementation

Improving Project Delivery Mechanism ●	 The Jawatankuasa Tertinggi Pemantauan RMKe-12, chaired by the Prime Minister established in 
2021

●	 Garis Panduan Penyediaan Kajian Separuh Penggal Rancangan Malaysia Kedua Belas  
(KSP RMKe-12) and Permohonan Projek Pembangunan Tahun 2024-2025 was issued in 2022

●	 130 projects reviewed by Jawatankuasa Kerja Penilaian Outcome in 2021 and the achievement 
of outcomes based on the four categories 
o	 Significantly Exceed Target: 55 Projects 
o	 Exceed Target: 43 Projects 
o	 On Target: 22 Projects 
o	 Below Target: 10 Projects 

Strengthening MyProjek ●	 MyProjek enhanced in 2022 to incorporate states’ priority list of projects 
●	 Various systems such as Public Sector Comparator, Integrated Government Financial 

Management Accounting System (iGFMAS) and Sistem Pengurusan Tanah Persekutuan dan 
Pembahagian Pusaka (MyeTaPP) integrated with MyProjek from 2021

Priority Area C: Enhancing Budgeting and Project Management
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Issues and Challenges
Efforts were undertaken to strengthen public service delivery efficiency and effectiveness in meeting the rising expectations from the rakyat and 
stakeholders. Nevertheless, the improvements are still insufficient to deal with the ongoing issues and challenges. In this regard, main issues and challenges 
which need to be addressed are weak governance, constraints in human capital development, low adoption of digital technology, and unconducive 
environment for organisation and business. Furthermore, limited fiscal space and inefficient project management also need to be addressed.

Weak Governance 
●	 Ambiguity in implementing policy and legislation

●	 Limited enforcement capacity and low compliance rate

●	 Misconduct and corruption
Constraints in Human Capital 
Development 
●	 Limitation in competency-based postings

o	 Challenges in identifying competency gap among 
officers due to unavailability of job specification data

●	 Ineffective management of leadership talent pool due 
to incomprehensive implementation of Public Service 
Leadership Model, and lack of data profiling and succession 
plan for civil servants 

●	 Insufficient data to extrapolate trends on digital literacy 
among civil servants

●	 Lack of required skills among persons with disabilities 
(PWDs) to be appointed in the civil service

Low Adoption of Digital Technology
●	 Underutilisation of MyGovernment portal for online services 

●	 Lack of data sharing 

●	 Lack of commitment to support digital transformation

o	 Low appointment of CDO at federal and states agencies 

o	 Slow development of digital enterprise architecture (EA) in 
public sector organisations

Limited Fiscal Space and Inefficient 
Project Management
●	 Insufficient sources of revenue and narrow revenue base

●	 Mistargeted subsidies causing inefficient allocation of resources

●	 Insufficient allocation of basic development expenditure 

●	 Leakages in procurement process mainly due to direct 
negotiations 

●	 Lack of comprehensive evaluation for off-budget projects 

●	 Resources constraint for infrastructure and public utilities 
maintenance

●	 Ineffective project management

Unconducive Environment for 
Organisation and Business
●	 Overlapping structures and functions of ministries and 

agencies

●	 Unfavourable business environment

o	 Ineffective business facilitation

I

III

V

II

VI
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Way Forward, 2023-2025
During the remaining Twelfth Plan period, the Government will continue to focus on providing efficient and effective public service delivery through 
the whole-of-government approach. This will be undertaken by enhancing value-based governance, enriching human capital, accelerating digital 
transformation, and strengthening institutional and business framework for improved public service delivery efficiency. In addition, efforts in improving 
the effectiveness and efficiency of budget and project management will be strengthened to ensure a more transparent public service delivery that meet 
the expectation of rakyat. 

Strategy A1: 
Improving Accountability and Transparency
Strategy A2: 
Strengthening and Acculturating Integrity in Public Service

Strategy E1: 
Strengthening Budget Management
Strategy E2: 
Improving the Effectiveness of Project Management

Focus Area A:
Enhancing Value-Based Governance

Focus Area E:
Improving the Effectiveness and 
Efficiency of Budget and Project 
Management

Strategy B1: 
Streamlining Job Placement
Strategy B2: 
Priming Premier Leaders
Strategy B3: 
Improving Competency of Civil Servants
Strategy B4: 
Increasing Participation of Persons with Disabilities in  
Public Service

Focus Area B:
Enriching Human Capital in the  
Civil Service

Strategy C1: 
Improving End-to-End Online Services Performance 
Strategy C2: 
Boosting Data Sharing
Strategy C3: 
Facilitating Change and Digital Innovation

Focus Area C:
Accelerating Digital Transformation

Strategy D1: 
Reviewing Structure and Function
Strategy D2: 
Enhancing Ease of Doing Business 

Focus Area D:
Strengthening Institutional and  
Business Framework



2-11
Mid-Term Review of the Twelfth Malaysia Plan

Chapter 2: Enhancing Efficiency of Public Service Delivery

Score in Corruption 
Perceptions Index 
of the Transparency 
International

Selected Targets, 2021–2025
Enhancing Value-Based Governance

 New Target

Enriching Human Capital in the Civil Service

Accelerating Digital Transformation

Civil Servants Mastering 
Digital Competency

Score of Sistem 
Pengurusan Amalan Nilai100%

2025

90%

2025

End-to-End Online 
Federal Government 
Services

Ranking in Corruption 
Perceptions Index 
of the Transparency 
International

Local Authorities Achieve 
4-Star Rating

Introduction of a New 
Integrity Plan

80%

2025

Top 
30

2025

Ranking in Online 
Services Sub-Index 
of the United Nation 
e-Government  
Development Index

Top 
12

2025

62

2025

90%

2025

Integrity 
Plan

2025
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Improving the Effectiveness and Efficiency of Budget and Project Management

Percentage of Fiscal 
Balance to GDP

Minimum Score in Open 
Budget Index of the 
International Budget 
Partnership

-3.5% 

to
-3.0%

2025

61
100

2025

 New Target

Percentage of 
Basic Development 
Expenditure (DE) to Total 
DE Allocation

Sick Projects Exceed 20% 
or 60 Days from Schedule60%

2025

zero

2025

Strengthening Institutional and Business Framework

Score in Government 
Efficiency Sub-Index 
of the IMD World 
Competitiveness Yearbook

Ranking in Government 
Efficiency Sub-Index 
of the IMD World 
Competitiveness Yearbook

Ranking based on Score 
in B-READY 2025 Report

Top 
20

2025

70

2025

Top 
12

2025
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Improving Public Complaints Management

In the remaining Twelfth Plan period, an ombudsman act will be enacted 
and an ombudsman body introduced. The ombudsman act will improve 
enforcement, increase transparency and efficiency in addressing public 
complaints. Meanwhile, the ombudsman body will be empowered to ensure 
that public complaints are duly addressed and resolved.

Enhancing the Function of National Audit 

The Audit Act 1957 [ Act 62 ] will be amended by expanding the duties 
of the Auditor General (AG) to audit companies in which the Government 
has interest in the form of guarantees, investments and loans guaranteed 
by the Government. The amendment will also restrict AG from being 
involved in any activities or committees at federal or state levels. The 
role of Ag as an independent, transparent and professional entity will be 
further strengthened to be on par with the standards of Independence 
of Supreme Audit Institutions and International Organization of Supreme 
Audit Institutions.

Improving Beneficiary Ownership Reporting 
Mechanism 

Provision on beneficial ownership will be reviewed in the Companies Act 
2016 [ Act 777 ] and incorporated in the Limited Liability Partnership Act 
2012 [ Act 743 ], in line with the best practices and international standards. 
These revised and new provisions will emphasise on the beneficial ownership 
reporting framework by defining the ownership of share and control in 
company management as well as updating information and submitting 
annual statements to the company registrar. The implementation of this 
initiative will further enhance transparency in both private and public 
sectors. These revised and new provisions will be tabled in the Parliament 
during the remaining Twelfth Plan period.

Strengthening the Function of the National  
Anti-Financial Crime Centre

The National Anti-Financial Crime Centre (NFCC) will be strengthened to 
coordinate the management of confiscated and disenfranchised property. 
This involves the amendment of the National Anti-Financial Crime Centre 
Act 2019 [ Act 822 ] and other laws under the purview of relevant ministries 
and agencies. In addition, NFCC will outline the proper guidelines and 
develop relevant database to facilitate planning and monitoring to address 
financial leakages and crime.

Focus Area A: 
Enhancing Value-Based Governance
In line with efforts towards a corrupt-free government, it is imperative to 
ingrain value-based governance that incorporates integrity, accountability 
and transparency in the public service to realise the whole-of-nation 
approach. Thus, public service underpinned by respect, trust and 
compassion will boost economic growth and the well-being of the 
rakyat. Two Big Bolds, namely Governance and Institutional Framework, 
and Legislation related to Corruption will be realised in enhancing  
value-based governance. The two strategies to be implemented are 
improving accountability and transparency as well as strengthening and 
acculturating integrity in public service. 

Strategy A1
	

Improving Accountability and Transparency

Strategy A2
	

Strengthening and Acculturating Integrity in 
Public Service

Strategy A1: 
Improving Accountability and 
Transparency 
Strengthening Accountability in  
Political Donation

A new legislation on political donation will be enacted to regulate any 
form of contribution made by individuals and special interest groups.  
This donation will not be confined to only during elections. The legislation 
will be governed by an independent body to ensure all political parties, 
politicians, election candidates and political agents are accountable  
to the rule of law. This law will forbid funding from any foreign entity for 
the purpose of political activities and further improve the transparency 
in the political donation.
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Strategy A2: 
Strengthening and Acculturating 
Integrity in Public Service
Introducing a Comprehensive Governance Act 
for Public Sector
A governance act will be introduced to provide a comprehensive governance 
framework across ministries and agencies in supporting the whole-of-
government approach. In this regard, a study will be conducted to evaluate 
the suitability in enacting the act. This study will also identify the need 
of establishing an independent body in governing and monitoring the 
direction of the proposed act.

Profiling Corruption Traits 
A pilot project using criminogenic profiling will be conducted through 
collaborative efforts between selected agencies and public universities. 
The profiling will determine the corruption tendency of an individual. 
The outcome of this pilot project will determine the use of criminogenic 
profiling as one of the tools to profile corruption traits in the public service.

Developing Integrity Instruments
A pilot study will be conducted to measure the level of integrity in leadership 
for the purpose of career development using the leadership integrity 
profile instrument. In addition, health check instruments on integrity will 
be developed to measure the level of good governance compliance among 
civil servants. The Malaysia Governance Index will also be developed as 
an indicator to measure the national governance performance.

As part of the legislation related to corruption Big Bold initiatives, a 
new integrity plan with the core values of MADANI will be introduced 
in cultivating humanistic values and attitude. A new anti-corruption plan 
will also be introduced that serves as a guideline to all public and private 
institutions on issues related to integrity, governance and corruption. In 
addition, a new legislation on anti rent-seeking will be explored in promoting 
transparency and economic efficiency.

Expanding the Integrity Awareness Programme 

The importance of integrity through multi-layered public awareness 
campaigns in cultivating integrity culture within societies will be carried 
out through various programmes. The Enforcer Integrity Module training 
programme will be extended to all relevant ministries and agencies.  
Additionally, a Corruption Risk Management Training Module will be 
developed as an online learning programme through the e-Pembelajaran 
Sektor Awam portal.

A Community Integrity Building (CIB) programme, implemented in seven 
selected local authorities3, will be expanded to more local authorities. The 
CIB programme is designed to nurture a responsible behaviour within the 
local communities. The implementation of this programme will also improve 
integrity within the local authorities and society.

3	 Dewan Bandaraya Kuching Utara, Majlis Bandaraya Melaka Bersejarah, Majlis Bandaraya 
Subang Jaya, Majlis Perbandaran Sibu, Majlis Daerah Hulu Terengganu, Majlis Daerah 
Limbang and Majlis Daerah Matu & Daro.
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Focus Area B: 
Enriching Human Capital in the 
Civil Service
Enriching human capital enables civil servants to embrace a high-performance 
culture to meet the rising expectations of the rakyat. In this regard, the 
Government needs to invest in the development and enrichment of civil 
servants. The strategies to be implemented are streamlining job placement, 
priming premier leaders, improving competency of civil servants and 
increasing participation of PWDs in the public service.

Strategy B1
	

Streamlining Job Placement

Strategy B2
	

Priming Premier Leaders

Strategy B3
	

Improving Competency of Civil Servants

Strategy B4
	

Increasing Participation of Persons with 
Disabilities in Public Service

Strategy B1: 
Streamlining Job Placement 
Enhancing Competency-Based Placements

Job specification (JS) that describes knowledge, skills level, capabilities and 
competencies requirements for each position will be introduced in every 
agency. The existence of JS will complement the current job description 
for each position which will enhance competency-based placements. Thus, 
the Government will be able to identify manpower requirements, and 
develop subject matter experts and leadership programmes. In addition, 
data profiling of civil servants will be enhanced to enable the heads of 
agencies to assess, identify and groom future leaders based on competencies.

Strategy B2: 
Priming Premier Leaders
Developing Future Leaders 

Efforts will be intensified to develop future leaders in the public service. 
The concept of “leaders create leaders” will be introduced to ensure an 
effective transition of leaders in an organisation and will be incorporated 
in the Sistem Pemantauan dan Penilaian Petunjuk Prestasi Utama for heads 
of agencies. Elements of coaching and mentoring will be enhanced to 
develop outstanding leadership skills and personality traits. In addition, 
a standardised leadership and management module will be introduced to 
all schemes of service.
 

Strategy B3:  

Improving Competency of Civil Servants
Improving Fundamental Competencies 

The assessment process and tools for competencies will be improved 
to further enhance skills and competencies required in preparing future 
ready civil servants. Learning modules including emerging technology, and 
problem-solving and communications skills, will be continuously improved for 
all levels of civil servants. These modules will inculcate good interpersonal 
skills to better serve the rakyat. The upskilling and reskilling programmes 
will also be enhanced through a systematic assessment, based on the Digital 
Government Competency and Capability Readiness framework to address 
competency gap among civil servants. 
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Strengthening Digital Competency 

Measures will be undertaken to ensure civil servants to be digitally savvy. 
In this regard, the CDOs will be tasked to achieve the target of all civil 
servants are digitally competent in 2025 as one of the KPIs. Competency 
assessments will be implemented in all government agencies. Meanwhile, 
engagement sessions on the guidelines and measuring tools of digital 
competency assessment will be carried out.

Implementing Behavioural Insights 

Behavioural Insights (BI) plays a pivotal role in enabling policy makers 
to gain better understanding on human behaviour, hence enhancing the 
efficacy of policy-making. Efforts will be continued in advancing the 
implementation of BI in policy-making by developing local talents among 
civil servants. Awareness programmes will continue to be carried out at 
the federal and state levels. The integration of BI into policy-making will 
enable incorporation of evidence and insights from social sciences that 
are not only effective but also be able to address the diverse needs of 
the rakyat. The incorporation of BI into policy-making will also fosters a 
more citizen-centric governance model.

Strategy B4: 
Increasing Participation of Persons with 
Disabilities in Public Service
Enhancing the Readiness of Persons with 
Disabilities

The Government will continue to encourage more participation of the 
PWDs in the public sector. Skills training programmes will be implemented 
to enhance the skills and readiness of PWDs to be employed in the public 
service through collaboration with relevant agencies and CSOs. Through this 
approach, PWDs will be equipped with specific skills and competencies that 
are aligned with the current and future requirements of the public service.

Focus Area C: 
Accelerating Digital Transformation
Swift changes in digitalisation create an urgent need to accelerate digital 
transformation in enhancing the efficiency of public service delivery. 
In this regard, the Government will accelerate digitalisation initiatives 
through Government Technology (GovTech) to modernise public service 
delivery that stresses on the importance of universally accessible citizen-
centric public service. A description on GovTech in Malaysia is as shown in  
Box 2-1. GovTech is one of the initiatives under the Big Bold Digital-and 
Technology-Based Industry. Under this Big Bold, the implementation of 
the National Digital Identity will also be expedited. In addition, strategies 
on improving end-to-end (E2E) online services performance, boosting data 
sharing, and facilitating changes and digital innovation will be implemented. 

Strategy C1 	 Improving End-to-End Online Services 
Performance

 

Strategy C2
	

Boosting Data Sharing

Strategy C3
	

Facilitating Change and Digital Innovation
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Strategy C1: 
Improving End-to-End Online Services 
Performance 
Strengthening Digital Services 
The Government will continue to strengthen digital services by encouraging 
the use of Government Service Catalogue. This Catalogue will provide a 
clear guide of categories for Government services4 and serve as the basis 
for ministries and agencies to meet the requirement of online services. 
The usage of this Catalogue will enhance the quality and efficiency as well 
as increase the percentage of E2E online services in the public sector. 

Strategy C2: 
Boosting Data Sharing
Developing Data Repository on Households
A socioeconomic data repository on households, known as Pangkalan Data 
Utama (PADU) will be developed to facilitate distribution of a more targeted 
subsidy and assistance. PADU is an initiative under the Big Bold Targeted 
Subsidies. Near real-time micro data on individuals such as demography, 
income and social assistance will be captured in this platform as a reference 
to government agencies. In addition, PADU will provide access to enable 
individuals to review and update personal data. In this regard, the Government 
will ensure data confidentiality and security are protected. 

Strengthening Regulatory Framework on 
Data Sharing
The introduction of Omnibus Act will govern data sharing and cloud 
storage. This act will enable the revision of agency internal regulations 
and policies in supporting data sharing and digitalisation requirements. In 
addition, impact studies on the implementation of Dasar Perkongsian Data 
Sektor Awam and the National Data Sharing Policy will be conducted to 
identify gaps in implementation and the effectiveness of these policies 
in encouraging data sharing. Engagement at the federal and state levels 
will continue to be conducted, focusing on awareness and value creation 
of data sharing.

4	 The service categories are based on government-to-business (G2B), government-
to-citizen (G2C), government-to-employee (G2E) and government-to-government 
(G2G).

Strategy C3: 
Facilitating Change and Digital 
Innovation 
Improving the Effectiveness of Change  
Management in Organisations

The appointment of the CDOs is to accelerate digital transformation and 
promote digital-driven work culture across all ministries and agencies 
by referring to Panduan Pengurusan Perubahan Sektor Awam. CDO will be 
responsible to spearhead initiatives on digital technology, data governance 
and digital literacy in organisation. Continuous efforts will be undertaken 
to ensure CDOs will be appointed in all federal and state agencies.  
In addition, awareness and promotion programmes will be targeted  
for all levels, especially top management to expedite digital transformation 
agenda.

Expanding the Development of Enterprise 
Architecture

In ensuring efficiency and effectiveness of business operations, all ministries 
and agencies will be urged to develop EA. Public Sector Enterprise  
Architecture Master Plan will serve as the main guideline for ministries 
and agencies in aligning business and technology strategies. In this regard, 
an assessment on the effectiveness of adopting EA in the public sector 
will be carried out. 

Driving Creativity, Innovation and Value to 
the Rakyat

Rangka Tindakan Inovasi Sektor Awam will serve as a policy in promoting 
creativity and innovation in public service. In this regard, a circular on this 
innovation policy will be issued. Ministries and agencies will be encouraged 
to adopt the existing value creation concept through customers engagement 
sessions in ensuring satisfaction and seamless experience to the rakyat. 
In addition, the development of service delivery application systems  
by ministries and agencies will incorporate expectations and needs of 
the rakyat.
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Box 2-1
Driving Transformation Through Govtech

What is GovTech?
Government Technology (GovTech) is a whole-of-government approach to 
public sector modernisation. GovTech emphasises on three aspects, namely 
universally accessible citizen-centric public service, digital government 
transformation as well as simple, efficient and transparent government 
systems. GovTech initiatives are reshaping the operations of the government 
and interactions with the citizen, leading to a more empowered and 
participatory society.

GovTech initiatives facilitate governments to modernise service delivery 
by leveraging on emerging technology. It enables the government to adopt 
data-driven decision-making and optimise resource allocation as well 
as provide current information and online services to the stakeholders. 
Adoption of technology is becoming more important post pandemic to 
ensure uninterrupted service delivery. Hence, more countries are advancing 
GovTech to enhance governance and service delivery, promote citizen 
participation and address socioeconomic challenges. 

GovTech Maturity Index
GovTech Maturity Index (GTMI) is an assessment tool developed by the 
World Bank to measure the adoption of GovTech. GTMI measures the state 
of four GovTech focus areas in 198 economies using 48 key indicators. The 
four GovTech focus areas are Core Government Systems, Public Service 
Delivery, Digital Citizen Engagement and GovTech Enablers.

In 2022, Malaysia was placed as one of the GovTech leaders in group A 
scoring 0.793, above average score of 0.552 for 198 economies based 
on the GTMI as shown in Figure 1. Out of the four focus areas, Malaysia 
showed excellent performance in the Public Service Delivery Index and 
Core Government Systems Index. This achievement is a result of several 
key digital Government programmes, such as the MyGovCloud, the Malaysia 
Government Central Data Exchange, core public finance management 
systems and the MyGovernment online service portal.

Figure 1
Malaysia Score in GovTech Maturity Index 
(GTMI) 2022

Public Service Delivery Index
0.904
9 indicators

govtech 
Enablers 
Index
0.769
16 indicators

Digital Citizen 
Engagement Index

0.671
6 indicators

core 
Government 

Systems Index
0.827

17 indicators

The Malaysia GovTech Landscape

Malaysia has started early in introducing electronic government through 
flagship applications under the Multimedia Super Corridor in 1996. Since 
the commencement, the implementation of flagship applications faced 
issues and challenges that slowed down the progress. Rapid development 
of digital technologies has changed economic landscape which enticed the 
Government to embark on a new digitalisation agenda. The Government 
formulated the Malaysia Digital Economy Blueprint which outlines 
strategies and initiatives to accelerate the growth of digital economy. Six 
strategic thrusts were identified in which the first thrust is to drive digital 
transformation in the public sector. In this regard, the Government has 
expedited implementation of various existing and new GovTech strategies 
and initiatives. Some notable initiatives based on GTMI focus areas 
implemented by the Government include:

Malaysia 
Overall 

Score: 0.793

Source: GTMI Report 2022, World Bank
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1.	 Core Government Systems

	 GovTech initiatives improve interoperability and enable shared digital 
platforms through whole-of-government approach. In this regard, the 
Government introduced the Public Sector Enterprise Architecture 
Master Plan as a guideline for ministries and agencies to leverage 
technology in improving service delivery efficiency. In addition, the 
Government established cloud platforms, namely MyGovCloud@PDSA 
and Government Hybrid Cloud which are available for government 
entities. These platforms enable ministries and agencies to leverage 
scalable and secure infrastructure, and facilitate the hosting of digital 
services and applications.

2.	 Public Service Delivery

	 GovTech initiatives aim to streamline administrative processes, reduce 
bureaucracy and enhance service efficiency. Online portals and digital 
services enable the rakyat to access Government services easily and 
conveniently, saving time and effort. Notably, federal agencies such 
as the Ministry of Local Government Development, the Immigration 
Department of Malaysia and the Road Transport Department Malaysia 
have played a pivotal role in ensuring seamless accessibility, resulting in 
record high user satisfaction. In addition, the Government also recognises 
the value of data from public participation in making informed decision. 
The Open Data Initiative, spearheaded by the Malaysian Administrative 
Modernisation and Management Planning Unit (MAMPU), promotes 
data sharing with the public. This initiative encourages transparency, 
accountability, and citizen engagement by providing access to government 
data for research, analysis, and innovative solutions. Portals such as 
the MyGovernment and the Government Open Data have provided 
accessibility to online government services and comprehensive datasets. 

3.	 Digital Citizen Engagement

	 GovTech platforms provide avenues for public participation, encourage 
feedback, and promote collaboration between the Government and the 
rakyat. These platforms foster trust, inclusivity and a sense of public 
ownership, leading to a more responsive and rakyat-centric policies. 
The Unified Public Consultation, Sistem Pengurusan Aduan Awam and 
continuous engagement by respective ministries and agencies through 
various social media platforms with the rakyat, serve to provide feedback, 
opinions and policy discussions. 

4.	 GovTech Enablers

	 The Government has been actively driving digitalisation agenda 
across sectors through various enablers such as the Malaysia Digital 
Economy Blueprint, the National Fourth Industrial Revolution (4IR) 
Policy and Pelan Strategik Pendigitalan Sektor Awam. The implementation 
of 4IR policy is supported by the deployment of 5G technology that 
enables faster and more reliable connectivity in adopting emerging 
technologies such as artificial intelligence, internet of things and big 
data analytics. In addition, the Government will implement Omnibus 
Act to facilitate data sharing across ministries. These enablers have 
provided a conducive ecosystem in implementing GovTech initiatives 
efficiently and effectively. 

The Need for Coordinated Strategy and 
Governance 

Currently, GovTech initiatives are being implemented by various agencies 
resulting in suboptimal outcomes. It is imperative to adopt a well-coordinated 
and holistic approach through GovTech in accelerating modernisation 
of public service delivery. This requires a centralisation of planning, 
coordination and monitoring of GovTech initiatives in line with the whole-
of-nation approach. In this regard, GovTech Malaysia will be established. 
In addition, the Government will provide a conducive environment to 
implement GovTech initiatives. Concerted efforts will be undertaken 
in streamlining EA, improving digital competency in the public sector  
as well as providing the supportive digital infrastructure. Furthermore, 
awareness and willingness to change among civil servants is pivotal in 
ensuring the success of GovTech. As Malaysia embraces GovTech, the 
Government will further harness the potential of advanced technology in 
creating a more efficient and rakyat-centric government, ultimately paving 
the way for a digitally empowered nation. 



Mid-Term Review of the Twelfth Malaysia Plan
Chapter 2: Enhancing Efficiency of Public Service Delivery2-20

Empowering the Special Task Force on Agency 
Reform 

The governance and institutional framework Big Bold initiatives also 
emphasised efforts in enhancing the role of the Special Task Force on 
Agency Reform (STAR). This task force is specifically designed to improve 
effectiveness and efficiency of public service delivery in line with aspirations 
and emphasis on MADANI. Among the key initiatives planned include 
expediting the upgrading of dilapidated schools, adoption of cashless 
payment methods and improving ease of doing business.

Strategy D2: 
Enhancing Ease of Doing Business 
Promoting Favourable Business Ecosystem

Procedures and regulations that are burdensome will be simplified, while 
that of outdated will be reviewed to improve governance and administrative 
procedures. Approval committees as well as procedures for business 
registration and obtaining permits and licenses will be streamlined to reduce 
time and cost. The investor protection mechanism will be strengthened and 
corporate governance practices will be promoted through enforcement of 
existing regulations. Additionally, efforts will be undertaken to enhance 
transparency as well as provide clear and reliable mechanisms for dispute 
resolution. Meanwhile, initiatives for digital innovation will be introduced to 
accelerate adoption of digital technologies among ministries and agencies. 
These initiatives will ensure a business-friendly governance and regulations, 
which will attract more investments and technology startups. 

A new framework to identify and encourage continuous improvements  
in developing business enabling environment for ease of doing business  
will be adopted by Malaysia in 2024. In this regard, Malaysia will participate 
in Business Ready (B-READY) project that assesses competitiveness  
of business environment of the country. The assessment will focus  
on regulatory framework, public service and efficiency with introduction 
of indicators to assess business and investment climate throughout  
the life cycle of businesses. Adoption of digital technology and  
environmental sustainability are among the aspects that will be captured 
in the assessment.

Strategy D1
	

Reviewing Structure and Function

Strategy D2
	

Enhancing Ease of Doing Business 

Focus Area D: 
Strengthening Institutional and 
Business Framework 
Firm institutional and business frameworks are vital in ensuring the efficiency 
and effectiveness of public service delivery. In this regard, concerted 
measures will be undertaken to strengthen the institutional framework 
in reducing bureaucracy. Meanwhile, the Government will also provide 
a more favourable business environment by focusing on ease of doing 
business. The implementation of these measures will unlock significant 
benefits, such as increased productivity, improved service quality and 
greater satisfaction of the rakyat. 

Strategy D1: 
Reviewing Structure and Function
Streamlining Structure and Function of 
Ministries and Agencies 

The Government will continue to enhance efficiency of public service by 
further reviewing and streamlining the structure and functions of ministries 
and agencies as one of the Big Bold initiative of governance and institutional 
framework. This initiative will reduce overlapping and clearly define functions 
of agencies in the public sector. Efforts will be undertaken by conducting 
engagement sessions with relevant ministries and agencies to re-evaluate 
the existing roles and functions. In addition, measure will be undertaken to 
review existing laws and outdated legislations. In addition, the Government 
will also strengthen the roles and functions of agencies responsible for 
legislature as well as management of whistleblower protection.
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Focus Area E:  
Improving the Effectiveness and 
Efficiency of Budget and Project 
Management 
The Government remains committed to improve effectiveness and efficiency 
of budget management to enhance fiscal sustainability. In addition, existing 
measures will be enhanced, while new measures will be introduced to 
ensure effective project management. These improvements will accelerate 
project implementation as well as provide direct benefits to the rakyat. 

Initiatives under the Big Bold targeted subsidies will focus to establish a 
more targeted subsidy framework under PADU. At the initial stage, emphasis 
will be given to subsidies for electricity, diesel and petrol. Savings from 
subsidies retargeting will be utilised to fund socioeconomic projects and 
programmes, benefitting the rakyat.

Reprioritising Development Expenditure 

The basic DE allocation will be increased to at least 60% of the total 
annual DE allocation, compared to the current 50%. This will provide 
more opportunities for the implementation of people-centric, strategic 
and high-impact projects. Towards this end, the Government will ensure 
that the distribution of DE allocations has an impact on economic growth  
as well as improve regional balance, in line with the development  
aspirations.

Strategy E1
	

Strengthening Budget Management

Strategy E2
	

Improving the Effectiveness of Project 
Management

5	 Unutilised financial resources in the form of cash and cash equivalents originating 
from government allocations.

Strategy E1:  
Strengthening Budget Management
Improving Revenue Generation and Retargeting 
Subsidy
The Government will implement Big Bold Fiscal Sustainability and Financial 
System to maximise national revenue generation by diversifying tax resources, 
broadening tax base as well as adopting digitalisation and technologies. In 
congruent with this initiative, an electronic invoicing system will be introduced 
in phases and a rule based on two pillar approach will be implemented to 
address base erosion of tax and profit shifting. These measures are expected 
to prevent tax avoidance by eligible individuals and cross-border tax evasion 
by companies. In addition, a special voluntary disclosure programme will be 
implemented to encourage declaration of unpaid taxes and underestimated 
or erroneous tax declaration. Moreover, excess funds5 under federal statutory 
bodies and Government-linked companies will be repurpose for development 
programmes and projects. 
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Enhancing Procurement Legal Framework

The policy on government procurement will continue to emphasise on 
open tendering option to ensure an efficient and transparent procurement  
as well as cost-effective project implementation. For this purpose, the fiscal 
sustainability and financial system Big Bold initiative on accelerating the 
formulation of the government procurement act will be implemented to 
improve the procurement system. In addition, the Government will amend 
the Financial Procedures Act 1957 [ Act 61 ] to incorporate clauses on 
procurement practises including direct negotiation practises to better 
manage procurement process.

Establishing a Single Window Mechanism

Efforts will be undertaken in enhancing the off-budget projects’ assessment 
including Public-Private Partnership (PPP) project through a single window 
mechanism to improve development project planning, decision-making and 
monitoring. In this regard, MyProjek system will serve as a single window 
to manage all development projects. In addition, the implementation 
and financing models for PPP projects will be reviewed to introduce the 
Public-Private Partnership Master Plan 2023-2032 that provides a new 
policy direction based on the user-pay model. 

Enhancing Maintenance of Government Assets

A more sustainable mechanism to finance the maintenance of assets will be 
explored, among others through adopting a strategic procurement model 
based on the principle of life cycle cost to extend asset lifespan in the 
long run. This mechanism will include initiatives on exploring the usage 
of PPP user-pay model and establishing a special fund for maintenance. 
In this regard, a guideline will be issued to enable a more sustainable 
management of national assets and facilities.

Strategy E2:  
Improving the Effectiveness of Project 
Management 
Improving Project Planning and Implementation

The project planning stage will be improved by enhancing the MyProjek 
system to integrate the VAE process, which includes ACAT, VMS and GN0 
to verify project requirements, viability and costs. The MyeTaPP system will 
also be integrated with the MyProjek system to ensure land is available 
and free from any encumbrances. Meanwhile, emphasis will be given to 
prioritise the use of land in the land bank rather than acquiring new land.

A more effective implementation of projects and costs through a decentralised 
approach will be adopted as one of the initiatives under the Big Bold fiscal 
sustainability and financial system. As such, the implementation of small-
scale projects such as village roads, public toilets and drainage as well as 
maintenance and repair of dilapidated schools and clinics will be accelerated. 
In this regard, exemption from existing rulings under the Treasury Instruction 
(AP) 182 which requires technical departments, namely Department of Public 
Works and Department of Irrigation and Drainage to be the implementing 
agencies for all federal projects, will be continuously reviewed in allowing 
ministries and agencies as well as state and local governments to implement 
small-scale projects without having to refer to the technical departments. In 
addition, Inisiatif Kemudahan Rakyat will be promoted for the public to apply 
small-scale projects directly to all ministries and agencies. 

Extension of time for projects will be monitored and managed in a more 
stringent manner to minimise delay and reduce cost overrun. Provision 
under the Malaysian Construction Industry Development Board Act 1994  
[ Act 520 ] and circulars on government procurement with regard to 
registration, appointment and termination of contractors will be strengthened. 
An operational readiness and outcome delivery assessment mechanism will 
be strengthened to assess all completed development projects. In addition, 
projects that failed to takeoff for a protracted period will be cancelled to 
address the issue of delay in project implementation.
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Conclusion
During the review period of the Twelfth Plan, various transformative efforts have been 
implemented in the public sector to strengthen service delivery by developing high-performing 
civil service, advancing whole-of-government approach and enhancing budgeting and project 
management. Nonetheless, the public sector continues to face challenges in areas of good 
governance, talent development, digital technology adoption, organisational and business 
environment as well as project management. Moving forward, the public service will remain 
as the enabler through a whole-of-nation approach, in achieving the aspirations of Malaysia 
MADANI. The Government will further strive to attain high-performing public services  
by enhancing value-based governance, enriching human capital, accelerating modernisation 
through digital transformation, strengthening institutional and business framework  
as well as improving the effectiveness and efficiency of budget and project management. 
These efforts will be essential in realising the theme of ‘Sustainable, Prosperous and  
High-Income’ in the remaining Twelfth Plan period.



Mid-Term Review of the Twelfth Malaysia Plan
Chapter 2: Enhancing Efficiency of Public Service Delivery2-24

3
Chapter


