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Can we improve public service delivery through 

enhanced citizen’s participation? 















2 Paradoxes 



Areas of Reform Nature of Reforms 

Structural/Institutional Aspects Restructuring of Public Sector Agencies 

Merger of State Administrative Services with Federal Civil Services 

Implementation of Privatisation Policy since 1983 

Procedural Matters Revision of Service Delivery Systems and Processes 

Improvements In Counter Services 

Introduction of New Application Forms; Establishment of One-stop Services Centres 

Introduction of Public Service Networks (PSN) 

Personnel Management Introduction of New Remuneration System(NRS),1992 

The New Performance Appraisal System,1992 

Malaysian Remuneration System,2002 

Financial and Budgetary Issues Introduction of Modified Budgeting System (MBS) 

Introducing Micro-Accounting System 

Adoption of Standard Accounting System for Government Agencies (SAGA) 

Quality & Productivity Focus Quality Assurance Circles 

Adoption of Total Quality Management 

Establishment of Quality Assurance Units 

Adoption of MS ISO 9000 Series 

Implementation of Benchmarking 

Public Integrity & Accountability Introduction of the Client’s Charter,1993 

Strengthening of Anti Corruption Agency (ACA),1997 

Establishment of Management Integrity Panels at all levels 

Introduction of “Meets the Clients Programme” 

ICT & Electronic Service Delivery Establishment of Multi-media Super Corridor 

E- Services Programme 

E-Procurement 

Telehealth Scheme & Multipurpose Card 

Electronic Labour Exchange Scheme 

E-Public Services (E-PS) 



Sector No. of Complaints % of Complaints 

Local Authority 1,638 33.44 

Public Amenities 1,321 26.96 

Services 510 10.41 

Land 313 6.39 

Others 265 5.41 

Environment 254 5.18 

Housing 199 4.06 

Security 139 2.84 

Welfare 105 2.14 

Finance 57 1.16 

Health 28 0.57 

Legal 26 0.53 

Education 17 0.35 

Nationality 13 0.27 

Agriculture 13 0.27 

Foreign Affairs 1 0.02 

Total 4899 100 

Source: Biro Pengaduan Awam Malaysia (2013) Lapuran Tahunan 2012, Kompleks Jabatan Perdana Menteri, Putrajaya, pg.55 

Issues affecting Local Authority and Public Amenities constitute 60% of complaints 
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1985 2005 % Increase 

Federal Govn 

Employees 

424,000 1,040,000 145.3 

State Govn 

Employees 

90,000 105,600 17.3 

Local Govn  

Employees 

50,000 54,000 8.0 

The Federal Government has grown more than other levels of government 
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  Rolls Royce of Reform - Local Decentralization 

Local Government Elections 

+ 
Systems of Citizen Planning & Feedback 



  Principle of Subsidiarity  

• Issues should be dealt with at the level that is most appropriate for 

their resolution. 

• More Efficient Decisions.   

• More Effective Decisions 



  The 3 Fs of Decentralization 

Finance   
Revenue generation and expenditure. Requires careful reorganization 
and thinking 
 
Functions 
Subsidiarity in action 
 
Functionaries 
Hierarchy of bureaucracy with clear lines of authority to the 
appropriate level of government 



Challenges of Elected Local 
Governments 

• Clientelism 

• Corruption 

• Lack of regular 
feedback from citizens 



Fill in the blank space between elections 

• FEEDBACK LOOP BETWEEN CITIZENS AND GOVERNMENT 

• Participatory Budgeting:  Neighborhoods to wards to city.  Citizen groups 
prioritize at every level, priorities are matched with appropriate budget 
lines. Officials commit to the plans. Officials are judged on the execution of 
those plans. 

• Regularly Scheduled town Hall Meetings 

• Online Planning Systems  

• Grievance Redressal 

• Participatory Data Collection and Use: Crowd Soured Data on Living 
Standards.  Citizen Report Cards.  Useful for planning and monitoring and 
democratizing data availability and use.   



  Form citizen bodies with teeth  

• Parents Committees with teeth (Hire/Fire Teachers, Control School 
Budgets) 

• Users Groups that govern common property – parks, playgrounds, 
grazing grounds etc. 

• Citizen Consultation Groups: To obtain feedback on issues made by 
the center that affect citizens.  E.g. Shutting off the water supply. 

 

 



Some general thoughts  

• Should not have local government elections without citizen feedback 
loops 

• But can have citizen feedback loops as a first step towards local 
democracy  

• Innovations in online participation – e.g. Estonia.  

• Given improved digital infrastructure, Malaysia can be a pioneer in 
this  


