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GOVERNANCE IN CONTEXT OF 

MALAYSIAN PUBLIC SERVICE  

 The procedure of a Minister, the Chief 

Secretary, Head of Department, Chief 

Executive and officers at all levels of 

management in discharging their 

responsibilities in a transparent, 

accountable and prudent in terms of 

decision making and the delivery of 

outcomes.  

 

 The structure, including the culture, 

policies, strategies and procedures 

when they are dealing with various 

stakeholders  

 

 The process  on how public agencies 

are directed, controlled and held to 

implement the agreed objectives. 

Definition 
 

 

Service 

Delivery 

Performance 

 

 Focus of  

Good 

Governance 

 

 Rules and 

Regulation 

Compliance 
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 PRINCIPLES OF GOOD GOVERNANCE 

IN MALAYSIAN PUBLIC SECTOR 

INTEGRITY 

ACCOUNTABILITY 

STEWARDSHIP 

TRANSPARENCY RESPONSIVE 

ENGAGEMENT 

EFFECTIVE AND 
EFFICIENT 
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Rightsizing the civil service  – 

 consistent to its roles and function  

 

TRANSLATING GOOD GOVERNANCE: 

PUBLIC MANAGEMENT REFORM 

 

STRENGTHENING THE STRUCTURE 1980s 

IMPROVING SYSTEMS & PROCEDURES  

 

Online  Application 

E-Government 

Business Process Reengineering 

Service Recovery 

Client’s Charter 

Managing Public Complaints 

Quality Control Circles 

MS ISO 9000 

Total Quality Management 

Work Procedure 

Productivity Improvement 

 

 

 

 

1990s – now 
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 Code of Conduct 

for the Civil 

Service 

 Guideline for 

Excellence 

Service  Clean, Efficient and Trustworthy  

Campaign 

 Assimilation of Islamic Value 

 Leadership by Example 

 Excellent Work Culture Movement 

•  The 12 Pillars  

 Public 

Service Ethos 

 CTI-PCI 

TRANSLATING GOOD GOVERNANCE: 

PUBLIC MANAGEMENT REFORM  

 No Wrong Door Policy 

 Citizen Centric Customer 

Service 

 1Malaysia: People First 

Performance Now 

Slogan 

BUILDING THE VALUES 
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ETP 
 

VISION                   

National Transformation 
 

STRATEGIC REFORM 

INITIATIVES NO.4: 

STRENGHTHENING OF 

THE PUBLIC SECTOR 

Improve decision-making process 

Improve service delivery 

Reduce ‘friction cost’ 

Provide a safety net to facilitate a smooth transition 

Strengthen public finance management 

TRANSLATING GOOD GOVERNANCE:  

NATIONAL TRANSFORMATION 

 

6 



Reducing 

Crime 

Fighting 

Corruption 

Improving 

Student 

Outcome 

Raising 

Living 

Standards of 

Low Income 

Household 

Improving Rural 

Development 

Addressing Cost of Living 

NKRA: To improve the socio-economic growth of 

Malaysians. 

Improving 

Urban 

Public 

Transport 

Priorities that matter 

most of the citizen 

Delivering fundamental 

changes on a nationwide 

basis 

 

THE STRUCTURE 

National 

Key Result 

Area 

(NKRA) 

Ministrial 

Key Result 

Area 

(MKRA) 

TRANSLATING GOOD GOVERNANCE: 

GOVERNMENT TRANSFORMATION PLAN 
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http://www.pemandu.gov.my/gtp/annualreport2012/


 
 

 

 Audits on all Federal Government 

Ministries, Departments &Agencies 

and the State Governments  (536) 

 Auditor General’s Report is tabled in 

Parliament and State Legislatures 

annually 

 

 

 

 

 Independent, transparent and 

professional body to manage the 

nation’s anti-corruption efforts 

 Strategies:  

 enforcement, 

 community education   

 prevention 

 

 

 Coordinating agency for the 

implementation of the National 

Integrity Plan (NIP) 

 Main objective :  

develop a nation of high integrity, 

that is resilient and embraces 

universal good values.  

 

 
 Centre for public complaints and 

responsible for the implementation for 

the public complaint handling system. 

• resolving complaints  

• obtaining opinion from the public 

on the Government’s policies and 

programmes 

 

 

 

Roles of 

Agencies 

National Audit Department 

of Malaysia (NAD) 
Malaysia Anti Corruption 

Commission (MACC) 

Malaysia Institute of 

Integrity (MII) 

 

Public Complaint Bureau 

(PCB) 

 

TRANSLATING GOOD GOVERNANCE:  

ROLES OF AGENCIES 
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Special Cabinet Committee 

on Integrity of Government 

Management (JKKMKPK)  

Committee On Integrity 

Governance (CIG/JKTU) 

 

 

 

• Chaired by Prime 

Minister 

• 7 TOR to consolidate 

the integrity of 

management and 

administration, 

enhance good 

governance and lessen 

red tape: 

 Policy and 
Legislation 

Systems and 
Procedures 

Good Values 
and Code of 

Ethics  

Customer 
Management  

Internal 
Control  

Detection, 
Prevention and 

Corrective 
Action 

Reward and 
Recognition  

Panel For Service Delivery 

Monitoring  

(PANEL 3P) 

• Federal, state and district 

level 

• 7 TOR: 

 
Policy and 
Legislation 

Systems and 
Procedures 

Good Values 
and Code of 

Ethics  

Customer 
Management  

Internal 
Control  

Detection, 
Prevention and 

Corrective 
Action 

Reward and 
Recognition  

 

 

monitor the 
implementation of 
initiatives aimed at 
improving service 

delivery 

resolve issues that may 
affect the 

implementation of 
government initiatives 

ensure fast, efficient 
and effective service 

delivery to the citizens 
and private sector. 

 

Chaired by Chief 

Secretary to the 

Government 

  

TRANSLATING GOOD GOVERNANCE: 

ESTABLISHMENT OF COMMITTEES 
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Special Task Force To Facilitate 

Business (PEMUDAH) 

• 7 February 2007 

• Reporting directly to the Prime Minister. 

• Team comprises 23 highly respected 

individuals from private and public 

sectors 

• Review public service delivery system 

(process, procedure, legislation) and 

propose new policies, benchmark best 

practice to improve efficiency & 

effectiveness. 

 

 

Performance Management and 

Delivery Unit (PEMANDU) 

• 16 September 2009 – 

under Prime Minister's 

Department 

• Oversee implementation 

and assess progress of 

 

        and 

 

 

• Facilitating & supporting 

delivery of NKEAs, 

NKRAs & MKRAs/  

 

 

TRANSLATING GOOD GOVERNANCE: 

ESTABLISHMENT OF TASK FORCE 
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Integrated Human Capital and Talent Development Framework for 

Malaysia 

TRANSLATING GOOD GOVERNANCE : 

HIGH PERFORMANCE HUMAN CAPITAL 
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Public Private Partnership (PPP) 
 

 

TRANSLATING GOOD GOVERNANCE : 

COLLABORATION AND PARTNERSHIP 

Raise additional 
finance in an 

environment of 
budget restrictions 

Make the best use of 
private sector 
operational 

efficiencies to 
reduce cost 

Increase quality to 
the public 

Speed up 
infrastructure 
development 

Advantages To The Public Service 
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TRANSLATING GOOD GOVERNANCE : 

COLLABORATION AND PARTNERSHIP 
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Police Army 

TRANSLATING GOOD GOVERNANCE : 

COLLABORATION AND PARTNERSHIP 
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Bolstering ICT development 

 

Public Sector ICT Vision 

 

 
Pervasive Use of ICT towards  A Citizen-Centric  

BUSINESS GOVERNMENT CITIZEN OTHERS 

SMS WAP WEB IVR MOBILE COUNTER EMAIL 
SOCIAL 

MEDIA 
CHANNEL 

myGovernment Portal National Single Window Agency’s Portal 

GATEWAY 

Online Services Paperless Initiatives Back Office Application 

KNOWLEDGE MANAGEMENT HUB 

ENABLING ENVIRONMENT 

 

Leadership & 

Coordination 

Intellectual Property Policy/Legislation People & Culture R&D & Innovation 

Infrastructure & 

Standard  I
 C

 T
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Public Sector ICT Framework 

 Whole of Government Public Service 

TRANSLATING GOOD GOVERNANCE : 

BOLSTERING ICT DEVELOPMENT 
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TRANSLATING GOOD GOVERNANCE : 

INNOVATION 
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http://www.malaysia.gov.my/
http://www.mymobile.gov.my/web
http://www.malaysia.gov.my/1-malaysia-one-call-centre
http://open.bless.gov.my/
http://info.mampu.gov.my/myid_info/
http://www.myidentity.gov.my/
https://www.myemail.my/
http://myideas.aplikasi.my/
http://myprocurement.treasury.gov.my/
http://nbi.skmm.gov.my/
http://www.myhealth.gov.my/
http://ssm-mycoid.com.my/


THE CHALLENGES  

• Public decision-making has to involve citizen 
participation as the public is no longer willing to sit back 
and be content with the service provided to them. The 
voice of the public must be heard in deciding public 
policies or programmes. On the other hand this might 
sometimes delay the policy  implementation  

Increasing 
demand for 

citizen 
participation 

• Sometimes it is difficult getting the buy-in for 
policy implementation as it is not well 
communicated to the agencies at grass-root 
level, especially those at the district. 

Policies are not 
well 

communicated. 

• Some initiatives not successful due to 
inadequate mindset change management 
programme. 

Insufficient 
Change 

Management 
programmes 
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THE CHALLENGES  

• There are over 3,000 regulatory procedures 
weighing heavily on businesses, administered by 
about 900 agencies, at federal and state levels. 
We need to have “Better Regulations” or 
modernising business regulations - simpler, 
fewer, and better rules. 

Reengineering and 
Streamlining of 

Current Processes 

• Process and procedures are sometimes difficult 
to be reengineered, as they are bind by different 
enactment. Thus to make a standard  processes  
for the relevant agencies sometimes is difficult, 
as there is need to change the law. 

Different rules and 
regulations used  by 
different state 

• Finite resource allocation sometime made it a 
challenge to make decision regarding the 
prioritization of budget and manpower 
allocations. 

Finite resources  
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THANK YOU 
TOGETHER WE TRANSFORM 

MALAYSIAN ADMINISTRATIVE MODERNISATION AND 
MANAGEMENT PLANNING UNIT (MAMPU) 

PRIME MINISTER’S DEPARTMENT, MALAYSIA 
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