aviSESE FIMIVIAS N B 0

e

GOVERNMENT OF MALAYSIA

p—



CONTENTS

CONTENTS
LIST OF TABLES
LIST OF FIGURES

CHIEF SECRETARY TO THE
GOVERNMENT

INTRODUCTION

SECTIONI - TOWARDS AN ELECTRONIC
CIVIL SERVICE

Multimedia Super Corridor
MSC Flagship Applications
Flagship Application Documents
Implementation Mechanism
Cyber Laws

Preliminary Steps in the
Implementation of Electronic
Government

CSL Gateway
The Year 2000 Problem

SECTION IT - IMPLEMENTATION OF
MS IS0 9000

The ISO 9000 Concept

Objective of Implementing
MS ISO 9000

Page

viii

xi

42
46

33

53
54



SECTION III

vi

MS ISO 9000 Implementation
Steps

Development Administration
Circolar Letter No. | of 1997

MS 150 9000 Consultancy
Services

Progress of MS 150 9000
Implementation

PROGRESS OF REFORM
PROGRAMMES

Providing Customer-oriented
Services

Total Quality Management
Client’s Charter
Counter Services
Quality Control Circles
[nnovation
Improving Systems and Work
Procedures
Simplifying Work Processes
Streamlining Records
Management
Strengthening Public-Private
Sector Cooperation
Malaysia Incorporated

Privatisation

Page
56

63

66

67

71

73

73
97
104
109
122

133

133
139

143

143
i50




Page

Improving Organisational 157
Structures and Human
Resource Management

Rightsizing the Civil Service 157

Human Resource Management 165
Enhancing Accountability in 185
the Public Sector

Upgrading the Integrity of 185
Government Management

Streamlining Financial 193
Management
Ilmproving Productivity 201
Measurement

Strengthening the Management 212
of Public Complaints

SECTION IV - THE AGENDA FOR 1998 221

vii



No.

2.1

3.1

3.2

33

34

3.5

3.6

37

38

39

3.10

3.11

Vil

LIST OF TABLES
Table
MS ISO 9000 Implementation Steps
Evaluation Criteria for the Prime
Minister’s Quality Award and the Public

Service Quality Award

SOCSO Client’s Charter Monitoring
Method .

Chemistry Department Client’s Charter
Monitoring Method

Evaluation Criteria for QCC Projects

Differences Between the Task-Achieving
and the Problem-Solving Approaches

Criteria for the Public Service Innovation
Award 1997

Projects/Entities Privatised and
Corporatised in 1997

The Establishment and Abolishment of
Posts by Sectors (1992-1997)

Restructuring of Public Sector Agencies
until 1997

Public Sector Establishment 1989-1997

Public Sector Personnel 1989-1997

Page

57

83

102

102

119

120

123

152

160

161

163

164



No.
3.12

3.13

3.14

No.

1.1

1.2

2.1

22

3.1

Table

Breakdown of Disciplinary Punishment
Cases (up to August 1997)

Membership of the Special Cabinet
Committee on the Integrity of
Governmel}t Management

Rate of Resolution of Public Complaints

1997

LIST OF FIGURES
Figure

Seven Multimedia Super Corridor
Flagship Applications

Project Scope Expansion Approach for
Multimedia Super Corridor Flagship
Applications

ISO 9000 Concept
Procedure for the Malaysian Civil
Service MS ISO 9000 Quality System

Registration and Certification

The PDCA Approach

Page
178

189

213

Page

15

31

55

64

111



