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K U A L A  ‘LUMPUR’,  A P R I L  2 0  (BE-RNAMA)‘,  - ATuK-‘::SER  I  DR : MAHATH  IR
MOHAMAD SAYS THERE SHOULD (BE A MORE C CIOUS  A N D  CONSCIEN?IoUs
EFT6RfLBy  C I V I L  SERVAN?S  T O  I M P R O V E THEQUkiITY  OF W O R K  A N D
S E R V I C E  P R O V I D E D .  B Y ,  T H E  P U B L I C  S E C T O R . .  .;;::&c”i,

T H E  P R I M E  HIN,ISTER S A Y S  T H A T  QUALI?y“$~NTRoL.  I N  T H E  GOVER-  ‘1
N H E N T  I S  E Q U A L L Y  I M P O R T A N T  A S  QUALXTY  COHXJROL  I N - H A N U F A C T U R I N G .

W R I T I N G  O N  ‘+QUALI?Y C O N T R O L  I N  G o V E R N H E N ? +  I N  +BULLET,IN
INTAN+  > A  N A T I O N A L  I N S T I T U T E  O F ’  P U B L I C  ADHINISTRATION  PUBLSCATION,  :
HE SINGLES OUT COUNTER SERVICE AS THE AREA' IN N E E D  O F  U R G E N T ,’
A T T E N T I O N  F O R  I M P R O V E M E N T .

H E  S A I D  E V E R Y  A S P E C T  A N D  E V E R Y  sTEP,IN THE ‘PRoVIsIoN OF C O U N T E R
SERVPCL  H U S T  B E  S T U D I E D  A N D  F A U L T S  A s  W E L L  AsWEAKNESSES
IDEN?XcIED  T O  B E  F O L L O W E D ’  B Y  C O R R E C T I V E  M E A S U R E S . ‘ , ,’ .I

Tt :, P E R S O N N E L  M A N N I N G  THE SERViCE’sHOULD  AL.SO. B E  M A D E  C O N S C I O U S
C r THE NEED FOR QUALITY IN T H E X R  W O R K  A N 5  T H E Y  ‘HUST  B E  R E T R A I N E D , ”
TO.ENsURE  T H A T  AcSUITABLE  S T A N D A R D  “ I s  CQNTINUOUSLY  HAINTAINED.

D A T U K  SERI,  D R  HAHATHIR,‘CoNCEDES  H O W E V E R ’  T H A T  T H E  KXND,OF  ’ ,,’ .“I
TRt,NiNC  T H E  H A L A Y S I A N  A I R L I N E  S Y S T E M  (MAS)  INSSSTS  FOR’ITS’CABIN
C R E W  H A Y  N o t  BE,PosSfBLE  -FoR  ALL CQUNTER  S E R V I C E  E M P L O Y E E S  B U T :+

‘;“FEELS TKAT SOME ASPECTS OF IT C A N  BE I N C O R P O R A T E D  iN THE1.R .,
.‘.?R,+NING PROGRAMME. *. I
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THE PR IM E  M IN I ST ER SUGGESTS  THA?  M A L A Y SIA N  CO U N T E R  S E R V I C E
,PERSoNNEL  E M U L A T E  T H E  E X A M P L E S  O F  T H E I R  A M E R I C A N  CoUNTERPARTS.  -’
W H O  W E R E  TRAINED*.TO  SMILE AND SAY +HAVE  A  G O O D  D A Y + .

*THERE IS NO REAsON W H Y  O U R S  C A N N O T  FO T H I S .
-:

A  ‘ S E L A H A T ,
” DkrANG’  A N D  A  S M I L E  FROH  A  C U S T O M S  OFFXCERS  Af, T H E  A I R P O R T  C A N

D O  W O N D E R S  F O R  T O U R I S M  A N D  T H E  NATiON’S  IMAGE?+  HE SAID. -
DA?UK SERI DR MAHA?HIR S A Y S  T H A T  B E S I D E S  COUNTER  S E R V I C E

PERSONNEL3  OTHER I M P O R T A N T  G R O U P S  NEEDIHG  ,lMPROVEHEN?,  ARE T H O S
HANDLING HATTERS DEALING WITH THE FUBLSC?  SUCH AS,PROCESsXNC
D O C U M E N T S  A N D  A P P L I C A T I O N S .

T H E S E  C R O U P S ,  H E  PoINTED  OUT, HAY No? COHE,  INTO, C O N T A C T ..:,
WITH THE PUBLIC AT; ALL BUT WHAT THEY DO,WfLt  AFFECT DEALfN6S,,.
,INVOLVING  T H E  P U B L I C  A N D  T H E  G O V E R N M E N T .  ‘./’

H E  S A Y S  T H A T  A S  M O S T ,  O F  T H E I R  NORK’ARE,  LAR6EL.Y  ROUTINE.,  .Tt&
P”BLIC C A N  B E  E F F I C I E N T L Y  S E R V E D  I F  T H E -  $MPLOYEES’tARE  CONVER>S,ANT
U.TH T H E I R  W O R K ; ; ,! : l; ‘, . 1 _:,;‘:,.  ,, .,
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H E  R E G R E T S  “ObkVER T H A T  T H E R E  A.RE S T I L L  T H O S E  P E R S O N N E L  AN‘D

T H E I R  S U P E R V I S O R S  WHO  ARE IGNORANT,,.OF  T H E  C O R R E C T  F L O W  O F  W O R K , ”
THUS.RESULTING  I N  I N C O D R D I N A T E D  D E L A Y S  WHXCM  COST  H O N E Y  T O  B O T H
T H E  G O V E R N M E N T  A N D  T H E  P U B L I C .

+GOOD Q U A L I T Y  S E R V I C E  M E A N S  PROMPT9  C O U R T E O U S ,  A N D  T R O U B L E S
F R E E  S E R V I C E  T H A T  I N C U R S  H I N I M U H  C O S T . T H E R E  S H O U L D  A L S O  NOT.BE
E V E N  A  H I N T  O F  CORRU,PTIONt+  H E  S A Y S .

DATUK  S E R  D R  HAHATHfR  ALSO1  P O I N T S  ,OUT  T H A T  .WHILE,  Q U A L I T Y
W I L L  BE H O S T  N O T I C E A B L E  W H E N  T H E  P U B L I C  I S  I N V O L V E D ,  -IT D I D  N O T  ’ ~
HEAN T H A T  W O R K  W H I C H  D O  N O T  I N V O L V E  T H E  P U B L I C  C A N  B E  A L L O W E D  ’
TO B E  M E D I O C R E  O R  P O O R .

+ALL G O V E R N M E N T  W O R K  H U S T  I N V O L V E  T H E  P U B L I C ;  A T  L E A S T
I N D I R E C T L Y . B U T  E V E N  I F  T H E  I N V O L V E M E N T  I S  N O T  IBVIOUSI ” ‘,
Q U A L I T Y  S E R V I C E  I S  S T I L L  ESSENTSAL  F O R  T H E  G O V E R N M E N T  T O ;.’
F U N C T I O N  E F F E C T I V E L Y ‘ A N D  W E L L . +-

+IT IS T H E R E F O R E  IHPERAT,IVE.,‘i~A~““‘EV’E~~~N~  JN G O V E R N M E N T :  5 :.
FR& P O L I T I C A L  ‘ L E A D E R S  T O  LIFT:~AT.TEtiDENTS,  CULTliVA?E  QUAiJ;TY.,  ” ., /
ASS1 DIOUSLY IN THE PERFQRHANCE  “;~F”;T,HBXd:: DUTj,ES;  +. HE SAYS. ’ / _
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