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KUALA LUMPUR» APRIL 20 (BERNAMAY —-{ DATUK"SER | DR .MAHATH IR
MOHAMAD SAYS THERE SHOULD (BE A MORE CONSCIQUS AND CONSCIENTIOUS
EFFORT BY CIVIL SERVANTS TO IMPROVE THE" QU&LITY OF WORK AND
SERVICE PROVIDED. BY, THE PUBLIC SECTOR.. & .
THE PRIME MINISTER SAYS THAT QUALITY CONTROL IN THE GOVER~"
NHENT IS EQUALLY IMPORTANT AS QUALITYCONTROL IN-HANUFACTURING.
WRITING ON +QUALITY CONTROL IN GoVERNHEN?+ IN +BULLETIN
INTAN+s> A NATIONAL INSTITUTE OF' PUBLIC ADMINISTRATIONPUBLICATION:.
HE SINGLES OUT COUNTER SERVICE AS THE AREA" IN NEED OF URGENT '
ATTENTION FOR IMPROVEMENT.
HE SAID EVERY ASPECT AND EVERY STEP IN THE PROVISIONOF COUNTER
SERVICZ HUST BE STUDIED AND FAULTS As WELL AS. HEAKNESSES
IDENTI"‘IED TO BE FOLLOWED' BY CORRECTIVE MEASURES.’,
- PERSONNEL MANNING THE SERVICE ‘SHOULDALSO BE MADE CONSCIOUS
= THE NEED FOR QUALITY IN THEXR WORK AN5 THEY 'MUST BE RETRAINED,”
TO ENSURE THAT A.SUITABLE STANDARD “Is CONTINUOUSLY MAINTAINED.
DATUK SERI DR MAHATHIR CONCEDES HOWEVER' THAT THE KIND .OF . =~
TR+ .NING THE HALAYSIAN AIRLINE SYSTEM (MAS)INSISTSFOR ITS CABIN
CREW HAY Not BE POSSIBLE FOR ALL COUNTER SERVICE EMPLOYEES BUT

“"FEELS TKAT SOME ASPECTS 0F | T CAN BE INCORPORATED INTHEIR
TRAINING PROGRAMME. ’
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THE PR IMe MINI ST ER SUGGESTS THAT wmaLavslaN CoUNTER SERVICE
PERSONNEL EMULATE THE EXAMPLES OF THEIR AMERICAN COUNTERPARTS
WHO WERE TRAINED«TO SMILE AND SAY +HAVE A GOOD DAY+, b

+THERE |S NO REASON WHY OURS CANNOT FO THIS. A ‘SELAHAT,

“"DATANG' AND A SMILE FROM A CUSTOMS OFFIICERSAT. THE AIRPORT CAN:
DO WONDERS FOR TOURISM AND THE NATION'SIMAGEs:+ HE SAID. .

DATUKSERI DR MAHATHIR SAYS THAT BESIDES COUNTER SERVICE &
PERSONNEL Yy OTHER IMPORTANT GROUPS MEEDING IMPROVEMENT ARE THOSE
HANDLI NG HATTERS DEALING WITH THE PUBLICs SUCH AS PROCESSING 7
DOCUMENTS AND APPLICATIONS.

THESE CROUPS, HE POINTEDOUT!”AY No? COME INTO- CONTACT
WITH THE PUBLI C AT; ALL BUT WHAT THEY §O. HILL AFFECT DEﬁLINGS
INVOLVING THE PUBLIC AND THE GOVERNMENT V 5

HE SAYS THAT AS MOST, OF THEIR WORK 'ARE LARGELYROUTINE! THE

PUBLIC CAN BE EFFICIENTLY SERVED IF THE- EMPLOYEES - ARECONVERSANT
¥ .TH THEIR WORK; | 1
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HE REGRETS HONEVER THAT THERE ARE STILL THOSE PERSONNEL AND
THEIR SUPERVISORS WHO ARE 1GNORANT:OF THE CORRECT FLOW OF WORK,”
THUS RESULTING IN INCODRDINATED DELAYS WHICHCOST HONEY TO BOTH
THE GOVERNMENT AND THE PUBLIC.

+GO0OD QUALITY SERVICE MEANS PROMPT,» COURTEOUS, AND TROUBLES
FREE SERVICE THAT INCURS HINIMUH COST. THERE SHOULD ALSO NOT BE
EVEN A HINT OF CORRUPTION»+ HE SAYS.

DATUK SER DR MAHATHIRALSO POINTS OUT THAT WHILE QUALITY
WILL BE HOST NOTICEABLE WHEN THE PUBLIC IS INVOLVED, IT DID NOT '
MEAN THAT WORK WHICH DO NOT INVOLVE THE PUBLIC CAN BE ALLOWED -
T0 BE MEDIOCRE OR POOR.

+ALL GOVERNMENT WORK HUST INVOLVE THE PUBLIC; AT LEAST
INDIRECTLY. BUT EVEN IF THE INVOLVEMENT IS NOT IBVIOUS,
QUALITY SERVICE IS STILL ESSENTIAL FOR THE GOVERNMENT TO
FUNCTION EFFECTIVELY'AND ANE! bhytems - . - :

-+IT IS THEREFORE IMPERATIVE THAT EVERYONEIN GOVERNMENT: ' .*
FROI“I POLITICAL ‘LEADERS TO LIFI: ATJENDENTS:CULTIVATEGUALITY‘&"’
ASSIDIOUSLY | N THE PERFORHANCE OF THEI'R“'{- DUTIESH’ HE SAYS. ‘
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