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| SO 9000 I N TOP GEAR BY YEAR 2000, SAYS SARIJI

By: Sal bi ah said

ST JULI ANS (MALTA), April 23 (Bernamm) -- By the year 2000, al
gover nnent agencies are expected to adopt |SO 9000 -- a new and bol d
initiative which represents internationally recognised standards for
qual ity assurance and rmanagenent.

The 1 SO 9000 series of standards contains 20 el enents encomnpassi ng the
i nportant aspects of quality managenent that woul d provide the basis for a
systemati c method of working that is nore structured, uniformand
consi stent in the understandi ng of | SO 9000.

Chief Secretary to the Government Tan Sri Ahmad Sarji Abdul Hamid said
detai |l ed gui delines had al ready been prepared and this would be foll owed by
training programes to create awareness and enhancenent in the
under st andi ng of | SO 9000.

Wth the nodernisation and i nprovenents i npl enented by gover nnent
agenci es over the past few years such as the manual of office procedures,
desk files, clients charter, service recovery systens, checklist and
quality control circles, a strong foundation has been built for the
adoption of | SO 9000.

Ahmad Sarji said this in a paper on "Providing H gh Quality Services"
at the end of the four-day Commonweal th Associ ation for Public
Admi ni stration and Managenent's ( CAPAM second bi enni al conference here.

Prime M nister Datuk Seri Dr Mahathir Mhanmad | eft yesterday for Pisa,
Italy, for a private visit after delivering a keynote address at the CAPAM
meeti ng which saw the participation of 250 del egates from51 countries.

He was acconpanied by wife Datin Seri Dr Siti Hasmah Mohd Ali

Ahmad Sarji, the newy el ected CAPAM President, said the | SO 9000
series woul d enabl e government agencies to develop a well -planned and
conpr ehensi ve quality assurance and managenent system

At the sane tine, the public service would continue to introduce
initiatives to inprove the quality nanagenent system al t hough the existing
system had i nproved the quality of services delivered.

The ever changi ng gl obal environnent all contributed to a situation
where the public service cannot afford to rest on its laurels.

"I't nust relentlessly pursue the goal of higher quality services at al
times," he said.

In the next few years, the Ml aysian public service would focus on two
maj or areas -- enhancing the quality managenent system and the provision of
nmor e sophi sticated delivery systens -- in its reformagenda, he said.

Ahmad Sarji said: "The public service, to ny mind, will remain an
i mportant and valued institution to serve the citizenry as the demands of

the economc growth in the mdst of global challenges will lead to a
conti nuous refocussing of the role of the public service."
The thrust, he believed, was still centred on the need for a strong

custoner-oriented public service that is inbued with the ethos of quality,
gl obal outl ook and a strong underpinning in ethics and val ues.
He said one of the major efforts to instil positive work culture was
the inplementation of a code of ethics. These progranmes incl ude the
i ntroduction of detail ed procedures and desk files; the establishnent of
quality control circles and the inplenentation of productivity neasurenent.
A mgjor landmark in the history of the adm nistrative reformefforts in
Mal aysi a was the [ aunching of the excellent work culture novenent ainmed at
enhanci ng public awareness of the inportance of providing quality services,



thereby institutionalising a quality culture where a nmind-set on quality
becane a way of life, he said.

The total quality nmanagenment was al so i npl enented; a nmanagenent
phi | osophy that uphol ds the principle of participatory managenent whi ch
pronot es enpl oyee participati on while enphasing the i nportance of customer
sati sfaction and conti nuous i nprovenent.

In this programme, all public sector agencies are required to formnul ate
their respective nission statenent through the process of strategic quality
pl anni ng to gal vani se public sector agencies to be market-driven and to
institutionalise a distinct custoner-orientation in the delivery of
servi ces.

In this context, the clients charter was introduced in 1993 -- a
witten comm tment nade by all government agencies pertaining to the
delivery of outputs or services to their custoners.

Anot her critical factor contributing to the effectiveness of the
clients charter is its ability to provide service recovery nechanismin
i nst ances where pl edges contained in the respective charters cannot be
fulfilled.

"Such service failures nmust be addressed and agenci es nust be ready at
all tinmes to restore the satisfaction of custonmers by activating a planned
service recovery system W believe the clients charter is the starting
poi nt in bringing about the enpowernent of the citizenry vis-a-vis the
civil service."

A key focus area in the streamining of rules and regulations in the
Mal aysi an public service was carried out since 1990 to streamine, sinplify
and el ininate procedures and regul ati ons deened cunbersone by the
custoners. A nunber of innovations were introduced on information
t echnol ogy.

Ahrmad Sarji said a major office automati on programe to replace storage
and retrieval and comuni cati on systens had al so been undertaken to
i ncrease efficiency and enhance productivity as Ml aysi a noves towards a
paperl ess civil service.

A mgjor initiative in information technol ogy was the establishnment of

the civil service link in 1994 -- the forerunner of a new culture in the
civil service which stresses on a nore systematic i nformaton collection and
managenment system -- BERNAMA
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