10/ 07/ 1998
Del ays by civil servants the subject of nost conplaints

Carol yn Hong

KUALA LUMPUR, Thurs. - Over 60 per cent of the conplaints received by the
Publ i c Conpl ai nts Bureau | ast year were about governnent officers' delays
in discharging their duties.

Chi ef Secretary to the Government Tan Sri Abdul HalimAli, who rel eased
the bureau' s 1997 annual report today, said he was very di sappoi nted as
each governnent departnent and agency had a client's charter which they
shoul d foll ow.

"This is inmportant especially now when speedy service can hel p econonic
recovery. There is no reason for delays," he said at a Press conference,
addi ng that many officers had been given warnings by their departnent
heads for inordinate del ays.

He sai d departnents and agenci es which found the tinme frane set in their
charters to be unrealistic should revise them This would give the public
a clear idea of the time frame for the different processes.

Abdul Halimsaid 3,697 conplaints were received | ast year, conpared to
3,847 in 1996. O this, 66.3 per cent were about del ays, conpared to 68.1
per cent in 1996.

He said |l ast year 1,385 conplaints were investigated and 1, 167 were
found to be basel ess while 1,145 conpl ai nants were gi ven advi ce and
clarification.

A total of 932 cases were solved, or 67.3 per cent of the cases
investigated. O these, 731 or 78.4 per cent were settled within the three
mont hs stipulated in the bureau's client's charter.

Abdul Halimsaid the bureau was an i nportant channel for public feedback
to i nprove public service, and was one way to detect excessive red tape
whi ch coul d be reduced.

He said this when asked how the public service would respond to the
Prime Mnister's call for a revanp to cut red tape which causes del ay.

Speaki ng at the presentation of excellent service awards to the Prine
M ni ster's Departnent enpl oyees |ast Friday, Datuk Seri Dr Mahathir
Mohamad had said conpanies could ill-afford delays which will translate
into | osses.

Abdul Halimsaid a directive had been sent out to all departnents to
find ways to speed up processes and to cut down red tape. A rem nder was
sent out several days ago.

Renewal of driving |icences had been speeded up.

On the bureau's report, Abdul Halimsaid the Hone Mnistry was the
subj ect of nost of the conplaints, nainly about the registration and
i mmigration departnents.

"By subject, nost of the conplaints were about |and matters," he said.

By State, Selangor received the nbst conplaints - 28 of the total 137.
Most conpl ai nts agai nst State Governnents were about delays in attending
to official matters, 35.1 per cent of the total, conpared to 54.2 per cent
in 1996.

The public can | odge conplaints by going to the bureau's branches here,

i n Penang, Terengganu and Johor. They can also wite in or file conplaints
with officers on circuit. They can e-nail the bureau at bpa@npke.jpm ny

The bureau's honepage is at bpa. snpke.jpm ny
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