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Change in attitude needed for people-friendly style

Lee Lam Thye
THE deci sion by the Home M nistry to make itself people-friendly is
| audabl e.

Its success will depend on the | eadership of the Mnistry, the
commtnent of its officers and staff and its preparedness to accept ideas
and suggestions fromthe public as to howthe Mnistry, its departnents
and agenci es can be made people-friendly.

Prime Mnister Datuk Seri Dr Mhat hir Mohamad and his Deputy Datuk Seri
Abdul | ah Ahnad Badawi shoul d be conplinented for recognising there are
weaknesses in the Mnistry leading to their decision to make it peopl e-
friendly. This decision has been well received by the public.

But what the people hope is that the Governnment's aspiration will be
translated into action with positive inprovements and not remain as an
unful filled prom se

It is, therefore, essential for the Mnistry to take steps to showits
prepar edness and conmitnent to change.

The first nove has been initiated with the organisation of a forum
recently at the Home M nistry where guests fromoutside the Mnistry were
invited to speak on how the Mnistry can be people-friendly and hel pful to
t he public.

Such feedback and input to inprove service should be considered for
i mpl enent ati on.

Criticisns of the Mnistry should be accepted with an open nmi nd, and
constructive input nmust be considered for adoption.

Forunms and di al ogues shoul d be organi sed on a regul ar basis to enable
guests fromnon-governnmental organisations, voluntary bodi es and
organi sations as well as eninent persons to share i deas and suggesti ons on
ways to make the Mnistry and its departnents people-friendly, helpful and
caring.

Police stations at district |evels can help pronpote public relations
with community | eaders through events such as festive cel ebrati ons.

In any nove to make the Mnistry people-friendly, there nmust be
attitudi nal changes anong all |evels of manpower in the organisation.

One way of measuring public perceptions of the performance of a Mnistry
is using the nunber of public conplaints as an indicator.

In the last three years, according to figures of the Public Conplaints
Bureau, the Home Mnistry and its departnents have received t he nost
conpl ai nts.

Al though the front-1line agencies of the Mnistry have inproved their
services, there is still a lot of roomfor inprovenent.

The departnents and agenci es nust endeavour to deliver their services in
line with their respective client's charter.

| strongly recommend that departnents and agencies reviewtheir client's
charter annually to ensure their targets are realistic, attainable and
nmeasur abl e.

The setting of service targets in the delivery of public service and
making it customer-friendly and custoner-driven is inportant.

Service targets nmust not only be ainmed at satisfying the public but also
be benchmar ked agai nst the best practices with the sane type of services
in the global environnent.
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