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Abstract - New Public Management (NPM) is a sign of a significant change in the public sector management perspective. It 
is a global scientific revolution in the 20th century in connection with the mechanism of governance in public service. NPM 
is portrayed as a normative conceptualization that is different in many aspects from traditional public administration, 
providing services that citizen value to increase the autonomy of public managers and rewarding organizations and 
individuals to boost the competencies of public sector service delivery. Municipalities are among the government agencies 
that play an important role in terms of service delivery. However, various shortcomings have been revealed by various 
parties associated with the administration and management of municipalities in delivering its services effectively. In this era, 
‘municipalism’ which refer to the idea that cities and regions should have more autonomy from the nation-states in 
which they’re located, while also being active participants in a global network of peer municipalities that upholds 
human rights and humanitarian standards is becoming more important. It is an idea that incorporates old and new 
concepts from all over the social, political and economic landscape, including urbanism, community based economics, 
social ecology, participatory democracy, and many more. Municipalism should help mobilize residents to participate 
deeply in local problem solving and provide a positive alternative to the failure of the nation-state. Hence, this paper 
will discuss the practice of NPM in Malaysia specifically in the context of local government service delivery and how 
the emergence of municipalism influence it by focusing on the aspect of governance.  
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I. INTRODUCTION 
 
Malaysian public sector has undergone various 
transformations from being a device of the country’s 
economic growth and development to become a 
facilitator to the private sector and service provider to 
the public since 1980s. It is widely acknowledged 
that the broad thrust of the public management 
reforms is framed within the NPM (Agnes and Rasid, 
2015).These reforms are the results of criticisms on 
the inefficiency of public sector because of problems 
such as red tape, rigidity, lack of accountability and 
also poor performance. Local Authorities, as the third 
level of government in Malaysia, is seen as still 
overwhelmed with many problems in implementing 
government policies (Fauziah, 2006; Fauziah, 2007: 
Nik, 2007; Shaiful, 2007; Ministry of Housing and 
Local Government, 2008).  
 
They are facing difficulties in meeting the demands 
of their local communities which resulted in poor 
service delivery. Consequently, the Government of 
Malaysia (GoM) is committed to improve the quality 
of service delivery, particularly at the local 
government level as illustrated by the Ninth Malaysia 
Plan (2006-2010).Local government is also 
developing itself to prepare for the future challenges 
in today’s global world.Most of their resources were 
devoted for providing services and facilities to the 
local community. There is a prominent trend in many 
countries worldwide to embrace local government 
reform that is intended at improving service delivery 
besides economic efficiency and government 
accountability (Dzurllkanian, BuangandChitrakala, 

2008). Attempts at improving service delivery in 
Local Authorities have been introduced in tandem 
with the New Public Management (NPM) reforms in 
the Malaysian public sector which began as early as 
the 1980s (Swee&Kevasapany, 2006; Siddiquee, 
2006). Several elements based on the NPM reforms 
have been implemented by local governments in an 
effort to improve the quality of services offered.  
 
Osborne and Gaebler (1992), Hood (1995) and Pollitt 
and Bouckaert (2000) in Siddiquee (2006) 
emphasized several related elements of NPM as 
below:- 

i. decentralization of authoritywith a range of 
alternative service delivery  

ii. mechanismsincluding contracting out and 
quasi-privatization  

iii. downsizing(reduce budgets and staff), 
deregulation and empowerment  

iv. outcomes and results rather than inputs and 
processes, performance contract and 
performance management to ensure 
accountability  

v. private sector management style and 
flexibility  

vi. cost recovery, entrepreneurship, competition 
between public and private agencies in 
providing services  

vii. improving the quality of regulation and 
management of human resources. 

viii. culture-based management focusing on the 
centrality of citizens and accountability for 
results.  
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Public service in Malaysia has to adapt itself to 
economic and political changes to enable it to 
function effectively. The Malaysian Government is 
also affected by the NPM phenomenon especially 
with the introduction of several reforms in various 
aspects of public administration (see Siddiquee, 2010, 
2006; Ho, 2006).  
 
Under Dr. Mahathir Mohamad's administration, 
efforts of change continued when he adopted many of 
the NPM paradigms. He took several important steps 
to change the bureaucracy and introduce many 
programs towards clean, efficient and trustworthy 
government.Objectives and values of NPM are 
reflected in various initiatives implemented by the 
bureaucracy in Malaysia. According to Ho(2006), 
NPM has many dimensions including: -  
 

(i) delegating authority, providing 
flexibility  

(ii) ensuring performance, control 
accountability  

(iii) promote competition and choice, 
market mechanisms  

(iv) responsiveservices, customer-oriented  
(v) improving human resource 

management  
(vi) optimizing information technology  
(vii) to improve the quality of regulation  
(viii) private sector management styles  

 
However, Romli and Ismail (2014) in their study 
assert that the Public Complaints Bureau had stated in 
its website, that there were still a significant number 
of complaints filed by the citizens due to delays in 
taking actions and providing services.Moreover, 
online Public service is one of the various practices 
and approaches introduced at all levels of government 
to re-engineer the public sector under the public 
sectorreform program in Malaysia (Joseph et al., 
2014). 
 
The main example is the website for e-PBT 
(Malaysian for Electronic Local Authority). It isone 
of the initiatives implemented under the Smart Local 
Government Governance Agenda (SLGGA) by the 
Local Government Department in 2002. Its aim isto 
improve public service delivery by using information 
technology as well as to strengthen the elements of 
transparency, accountability and effectiveness. Hence 
this study tried to look at the difference of NPM 
influence and municipalism on service delivery. 
 
 
 

II. MUNICIPALISM AND SERVICE 
DELIVERY EFFECTIVENESS 
 
Municipalismrefer to the idea that cities and regions 
should have more autonomy from the nation-states 
while also being active participants in a global 
network of peer municipalities that upholds human 
rights and humanitarian standards. As municipalism 
is quite new in Malaysian local governments’ context, 
it can be understood by Hebbert (2007) explanation 
that it gives rights to self-govern, controls over trade, 
production and labor. This explanation illustrates that 
the local governments are fully entrusted with their 
area of responsibility.  
 
Municipalism can be seen as the idea in assemblies of 
neighbourhoods, practicing direct democracy, free 
communes and municipalities as an alternative to the 
centralized state (talkreal.net, 2018). In creating a 
liveable city, a practice of good governance needs to 
be applied in local governments. On top of that public 
engagement in sustaining local developments are 
needed. The local governments need to sort various 
ways in keeping up with the needs of the public by 
encouraging their participation.  
 
Public participation is one of the crucial aspect in 
making the local government reliable as  good 
governance is based on fully support by the public. In 
Malaysia, the government recognizes that public 
participation cannot be excluded in sustaining 
development and good governance and their 
participation is not just an alternative for better 
planning, but it is a requirement in the planning law 
(Omar &Leh, 2009; Anuar&Saruwono, 2018). 
 
In this study governance aspect were measured using 
several criteria as follows:- 

i) awareness to complaints made 
ii) residents involvement in decision 

making in local government 
development 

iii) Local Auhorities development promotes 
economic activity to the people 

iv) Residents are informed of development 
approvals in the area 

v) Frequency of doing client’s day 
vi) Councilor helped to solve problem of 

the people 
vii) The LA’s program involved the OKU 

 
The graph below demonstrated the findings of the 
study on governance aspect, surveyed from 500 
respondents of five local authorities in Malaysia

.  
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As shown in this study, these five Local Authorities 
surveyed demonstrated high score on the first aspect 
of governance which is responsiveness to clients 
complaints. Scores are also good on the aspect of 
promotions of economic activity in the local areas 
and commitment of Councillor in helping to solve 
citizen problems. It is also the same on the aspect of 
meeting the clients since respondents demonstrated 
satisfactorily score on frequency of organizing 
client’s day. However, the level of satisfaction from 
the public regarding their involvement in the 
decision-making process is low in all five local 
governments involved. The graph shows a significant 
decrease in the level of satisfaction for the three items 
of public involvement that are 1) residents 
involvement in decision making process, 2) residents 
are informed on the approvals of the developments 
plans and, 3) the involvement of OKU in Local 
Authorities programs.  
 
 
DISCUSSION AND CONCLUSION 
 
As mentioned in the International Meeting Fearless 
Cities organised in Barcelona, among the challenges 
confronted by the participants is involving all the 
public which is often not included in local 
governments choices (Institute for Research and 
Debate on Governance, 2017). As recorded by 
Muhammad, Masron and Majid (2015), in their study 
in both local governments in Manjung and Kerian, 
more than half of the respondents did not involved in 
any local governments decision making process as 
many of them are not aware about their right to 

contribute in planning and developments programs. 
Most of the public only deals with their local 
governments for license application, tax and others 
payment purpose.  According to Singh (2017), the 
local governments were still using the conventional 
ways to reach out public participation, thus hinder 
their involvement in local governments’ decision 
making. Anuar et al. (2018) stated that local 
governments should not be completely blamed for the 
non-participatory of the public on the developments 
or design process but the public’s general lack of 
knowledge regarding technical matter, lack of 
awareness and interest towards local governments’ 
programs contribute to the issue. Other than that, 
timing and cost issue should be considered in 
involving the public as their involvement adding 
extra time and cost to the project. Furthermore, public 
participations seldom seen as a requirement in 
starting and completing a project. Although 
municipalism holds the idea of the local governments 
having more autonomy in their decision, we must not 
neglect the points that have been risen by Ismail and 
Said (2015), that the local governments should 
always consider better action to increase public trust 
and work on more public participation by providing 
the best mechanism to encourage effective public 
involvement.  One way of promoting the participation 
of the public is by using the websites as the medium 
to disseminate information. However, a study by 
Midin, Joseph and Mohamed (2016) on 108 
Malaysian local governments’ websites found out that 
there were low-level disclosures of stakeholders’ 
engagement information on the websites. The local 
governments are aware that the public are the largest 
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group of stakeholders however they did not manage 
to encourage the public participation by giving 
needed information on the website. According to 
Mohamed and Xavier (2016), although the e-
government was already implemented in improving 
public services, the public or stakeholders still have 
little input in the service design and delivery process. 
Other than that, the absence of advanced IT 
infrastructure among rural-urban and the public 
readiness to accept the online mode of service 
delivery becoming the barriers in promoting overall 
use of ICT in delivering service. In order to succeed 
as a full autonomy body, local governments need to 
come out with their ways in delivering good service 
to the public and having close cooperation between 
local governments and the stakeholders. The local 
governments are expected to strives in fulfilling their 
obligations in delivering services to the public. In the 
aspect of governance by zooming into the public 
participation, this study revealed that the involvement 
of the public needs to be enhanced as the public are 
the eyes and ears of the local governments. In short it 
can be concluded that municipalism is actually a 
continuation of NPM implementation in Malaysia 
since it also demonstrated several NPM elements in 
prioritizing public service delivery.  
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