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E-Government in Support of Sustainable Development 

• In 2003, only 45 countries had a one-stop-platform, and only 33 countries provided online transacti
ons. 

• In 2016, 90 countries now offer one or more single entry portal on public information or online ser
vices, or both and 148 countries provide at least one form of online transactional services (UN E-g
ov. Survey, 2016).

• The 2016 Survey shows that 128 countries now provide datasets on government spending in mac
hine readable formats. 

• E-participation 
• European countries, are among the top 50 performers, many developing countries - especially low

er-middle income countries - are making good progress.
• Fixed and wireless broadband subscriptions have increased unevenly across regions, with Europe 

leading and coming closer to market maturation. 
• In SDG 9, that a major effort is required to ensure universal access to internet in the least develop

ed countries.



• The 2030 Agenda itself recognized that “the spread of information and communications technology 
and global interconnectedness has great potential to accelerate human progress, to bridge the digi
tal divide and to develop knowledge societies, as does scientific and technological innovation acro
ss areas as diverse as medicine and energy” (United Nations, 2015, paragraph 15).



• The vision is that of a world free of poverty, hunger, disease and want. 
• The 17 Sustainable Development Goals (SDGs) and the 169 targets that are at the core of the 203

0 Agenda aim to advance people, planet, prosperity, peace and partnerships. 
• Governments, together with the private sector and civil society, will play a central role in the imple

mentation of the SDGs. 
• This means in particular ensuring that the overarching objective of poverty eradication and “Leavin

g No One Behind”, a key principle of the 2030 Agenda, guides all institutions, actors and policies a
nd public service delivery



E–Government Development Index - Top 10 Countries

Country Index

United Kingdom 0.9193

Australia 0.9143

Republic of Korea 0.8915

Singapore 0.8828

Finland 0.8817

Sweden 0.8704

Netherlands 0.8659

New Zealand 0.8653

Denmark 0.8510

France 0.8456

E–Participation Index

Top 11 Countries

Country Index

United Kingdom 1.0000

Japan 0.9831

Australia 0.9831

Republic of Korea 0.9661

Netherlands 0.9492

New Zealand 0.9492

Spain 0.9322

Singapore 0.9153

Canada 0.9153

Italy 0.9153

Finland 0.9153



E-Government in Malaysia
The growth of access to broadband internet services and the proliferation of mobile

telecommunications have fostered the promotion of e-government applications by

governments across Southeast Asia.

It has the potential to improve public management, and to increase efficiency,

transparency and accountability

The public sector ICT framework that was launched in 2004 is estimated to have

accumulated RM370 million savings by 921 government agencies, or 99.6% of the

public sector (Azim Idris, 2013).

In addition, patent free computer applications have generated RM595 million in

revenue, with exports valued at an additional RM234 million. This article traces the

development of e-government services in Malaysia



THE MALAYSIAN SYSTEM OF PUBLIC ADMINISTRATION

Malaysia has advanced from a low-income nation in the 1970s to become an upper-middle income country by the 

early 1990s (World Bank, 2013).

Malaysia has a tradition of strong public sector involvement in economic development

While the division of power between the federal government and the 13 states is clearly spelt out in the federal 

Constitution, the federal government has overarching powers over the states.

The country is headed by a king (Yang Di Pertuan Agong) who is elected once every 5 years from among the nine 

rulers. The head of government is the prime minister, representing the

Malaysia is a federal constitutional monarchy and a parliamentary democracy. 



Heavily influenced by the neoliberal thinking of the New Public Management (NPM), Mahathir commenced the reforms with the 

objective of a lean, efficient and effective government, starting with addressing the work ethic of public service employees. Together 

with the privatization of many government and public utility companies, a sweeping range of administrative improvements was 

introduced by Mahathir in the 1980s

To achieve that end, Prime Minister Mahathir (1982–2002) invited multinational ICT companies to invest in Malaysia.

A focus on ICT and knowledge creation as the path to sustained growth was first introduced in the Seventh Malaysian Economic Plan 

(1996–2000).

However, in the early 1990s, a focus on knowledge-based industries was viewed by the government as the way for Malaysia to realize 

its aspiration to become a high-income country.

Policies have been designed to attract foreign capital, including the provision of infrastructure and education: of particular note is the 

heavy government investment in education through the New Economic Policy (NEP 1970–1990)
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These favour able economic indicators notwithstanding, in mid-1997, the region was struck by the Asian Financial Crisis plunging the 

Malaysian economy into severe negative growth of −7.4% in 1998. The National Economic Action Council (NEAC) issued ten strategies to 
provide short and mid-term directions for the economy (Wee, 1998).

The banking system was judged to be in good order according to standard international measures, while the core principles for effective 

banking as recommended by the Bank for International Settlements had been adopted by Malaysia.

Modernization and Management Planning Unit (MAMPU) was entrusted with responsibility for monitoring the progress of quality initiatives, 

the National Institute of Administration (INTAN) was instructed to provide necessary training to public officials in implementing quality 
management programmers.

In 1996, Malaysia introduced the ISO 9000 series and became the first country to employ this mode of quality assurance across all 

government agencies, both federal and subnational

The pursuit of quality management began in 1993 with the introduction of client charters (Rahman, 1995).
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THE DEVELOPMENT OF E-GOVERNMENT IN MALAYSIA

E-government was

conceptualized as one of
seven flagships under
the development of

Malaysia’s Multimedia
Super Corridor (MSC)
framework. The MSC

project was established
in 1996 as a primary
vehicle for the infusion

of ideas and research in
ICT and multimedia.

The government began

to focus on developing a
knowledge-driven
economy by leveraging

on ICT as a key enabler
to accelerate the
country’s

competitiveness.

Economic recovery after

the 1997 Asian Financial
Crisis was slow-paced
for Malaysia and the

economy was not able
to regain its pre-crisis
momentum.

Beginning in the year

2000, its aim to create a
seamless system for
service delivery required

the establishment of an
interconnected network
between public sector

agencies for effective
interaction, coordination
and information-sharing.

The notion of 24/7

service delivery began to
take hold, allowing
citizens and businesses

to obtain around the
clock access to
government services.



The advancement of ICT in the

Malaysian public sector had
evolved from the use of
computers at government

service counters in the 1970s to
the use of web portals in the
early 2000s.

Under the Ninth Malaysia Plan

(2006–2010), ICT development
was seen as an important
driver for positioning Malaysia

as a knowledge-intensive
economy

The Tenth Malaysia Plan (2011–

2015) has reinforced the
government’s focus on
improving public service

delivery for citizens and the
business community through
ICT by adopting a whole-of

government approach for
developing the government’s
ICT infrastructure to enhance

the productivity and efficiency
of the Malaysian public sector.

During the Eighth Malaysia

Plan period, a total of RM7.885
billion was allocated for ICT-
related programs and projects,

and the amount allocated
under the Ninth Malaysia Plan
for ICT development was

RM12.889 billion.

THE DEVELOPMENT OF E-GOVERNMENT IN MALAYSIA



THE DEVELOPMENT OF E-GOVERNMENT IN MALAYSIA

Malaysian government development expenditure and allocation for ICT-related programs, 2001–2010



THE MATURITY MODELS OF E-GOVERNMENT DEVELOPMENT



E-GOVERNMENT STEERING COMMITTEE

Economic Planning Unit (EPU), Implementation Coordination Unit (ICU), National Institute of Public 

Administration Malaysia (INTAN), Treasury, the Ministry of Energy, the Ministry of Communications and 

Multimedia, the MAMPU, and the Office of the Auditor General.

Electronic 

procurement (e-

procurement)

Human resource 

management 

information 

system

Project monitoring 

system

Electronic Labour 

Exchange
E-Syariah E-land E-courts

The purpose of the EGSC was to ensure high-level direction and monitoring for e-government policy 

and initiatives and to approve e-government proposals from different organisations.



E-GOVERNMENT STEERING COMMITTEE

JPJ provides driver and vehicle registration, licensing and summons services electronically, including test-scheduling and 

test-taking. The Ministry of Health records patients’ health data, makes public announcements regarding particular 

diseases or medications and provides medical information to the public.

Four government bodies are involved in this e-service, including the Road and Transport Department (JPJ), the Ministry 

of Health, the National Utility Company (TNB) and the Malaysian Telecommunications Company (TMB).

The E-Services application enables the public to transact more easily with government and utility companies through 

multiple delivery channels such as kiosks and other internet services.



Malaysia and global competitiveness.
Source: World Economic Forum (various years) Global Competitiveness Report.



Database on poor and low-income people (e-Kasih)

E-Kasih is the National

Poverty Databank that was

developed following a

cabinet decision in 2007.

In the 1970s, 49% of

Malaysians were considered

poor. Today, the poverty level

has been reduced to 1.7%,

although extreme poverty

remains entrenched.

Moreover, welfare agencies

are able to guide businesses’

corporate social responsibility

(CSR) efforts to those who

are truly in need. As of mid-

2013, 442,000 entries are on

e-Kasih.



Database on poor and low-income people (e-Kasih)

Malaysia’s performance in the United Nations e-government survey.



E-GOVERNMENT GROWTH AND CHALLENGES

Apart from the eight main e-government projects, several government agencies have taken initiatives to commence online services to increase the 

ease and efficiency of public service provision to citizens (Mohamed et al., 2009).

These services include e-Tanah to improve land administration services; the Training Information System (e-SILA); the Public Services Portal 

(myGovernment); e-Consent in land administration; e-Local Government (e-Pihak Berkuasa Tempatan; e-PBT) for local government authorities’ 

service delivery; Pensions Online Workflow Environment (POWER); e-Kehakiman to upgrade the quality of court services; e-Filing for filing court 

cases online; and the Custom Information System (SMK).

One of the main challenges faced by the government is the issue of the ‘digital divide’. All e-government projects require users to have basic IT 

knowledge and access. However 2010 statistics from the Malaysian Communications and Multimedia Commission (MCMC) indicate that, whilst 

broadband penetration in Malaysia rose dramatically between 2007 and 2010 from 15.2 per 100 households to 55.6 per 100 households, access 

remained unevenly distributed. In 2008, 85% of household internet use was in urban areas, and community centre access, whilst increasing, 

remained sparse. Whilst 23.7 people per 100 in Singapore in 2009 had broadband access, in Malaysia the figure was 9.2%. Nevertheless, the 

percentage of households reporting in 2008 that their main use of the internet was for e-government transactions was 19.8 per cent (MCMC, 

2010).



E-GOVERNMENT GROWTH AND CHALLENGES

Another major challenge to the adoption of e-government is the need to once again reengineer and streamline current

business processes. Many government officials consider e-government services as complementary to, and not

substitutes for, traditional over-the-counter services.

The work culture within government is seen as being resistant to change and this contributes significantly to e-

government failures (Hazman and Maniam, 2006; West, 2004).

A further threat to the successful implementation of e-government in Malaysia comprises the flagship applications and

legacy systems that are attached to specific government organisations.

Education, training and accessibility are among the main challenges in implementing e-government in Malaysia.



LOCAL AUTHORITIES AND E-GOVERNMENT

The Ministry of Local Government and Housing targeted all 144 local authorities to offer e-government services

For example, the e-PBT provides help to local authority officers and users on a wide range of matters.

Similarly, the Perak Local Authority Integrated Accounting System was also implemented in Kedah under the smart partnership

plan.

The 10 city halls/councils and 36 municipalities have made some progress in local e-government services. E-submission of forms,

e-payments of taxes, fees and fines, e-permit applications and e-complaints are available to citizens online (Maniam and Hazman,

2004; Sani, 2005)

Citizens remain reluctant to trust websites with their credit card details in an environment where the fraudulent use of credit cards is on

the rise (Accenture, 2004; Mellor et al., 2002).



LOCAL AUTHORITIES AND E-GOVERNMENT

The lack of legal protection of private data provided by citizens to public agencies continues to have a restraining effect

on the willingness of citizens to make use of e-government services (Ninth Malaysia Plan, 2006–2010).

In 2007, the Malaysian government introduced an e-government application called eKL, whose purpose was to

integrate service delivery across government organisations in order to provide more effective and efficient services for
citizens and businesses within the Klang Valley, an urban area incorporating Kuala Lumpur, Selangor state and its
vicinity.

The eKL initiative was based on the principle of ‘one government, many agencies’ to create a digitally connected Klang

Valley in which services from all government agencies are linked.



M-GOVERNMENT

However, according to Ahmad et al. (2011), until now the m-government services in Malaysia have been limited and their usage has been

low. Unfortunately, the design of the e-government official portal does not allow citizens to navigate easily or access the services offered
using their mobile devices.

Market penetration of mobile devices in Malaysia has grown considerably from 5.1 million (21.8% of the population) in 2000 to 21.8 million

in 2013.

By 2010, there were 158 SMS services provided by 50 agencies.

MySMS aims to standardize the use of a single number, 15888, to access government news and services such as traffic violations summons,

payments and renewal of driving licenses (Ahmad et al., 2011).

MySMS is an m-government initiative that utilises SMS mobile technology to enable citizens to remain connected to government news and

services.

Mobile phones for m-government are now seen as a major future element of electronic government in Malaysia.




