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Focus on the Implementation
of MS ISO 9000 in the Malaysian Civil Service




MAMPY

QUALITY MANAGEMENT

Journey towards developing a Quality
Culture in the Civill Service

. Implementation of 7Q Programmes

. Establishment of a Quality and
Productivity Management Structure

. Implementation of Total Quality
Management Programme

. Client’s Charter and Service Recovery
Mechanism

. Implementation of ISO 9000




ISO 9000 should not be for factories
of the private sector alone. Government
administration must also vie for the coveted

award. A good Government administration

cannot be of a lower quality than its clients -

largely the private sector.

Dato’ Seri Dr. Mahathir




Implementation; of
MS ISO 9000 I the Civil' senvice

It Nevember 1995, the Cabinet
directed the Civill Senvice te study the

possinility of the Implementation of
ISOI9000 1 the: Civil' Service




THE OBJECTIVE OF IMPLEMENTING
1SO 9000 IN THE CIVIL SERVICE

B To develop an efficient and

effective quality management
system in order to provide the
best service consistently to the
public
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20 ELEMENTS OF ISO 9001

MANAGEMENT RESPONSIBILITY

QUALITY SYSTEM

CONTRACT REVIEW

DESIGN CONTROL

DOCUMENT AND DATA CONTROL
PURCHASING

CONTROL OF CUSTOMER-SUPPLIED PRODUCT
PRODUCT IDENTIFICATION AND TRACEABILITY
PROCESS CONTROL

INSPECTION AND TESTING

CONTROL OF INSPECTION, MEASURING AND TEST EQUIPMENT

INSPECTION AND TEST STATUS

CONTROL OF NONCONFORMING PRODUCT

CORRECTIVE AND PREVENTIVE ACTION

HANDLING, STORAGE, PACKAGING, PRESERVATION AND DELIVERY
CONTROL OF QUALITY RECORDS

INTERNAL QUALITY AUDITS

TRAINING

SERVICING

STATISTICAL TECHNIQUES
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MAMPU

THE QUALITY MANAGEMENT TRIANGLE

Internal
Quality Audit

Management Corrective
Review & System & Preventive

Change Action
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MAMPU

The strategy and plan for implementing MS ISO 9000
In the Malaysian public service may be divided into
four groups of activities as follows:

m Promotion of MS ISO 9000

m Developing and upgrading skills in
consulting, auditing and
documentation training for MAMPU
and INTAN officers

m Training for Government agencies

®m Implementation in to Government
agencies




PROMOTION OF MS ISO 9000

Steps taken
include :

Preparation of guidelines embodied In
Development Administration Circular
No. 2 of 1996 entitled “ Guidelines for
Implementing MS ISO 9000 in the
Public Service”

Publication of a tri-monthly newsletter
entitled ‘Forum MS ISO 9000’




Contents of The Guidelines:

¢ lerminolegies in ISO 9000;

& What is/ ISO 9000;

¢ |ISO 9000 and Qualitys;

¢ [he ISO9%000 Series andl Elements;
¢ Documentation in ISO©9000; and

¢ Steps to implement IS© 9000




MAMPU

DEVELOPING & UPGRADING SKILLS
IN MS ISO 9000 CONSULTANCY AND AUDITING

Provision of training and exposure to
MAMPU and INTAN officers to enable them
to function effectively as MS 1SO 9000

consultants, auditors and trainers
Steps taken

include :

Setting up of MS ISO 9000 Consultancy
and Auditing Units within MAMPU




TRAINING FOR GOVERNMENT AGENCIES

Provide awareness training to top and
middle management. Duration - 1 day

Provide documentation skills training to the
core groups responsible for implementation
In each agency. Duration - 5 days

Steps taken
include :

Provide internal quality audit training for
officers responsible for conducting internal
guality audits in their respective agencies.
Duration - 3 days




MAMPU
IMPLEMENTATION IN GOVERNMENT AGENCIES

Road map suggested for implementation encompasses the
following stages:

Stage | Build top management 11.7.96 - 7.1.97
commitment

Stage |l Identify core process for 8.1.97 - 30.6.97
certification

Stage |l Provide skills training to 1.3.97 - 31.10.98
implementation teams

Stage IV ~ Conduct ‘gap analysis” 1.5.97 - 31.12.98

Stage V Prepare MS ISO 9000 )
documentation 1807 = SulSLele

Stage VI  Train staff on the documented 1.2.98 - 30.9.99
procedures

Stage VIl  Implement documented MS 1.5.98 - 31.3.2000
ISO 9000 system

Stage VIII Certification 1.9.98 - 31.8.2000







|mplementation Approach

1. Fermation of Steering Committee
and \Woerk groups

2. ldentification off Core Process

3. Appointment off Managenment
representative

4, [Decumentation template

5, Ifrainingloff internal consultants




The Certification Process
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IMPLEMENTATION CHALLENGES :

Interpretation of MS ISO 9000 for Public Service Organisations
Management commitment
Personnel constraints

Integrating MS ISO 9000 documentation requirements with
existing documentation

Management of change




ALTERNATIVE APPROACH

Phased approach

[Dateline for respective phases

|dentification of centrallagencies to 1Be
IresporRsibIe fiok training, consultancy
andiauditing




CONCLUSION

heTimplementatien i VISHS©r9000
fepresents the next steprienvardiig thie
CORUINUING PrECESS Gl Clieainie 2 e uiaIliLy,
pUBlIC SEICENOIFteVialaysSiantPuislic

ierconsSIStEnty provide izl puisiie
Senvice; thelvialaysian Pupliic Sernvicewil
aligmentthiergualiny meanagement system
pased on the reqguirements oif MS ISO 9000
with TOM teols and gooed management
practices.
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