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ABSTRACT 

Efficient public service delivery is a main objective for every government. An important aspect of public service delivery is 

ensuring services provided fulfil the changing needs of the citizens and benefiting the public. However, the challenge on how 

best the government can serve the public continues to be the major issues in improving public service delivery.  Information 

gap and no integrated system are affecting government’s responsiveness. Despite the efficiency of service delivery system is 

a priority of the government, deficiency of viable, persistent, and timely information for decision-maker happens due to data 

silos, lack of data gathering with poor data governance and integration instead of operative unified data. The objectives of 

this paper are to examine and gain a better understanding of the complexities that are associated with decision-making process 

in relation to public service delivery from the perspective of government of Malaysia. In terms of academic contribution, this 

paper provides a better understanding of the critical factors for effective decision-making from the perspective of the 

government. With regards to practical implications, this article provides the Malaysian government and public organisations 

with relevant factors of consideration on how the public service delivery can be improved.  
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1. INTRODUCTION 

Establishment of quality public services strengthens the 

social contract between government and citizens, which is a 

crucial measure of governance and strong indicator of the  

wellbeing of a society [1]. The public services are challenged 

by diverse contextual factors such as social needs, 

demographic shifts, lack of competencies, economic 

pressure, income inequality, and unequal services 

advancements and access [2]. An important aspect of PSD is 

ensuring services provided fulfil the changing needs of the 

citizens. Hence, efficient PSD has become a main objective 

for every government and is meant as the improvement of 

administration for better government that provides services 

benefiting the general public.  

Significant enhancement in public sector performance 

can be seen among the developing country today, as 

government find new and innovative approach to handle 

public management issues. This incorporates good 

governance of quality PSD, accountable-decision-making, 

and civic commitment that requires institutions serve all 

stakeholders within a reasonable and acceptable period.  

Governance is the process of decision-making. It implies 

that establishments and procedures produce results that 

satisfy the needs and addresses the issues of society. The 

disappointment of PSD in many developing nations isn’t 

only because of the shortage of resources yet to the issues of 

motivation, responsibility and governance that contrast from 

one aspect to another [3, 4]. Consequently, such 

shortcomings ultimately result in the dissatisfaction of 

people for not receiving appropriate services by the public 

agencies.  

Considering that the services given to the public are not 

only provided by a single governmental agency but also 

involve inter and intra governmental agencies which may 

have complex structure and involve many stakeholders that 

can cause lack of coordination and conflict of interests [5, 6]; 

it is important for PSD to be solid and reliable in order to 

gain the trust of the public and meet their expectations. 

Hence, there is a need to do a change in communication 

where government is to play a more dynamic role in 

problem-solving, together with making decisions in creative 

ways that may lead to positive change.  

The main challenge is for the government to get a set of 

competencies to support the interoperability, needed for 

integration as well as the appropriate understanding of 

information to make decisions. At the point when 

government agencies and departments work in silos, they 

cannot engage in the kind of collaboration that is critical to 

deliver on the government’s obligations. Like many other 

countries, the Malaysian public is increasingly demanding 

government efficiency and quality services, and the 

government knows that transformation must happen.  

The urgency of transformation is intensified by factors 

such as increasing urbanisation, an ageing population and the 

need to reskill a large portion of the workforce to adapt to 

innovations in technology [7]. The administration of 

Malaysian public sector organisation has experienced 

considerable changes intended at conveying improved 

services in  the efficiency and effectiveness due to the rise of 

global economy and technology, and also increased societal 

needs [8, 9].  
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Subsequently, continuous effort has been carried out by 

the Malaysian government to improve its PSD. For instance, 

the use of ICT in public sector aims to refining information 

and service delivery, inspiring citizen involvement in the 

decision-making process and making government more 

accountable, transparent and effective [10]. Based on the 

Strategic IT Plan (2016-2020) by Malaysian Administrative 

Modernisation and Management Planning Unit (MAMPU), 

the Malaysian Government had emphasised on the 

importance to have an inclusive digital government that 

could spearhead the citizen-centric service delivery [11]. The 

plan is a continuity from series of ICT plans that has 

presented the economic transformation plan to accommodate 

quality economic execution through initiatives like zero face-

to-face service delivery; paper less government; encouraging 

information sharing; cross-agency coordination; government 

shared services; and upskilling internalisation of public 

sector ICT personnel. 

This paper highlights the importance of decision-making 

and pertaining issues with regards to decision-making to 

better improve PSD. It provides more contextual information 

to decision-makers, helping them to understand the 

complexity of decision-making process across government 

agencies. In terms of academic contribution, this paper 

provides a better understanding of the critical factors for 

effective decision-making from the perspective of the 

government. With regards to practical implications, this 

article provides the Malaysian government and public 

organisations with relevant factors of consideration on how 

the public service delivery can be improved. 

The rest of this paper is organised as follows. Section 2 
provides a review of the literature related to the prominent 
issues of decision-making. Section 3 describes the 
conceptual framework of research towards improving 
service delivery before concluding the paper in section 4. 

2. THE IMPORTANCE OF DECISION-MAKING IN PUBLIC 

SERVICE  

The needs to improve public administration would be to 
improve the effectiveness and efficiency of the government’s 
decision-making process to ensure the public gets the quality 
service needed. We are now in an era in which we must 
accommodate and adapt to the changing needs of the 
citizens, and these needs come in waves fuelled by a more 
educated and technologically savvy population. The 
approaches that government used to undertake have changed 
from providing counter services to kiosks that have no 
limited time and can function effectively.  

There is a massive scope of advances that governments 
can saddle to improve execution and its SD such as digital 
interfaces for citizens, automation of routine tasks (for 
example, processing of forms), advanced analytics (with or 
without big data), and artificial intelligence [12]. Client 
support has progressively become a focus for public sector 
to improve its delivery services. A customer-driven services, 
one that intents to provide the most ideal client experience 
utilising the most efficient delivery model, should 
characterize their leading service delivery.  

Thus, decision-making plays an important role in PSD 
efficiency by adopting customised approach for government 
to execute their initiatives effectively. In the present 
condition with increased elements and interdependencies, 
government looks for better approaches to steer the 
procedure to shield public values and venture results which 
mirror the actual delivery of public service. However, much 
of any government's knowledge exists in the form of 
unstructured resources such as project summary reports, 
research, and development reports, etc. making it hard to find 
and interpret them for decision-making. Thus, for PSD to be 
solid, it needs fast and timely decision-making to gain the 
trust of the public and meet their expectation. To strengthen 
the governance of the digitalisation of PSD, particularly in 
the context of government of Malaysia, several approaches 
are to be in place such as creating a centralised strategic 
government digital service structure, strengthening existing 
systems and data governance structure, utilising Public 
Sector ICT Strategic Plan to continuously consolidate the 
management of service delivery standard and to standardise 
service delivery performance in the Public Sector [13].  

3. ISSUES ON DECISION-MAKING 

Abstractly, public service of any country is a foundation 

of governance and administration made essentially to furnish 

open with great necessities (water, electricity, healthcare, 

quality education and transportation frameworks among 

others) to the citizen in the most productive and successful 

strategy [1]. These days, the PSD is implied as the 

improvement of organisation for better government that 

gives services profiting the overall community. Thus, 

government needs to make decisions in a creative way that 

may lead to positive change to satisfy the community. 

However, there are several issues on decision-making that 

hinder the government to act efficiently. 

A. Information Gap for Effective Decision-Making 

Information gap is one of the identified issues in 

decision-making that contributed to the cause of less 

responsiveness in PSD [8, 16]. In many cases decision 

makers use instinct to make decision. However, for most 

complex and important decisions at the organisational level 

it gets imperative to appropriately structure the issue and 

ensure the options are explicitly assessed in terms of the 

criteria. Organisation makes decisions daily [17]. Recording 

such decisions is vital to allow other members in the 

organisation to benefit from past experiences, and to assist 

new workers in adapting into the organisation.  

Ultimately, government cannot make fast decision 

because lack of effective, constant, timely, and quality data 

for decision makers as a result of data silos, pour data 

collection, integration and information governance rather 

than effective unified data [18]. decision-making is a key 

action for management in any organisation. The procedure of 

decision-making includes settling on a decision from a lot of 

options. Today, many high-level procedures identified for 

decision-making are manually made. This is because the 

available information is frequently in the form of reports and 

pre-set data [19].  

Advances in Economics, Business and Management Research, volume 184

16



Decision makers often inspect goals, values and criteria 

in assessing this set of choices. There are normally 

numerous, often conflicting, criteria that should have been 

accessed in decision-making. One way to do this is to 

recognise all the business processes that will be affected by 

each option and afterward to inspect these business processes 

in detail to decide the full extent (for example outcomes) of 

the impact on the business procedure [20–22]. To do this 

effectively requires analysing the captured data in a structure 

manner and interlinked across agencies as knowledge for 

decision-making.  

A decision-making process needs access to domain 

knowledge to the outcomes of applying an alternative 

decision where the knowledge is often characterised as a set 

of basic definitions such as alternatives, conditions, decision 

matrix, and decision itself. Information that is relevant for 

decision-making is assembled and used as an input in a 

decision-making process. Dixon (2010) explained on 

knowledge and truth in relation to human nature where 

human will make selections that they expect will benefits 

them, if they have complete and certain knowledge of, and 

the capability to compute the outcomes of the chosen 

alternative and varied courses of action. Thus, in decision-

making, the honesty of a knowledge claim should be 

determined only by adopting objective truth criteria, which 

means that for a knowledge claim to be true, it must be with 

fact [23].  

Nonetheless, government information is mostly offered 

in heterogeneous formats, missing clear semantics that 

explain what the information portrays. The information 

collected likewise showed in manners that is not clearly 

reasonable to a broad range user network that need to make 

informed decisions. Evidently, it is a challenging task for 

analysts to totally evoke all requirements shared by the 

organisation’s decision makers. With a large number of 

information accessible from external sources such as social 

media and web data, choosing the right arrangement of data 

and reasonable methods for an analysis itself is troublesome 

and time-consuming [24].  

To enforce the information sharing in the public 

administration, there is a need to establish integrated 

applications that can produce insights in a suitable pace out 

of a countless information in different formats. This coincide 

with Engin and Treleaven (2019) research on “Automating 

Public Services and Supporting Civil Servants in using Data 

Science Technologies”; where government data landscape is 

characterised by a multiple sources such as official records 

and census or statistics that are applicable in governments’ 

operations and gives countless benefits for economic 

development, political, scientific and social innovations [18]. 

As such, there is a growing need to study the extent to 

governments operation that demands more in the 

responsibilities in data-work, particularly in terms of ethical 

data collection, methodological transparency, and curation. 

Therefore, consolidation of data from several sources for 

more efficiency and effectiveness in decision-making 

contributes to governments’ business process redesign and 

operations that lead to cost decrease, information, and 

service retrieval enhancement.  

This includes information and services availability 

(anytime, anywhere), customer orientation and better 

security [25]. Consolidated information also not only can 

feed decision-making but planning and policy making that 

can moreover serve as a follow-up tool, improving the 

implementation processes and the functioning of 

implementor organisations [26]. 

B. Inadequate Coordination of Information Across Public 

Agencies 

Services given to public not only provided by one 

governmental agency but also involve inter and intra 

governmental agencies as well and involve many 

stakeholders.  These services are frequently involving 

several layers (repetitive) and must adhere to some 

procedure. This can occasionally lead to irregularity in 

practice and possible human judgment mistakes. The 

government cannot deliver their service effectively because 

there is no integrated services among government agencies 

[10, 16, 27–29]. Most services are not linked within and 

across ministries and agencies; mainly due to the segregation 

way of functioning, incompatible systems or technologies 

rendered in agencies. When government agencies and 

departments work in segregation, they cannot engage in the 

kind of collaboration that is critical to deliver on the 

government’s obligations. This resulting in lack of 

coordination among government agencies in providing 

seamless service delivery and conflict of interests among 

stakeholders [6, 30, 31].  

So, it is important to have mutual understanding of 

standard operating procedure (SOP) within the government 

agencies to improve dependability and quality of the services 

[32]. Since involvement by many stakeholders occur in PSD, 

there is a need to do an adjustment in expectations for 

interactions and reduce bureaucracy [31]. The bureaucracy 

refers to the level of government that is responsible in the 

delivery process. The level can be federal or state level or 

depend on the systems being practiced either centralised or 

decentralised [31]. The level of government is important 

since it depicts the public accessibility of services provided. 

Adding on to this, feedback received from the public also 

needs to be carefully analysed and the information captured 

is to be shared among government agencies to identify flaws 

in the approach undertaken by the government [18]. Merging 

customer satisfaction information with daily operational data  

such as the call-centre report and number of face-to-face 

visits, will reveal extra insight rather than referring to surveys 

and feedback forms [14].  

However, a report from World Bank (2019) quoted that 

Malaysia is not an open economy in the sense that data 

sharing is a significant issue and the government doesn’t 

share so much information, even within its own departments 

or with the public. The report also stated that citizens’ 

feedbacks were not taken into consideration by the 

government in designing their programmes [33]. Hence, to 

link the gap between customers’ expectations of service 

delivery, governments need to constantly improve their 

customer service skills and emphasis on the ability to benefit 

citizens to resolve their queries and problems quickly.  
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As various organisations work in remoteness of one 

another, frequently the information that is gathered is stored 

in proprietary formats that are strictly combined with certain 

software and equipment used to gather, store and process. 

This implies the stored data is of limited use to other group 

except if they have that equivalent programming or software, 

causing the capacity and advantages for information re-use 

is either low or even non-existent  [34]. This can be 

particularly problematic and costly for governments as 

information that might be gathered from that data to better 

assist in making decisions is beyond the capacity and for 

them to compile the similar information can be very 

expensive.  

C. Lack of Data Driven Initiative to Utilise Big Data for 

PSD Efficiency  

Big data promises to change public decision-making for 

the better by making it progressively receptive to real 

demand and policy effects. For instance, incorporating SM 

data to help the organisations with the decision-making 

process in connection to the organisational goals [22]. 

Nonetheless, a great part of the PSD research didn't get a lot 

of consideration on consolidating the BD. Recent work on 

Big data in public decision-making expect a rational 

perspective on decision-making, which has been greatly 

criticised in the public administration debate [35].  

Even though the Malaysian government is of the view 

that the key enablers to ensure success strategies for an 

effective government delivery system is the use of data 

analytics [36], the main challenge is for the government to 

get a set of competencies to support the interoperability 

needed for integration, as well as the appropriate 

understanding of information to make decisions. Indeed, 

even data management policies and procedures to support 

public policy design and execution exist, the degree of 

interconnectedness and coordination of government data is 

still low [4]. Government agencies know about the 

information they hold, with quite a bit of this information is 

computerised, yet no comprehensive inventories within or 

across agencies in dealing with that information. 

Furthermore, digitisation of public services is progressing 

slowly [37].  

An indicator from World Bank Report released on 1st 

July 2019 showed that Malaysia performed not very well in 

digitisation and technological advances, which the 

government had not had the option to coordinate into its 

framework to provide services. The report additionally 

expressed, access to data was challenging and remains an 

area of concern for potential and genuine data-users and 

other stakeholders [33]. The need for more operative and 

extensive shared communication between governments and 

citizen isn't only a product of technological progress. 

Information irregularity among citizens and public officials 

may affect public officials to be less sensitive to citizens' 

demands and needs too which influencing public service’s 

responsiveness [28]. To revolutionise and provide digital 

access to public service given to citizens, the utilisation of 

technology focuses on the automation of government 

internal process is required to improve PSD [38].  

A continually developing amount of data (from internal 

and external data) represents source of knowledge to which 

organisation can implement data-driven decisions. 

Capitalising on external data such as social media data and 

web data are part of big data that can be used to increase 

government’s service delivery [39]. Given the clear link 

between digital technology and national prosperity, it is 

necessary for the government to ensure to takes advantage of 

the emerging digital technological landscapes to expand the 

range of its service delivery. With this, governments are 

moving towards data-driven decision-making which 

contributes to better improvement in PSD. 

4. DISCUSSION AND CONCLUSION 

Delivering public services in a timely and citizen-

friendly manner will ultimately improves the administration 

in the government department and agencies. Based on 

Appendix 1, there were three key issues have been identified 

to be the cause of less efficiency of government in delivering 

good services. Ultimately, integrated services and shared 

information across government agencies found to be the 

possible solutions that can enhance government’s service 

delivery.   

Efficient PSD is the attention of every government 

worldwide. The needs to improve in public management is 

to ensure the productivity and efficiency in order to provide 

the citizens with the good services they need. Living in the 

era in which government must accommodate and adapt to the 

changing needs of the citizens demanded effective and 

efficient decision-making process that can assist the decision 

makers. This in turns requesting the government to be more 

responsive in providing services to the public by eliminating 

bureaucracy within different level of government. Even 

though conventionally decision-making is regularly based on 

rules of thumb rather than systematic analysis, the shift of 

public sector organisations towards a digital-era governance 

plays a wide-ranging series of transformation on how public 

services are planned and delivered to citizens. The effects of 

knowledge production and use have significant economic 

impact beyond management of capital and labour, and 

therefore require serious managerial attention (within 

organizations) and policy attention (within governments) at 

senior levels [40]. 

This paper seeks to establish factors influencing 

decision-making for PSD by identifying the critical 

information that are relevant to increase government’s 

responsiveness. Information like historical data, current data, 

feedback data and dynamic data are among structured data 

that are relevant to be analysed and stored for decision-

making process [41]. Information gathered from outside 

sources that are relevant to the organisation will allow 

precise combination of datasets for better decision-making 

where it permits decision makers to harvest interconnected 

information for analytics [42, 43].  
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