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ñ é supaya orang ramai dapat membuat pengaduan mengenai kesulitan 

mereka dan mendapatkan bantuan di mana perlué Biro Pengaduan Awam  ini 

merupakan saluran kepada mereka yang berkenaan supaya menyampaikan 

pengaduan-pengaduan itu untuk perhatian kerajaan. Biro ini adalah badan 

pengawas atau watch dog bagi menjamin pentadbiran  yang cekap dan adilò 

 

Tun Abdul Razak Datoõ Hussein 

Perdana Menteri Malaysia 
                                                                                  23 Julai 1971 

 
 

ñ... to enable the public to lodge complaints about their grievances and obtain 

the required assistance ... The Public Complaints Bureau is an avenue where 

the people can channel their complaints for the attention of the government. It is 

the monitoring body or watchdog to ensure an efficient and just administration.ò  

     

Tun Abdul Razak Datoõ Hussein 

    Prime Minister of Malaysia 

23 July 1971  
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Salam Sejahtera.  

Terima kasih kepada Biro Pengaduan Awam (BPA) kerana memberikan saya  peluang 

menyampaikan perutusan ini.  

Tahniah kepada BPA kerana berjaya menerbitkan buku Laporan Tahunan 2008. Pada 

hemat saya, statistik-statistik aduan yang disediakan merupakan petunjuk awal prestasi 

umum dari kacamata orang ramai terhadap jabatan dan agensi awam, sekaligus boleh 

dijadikan panduan bagi mempertingkatkan penyampaian perkhidmatan masing-masing. 

Harapan saya juga supaya laporan ini dapat dijadikan sebagai panduan yang boleh 

membantu meningkatkan lagi keberkesanan pelaksanaan bidang tugas BPA di masa 

hadapan. 

Sepanjang tahun 2008, BPA telah memperlihatkan perubahan dan usaha yang positif 

untuk mendekati orang ramai yang telah memberikan kepercayaan dengan 

menggunakan khidmat BPA sebagai tempat untuk menyalurkan aduan. BPA 

menyediakan pelbagai wadah untuk memudahkan orang ramai menyalurkan pelbagai 

maklum balas dalam bentuk aduan, pertanyaan, cadangan dan khidmat nasihat. 

Memandangkan media elektronik kini semakin meluas, orang ramai menjadikan laman 

web sebagai medium utama untuk membuat aduan.  

Pada masa yang sama, demi keprihatinan ke atas penduduk luar bandar khususnya, 

supaya mendapat peluang yang sama rata dalam mengemukakan aduan, BPA 

menggiatkan aktiviti mengikut pendekatan turun padang seperti Kaunter Aduan 

Bergerak, Kaunter Aduan Bergerak Bersepadu dan Mesra Rakyat. Dengan dokongan 

dan sokongan dari semua kementerian dan agensi, termasuk agensi-agensi di bawah 

kerajaan negeri, rakyat berpeluang menyampaikan maklum balas secara lebih terbuka. 

Anggaplah aduan sebagai satu hadiah yang boleh membantu meningkatkan imej 

kerajaan. 

Harapan saya agar setiap penjawat awam akan terus menunaikan tanggungjawab 

dengan komitmen yang tinggi agar semua aduan dapat diselesaikan dengan cepat, 

mesra dan berkesan. 

 

(TAN SRI BERNARD GILUK DOMPOK)  

 

Perutusan Menteri Di Jabatan Perdana 
Menteri  
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Foreword by the Minister in the Prime Ministerôs Department 
 

Warmest Greetings. 

I would like to thank the Public Complaints Bureau (PCB) for giving me the opportunity to 

convey a message in this Annual Report. 

I would also like to congratulate PCB for successfully publishing this 2008 Annual Report.  I 

believe that the statistics on public complaints in this report provides some preliminary 

indications on peopleôs perception regarding the performance of government departments 

as well as agencies and serves as a guide as to where public service delivery can be 

improved further. 

Throughout 2008, PCB has undergone significant positive transformation with its efforts to 

reach out to the general public who utilises its services to channel their complaints.  In this 

regard, PCB provides several avenues for the public to channel their feedback, either in the 

form of complaints, enquiries, suggestions or consultations. 

With the rapid expansion of electronic media, more people are using the website as the 

preferred medium to channel their complaints. Nevertheless, to ensure that the rural people 

are also given equal opportunity to voice their complaints, PCB has also organised 

numerous pro-active programmes such as the Mobile Complaints Counter, the Integrated 

Mobile Complaints Counter and the Mesra Rakyat. 

With the support and commitment of all public agencies, including the state agencies, the 

public will have better opportunities to channel their feedback in a more transparent 

manner.  A complaint should be viewed as a gift that could be utilised to enhance the 

governmentôs image. 

I truly hope that all civil servants will carry out their responsibilities with a high level of 

commitment to ensure all complaints are resolved in a prompt, courteous and effective 

manner.  

 

(TAN SRI BERNARD GILUK DOMPOK) 
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Keutamaan perlu juga diberikan untuk menambah baik 

sistem pengurusan aduan awam supaya mudah 

digunakan serta senang dicapai, dan paling penting, perlu 

berasaskan outcome. Kejayaan sistem dan perkhidmatan 

pengurusan aduan dinilai bukan setakat berdasarkan 

jumlah penyelesaian aduan dalam tempoh masa yang 

singkat, tetapi juga cara kita melayani pelanggan ketika 

menyelesaikan aduan. 

Wawasan ñ1Malaysia, Rakyat Didahulukan, Pencapaian 

Diutamakanò yang diperkenalkan oleh Y.A.B. Perdana 

Menteri, Datoô Sri Najib Tun Razak harus diaplikasikan 

dalam tindak balas kita bagi setiap aduan yang diterima. 

Dalam hubungan ini, pendekatan ñNo Wrong Doorò perlu 

diterapkan, iaitu tidak kira apa jenis aduan mahupun di 

mana aduan tersebut dibuat, setiap aduan perlu 

diselesaikan dengan segera tanpa menyusahkan 

pelanggan. 

Komunikasi secara proaktif dengan semua stakeholders, 

iaitu masyarakat sivil, media dan sektor swasta akan 

memastikan kita prihatin dengan keperluan orang ramai. 

Justeru menyampaikan perkhidmatan yang relevan 

kepada mereka. 

Laporan Tahunan 2008 terbitan Biro Pengaduan Awam 

seharusnya menjadi alat pengukur bagi Kementerian dan 

Agensi menilai keberkesanan proses pengurusan aduan 

masing-masing. Matlamatnya adalah penyampaian 

perkhidmatan yang berkualiti, tepat dan berintegriti. 

 

(TAN SRI MOHD SIDEK BIN HASSAN)  

 

Assalammualaikum Warahmatullahi Wabarakatuh dan Salam Sejahtera.  

Pengurusan aduan yang telus tidak seharusnya menjadi tanggungjawab agensi-agensi 

tertentu semata-mata, malah perlu menjadi kompetensi setiap penjawat awam.  Ini adalah 

kerana inti pati dalam penyampaian perkhidmatan adalah pengurusan pelanggan.  

Pelanggan pada masa kini inginkan ikatan emosi kepada perkhidmatan yang disediakan.  

Cara kita memberikan respons kepada pelanggan serta menangani permasalahan mereka 

akan memperkasakan Perkhidmatan Awam Malaysia dalam abad ke-21 ini dan seterusnya. 

Aduan adalah aduan.  Setiap aduan, walau bagaimana kecil atau remeh sekalipun perlu 

diberikan perhatian yang sewajarnya dengan penuh sopan dan ketelitian kepada 

pelanggan.  Setiap aduan perlu diberikan kepentingan dan kewajaran yang sama.  

 

Kata -kata Aluan Ketua Setiausaha Negara  
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Foreword by the Chief Secretary to the Government of Malaysia 

 

Assalamualaikum Warahmatullahi Wabarakatuh.  

Transparent complaints management can no longer be the responsibility of specific 

agencies.  It has to be a competency required of every public official.  The essence of 

service is in its customer management. We live in times when customers look for 

emotional attachment to service levels. How we each respond to customers and their 

grievances will form the bed of strength for the Malaysian Public Service in the 21st 

Century and beyond.  

A complaint is a complaint. Every complaint must be dealt with the utmost attention, 

courtesy and thoughtfulness towards the customer. Every complaint must be given the 

same importance and weightage as the next one. 

Priority must be given to improvising the public complaints management system.  Such a 

system must be simple and accessible; it must make sense and most of all it has to be 

outcome-based. The success of our complaints management service and systems will be 

judged by the numbers of resolutions we achieve within the shortest period of time and by 

how we service our customers when resolving these complaints. 

The Honourable Prime Minister, Datoô Sri Najib Tun Razakôs vision of ñ1Malaysia, People 

First, Performance Nowò must apply to our responses to any and all complaints received. 

Towards this end too, we must embrace the ñNo Wrong Doorò policy where no matter what 

the nature of the complaints are and where it is received, that complaints must see its 

expedient resolution without inconveniencing the public.   

Proactive engagement with all our stakeholders ï the private sector, media and civil 

society, will ensure we are ñin touchò with the needs of the people, thereby delivering a 

service relevant to them. 

The 2008 Annual Report published by the Public Complaints Bureau should be a 

barometer to Ministries and Agencies evaluating the effectiveness of their respective 

complaints management processes. The outcome of this must result in a service delivery 

based on quality, precision and integrity.  

 

(TAN SRI MOHD SIDEK BIN HASSAN)  
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Salam Sejahtera. 

Berasaskan bilangan aduan yang meningkat dari tahun ke tahun, ini mencerminkan 

Biro Pengaduan Awam (BPA) sentiasa mendapat kepercayaan orang ramai dalam 

memberikan perkhidmatan, terutama dalam membantu menyelesaikan masalah-

masalah yang dihadapi tatkala berurusan dengan Kementerian, Jabatan dan Agensi 

Kerajaan. Tahun 2008 menunjukkan peningkatan sebanyak 2,719 (50.9%) aduan yang 

diterima menjadikannya 8,066 aduan berbanding 5,347 pada tahun 2007. Berhubung 

dengan ini, sebanyak 7,308 (90.6%) aduan telah diselesaikan.  

Sepanjang tahun 2008, BPA telah melaksanakan beberapa inisiatif penambahbaikan, 

antaranya ialah pelancaran laman web baru BPA pada 15 Ogos 2008 dan 

memperkenalkan sistem aplikasi bagi memudahkan orang ramai mengakses maklumat 

yang diperlukan. BPA juga telah melaksanakan Sistem Pemantauan Aduan Agensi 

Awam Bersepadu (i-SPAAA). Ini merupakan salah satu inisiatif BPA dalam 

mengemaskini sistem pemantauan aduan supaya ia dapat digunapakai oleh seluruh 

Kementerian untuk memastikan keberkesanan pelaksanakan sistem penyampaian 

kerajaan. Dalam merealisasikan program ini, sebanyak 7 Kementerian telah dipilih 

sebagai agensi perintis, iaitu Kementerian Pertahanan, Kementerian Dalam Negeri, 

Kementerian Wilayah Persekutuan, Kementerian Perdagangan Antarabangsa dan 

Industri, Kementerian Pembangunan Wanita, Keluarga dan Masyarakat, Kementerian 

Pelancongan serta Kementerian Kerja Raya.  

 Sungguhpun demikian, pendekatan turun padang yang 

bercirikan pro-aktif juga tidak dikesampingkan. Aktiviti-

aktiviti seperti Kaunter Aduan Bergerak, Kaunter 

Aduan Bergerak Bersepadu dan Mesra Rakyat tetap 

digiatkan. Pendekatan ini secara khususnya, 

membolehkan orang ramai di luar bandar yang 

mempunyai kemudahan teknologi yang terhad masih 

berpeluang membuat aduan secara bersemuka.   

 

Kata -kata Aluan Ketua Pengarah  

  



 

Sebagai langkah pro-aktif dalam menangani kes-kes aduan yang semakin meningkat, 

BPA telah mengambil pendekatan pro-aktif dengan inisiatif Menangani Aduan 

Sebelum Jadi Aduan (MASJA).   Setiap warga kerja hendaklah menjadi ñmata dan 

telingaò  jabatan serta mengambil langkah-langkah pencegahan dalam menyelesaikan 

sesuatu isu sebelum ia menjadi aduan orang ramai.  Pendekatan sebegini akan dapat 

membantu agensi-agensi kerajaan dalam memberikan perkhidmatan yang lebih 

cekap, berkualiti dan berkesan. 

Akhir kata, saya mengucapkan ribuan terima kasih kepada Pengerusi dan Ahli-ahli 

Jawatankuasa Tetap Pengaduan Awam (JKTPA), Lembaga Penasihat BPA, semua 

Ketua Setiausaha Kementerian, Setiausaha Kerajaan Negeri, Ketua Jabatan dan 

Agensi di peringkat Persekutuan dan Negeri di atas jalinan kerjasama yang baik serta 

memberikan sokongan kepada BPA dalam mengendali dan menyelesaikan aduan 

awam dengan sempurna.  

   

(DR. TAM WENG WAH)  

 

   

   

   

   

(DR. TAM WENG WAH)  
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Foreword by the Director-General 

 

Warmest Greetings. 

Based on the annual increase in the number of complaints, it is clear that the Public 

Complaints Bureau (PCB) has gained the confidence of the public in providing services, 

particularly in helping to resolve problems faced when dealing with Ministries, Departments 

and Agencies.  In 2008, there was an increase of 2,719 (50.9%) complaints received, 

making it a total of 8,066 complaints compared to 5,347 in 2007. Out of this total, 7,308 

(90.6%)  complaints were resolved.   

Throughout 2008, PCB carried out several improvement initiatives, like the launch of its 

new website on 15 August 2008 and introduction of an application system for the public to 

access information that is required. PCB also implemented the Integrated Public Agencies 

Complaints Monitoring System (i-SPAAA). This is an initiative to enhance the current 

complaints monitoring system so that it can be used by all ministries/agencies to ensure 

effective public service delivery. To realise this programme, 7 ministries were selected as 

pilot agencies - the Ministry of Defence, Ministry of Home Affairs, Ministry of Federal 

Territories, Ministry of International Trade and Industry, Ministry of Women, Family and 

Community Development, Ministry of Tourism and Ministry of Works. 

However, this does not mean that PCB will neglect the proactive programme of going on 

the ground. Activities such as the Mobile Complaints Counter, Integrated Mobile 

Complaints Counter and Mesra Rakyat will continue to be promoted. This approach  allows  

the public in the rural areas with limited technological facilities to lodge their complaints 

directly.  

 As a proactive measure to deal with increasing complaints, PCB initiated the ñMenangani 

Aduan Sebelum Menjadi Aduanò (MASJA) programme. All PCB personnel will become the 

ñeyes and earsò of the department and take preventive measures to resolve an issue 

before it becomes a public complaint. This approach will help government agencies to 

provide more efficient, quality and effective services.  

Lastly, I would like to express my sincere thanks and deepest gratitude to the Chairman 

and members of the Permanent Committee on Public Complaints, the PCB Advisory 

Board, all Secretaries-General of Ministries, State Secretaries, Heads of Departments and 

Agencies at the federal and state levels for the support and assistance provided in helping 

to resolve all the complaints received effectively.  

   

(DR. TAM WENG WAH)  
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Cetusan idea Y.A.B. Perdana Menteri pada 17 Oktober 2005, telah membawa kepada 

penubuhan Lembaga Penasihat Biro Pengaduan Awam. Penubuhan Lembaga ini 

bertujuan mempertingkatkan keberkesanan BPA dalam melaksanakan tanggungjawabnya, 

khususnya dalam aspek:  

Å Pengurusan pemantauan aduan awam;  
Å Pengesanan isu-isu yang dijangka akan menjejaskan imej agensi awam;  
Å Pengurusan maklum balas awam terhadap dasar dan program Kerajaan; dan  
Å Perancangan dan pelaksanaan program-program yang dikendalikan oleh BPA. 

 

A proposal from the Honourable Prime  Minister 

on 17 October 2005 brought about the 

establishment of the Public Complaints Bureau 

Advisory Board. The objective is to enhance 

PCBôs effectiveness in carrying out its 

responsibilities, especially from the aspects of: 

Å Management and monitoring of public 
complaints;  

Å Monitoring of issues that might affect the 
image of the public agencies;  

Å Management of public feedback regarding 
government policies and programmes; 
and  

Å Planning and implementation of PCBôs 
programmes.  

 

Tan Sri Abdul Halim Ali 
Pengerusi Lembaga 
Penasihat BPA (Chairman 
of PCB Advisory Board) 
 

Keahlian dan Peranan Lembaga Penasihat  

Membership and Roles of the Advisory Board 
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Ahli Lembaga Penasihat  
Members of the Advisory Board 

 

 

1. Datuk Haji Zaini Mohd Nor 
Ketua Pegawai Eksekutif, Perbadanan Pengurusan Sisa Pepejal dan Pembersihan 
Awam 
Chief Executive Officer, Solid Waste and Public Cleansing Management Corporation 
 

2. Datoô Syed Amin Aljeffri 
Presiden, Dewan Perniagaan Melayu Malaysia Kuala Lumpur 
President, Kuala Lumpur Malay Chamber of Commerce 

 
3. Datoô Mohd Abdul Halim Muhammad 

Ketua Pengarah, Jabatan Pendaftaran Negara 
Director-General, National Registration Department 

 
4. Datoô Seri Mohd Annuar Zaini 

Pengerusi, Pertubuhan Berita Nasional Malaysia 
Chairman, Malaysian National News Agency 

 
5. Datuk Dr. Mohd Tap Salleh 

Presiden, Institute Integriti Malaysia 
President, Malaysia Institute of Integrity 
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Ahli Lembaga Penasihat  
Members of the Advisory Board 
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6. Datoô Dr. Nellie S.L Tan-Wong 
Timbalan Pengerusi/Deputy Chairman, Womenôs Institute of Management 

   
7. Prof. Madya Dr. Madeline Berma  

Professor Madya, Universiti Kebangsaan Malaysia 
Associate Professor, Universiti Kebangsaan Malaysia 
   

8. Datuk Patrick Sindu  
Presiden. Persatuan Pengguna Sabah dan Wilayah Persekutuan Labuan 
President, Consumersô Association of Sabah and Federal Territory of Labuan  

 
9. Datuk Dr. Clarence Bongkos Malakun  

Presiden, Persatuan Jaksa-Jaksa Pendamai Sabah 
President, Sabah Justice of Peace Council 

 
10. Datuk Marimuthu Nadason  

Presiden, Gabungan Persatuan Pengguna Malaysia 
President, Federation of Malaysian Consumers Associations 



 

Keahlian dan Peranan  
Jawatankuasa Tetap Pengaduan Awam  

Membership and Roles of  
the Permanent Committee on Public Complaints 

Sepanjang tahun 2008, Jawatankuasa Tetap Pengaduan Awam (JKTPA) telah membincang dan 

menimbangkan empat (4) kertas kerja. Sejak sidang pertama pada 6 Oktober 1984 sehingga 31 

Disember 2008, JKTPA telah mengadakan mesyuarat  sebanyak 79 kali dan membincangkan 379 

kertas kerja.  

Bidang kuasa JKTPA adalah seperti berikut: 
Å Menentukan dasar-dasar mengenai sistem pengendalian pengaduan awam;  
Å Menimbangkan dan membuat keputusan mengenai laporan/kes yang dikemukakan oleh 

BPA mengenai pengaduan awam; dan  
Å Mengarahkan jabatan/agensi yang berkenaan supaya mengambil tindakan pembetulan 

dalam menyelesaikan sesuatu aduan/kes yang dirujuk kepadanya. 
 
Keahlian JKTPA terdiri daripada: 
Å Ketua Setiausaha Negara (Pengerusi) 
Å Ketua Pengarah Perkhidmatan Awam 
Å Ketua Pesuruhjaya, Suruhanjaya Pencegahan Rasuah Malaysia 
Å Ketua Pengarah, Unit Pemodenan Tadbiran dan Perancangan Pengurusan Malaysia  
Å Timbalan Ketua Setiausaha Kanan, Jabatan Perdana Menteri 

 

Throughout 2008, the Permanent Committee on Public 

Complaints (PCPC) discussed and considered four (4) 

working papers. From its first meeting on 6 October 1984 

until 31 December 2008, it met 79 times and discussed 379 

working papers.  

The committeeôs terms of reference are as follows: 
Å To determine policies regarding the public complaint 

management system;  
Å To consider and decide on reports /cases submitted 

by the PCB about public complaints; and  
Å To direct relevant departments/agencies to take 

remedial action to resolve cases/complaints referred 
to it.  

   
The committee comprises:  
Å Chief Secretary to the Government (Chairman)  
Å Director-General of Public Service 
Å Chief Commissioner, Malaysian Anti-Corruption 

Commission 
Å Director-General, Malaysian Administration 

Modernisation and Management Planning Unit 
Å Senior Deputy Secretary-General, Prime Ministerôs 

Department 
 

 

Tan Sri Mohd Sidek Bin Hassan 
Pengerusi  JKTPA (Chairman of PCPC) 
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Ahli Jawatankuasa Tetap Pengaduan Awam  
Members of the Permanent Committee on Public Complaints 
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1. Tan Sri Ismail Adam 
Ketua Pengarah Perkhidmatan Awam 
Director-General of Public Service 

 
2. Datoô Sri Haji Ahmad Said Hamdan  

Ketua Pesuruhjaya, Suruhanjaya Pencegahan Rasuah Malaysia 
Chief Commissioner, Malaysian Anti-Corruption Commission 
 

3. Datuk Normah Md Yusof 
Ketua Pengarah, Unit Pemodenan Tadbiran dan Perancangan Pengurusan Malaysia 
Director-General, Malaysian Administration Modernisation and Management Planning Unit 

 
4. Datoô Mohtar Abas  

Timbalan Ketua Setiausaha Kanan, Jabatan Perdana Menteri (sehingga 22.7.2008) 
Senior Deputy Secretary-General, Prime Ministerôs Department (until  22.7.2008)  

 
5. Datoô Zainol Othman  

Timbalan Ketua Setiausaha Kanan, Jabatan Perdana Menteri (mulai 23.7.2008) 
Senior Deputy Secretary-General,  Prime Ministerôs Department (since 23.7.2008)  

 



  

 



  

 

 

PPeenngguurruussaann  TTeerrttiinnggggii    
Top Management  
 

BBPPAA  SSeellaayyaanngg  PPaannddaanngg  
PCB at a Glance  
 

CCaarrttaa  OOrrggaanniissaassii    
Organisational Chart  
 

DDaassaarr  KKuuaalliittii    
Quality Policy  
 

 



  

 

 

Dr. Tam Weng Wah  
(mulai 10.11.2008) 
(since 10.11.2008) 

Dr. Chua Hong Teck  
(26.7.2006 ï 9.11.2008) 
 

Pengurusan Tertinggi  
Top Management 

Ketua Pengarah  
Director-General 
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