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Abstract—The service delivery efficiency by local authorities
is one of the key elements in developing the livable cities. The
involvement of local communities in measuring the efficiency of
service delivery as a primary source of information should be
practiced by all local authorities. However, local authorities are
more likely to choose only some of the information given by the
local community to improve the services delivery efficiency.
This may be due to the low-level of involvement by local
community for the dissemination of information to local
authorities. This scenario will cause a conflict between local
authorities and local communities. Local authorities should
take into account the local communities view in measuring the
service delivery efficiencies to create the livable cities. This
study is important to assess the level of community involvement
in sustainable urban development process. This study will
identify the importance of community involvement in
measuring the public service delivery. This study was
conducted interviews among 360 respondents in Manjung and
Kerian District in Perak. This study found that the level of
involvement among the local communities in disseminating
information to local authorities is still low.

Index Terms—Local authority, local participation, public
governance, service delivery

I. INTRODUCTION

A good governance is based on the fully support by
citizens in the implementation of national development
programs. In general, most of citizen wants to get the
high-level of service delivery efficiencies from the
government, especially the basic services for life.
Government should listen to the people views about the
priority needs in service delivery performance. According to
Malaysia Town and Country Planning Act 1976 (Act 172)
and the amendment, public participation input must be taken
into account in preparing the development plan such as
Structure Plans, Local and Special Area Plan in Peninsular
Malaysia. The public has a right to be notified and participate
in any decision making that will affect their life. However,
the government, especially the local authorities tend to
disregard some opposite view of the development planned
agenda. This situation contributes to the disorder in the local
authority administrative system which may cause of
low-level of service delivery efficiencies. Furthermore, the
lack of monitoring on development programs will lead to
financial problem.

However, customer management by the government is a
very complicated. The government agency is a large
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organization that has a wide range of clients including
citizens, business and employee communities, and employees
of public or private sector [1]. Furthermore, one of the
importance roles of government agencies is to provide
information and services for each cluster of customers,
especially citizens or local people [1]. Government agencies
especially local government should aware that their services
delivery will be evaluated by the citizens. This scenario will
affect on the public assessment at a general election to vote
the party that will lead the country. The low-level of
knowledge and skills of public sector employees and
inefficient operating systems will contribute to customer
dissatisfaction. Customer satisfaction is one of the factors
that contribute to the quality of the goods or services
delivered [2] and considered one of the indicators for public
service performance measurements [3]. Besides that,
customer satisfaction measurement is used to improve the
quality of goods or services that will contribute to the
competitive advantage of the organization [4].

The inefficiencies urban management can contribute to the
failure of development projects and low performance of
service delivery by local authorities. This scenario occurs
when local authorities fail to meet the expectations of their
customers [5]. This argument supports by Freemantle study
which pointed out that the main reason of complaints by
customers is the failure to perform the promise,
incompetence, delay, failed to inform about the changes and
the lack of flexibility in a direction [6]. Meanwhile, study by
Parasuraman et al. explained that there was a gap in service
delivery processes between suppliers and users. The gap
exists is due to the services provided by the supplier cannot
meet the requirements of the buyer or user [7]. This is
supported by Davison and Grieves which concluded that
there is a significant gap between the expectations of the
manager of an organization with customer expectations [8].
For managers, quality assessment based on the right services,
reliable and fair, competitive staff, and well-mannered.
However, the customers will evaluate the quality of service,
based on positive image, the range of services offered, the
right time to react, good communication with customers and
compliance with contract specifications. Besides that the
implementation of e-government program especially
e-complaint for the residents can improve the government
operation internally as well as the quality of service delivery
[9], [10]. The local government can manage the performance
management measurement especially the service delivery
performance by providing the infrastructure for performance
management [11]. However, the local government needs a
good planning system to enhance efficiency and
effectiveness and to offer improved services for sustainable
development [12].
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Il. METHOD

A. The Unit of Analysis and Population

The unit of analysis in this study are the residents of
Manjung and Kerian Town. They include low cost and
medium cost housing. The population is being studied
involves 10,000 residents.

B. Questionnaire Administration

Data was collected through a structured questionnaire, for
each housing unit selected. The principal investigator met the
residents at their home during working hours and weekend.
Each resident will be given a questionnaire attached with a
covering letter guaranteeing confidentiality and informed
consent for the research. Respondents filled in the
questionnaire anonymously. The principal investigator then
collected the questionnaires either on the same day or two
weeks later. For those who were unable to complete the
questionnaire, assistance was given or an interview made by
the principal investigator. Onsite editing of the
questionnaires was made and checked twice at the university.
The population was first stratified to location and type of
development in order to get the various sub-groups of the
population. The technique of sampling used in this study
basically the convenience sampling, but taking into account
housing location and the different types of development. This
will ensure that the various subgroups in the population are
represented. A total of 370 questionnaires were distributed
and only 360 were usable. As such, the usable response rate
is 97.30 percent.

I1l. RESULT

A. Profile of the Residents

There were 70.2 percent males and 29.8 percent females.
With regards to marital status, 80.2 percent of the residents
were married, 9.8 percent were single, and 10 percent were
divorced. They were predominantly Malay (70.2%),

followed by Chinese (18%), Indian (10%), and others (1.8%).

More than half (60 %) of the residents belonged to young age
group from 19 to 45 years old. About 74 percent had
education below or equal to college diploma level. The large
majority (81.7%) had an income of less than RM5,000 per
month. A total of 177 (49.2%) respondents were from the low
cost housing while 183 (50.8%) were from the medium cost
housing.

B. Testing the Goodness of Measure for the Service
Delivery of Local Authority Construct

1) Content validity

Content validity refers to the extent to which an instrument
covers the meanings included in the concept [13].
Researchers, rather than by statistical testing, subjectively
judge content validity [14]. The content validity of the
proposed instrument is at least sufficient because the
instrument is carefully refined from a proven instrument with
an exhaustive literature review [14].
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2) Construct validity

Based on the rotated component matrix, out of 40 items,
eight items were dropped as they either had loadings less than
0.5 or cross loadings. Seven factors met the selection criteria
of eigenvalues greater than 1.0, explaining a total of 70.21
percent of the variance. The KMO measure of sampling
adequacy was 0.78 indicating sufficient intercorrelations
while the Bartlett’s Test of Sphericity was significant (y* =
13241.23, p < 0.01). All the items selected had factor
loadings greater than 0.5. Factor 1 contained eight items and
has been labelled as “Complaining Services”. In Factor 2,
five items were included and then labelled as “Community
Development Services”. Five items loaded onto Factor 3 and
named as “Law Enforcement Services”. Factor 4 consisted of
four items and thus was labelled as “Environmental
Management Services”. Factor 5 included four items and
represent as ‘“Basic Amenities Services”. Finally, Factor 6
and 7 only included three items for each factor and this has
been labelled as “Community Health Services” and “Street
and Light Services”. Table | presents the factor loadings
obtained.

3) Convergent validity

According to Campbell and Fiske, convergent validity
refers to all items measuring a construct actually loading on a
single construct [15]. Convergent validity is established
when items all fall into one factor as theorized. All seven
factors displayed unidimensionality with Complaining
Services, KMO = 0.86 explaining 68.34 percent of the
variation; Community Development Services, KMO = 0.86
explaining 72.51 percent of the variation; Law Enforcement
Services, KMO = 0.84 explaining 76.45 percent of the
variation; Environmental Management Services, KMO =
0.84 explaining 72.86 percent of the variation; Basic
Amenities Services, KMO = 0.82 explaining 69.42 percent of
the variation; Community Health Services, KMO = 0.76
explaining 75.86 percent of the variation; and lastly Street
and Light Services, KMO = 0.68 explaining 61.48 percent of
the variation. Thus, it can be concluded that the convergent
validity of these measures is valid.

4) Discriminant validity

A correlation analysis was done on the seven factors
generated and the results are presented in Table 1. As can be
seen all seven factors are not perfectly correlated where their
correlation coefficients range between 0 and 1. Hence, this
study can be concluded that discriminant validity has been
established.

5) Reliability

According to Nunnally alpha values equal to or greater
than 0.70 can be considered a sufficient condition [16]. This
study used Cronbach alpha value for testing the inter-item
consistency. The seven corresponding alpha values are 0.92,
0.93, 0.91, 0.89, 0.83, 0.82, and 0.70 for Complaining
Services, Community Development Services, Law
Enforcement Services, Environmental Management Services,
Basic Amenities Services, Community Health Services and
Street and Light Services respectively (Refer Table I1). This
study concluded that these measures possess sufficient
reliability.
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TABLE I: FACTOR ANALYSIS RESULT FOR SERVICE DELIVERY.

Items

Factors

F1

F2 F3

F4 F5

F6

F7

Factor 1: Complaining Services

Cs1
CS2
Cs4
CS5
Cs6
CSs7
Cs9
CS10

0.75
0.83
0.75
0.79
0.77
0.86
0.87
0.77

Factor 2: Community Development Services

CDSs1
CDSs2
CDS3
CDSs4
CDS5

0.71
0.79
0.85
0.75
0.88

Factor 3: Law Enforcement Services

LES1
LES2
LES3
LES4
LES5

0.77
0.85

0.89
0.82
0.81

Factor 4: Environmental Management Services

EMS2
EMS3
EMS4
EMS5

0.71
0.87
0.89
0.81

Factor 5: Basic Amenities Services

BAS1
BAS?2
BAS3
BAS4

0.80
0.85
0.89
0.86

Factor 6: Community Health Services

CHS1
CHS2
CHS3

0.72
0.79
0.77

Factor 7: Street and Light Services

SLS3
SLS4
SLS5

0.77
0.62
0.77

Eigenvalue
Percentage of Variance

Total Variance Explained

10.72
2311
22.22

6.61

12.23 10.11
35.44 45.77

177 1.52
9.75 8.58
54.86 64.76

1.33
7.12
69.33

112
5.55
74.86

KMO Measure of Sampling Adequacy

0.78

Approximate Chi-Square

13241.23***

Note. N = 360. Items included for the respective factors are underlined for identification; ***P<.001.Factor loadings less than .30 have not been printed.
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TABLE Il: RESULTS OF THE CORRELATION ANALYSIS

Item 1 2 3 4 5 6 7
1  Complaining Services (0.92)
2 Community Development Services B1** (0.93)
3 Law Enforcement Services 41** 55** (0.91)
4 Environmental Management Services 25** 19** 26** (0.89)
5  Basic Amenities Services 11 16** .32%* 55** (0.83)
6  Community Health Services 23** A2 42 .38** AT (0.82)
7 Streetand Light Services 19** .28** .32%* AT** A5** A43** (0.70)

Note: Values in the diagonal are Cronbach alpha coefficients.

6) The level of service delivery efficiency

In general, this study found that the level of service
delivery efficiency by local authorities from customer
perspective in Manjung and Kerian town are at a high level
for complaining services, community services, and
environmental management services. However, the
community development program and law enforcement
services are at moderate level. More than 50 percent of
respondents agreed that all the services above need to be
improved in the future. Meanwhile, more than 50 percent of
the respondents concluded that the basic services and street

and light services provided by local authority are at low-level.

Local authority need to pay more attention on basic amenities
services such as waste management, street maintenance,
drainage, river management and cleaning of public area.
Besides that, local authority must be monitored all aspects of
maintenance regarding to light and street services. It can be
concluded that, the level of service delivery efficiency by
both local authority in Manjung and Kerian must be
improved in the future based on the need of local people.

7) The level of public participation

The study found that the level of public participation in
planning and improving services delivery efficiency process
still at low levels. More than 61 percent of respondents stated
that they were not involved in any plans or improvements in
service delivery by local authority. Besides that, more than
53 respondents are not aware about the right to contribute
ideas in the planning, improving or development programs
provided by local authorities. This study also found that less
than 35% involves in public hearing for Local Area Plan.
However, Most of respondents doubted that their views will
use in preparing Local Plan Development program. Besides
that, 45 percent of the respondents are willing to contribute
their ideas in improving the service delivery efficiencies by
local authority.

IV. DISCUSSION

The idea of public participation is based on the democratic
system to protect the rights of individuals and the public
interest. Public participation is seen as important elements of
the democratic government. Public participation in the
development program and improvement of service delivery
has been suggested as an effective way to achieve sustainable
development and brings a lot of positive impact on society.
According to the Act, there are opportunities and right of the
public to know the plan in their area and have opportunity to
make objections, but there are some problems, criticism and

dilemmas of public participation in the government plan
which cause execution on development program not
successful. However, the public's understanding on
participation concept is still confused. So, this is impossible
for them to involve in public participation programs such as
Local Plan public hearing program on Local Plan designed
by Local Authority. Meanwhile, most of the participant are
the ones who have their own interests, such as developers or
those who are involved in the planning. Local government
should take a good opportunity to improve their services
form perspective of customer’s views point. This study has
proven that some of the customers are willing to contribute
their idea and suggestions based on their local knowledge to
improve the services delivery.
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