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ICT Initiatives of the Local Authority of a Smart City in Malaysia  

Ahmad Saiful Azlin Puteh Salin 1+  and Zubaidah Zainal Abidin2  
1 Accounting Research Institute and Universiti Teknologi MARA Perak 
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Abstract. Rapid advancements in the field of information and communication technologies (ICTs) have 
significant effects on organizations to fulfill their objectives. However, the extent of ICT adoption by the 
local authorities in Malaysia still under research.  This study was carried out with the objectives to analyses 
the initiatives one of the local authority in Malaysia in incorporating ICT in its local governance. The 
findings suggested that the implementation of ICT Master Plan and the community portal were the major 
initiatives taken.  
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1. Introduction  
Without a doubt, information and communication technologies (ICTs) contributing substantially to growth 

and economic development all over the world. The benefits and wealth generated by using ICTs are certain 
and definite across the sectors in every areas. Thus, there is  a call for paradigm shifts of the way the public 
organization work to reap the gain created by ICT. 

As the world continuously changes and people nowadays become more aware of a higher standard and 
quality of living, much is needed apart from the traditional roles and mechanism offered by these local 
authorities. The explosive development in ICT give tremendous opportunities to the local authority in 
refining their process and gaining significant greater levels of efficiency, thus enhancing effectiveness in 
running the organizations, administer community areas and meeting their ultimate goals and objective. 

Thus, it is worth to explore and examine does local authority in Malaysia able to capitalized and taking 
advantage from the opportunities and created by ICT. 

2. Literature Review 
Recognizing a huge impending prospect that can be bring by ICT, the Malaysian government had formed 

by National Information Technology Council (NITC) which then mooted the Strategic ICT Roadmap with an 
aim to transform Malaysia from a production-based economy (P-economy) to knowledge based economy (K-
economy).  The government then further initiated National Information Technology Agenda (NITA) as a key 
catalyst to further transform Malaysia to the value-based economy via the development of human capital, 
infrastructure and application to society [1].  Other than that Multimedia Super Corridor (MSC), a brainchild 
of Tun Mahathir Mohammed, the Malaysian 4th Prime Minister was designed and introduced to leapfrog 
Malaysian into the information and knowledge edge. The application of electronic government or e-
government is one of the flagship projects under MSC. 

There are not much study conducted on the impact and initiatives of ICT to the public organization 
generally and particularly to local authority as compared to their counterpart in private sectors. [2] suggest 
that the use of ICT by public organization to support current and redefine future relations with their 
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stakeholders such as citizens, companies, society, other government organization and civil servants both in 
internal and external environment will create added value to all the players. It also contributes to making the 
government progressive and confers them with unprecedented abilities to oversee everyday lives of everyone. 
As a result, better monitoring and control by the local authority with the poorer and less educated group who 
are increasingly sidelined from the economic development [3]. Furthermore, [4] envisage that increased use 
of ICT leads to increased opportunities for expanded employment, education, health, environment, minority 
empowerment and political participation, although proactive government information policy is a pre-
requisite. 

The increasing use of information technology by the government also lead to refashion or changes the way 
government operate, known as REGO or reinventing government [5]. [6] believe information technology and 
reinventing government should be viewed as an ongoing cyclical process instead of simpler one course of 
action.  

In short, the limited prior studies show that public administration is changing under the influence of ICT. 
It drives intra-organizational and inter-organizational changes such as rapid transfer, sharing and integration 
of information and communication processes and flow across organizational boundaries which contribute to 
excellent services by the local authority. 

3. Research Methodology 
As the objective of this study is only to explore and examine the ICT initiatives by the local authority, only 

two type of data collection conducted.  
First, content analysis on the document such as plan, handbook, guidelines, rules, regulations, circulars, 

memos, working paper and presentation notes to various parties that is not available and accessible to the 
public. Set of checklist were prepared earlier to facilitate the data collection. However, when there is a 
significant finding that important of the research, the information are taken for the analysis later. Due to its 
confidentiality, the observation on document and note taking only conducted in the office of the respondent. 
No photocopy and photo shot allowed for any document that subject to this study. 

Second, a semi-structured interview. Some questions are set earlier but some aspects of the study are 
flexible, such as adding new questions or rephrasing current questions to suit with the answers given by the 
respondent. This allows for more and rich information collected to enhance and increase the possibility to 
achieve the objective of the study. 

4. Findings 
There are two main initiatives identified by this research taken by the local authority to incorporate ICT in 

their local governance. First is the creation of ICT Masterplan and second, launched of an interactive portal. 

4.1. Implementation of ICT Masterplan 
The creation, documentation and implementation of the ICT Masterplan arguably is the main initiative 

taken by the local authority in incorporating ICT to improve their work process and thus, deliver better 
services to the local community. This Masterplan created in 2001 and clearly envisioned the city of their 
authority to become the prime city in Malaysia. This vision is based on three (3) important values namely 
high technologies, high touch and garden city. 

High tech is an aspiration to use the most advanced technology in enhancing the life quality of people 
living in the city. It is expected that both physical and emotional quality will be enhanced through the use of 
this ICT such as foster better relationship between local community, city manager and government. This is 
expressed by high-touch values, meaning a close relationship between all the interested parties and the 
stakeholders of the city. In other words, the development that enforce by the technology should be ideally 
harmonized with nature and environment. This finally will create a beautiful but sophisticated garden city, 
arguably the first ever model of smart city that harmonized the advanced technology with people and at t he 
same time preserving the mother nature. 

The masterplan also implicitly stated that the local authority will use ICT in city management based on 
four principles - being intelligent, informative, interactive and e-business. 
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The first principle means the local authority will use a state-of-art technology with smart features with 
minimal human interference. Being informative, the second principle is targeted to give as much relevant 
information as needed and satisfy the needs of the users. Any action that will create information overload or 
too little information will be prevented. The third principle, interactive causes all type of medium of 
communications to be interactive to allow a two way form of communications. Undeniably, two ways 
communication give more significant impact between sender and receiver as compared to one way 
communication that will create communication barriers and understanding gap between two entities. The 
final principle, e-business allows any transactions either business or non-business between the local authority 
and its stakeholders both internally and externally to be done electronically at anytime and anywhere. 

The prior discussion shows that the ultimate benefit of the Master Plan is it gives a clear direction and 
guidance to the local authority on any ICT related implementations. Advanced applications has been 
developed to drive e-governance initiatives and benefited local and business community, visitors and public. 
This ICT Master Plan outlined six (6) important elements of the ICT implementation in the city: 

• Information Technology Policy 
• Stakeholders 
• Applications 
• Information Technology Features 
• Information Technology Values 
• Vision 

The other benefit of this plan is it will give a direction and guideline to local authority’s initiatives to 
implement its various applications to manage the city. Basically, seven (7) main systems have been used. 
These include:  

• Public Information and Emergency Systems 
• Intelligent Transport Systems  
• Facilities Management Systems  
• Sumber Putra 
• Office Automations 
• Enterprise Resource Management Information Systems  
• Community Services  
These seven main systems are clearly developed with the intention of driving the e-governance 

initiatives and will benefit the stakeholders. The various ICT policies including the policy related to 
application, network technology, security and wireless will govern all the elements described above. 

4.2. Launching of the portal of the city 
The next main initiative is the establishment of the city portal or website. To enhance its efficiency and 

effectiveness, a community portal initiative which is considered the key corporate priority to establish a 
smart city was outlined in the ICT Master Plan. The launching of the city portal in 2001 was a key to achieve 
objective mentioned above. This project is intended to contribute to all the ICT strategic guidelines.  

Approximately RM70 million has been budgeted to develop the portal. This portal project has been 
jointly developed with technological providers such as Oracle and Cisco and service providers that build 
communication infrastructure like Maxis, Celcom and DIGI. The intention of this network is to receive the 
latest technology for this project.  

There are some objectives on the development of this portal. It acts a communication device for the 
public generally and local community particularly to give feedbacks in addition as a single shared platform 
government agencies and private entities to communicate.  Through this channel, the local authority will 
have a better understanding on the need and problem of the stakeholders. The community also can receive 
announcements and promotions fastly and conveniently via email. They can also interact on-line with the 
local authority for billing and any matter of interest.  

The portal is designed to ensure that its users can access to any information and various services 
delivered by the local authority through a single access. This can benefit the users as the end-to-end online 
services can be conducted via the portal whereby any activity related to the service can take place online. All 
highly impacted services are available online as these will deliver the greatest degree of usefulness to the 
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public. This portal will minimize the need for physical interaction and therefore maximize convenience for 
the citizens and facilitate economic development through easier business processing  

The other aim of the portal also is to become the ‘one stop information centre’ for the city businesses 
and communities. It is intended as an online-enabler and an icon of the city, heightening awareness of the 
city and establishing an international presence. It is based on the new two-ways communication and 
interactive technology which will allow the public access to information pertaining to the new federal 
government administrative centre and the city township. This system is different from the typical web site 
due to its intelligent ability. In addition to receive information, users of this system can make applications, 
send information, give suggestions and get real time information.  

The portal also provides a gateway to other sites which is balanced with text and picture and is quick to 
load.  Complete information together with attractive audio visual materials increase the potential of the city 
to attract local and international tourist.  It promotes the city as a place of living, working and meeting. 

Overall, the portal offers a lot of benefits to the users such as: 
• Single entry point 
• Education and information 
• Communication 
• Online services 
• Downloading form and usage of information 
• Information and news 

From the one point of entry only, the users can search a lot of information and access online services 
without having to contact and liaise with different departments and different officers of the local authority. In 
other way around, the local authority can use the portal to disseminate information and make announcement 
quickly and effectively to reach the public community at large as fast as possible. 

In addition, all the forms can be downloaded via the portal. This will substantially save time, energy and 
money for people that going the office of the local authority simply to get any required forms. As a value 
added services, the clear instruction and step-by step methods has been completely disclose to facilitate 
people on how to fill up the form. This facility will prevent the officer of local authority spending too much 
time giving repetitive consultation to people. In other words, the portal serves as a mechanism to replace 
humans in educating and informing the public on the process of using various services offered by the local 
authority. 

The portal also provides a platform for interactive transactional local authority online services to be 
delivered to the public in an easy-to-use manner. Users can fully save their time as the portal. It also provides 
the public and agencies a single shared platform to communicate via its community-based services. 

5. Conclusions and Recommendations 
The purpose of this paper is to explore the initiative to incorporate ICTs by the local authority in their 

operation. In summary, the local authority that subject to this study has made a clear initiative to incorporate 
ICT in its local governance. The implementation of the ICT Master Plan and the launching of the smart 
portal are the important elements of its initiatives which indicates a larger strategic direction towards 
becoming a smart city. 
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