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Abstract

There is a call from society to examine the integrity behavior challenges of local gov-
ernment (LG) enforcement officers who work directly with citizens due to the nature 
of this job. One of the job requirements of enforcement officers is to investigate law 
enforcement directly to their customers, such as petty traders, hawkers, business own-
ers, developers and contractors, and others. In executing their duties, particularly on 
law enforcement, high integrity behavior and professionalism of enforcement officers 
in LG administrative areas of responsibility are necessary. Based on the framework, the 
study aims to examine the integrity behavior challenges of enforcement officers from 
the citizens’ and staff ’ perspectives, in particular, on to what extent the officers face the 
difficulties and challenges in executing their enforcement tasks. Thus, during the study, 
30 respondents, namely the citizens and LG staff in Kedah, were surveyed. The data 
were analyzed using thematic analysis to gain specific dimensions related to integrity 
behavior. From the citizens’ perspective on LG enforcement teams’ integrity behavior, 
challenges were related to main aspects such as biasness, political intervention, and 
bureaucracy matters. Meanwhile, LG staff consider integrity behavior challenges to be 
affected by opportunistic attitudes among staff, workforce, and financial issues. The 
study suggests that enforcement officers should develop soft skills, employability skills, 
and upgrade academic levels to understand the current situation and develop negotia-
tion skills to deal with grassroots society. 
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INTRODUCTION

The debates regarding enforcement are often linked to the integrity of 
civil servants in delivering local government (LG) services. The prob-
lem of enforcement integrity is very significant at LG level, especially 
related to taxation as it has a very profound impact on the overall lo-
cal government administration, the relationship between LG and the 
local community, management, and relationship between the LG and 
the higher government administration as an example of the state gov-
ernment and federal government (Beaglehole, 1976; Rosseau, 2010).

The importance of implementing enforcement integrity is often the 
topic of discussion in developed countries (Erakovich & Kolthoff, 2016; 
Jiménez, García-Quesada, & Villoria, 2014). Thus, the study argued 
that it should also be given serious attention in developing countries 
such as Malaysia being in progress to become a developed country. In 
this regard, the study defines integrity as a way to provide confidence 
to society by defending a set of values or principles consistently and 
keep their promises (Yulk, 2009). Therefore, people who execute in-
tegrity value can be seen as holding to the promise, the principle, and 
good value consistently.
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From the enforcement perspective, this aspect of integrity is evaluated in terms of regular exercise of 
enforcement duties. However, political intervention often causes bias, discrimination against a group, 
as well as increasingly complicates the bureaucratic process (Colquitt & Salam, 2009; Danziger, 2007). 
Although essentially the concept of classical bureaucracy explains that bureaucracy will make the pro-
cess more systematic and structured, the attitude of individuals who perform such duties causes a par-
ticular organization to be viewed as having no integrity (Colquitt & Salam, 2009; Danziger, 2007).

In general, there are seven main aspects related to integrity. However, most studies use a word 
“ethics” to be associated with integrity, such as ethics in decision-making, moral development, 
legal ethics, organizational performance ethics, ethical management, ethical policies, and envi-
ronmental ethics (Menzel, 2015; Huberts, 2014; Kolthoff, Erakovich, & Lasthuizen, 2010; Manaf, 
Armstrong, Lawton, & Harvey, 2018). Other studies also recommended these aspects, for example, 
Jiménez, García-Quesada, and Villoria (2014) and McLeod and Harun (2014) demonstrated the 
theme of ethical management and moral development used to clarify on the construction process 
of integrity in the public sector.

Jiménez, García-Quesada, and Villoria (2014) who underlie the ethical management from the viewpoint 
of the local integrity system usage found that the area and community differences in a place provide dif-
ferent value and valuation of integrity. However, overall, the community still assumes that corruption 
is the foundation that destroys integrity (Erakovich & Kolthoff, 2016).

In contrast, McLeod and Harun (2014) claim ethical management and integrity from the resource ca-
pabilities of a public sector organization. The lack of staff or the absence of efficient and skilled staff will 
cause ethical management to be inaccessible, and this causes the public community to assume that such 
inefficiencies are an offense in integrity. If an inefficient staff carry out the enforcement or management 
of the ethics system, then the process is getting slower, complicated, and sometimes it can cause corrup-
tion because the community requires a faster work process.

Based on the problems discussed, the questions that arise in the study are about the challenges faced by 
LG enforcement teams in discharging their duties with integrity. The contribution of the study will be 
on adding new knowledge and providing new variables related to the intrapersonal skills and work en-
vironment that could affect the effectiveness of enforcement officers in LG. To date, past research related 
challenges on enforcement integrity in LG is limited, especially in developing countries. Hence, the out-
come of this study can be used as a basis for similar challenges on the integrity behavior of enforcement 
officers, and new programs or culture can be designed to create a model of integrity behavior that suits 
the enforcement team, particularly in LG work culture in different countries.

1. LITERATURE REVIEW

1.1. Integrity

The main principle of public administration 
service delivery is to provide government ser-
vices based on integrity value. This means that 
government agencies strive to provide services 
to society without corruption. The existence of 
corruption elements in government service ad-
ministration either at national or international 
level has affected the competency of a govern-
ment index (Javier, 2007). The features of cor-

ruption have become a global issue that should 
be addressed immediately to avoid challenges in 
a country’s development.

Huberts (2014) argues that civil service integrity 
in the democratic system of government should be 
in line with good values in society. In a healthy 
democratic rule system, people believe in the in-
tegrity of public institutions. Previous studies 
show that their experience influences the belief 
in the government in dealing with civil servants, 
and the extent of the experience in line with the 
customer expectations of the services received 
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(Houston & Harding, 2013; Boyd-Swan & Molina, 
2019). In this regard, civil servants should pay se-
rious attention to the public’s perspective and give 
priority to public value in delivering the services 
(Nabatchi, 2012).

In Malaysian context, public should provide 
the best service to the community. It becomes 
necessary to strive towards a developed coun-
try. Ahmad Sarji Bin Abdul Hamid (1996) states 
that the old administrative patterns need to be 
changed to more proactive and sensitive adminis-
tration of the current community-oriented devel-
opment through more convergence towards vari-
ous controls and enforcement by law. The govern-
ment takes a serious look at ensuring the national 
administration continues to evolve by taking the 
approach to improve efficiency and effectiveness 
in the law enforcement aspects in the country and 
progress in the public service.

1.2. Enforcement from local 
government’s and citizens’ 
perspectives

Baldwin, Cave, and Lodge (2012) suggest improve-
ments in legislation to enhance the effectiveness 
of enforcement by implementing the processes in 
legal cycles. They note the following elements in 
the legal cycle:

1) legal development; 
2) strategy planning;
3) granting of permits; 
4) monitoring;
5) periodic inspection; and
6) Act of non-compliance. 

Keane, Jones, Edwards-Jones, and Milner-Gulland 
(2008) and Wahani, Hakim, Soeaidy, and Noor 
(2014) found that there are limited resources to 
implement law enforcement, monitoring, periodic 
inspections, and reports frequently to ensure the 
success of a program.

Macrory (2006) also agreed to the view and men-
tioned that follow-up monitoring of enforcement 
is a must for compliance with the law. For exam-
ple, a study in the Hai Duong region in Vietnam 
by Binh (2014) showed that by monitoring and 
control activities practiced in the region, the 

weaknesses of an organization, the administra-
tion bureaucracy at the regional level, and cases 
of misconduct among government officials could 
be minimized. Enforcing the monitoring can in-
crease the effectiveness in the legal system indi-
rectly to ensure that the rights of society are based 
on existing laws.

Meanwhile, in Malaysia, the system was intro-
duced and applied at all district offices known as 
the Law Enforcement Monitoring System (SPPU) 
or in Malay known as Sistem Pemantauan 
Penguatkuasaan Undang-undang (Pekeliling 
Kemajuan Pentadbiran Awam Bil.1 Tahun, 2001). 
This system aims to create an integrated meth-
od to overcome the problem of law enforce-
ment actions at the district administration lev-
el. The effectiveness of this system will be test-
ed by monitoring such legal violations with in-
formation obtained to implement enforcement 
(Laporan Pembahruan dan Kemajuan dalam 
Perkhidmatan Awam, 2000). This shows that 
the element of law enforcement is important for 
nation-building to be comparable to developed 
countries that have gone through an era of law 
enforcement transformation.

Various methods are used either from the govern-
ment or the local community, aimed at addressing 
problems that arise in providing the best service 
for the community. The study by Ngah, Zakaria, 
Mustaffa, and Sawal (2011) suggested that each 
local government should be stronger in facing 
the issues of enforcement and various challenges 
to enhance the image of LG in the eyes of socie-
ty, especially in Malaysia. Therefore, enforcement 
actions are seen as one of the methods to realize 
their dreams to solve problems faced through the 
services offered.

1.3. Really Responsive Risk-based 
Regulation Theory

The theory is formulated from the Theory of 
Responsive Regulation developed by Ayres and 
Braithwaite (1992). The theory describes the en-
forcement process that needs to be done by stages, 
and in general, six stages need to be implemented 
to minimize the failure in the enforcement: license 
cancellation, license delay, criminal punishment, 
civil punishment, warning notice, and advice.
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However, as there are various issues of failure 
in terms of the implementation centered on the 
theory, and the “risk-based” element is included 
where the process of implementation has become 
more dynamic and responsive towards the aris-
ing issues (Baldwin, Cave, & Lodge, 2012; Black 
& Baldwin, 2010). Thus, the development of this 
theory is now known as Really Responsive Risk-
based Regulation (Black & Baldwin, 2010). The 
change in the theory is dynamic and responsive, 
where it accounts for risked issues that might arise, 
and making the implementation flexible based 
on five criteria (Phang, 2008), namely regulated 
firms’ behavior, attitude, and culture (Rosli, Abd 
Aziz, Mohd, & Said, 2015), regulation’s institution-
al environment (Mohamad, Daud, & Yahya, 2014), 
interactions of regulatory controls (Said, Alam, & 
Khalid, 2016), regulatory performance (Mohamad, 
Daud, & Yahya, 2016), and regulatory change 
(Black & Baldwin, 2010).

There are six stages in enforcement implemen-
tation (as mentioned earlier). However, for the 
Really Responsive Risk-based Regulation, it is not 
confined to this process. It is concerned with the 
issues of risks and local conditions. For example, if 
an event arises, it can cause a riot or pose a risk in 
terms of the security; therefore, the enforcement 
process will not begin at the first stage, which is 
persuasion, but will proceed directly to civil pen-
alty or criminal penalty (Black & Baldwin, 2010). 
Thus, it can be understood that through the Really 
Responsive Risk-based Regulation, the enforce-
ment process becomes dynamic and flexible based 
on the risk or condition stated in the five aspects 
of the theory. 

This is followed by the discussion on the Really 
Responsive Risk-based Regulation to be synthe-
sized together in the literature review to explain 
how this theory is applied in the context of LG 
enforcement in Malaysia. The outcome from the 
respondents of the study will also be integrated 
with the Really Responsive Risk-based Regulation 
Theory to find the solution as to harmonize the 
perspectives of the society with the capability and 
constraints faced by LG. 

The application of Theory of Responsive Regulation 
can be seen in the case study discussed by Danziger 
(2007). As Danziger (2007) further illustrated, in 

the Gamma country, citizen A and citizen B apply 
for business license, and both are given the same 
form, pay the same value, and undergo a stand-
ard procedure through a fair enforcement process. 
Thus, in Gamma, an idealistic, classic bureaucratic 
process can be carried out. In turn, in Delta coun-
try, citizen A is from a dominant ethnic group in 
the country, but citizen B is from the minority 
group, and both wish to apply for business license. 
Citizen A obtains the application form and can ap-
ply for the license because he is from a dominant 
ethnic group, and the clerk giving the form is also 
from the same ethnic group. However, as for citi-
zen B, the applicant does not get a form because 
the quota for the applicant’s ethnic group is full. 
However, citizen B has an option to obtain the 
form and apply it through the top management. 
The situation in Delta highlights the reality of the 
bureaucratic process that happens in comparison 
to the idealistic classic bureaucracy. Under clos-
er observation, Gamma’s situation shows a high-
er level of integrity as compared to Delta, but in 
a real situation, the process is rather complex and 
shows that the situation in Delta achieved a higher 
level of integrity based on the Really Responsive 
Risk-based Theory (Black & Baldwin, 2010).

It is because Delta has a pluralistic community, 
with diverse ethnic populations, that resulted in 
business applications in the country to be deter-
mined based on the quota of the ethnic popula-
tion. If the dominant ethnic group has a larger 
quota than the ethnic group, it would be fair prin-
ciple in the country. This is because the local cul-
ture in the country is strong with their respective 
ethnic values and ethnic differences. The action 
of implementing the quota system based on eth-
nicity is known as positive discrimination (Noon, 
2010). It means that if the ethnic issues are not 
dealt with well, riot and racial chaos are bound to 
take place. Thus, based on the Really Responsive 
Risk-based Regulation, these ethnic differences 
will be the “risk-based” that need to be addressed 
properly; therefore, the proportional quota system 
should be applied fairly across the ethnic groups 
(Baldwin, Cave, & Lodge, 2012; Black & Baldwin, 
2010). 

It is also worth understanding that the quota pro-
portion issue is well acknowledged internally by 
the people delivering the services. However, the 
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lack of awareness by the public on the quota sys-
tem may lead to the assumption of discrimination 
and bias towards racial groups. These conflicting 
perspectives between the public and the service 
deliverers will increase the risk and invite other is-
sues if this is not well handled. Thus, the element 
of “really responsive” is vital to clarify pertain-
ing issues to the general public in the attempt to 
address rising risk factors immediately (Baldwin, 
Cave, & Lodge, 2012; Black & Baldwin, 2010). This 
clearly shows how important it is to harmonize 
the perspectives of the people with those deliver-
ing the services and carrying out the enforcement.

Besides, the Really Responsive Risk-based 
Regulation Theory is in tandem with the views 
held by Rosenbloom, Kravchuk, and Clerkin 
(2014) who stated that in addressing public issues, 
one perspective would not be deemed as reasona-
ble such as only learning from the perspective of 
the law, but instead one also needs to consider it 
from the perspectives of management and politics. 
This is because the public does not only refer to the 
law aspect but also various aspects, for instance, 
discretion, and sentiments to address this issues; 
therefore, the administrators should acknowl-
edge from three perspectives, namely legal, politi-
cal, and management (Rosenbloom, Kravchuk, & 
Clerkin, 2014). The implementation of the Really 
Responsive Risk-based Regulation Theory is seen 
to be in line with all three perspectives, where this 
theory makes the enforcement process flexible 
and dynamic as compared to the previous theo-
ry, namely the Responsive Regulation Theory, that 
concerns the legal perspective (Black & Baldwin, 
2010; Rosenbloom et al., 2014).

In terms of the LG enforcement application in 
Malaysia, for example, the issue of non-licensed 
food stalls by the roadside. The enforcement meth-
od on a non-licensed stall that has just been set up 
against the abundant non-licensed stalls that have 
long been around would surely require different 
processes of enforcement. In particular, in urban 
areas, people would prefer to eat out as compared 
to dining in, which leads to these stalls to become 
popular among urban residents (Ali & Abdullah, 
2012). In this vein, LG, in turn, should make sure 
that the operations of these stalls are under control, 
and the food stalls are always clean. This is to guar-
antee that the sellers obey the procedures, and mon-

itoring is vital as a form of enforcement. Measures 
to be taken by the LG for non-licensed stalls (newly 
set up) must be stricter, which is directly going to 
the third stage, civil penalty (Ayres & Braithwaite, 
1992; Black & Baldwin, 2010). The aim is to curb the 
emergence of non-licensed stalls and prevent en-
forcement measures from being difficult. 

With regard to the stalls that has long been set up 
that have their loyal customers based on ethnici-
ty, the enforcement method cannot simply use the 
perspective of the law, but it also has to consider 
political perspective and management depending 
on the risk-based degree (Rosenbloom, Kravchuk, 
& Clerkin, 2014). Thus, the first method, which 
is persuasive, is seen to be more appropriate. An 
alternative solution from the side of the manage-
ment is considered as compensation or new sites 
evaluated in terms of the cost-benefit analysis. If 
there is more than one alternative, the public par-
ticipation such as voting might be considered to 
determine the best solution based on the political 
perspective (Rosenbloom, Kravchuk, & Clerkin, 
2014; Manaf, Mohamed, & Lawton, 2016). All 
these processes show that the public enforcement 
aspects implemented by LG are complex. These 
must be addressed well, especially from the per-
spective of the public, and be consistent with the 
objectives intended by LG. However, often these 
measures are construed as being biased. Therefore, 
harmonizing the people’s perspectives with those 
of LG is essential to ensure that the enforcement is 
smooth and effective. 

2. METHOD

The study employs qualitative design with inter-
view technique. The technique is used to gain data 
related to the detailed case study as different from 
the survey design (Oakley, 1999). A semi-struc-
tured interview method is used to obtain detailed 
information from the respondents (Chua, 2012). 
The open-ended questioning method was applied 
during the interview. The questions posed to all 
the respondents focus on the respondents’ experi-
ences and perspectives with regard to the enforce-
ment measures. They are the citizens who are in-
volved in business activities. The respondents’ an-
swers led to further in-depth questions. Tables 1 
and 2 show the list of the respondents interviewed.
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The open-ended questioning technique is regard-
ed as an appropriate method used in this study 
because it allows respondents to explain their 
views from various perspectives (see Appendix 
A). Thus, the respondents feel confident, less 
threatening, and develop trust to respond to the 
questions freely. Furthermore, the respondents 
are among individuals involved directly with the 
enforcement teams and have a huge experience 
in it. The open-ended interviews enable to obtain 
comprehensive information from both categories 
of respondents (Creswell, 2012). The interview 
process begins with arranging appointments 
with 17 potential respondents from the citizens 

representing the sellers involved in the enforce-
ment measures in the LG areas in Kedah state. 
The interview also included the arrangement of 
interviews with 13 LG officers from five LG as-
sessed based on the star upgrade system (SSR-LA) 
(KPKT, 2014; Guest, Namey, & Mitchell, 2012) 
following the criteria that encompass the whole 
main services in the LG (Ministry of Housing 
and Local Government, 2008). The study employs 
purposive sampling technique because it allows 
identifying and selecting the respondents who 
are knowledgeable on enforcement in LG and 
willingness to get involved as participants in the 
study (Patton, 2002; Cresswell & Plano, 2011). A 

Table 1. The list of respondents’ profile among citizens

Respondent Gender Age (years) Academic qualification Business experience 

(years)

R1 Male 33 PMR 17

R2 Male 27 PMR 11

R3 Male 43 – 25

R4 Male 29 PMR 10

R5 Female 31 – 13

R6 Female 37 – 20

R7 Male 44 SRP 24

R8 Male 51 – 32

R9 Female 46 SRP 27

R10 Male 35 PMR 15

R11 Male 40 PMR 19

R12 Female 27 – 12

R13 Male 36 – 21

R14 Male 29 – 13

R15 Female 31 – 14

R16 Male 47 SPM 27

R17 Female 56 – 37

Note: PMR, SRP, and SPM are national examinations in secondary school.

Table 2. List of respondents’ profiles among LG staff

Respondent Gender Age (years)
Academic 

qualification Position
Working 

experience 

(years)

Working experience 

in LG (years)

R18 Male 58 Master Mayor 32 6

R19 Female 36 Master K.J.P 8 7

R20 Male 42 Diploma K.J.P.N 6 6

R21 Male 56 Master President 30 3

R22 Female 44 Bachelor K.B.P 12 10

R23 Male 52 Master President 25 3

R24 Female 51 Bachelor K.B.P.N 29 15

R25 Male 58 Master President 32 5

R26 Male 41 Bachelor K.B.P 12 10

R27 Male 55 Certificate K.B.P.N 30 8

R28 Male 53 Master President 37 3

R29 Female 37 Diploma K.B.P 12 8

R30 Male 54 Certificate K.B.P.N 29 7
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total of 30 respondents from both categories are 
regarded as sufficient because consistency in the 
respondents’ answers was gathered from the in-
terview (Baker & Edwards, 2012).

Furthermore, the study is conducted at the mi-
crolevel by selection challenges of the enforce-
ment work process as one of LG functions in 
Kedah state. The selection of enforcement action 
in Kedah LG as a case study can also represent 
other LG because the principal act used for refer-
ence is equal to all LG in Malaysia, with respect to 
Local Government Act 1976 (Act 171), Town and 
Country Planning Act 1976 (Act 172), Drainage 
and Building Act 1974 (Act 133), and Federal 
Capital Act 1961, which are the additional refer-
ences to Kuala Lumpur City Hall (Phang, 1989).

Once the collection of data arising from the inter-
view is completed, the statement of the interview 
is copied into an interview transcript. Then, data 
are analyzed from the transcript of the interview. 
This study uses the analytical method known as 
taxonomy analysis. This method is seen more ap-
propriately used based on context and also the 
purpose of the research (Chua, 2012), which is 
to learn more about the real situation in the en-
forcement process. Hence, this method is seen to 
analyze and make information obtained by the 
relevant themes or sub-themes to understand the 
cases under study. 

The data obtained from both the categories of re-
spondents are further analyzed using the themat-
ic analysis method with the help of an application 
called ATLAS.ti (Friese, 2019). The thematic meth-
od is applied based on these important themes 
and aims to make it easier for the researcher to 
determine the main issues raised by both groups 
of respondents. The data arranged systematically 
through this thematic method will be able to min-
imize the lack of information when the analysis is 
performed (Tracey, 2013). The data from the inter-
view are processed through the segregation of data 
filtered also labeled according to the coding before 
being presented (Grbich, 2013; Zukmund, Babin, 
Carr, & Grifin, 2013). Data were selected based on 
the appropriateness of the theme, whereas the ir-
relevant information was extracted and removed. 
The themes were developed based on the actual 
problems faced by the LG in enforcing the laws, 

especially the issue of arrears of assessment and 
arrears of license payments. Three main themes 
have been set, and the data are matched with a 
study question and are further used to achieve 
the objectives of the study. The theme, sub-theme, 
and the data transcripts were sent to respondents 
to validate the content of the data, which were an-
swers to research questions. Therefore, the find-
ings of the study can be confirmed as being valid 
and reliable. 

3. RESULTS 

The results of the study obtained from the re-
spondents were analyzed thematically and divid-
ed into two perspectives: citizens and LG staff. 

3.1. Citizens’ perspective

From the citizens’ perspective, there are three 
main challenges that are often raised, known as 
biasness. There are cases of intervention or politi-
cal agenda and signs of bureaucracy at the LG ad-
ministrative level. Figure 1 shows the result from 
the citizens’ perspectives on integrity behavior 
challenges using the application called ATLAS.ti.

3.2. Local government staff’ 
perspectives

The researcher imposed further questions to LG 
staff to get their viewpoint. In general, issues of 
integrity in terms of LG enforcement can be di-
vided into three, namely, the opportunistic atti-
tude among individuals either on the top of low-
er-ranked, workforce, and financial issues. Figure 
2 shows the results of the interviews across the LG 
staff on integrity behavior challenges. 

4. DISCUSSION

Based on the results, it can be established that 
there are differences in the opinions between both 
categories of respondents in evaluating the chal-
lenges of enforcement team in their work. The 
analysis of findings discusses the citizens’ per-
spective first before LG staff explains the issues 
with regard to the objective or constraint of the 
enforcement measures. 
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4.1. Citizens’ perspective

The findings from the citizens’ perspectives indi-
cate that the enforcement team faces three main 
challenges: biasness, political agenda and burau-
cracy, and red tape.

4.1.1. Biasness

The issues of unfairness, biasness, or inequali-
ty in the services provided to the society have 
always been raised to LG. The issues not on-
ly involve the different ideologies or political 
stances but also different religions or races have 
become an issue in the context of enforcing the 
laws. Based on the feedback given by the citi-
zens, this issue of biasness often occurs because 
of two main aspects, which are the individual 
background and different ideology in the polit-
ical party. 

One of the issues of biasness in terms of the back-
ground that has always been debated by the sellers 
or hawkers is about the good relationship between 
sellers and individuals at the top level of the au-
thority. As explained by several respondents (R1, 
R4, R8, R9, R13, and R16), they stated that bias-
ness occurs when a seller knows or has a good rela-
tionship (like family relations) with individuals at 
the top. For example, the compound imposed on 
sellers because of the offenses they committed will 
be reduced to the minimum level, and even worse, 
the compound will be waived in the LG system. 
Reversibly, for sellers who do not know anyone in 
any level of the LG, they will be imposed with the 
compound, and their appeal for compound reduc-
tion will not be considered. The comment from 
one respondent is as follows:

“My friend will always be able to know early from 
others when the authorities want to come up, so 

Figure 1. Integrity and enforcement frameworks from the citizens’ perspective
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they can take off their stuff early, while others who 
do not know about it, then their goods will go due 
to the enforcement” (R1).

Also, it has been noted that the biasness issue is 
much influenced by the factor of race. Most of the 
respondents stated that there is a high level of bi-
asness with regard to enforcers’ actions in every 
LG. In the context of Malaysia, the differences 
in races are often linked with the differences in 
religions, where Malays are synonymous with 
Islam, Chinese with Buddhism, and Indians with 
Hinduism. As an example, R1 and R7 mentioned 
about sellers in remote areas that the majority of 
the Malays involved in daily business activities 
like daily market and night market are often mon-
itored and fined by LG officers as compared to oth-
er races of sellers. This issue related to the back-
ground is harmonious with the statement made 
by Danziger (2007) that, in reality, biasness can 

occur because of the diverse demography or back-
grounds of the individuals. Also, biasness can take 
place because of the ideologies in the political par-
ties, which will be discussed in the following par-
agraphs. There are few comments from respond-
ents as follows: 

“Enforcement personnel should be fair when taking 
enforcement action to all races” (R5, R8), 

“For Malays traders, if they were found guilty, then 
to who they able to complaint” (R10), 

“Why you need to choose, let us be fair to all trades” 
(R11).

4.1.2. Political agenda

In general, the majority of the respondents stat-
ed that there is discrimination or biasness caused 

Figure 2. Integrity and enforcement frameworks from LG regulator’s perspective
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by the different ideologies ingrained in different 
political parties. This is because there are individ-
uals who aim to achieve their respective political 
agenda. For instance, from the statements given 
by R4, R7, R10, R12, and R15, if one has the same 
political ideology with another person, the en-
forcement process will be made easier and, in turn, 
if there are differences in the political ideology, 
strict measures will be taken, or sellers will have 
to abide by the complicated processes. 

“As we are aware of the majority of the commit-
tee meetings which held in the LG will involve the 
Council Members and therefore most likely infor-
mation easily spread it to outsiders easily either di-
rectly or indirectly” (R12).

Respondents also illustrated that another reason 
is that the council members are appointed from 
a group that has the same political ideology. Thus, 
the information could be delivered among them 
earlier. As R12 explained, when enforcement 
measures should be carried out, individuals with 
the same political ideology will get the informa-
tion earlier to enable them to act or prepare be-
fore the enforcement takes place. In turn, other 
individuals will be given notice, or their business 
premises brought down. This shows that the ele-
ment of biasness happens because of the desire to 
achieve their political agenda, and this is also in 
line with the statement made by Danzinger (2007) 
who explains that in reality, a good management 
system can be affected because of the political in-
clination and bias instilled in individuals. 

4.1.3. Bureaucracy and red tape

Besides the issues of biasness and political agen-
da, respondents who are the citizens also stated 
that the enforcement measures demonstrate com-
plex, tedious bureaucracy. R11 and R17 explained 
that the bureaucracy is among the issues that have 
complicated them in getting the services required 
or in applying for license from LG. This makes it 
difficult to apply and to be imposed with enforce-
ment measures: 

“If the office already has a computer facility with 
complete software and database, the work will be 
easier and faster, there is no need to find files at 
the table of other staff or in the boss’s room. The 

situation is getting worst if the officer on leave, so 
others cannot find the information quickly. On top 
of that, a few forms need to completed and wait for 
a certain time to get feedback on license application. 
Then customers will make a complaint on employ-
ees who do not do work well” (R17).

Furthermore, there are also various levels of bu-
reaucracy involved in decision-making. R14 dis-
closed that he needed to go to various departments 
in LG to get his business license. The lower-ranked 
staff must wait for the decision to be made by the 
top officers who are not always present in the of-
fice. The lower-ranked officer must wait to get the 
signature or approval from the top-ranked officer 
before delivering the respective services. This 
causes the delay in the application, and it takes a 
longer time to complete the application. Also, it is 
a waste of time for the sellers to make additional 
visits to LG. 

4.2. Local government staff’ 
perspectives

According to LG staff, there are three main chal-
lenges for enforcement team in their work: the op-
portunistic attitude among individuals, workforce, 
and financial issues.

4.2.1. Opportunistic attitude among individuals

With regard to the statements made by the LG 
staff, the restriction in enforcement measures is 
caused by the opportunists from top manage-
ment. Top management teams are individuals 
who design the information and well acquaint-
ed with the LG activities yearly. This gives them 
the advantage to channel the information to 
their favored groups. This information chan-
neling aims to enable relevant parties to make 
an early preparation before any enforcement 
measures are carried out. For example, with the 
advanced delivery of information by these op-
portunists, this enables certain people to escape 
any fines or actions by the LG when the enforce-
ment is carried out. Automatically, this relation-
ship between the information deliverer and the 
stakeholders will further increase the popular-
ity of the individuals and subsequently enable 
them to retain their positions in LG or politics 
(R26, R27, R29, and R30).
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R26 asserts that

“Usually, some council members are directly in-
volved with certain businesses, and there are also 
council members who apply to me that certain indi-
viduals manage the project.”

The statements given earlier shows an opportunity 
among the council members in LG, but still fol-
low certain financial procedures in project imple-
mentation. R30 also acknowledged the matter and 
agreed to the fact that

“There are several types of approvals for any work 
that can be offered directly to individuals without a 
process of tender, but financial procedures are ad-
hered to.”

4.2.2. Workforce

It cannot be denied that the enforcement limitation is 
explained by the shortage of workforce in LG. This is 
because the area of LG is wide and makes it difficult 
for LG to monitor the duties effectively. For instance, 
bigger remote areas are heavily populated by Malays, 
and when the enforcement operations are completed, 
the people mostly subjected to the compounds are 
Malays who sell in the night or daily markets. Most 
officers (R19, R20, R21, R22, R24) stated that there is 
no issue of biasness in terms of race, but it is based on 
the geographical locations and the shortage of effi-
cient staff to carry out the enforcement duties: 

“The staff at the local government would have to 
say that the internal exchange will occur some 
problems even if it can eventually do too. The rea-
son for staff is to be comfortable with work and 
friends and not interested in job rotation. They 
are more willing to work at the same place even 
if they have done the same work for long time. If 
the rotation needs to follow due to job promotion, 
then it will be ok, but it will be problematic in the 
beginning as many people do not want to move to 
another workplace” (R19).

“This is common that we face the comments and ad-
vice from people to ask for additional staff, but the 
lack of staff is our constraints here” (R20). 

R22, R23, and R24 also agreed with the statement 
with the following comment:

“In the issue of lack of staff due to a limited number of 
job position approved, sometimes the vacancy is not 
filled due to overhead costs, utility and even LG there 
is no new revenue to strengthen the financial posi-
tion of LG unless The State or Federal Government. 
Due to financial incapability, the worries are LG un-
able to pay the salary to its staff, which is more prob-
lematic when compared to grievances from outside 
persons; there is no other way unless ithere is a need 
to do enforcement action.”

Further, it has also disclosed that the enforcement 
officers have a key issue with respect to their skills 
and abilities in carrying out their duties. Most of 
the respondents from LG (R19, R20, R22, R23, 
R24) stated that during the interview process, the 
enforcement officers would be chosen in terms 
of their fitness and stamina with total disregard 
for skills and other abilities, which can help in 
the enforcement measures. As an example, an 
enforcement officer is seen to have the ability to 
carry out the enforcement operations, but he/she 
is not skillful in preparing the reports as lacking 
the skills in ICT. This would be an issue as pre-
paring a report is an important aspect of the job 
as it provides the source of information to the top 
management (R19, R21). 

It has been revealed that the enforcers are not 
skilled in convincing and persuading the sellers 
in difficult situations. This indicates that lack of 
skills in public relations to the point that an en-
forcement operation that is supposed to be easy 
becomes complicated and would further exac-
erbate the situation (R19, R20, R21, R22, R24). 
The issue of the workforce is also related to the 
officers’ skills in giving productive outcomes. 
This is because those who have long served tend 
to show deteriorating work productivity as they 
have been doing the same kind of task for a long 
time (R18 to R25).

4.2.3. Financial issues

The next factor that contributes to the restriction 
of the enforcement agency is the financial state of 
LG. The area or the type of LG is the reason be-
hind the different financial state among LGs. This 
is because the financial allocations obtained from 
the ministry are different from one to another LG. 
The allocation is based on the type of LG, namely 
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the district council, city council, and town coun-
cil. Although the financial position is different, 
the problem faced by all LGs is almost similar. For 
example, the fund allocated by the ministry to the 
district council is higher as compared to the city 
or town council (particularly, allocation on area 
clearing). Nonetheless, the financial affordabili-
ty for the town and city councils are seen to be 
still able to generate their incomes despite the dif-
ferences in allocations. This is due to the officers’ 
credibility at these levels who are more efficient in 
generating the income, compared to those serving 
in the district council. Thus, the district council is 
seen to have less ability in enforcement issues com-
pared to other two councils as the allocation that 
they obtain is only for area clearing and cleaning 
(R18, R21, R23, and R25) can be stated as follows:

“Continuous monitoring is very good, but the issue is 
always the barriers to LG is the constraints of staff to 
monitor the overall additional regulatory areas with 
a broad regulatory area and limited personnel; all 
this will affect the effectiveness enforcement itself.”

Due to this financial constraint, the positions at 
each LG have not been increased, whereby at the 
district council level, the law officers’ position at 

Grade L29 as compared to experienced officers at 
town council with a higher grade, which is L44. 
As a result, the district council will take a longer 
time in enforcing or resolving enforcement issues 
because they are less exposed and lack the expe-
rience as compared to those in the city and town 
councils (R22, R24, R26, R28). Following the lack 
of enforcement in the district council, the out-
standing assessment has increased, and the com-
pound fine is seldom imposed, in comparison to 
LG at the town or city council levels. In terms of 
the various forms to be filled in by LG service 
applicants, they are part of the black and white 
procedure required for documentation in the le-
gal process, to the phase of impeachment because 
definitely, every LG service would require some 
allocation of funds (R19, R22, R26, R29).

“The cost of management is different between each 
LG because, in Kedah, three types of LG are city 
council, municipal council, and district council, 
and, definitely, the criteria on each type of LG are 
not the same. Besides, the cost of management de-
pends on the number of staff at each LG. If there are 
much staff, then hgh the cost of management is high, 
and as many things should be seen and supervised 
as possible.”

CONCLUSION 

Therefore, based on the present study, it can be understood that there are different perspectives from 
the citizens’ standpoint on the staff or officers who perform their duties in LG. The citizens are more 
concerned with surrounding issues that happen without accounting for other factors. This is because 
they do not know or even have access to the internal information in LG. Every action of LG or the ob-
jective behind the enforcers’ actions is done beyond their knowledge. Thus, whether it is good or bad, 
weak or efficient, management is assessed only based on the surrounding, without taking account the 
constraints faced by LG. Nonetheless, the views of the citizens are important to assess the LG manage-
ment for further improved services, and the constraints overcome comprehensively to ensure that the 
services and enforcement can be carried out efficiently and effectively. 

Based on the study, several suggestions in improving the process of enforcement can be considered to be 
implemented. In general, all actions of the enforcers must be dynamic based on the local situations and 
conditions; thus, the use of the Really Responsive Risk-based Regulation Theory to be applied in the en-
forcement. To ensure that the theory is successful, the enforcement officers should develop the soft skills, 
employability skills, and academic skills to enable them to understand current situations and the steps 
that should be taken to deal with the issues at hand. These officers must take the initiative to cultivate 
a learning environment and develop a diverse range of skills or abilities to carry out multi-tasking and 
not only focused on how to enforce actions. Internal reshuffling, with officers doing new tasks through 
the exchange of portfolios in LG, should be able to increase their efficiency. Areas for allocation of the 
hawkers should be planned strategically to enable effective and efficient monitoring and easy enforce-
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ment. The government should introduce improved ICT facilities, going paperless and environmentally 
friendly approaches to be considered, such as data storing technology through the ICT system. All these 
processes should be able to increase the LG enforcement integrity and automatically boost the image 
of LG in the society in the context of excellent services. The recommendation for future studies is to 
revisit the facilities and legislation used by LG in ensuring the regulators are compliant with the code of 
integrity. Besides, future studies also can use the results of the study to form research instruments for 
quantitative study such as the formation of questionnaires. The questionnaire was used to obtain the 
perception of staff and the public, and generalization can be made to the entire LG in a country involved.

To further strengthen the monitoring aspect, the involvement of all parties is a must to ensure the 
journey of a process is progressing as in the prescribed procedure. Wahani, Hakim, Soeaidy, and Noor 
(2014) see the aspect of monitoring not only from the top corner to the bottom but also the monitoring 
needs to be seen from the ground corner up to ensure a procedure is observed at each level, and indi-
rectly the intervention of certain agencies will not be arbitrary.
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