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Abstract
The focus of this paper is the operationalization of integrity by focusing on the performance
enhancement of the local authorities (LA) service delivery in Malaysia. Pioneering studies were
conducted previously with the Community Integrity Building (CIB) approach in the states of Melaka,
Selangor and Terengganu, measuring integrity and its relationship to performance enhancement.
However, these pilot studies were conducted prior to the 2020 Covid-19 pandemic. The pandemic
triggered a lockdown in March 2020, subsequently followed by a declaration of a state of emergency.
During this time, the Klang local council decided the CIB implementation, with the objective of
enhancing the collaboration the community, the contractors and LA staff to improve the service
delivery in Klang. CIB’s unique attribute is that the method creates enhanced feedback loops of
continuous improvement and vigilance, and it is employed to simultaneously improve services and
increase awareness of the community over time. Due to the nation-wide restrictions, nearly 90% of
the necessary action plans had to be executed online, rather than employing the traditional face-toface meetings. The study utilized the fix rate method, as well as integrity and governance measures
to objectively measure improvements in the community’s perception of the LA’s service delivery. The
aim is to bridge the gap between conceptualization and operationalization under the duress of
pandemic constraints. The study concludes by highlighting areas of opportunity for initiating change
in the way things are done in the public service, especially with regards to the integrity agenda by
building local community awareness.
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1. Introduction
The issue of integrity in service delivery can be traced back to the New Public Management (NPM)1
approach. The NPM set new patterns and reform at local level which impacted local authorities in
Germany, USA and New Zealand (Bovaird and Loffer, 2002). Recent trends include public involvement
and consultation, user involvement vis-‘a-vis citizen engagement in the affairs of LAs (Bovaird, 1998).
When applied to the Malaysian context, the importance of good governance, particularly in improving
service delivery and inculcating good values were highlighted (Xavier, 2000).
LAs have always been dogged by the persistent perception that they provide poor service delivery and
are fraught with corruption. LAs have been labeled as inefficient, unresponsive and citizen-unfriendly
government agency (Hazman, 2006). Scheuing & Edvardsson (1994) observed that service quality has
been highlighted from customer perspectives in the literature but not from the perspective of
integrity. They have argued that services by LAs are not a one-way street but rather, a mutual
commitment of honesty and fairness from both parties; the service giver and receiver. Thompson
(1992) concurred that the ethics issue is vital, if not more vital, than any other issue.
This study explores themes surrounding the elements of integrity and its relationship to the
performance of local authorities by seeking to identify the level of integrity of the LAs and whether a
correlation between integrity and the performance of service delivery exist. This process involves
recognizing gaps, what role understanding, commitment, culture and shared purpose can play, as well
as making use of the latest technology, to help accelerate and give clarity to data obtained in the
study.
2. Integrity and LAs’ Service Delivery
Service integrity is defined as ethical behaviors in service processes. The tenet of service integrity is
the observance of ethical values in all aspects of the service process, including (but not limited to) not
taking advantage of other groups’ recklessness, ignorance and generosity (Scheuing and Edvarsson,
1994). Service integrity promotes trust, loyalty, sense of worth, commitment, pride and drives the
quality of business entities. It has also been observed that the notion of service integrity is a response
to financial wastes, conflict of interests, corruption in public and private entity (Doig, 1995). It has
been highlighted that the traditional mechanisms used to safeguard the accountability of public
services have eroded due to organizational restructuring (Ferlie, et. al., 1996 ), a notion supported by
suggestions that traditional accountability instruments have failed and that more confidence should
be put in bottom-up, demand-led accountability initiatives (Joshi, 2010). This scenario also had been
comprehensively discussed in relation to organizational culture, which significantly affects service
integrity and vice versa (Metcalfe and Richards, 1990).
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NPM is an approach to running public service organizations. The term was first introduced by academics to describe
approaches that were developed as an effort to improve public service efficiency by using private sector management
models. The NPM approach is contrasted with the traditional public administration model, in which institutional decisionmaking, policy-making and public service delivery is guided by regulations, legislation and administrative procedures.

2

2.2. LAs’ Service Delivery, Integrity and Quality of Life
Service delivery has always had a pivotal role in the aim of achieving a better quality of life for the
community. In this regard, there are views that a universal code of conduct, encompassing seven
principles, namely: selflessness, integrity, objectivity, accountability, openness, honesty and
leadership is necessary (Chapman, 2000). On a similar note, Raga and Taylor (2005) postulated a
normative criteria for effective and efficient service delivery comprising of values, attitudes and
aptitudes. On the issue of service delivery and the community, Bovaird and Loffler (2002) proposed
that it is imperative to acknowledge a trend toward local government reforms, which must go beyond
the enhancement of local service delivery towards a benchmarking standard of ‘good local
governance’. Nevertheless, it is crucial to note that despite transformation efforts by LAs,
communities do encounter several challenges; notably (i) political pressure on unresolved issues such
as vandalism, crime, poverty, (ii) the use ICT in dealing with problems, (iii) pressure from the media
(iv) exposure of LAs to the nation’s economic issues (v) emergence of a diverse civil society that have
higher expectations and are more demanding in respect of issues pertaining to quality of life. As a
consequence, LAs need consider (i) the need to collaborate with other agencies in the areas of policy
formulation and execution, including the private sector, NGOs as well as state and federal
governments, (ii) a stronger commitment to all stakeholders in formulating strategy, planning and
service delivery, (iii) more exhaustive and broadly disseminated knowledge management, specifically
those linked to stakeholders within the community, and (iv) sustainability and environmental issues.
2.3. Community Integrity Building (CIB)
One approach in the bid to engage the community with the objective of promoting integrity is the
Community Integrity Building (CIB), introduced by Integrity Action, a London-based NGO. The CIB is a
cost effective approach to improve the quality of public programs, development projects and services
with the ultimate aim of improving the community. In this approach, a group within the community
acts as project monitors to observe and report on its implementation. The five phases in the approach
are (i) context sensitivity, (ii) joint learning, (iii) evidence base, (iv) constructive engagement, and (v)
closing the loop. Each phase is comprised of several steps and tools.
1. Context Sensitivity comprises of context analysis, stakeholders’ analysis, community
engagement and baseline establishment;
2. Joint Learning involves identifying and training community monitors and joint working groups
as well as selecting activities to monitor;
3. Evidence-base involves data collection, data analyses and verification, while in
4. Constructive Engagement findings are shared, solutions are identifed, followed by advocating
for change and improvements.
5. Closing the Loop involve fixing problems and advocating for learning and assessment of
impact.
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A salient feature of this approach is the use of the fix rate measure; the percentage of identified
problems that have been resolved. This effectively leads to transparency, accountability and
satisfaction of key stakeholders2.
2.4. Performance in the Public Sector
In the public sector, organizational performance is usually associated with non-financial aspects. In
the private sector, performance is measured through financial elements such as profit margins, return
on investments, market share; among others. In the public sector, objectives are vague, related to
multiple stake-holders and deal mainly with accountability issues (Kloot and Martin, 2000). In this
context, it has been suggested that one should consider a comprehensive notion of organizational
performance from multi-disciplinary perspectives, notably: (i) environment-performance linkage, (ii)
environment and organization structure, (iii) structure of an organization as principal determinant of
performance, (iv) strategy, organization structure and performance, (v) environment, strategy and
performance, and (vi) administration and performance (Lentz, 1981). Other dimensions of
organizational performance, notably transformational leadership, product innovation performance
and intellectual capital-knowledge management have also been suggested (Hussinki, et. al, 2017)
(Sattayaraksa and Boon-itt, 2017). Nevertheless, effectiveness and efficiency remain the focal point of
all organizational performance (Pollanen, 2005). Effectiveness has been defined as the ability to state
or achieve goals while efficiency are benefits realized and/or resources utilized (Cooper, et. al., 2006).
2.5. Influence of Integrity on Service Delivery
Although the notion of integrity is not new, studying its presence (or lack of) in LAs’ service delivery
will yield new insights. Practically all LAs in Malaysia would naturally strive to enhance their
organizational performance, particularly in the context of service delivery, rather than directly delve
into integrity issues. Hence, putting integrity within the context of organizational performance is
worthy and beneficial in the effort to enhance performance, particularly of service delivery. It involves
a translation of a concept to actions.
The study began with a proposition that community engagements play a critical role in improving LAs’
integrity and service delivery. It is based on the assumption that as community engagements improve
in the course of running the CIB program, so too will the quality of engagements with two other
stakeholders; the contractors and staff of the LA.
3. Methodology
3.1. Participants and Procedures
Participants
Three areas within the Klang Municipal Council (Majlis Perbandaran Klang) were selected for the CIB
pilot study. The areas were Rantau Panjang, Taman Sentosa and Bandar Puteri. In each area, three
2

The fix rate for a particular period is the ratio of the number of “solved” complaints regarding a service
compared to the total number of complaints within the same period. It is not purely ordinal in nature due to
the fact that the values and complexity of the complaints are not taken into consideration. A high cost and
complicated complaint solved within 3 days, for example, is not comparable to a simple one which is solved
within a day. Thus a fix rate of 80%, for example, is not necessarily two times better that a rate of 40%.
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group of participants participated in the study which took six months to complete (December 2020 –
May 2021). The three group were (i) the community in each area, (ii) the respective monitoring
committee for each area (appointed from the respective community and, (iii) the contractors who
were responsible for garbage collection, clearing the drains and grass cutting services in each area.
The three communities comprises approximately 71,000 people living within the areas as follows:
19,000 in Rantau Panjang, 40,000 in Taman Sentosa and 12,000 residents in Bandar Puteri.
Methodology
The study began with a series of initial engagements with community representatives to get buy-in
and commitment with regards to community involvements in each area.
Subsequent to the buy-in, nine (9) pre-study surveys of integrity were conducted on samples gathered
from the three communities, the three monitoring committees and three groups of respondents
representing contractors in each area. Four elements of integrity; accountability, competency, ethics
and corruption were measured using a set of constructs specifically developed for the surveys. The
integrity constructs were developed based on the notion of each of the four elements of integrity;
accountability, competency, ethics and corruption.
Accountability is the willingness to be open and transparent so that stakeholders can sense whether
the organization is engaged in what it is supposed to do. If an organization is not prepared to be open
and accountable, then it cannot claim to act with integrity. Competency is having the skills and
capabilities needed to achieve organizational goals. This includes a balanced mix of managerial and
technical skills and attributes. An organization which exhibits accountability with no visible corruption
but demonstrates incompetence cannot claim to have integrity. Ethics is operating in accordance with
a set of established principles to guide policy making with awareness of morality, legal, permissible
and obligatory requirements. An organization which exhibits accountability, competency, has zero
tolerance to corruption but does not exhibit ethical behaviour cannot claim to have integrity. An
organization which control corruption have zero tolerance for corruption and posesses an
organization framework that is sufficient to curb corruption risks. An organization which is
accountable, competent and ethical but tolerate for corruptions cannot claim to have integrity.
Further, an organization is aligned if there exists a unity of purpose between the elements of integrity
and the way that it operates, i.e., there is consistency between what it intends to do and what it
does.
Survey Instruments
The construct items used to populate the questionnaires were developed by adopting suitable items
from the literature and subsequent modifications were made after feedback from the initial
engagements and buy-ins with the communities and the staff of the LA. Where suitable, the 5-point
Likert scale was adopted for each construct item in each of the three types of questionnaire
(community members, community monitors and contractors).
Post CIB Perception Changes: Post-Surveys versus Pre-Surveys
The pre and post-surveys were conducted for the purpose of detecting changes in perceptions, if any,
of the integrity of the LA’s service delivery. The surveys were administered among the community
members, community monitors and contractors. A change is considered to have occured if there is a
5

significant difference in the mean score of the group of indicators (constructs) which represent the
respective elements of integrity. The relevant services under scrutiny were garbage collection,
drainage cleaning and grass cutting. The number of respondents for the surveys are exhibited as Table
1.
Table 1. Number of Respondents in the CIB Pre and Post Surveys
Number of Respondents in Area
Rantau Panjang

Taman Sentosa

Bandar Puteri

Total

Group

Pre

Post

Pre

Post

Pre

Post

Pre

Post

Community
Members

107

81

84

102

99

184

290

357

Community
Monitors

15

13

-

15

13

14

28

42

Contractors

35

16

20

32

10

9

65

57

Basically, the measurement of integrity is achieved by gauging the “achievements” or scores of its
elements; accountability (A), competency (K), ethics (E), corruption (C) and transparency (R).
Following Tajuddin, et. al. (2018), the measure of Integrity is the weighted mean of the scores of the
elements, i.e.,
𝐼0 = 𝑓(𝐴, 𝐾, 𝐸, 𝐶) = 𝑣1 (𝑤1 𝐴 + 𝑤2 𝐾 + 𝑤3 𝐸) − 𝑣2 𝐶
where 𝑣1 = 0.5, 𝑣2 = 0.5, 𝑤1 = 0.4, 𝑤2 = 0.4, 𝑤3 = 0.2 were the chosen weights. Hence,

𝐼0 = 0.5(0.4𝐴 + 0.4𝐾 + 0.2𝐸) − 0.5𝐶
which yield values within the range of -2 to 2. A transformation using 𝐼 = 25(𝐼0 + 2)
yield values in a more easily interpretable scale of 0 to 100.
The measure of Trust is the weighted mean of the scores of its elements; accountability (A), Integrity
(I), corruption (C) and transparency (R). Hence,

𝑇0 = 𝑓(𝐴, 𝐼, 𝑅, 𝐶) = 𝜉1 (ɤ1 𝐴 + ɤ2 𝐼 + ɤ3 𝑅) − 𝜉2 𝐶
where 𝜉1 = 0.5, 𝜉2 = 0.5, ɤ1 = 0.4, ɤ2 = 0.4, ɤ3 = 0.2 are the selected weights and,

𝑇0 = 0.5(0.4𝐴 + 0.4𝐼 + 0.2R) − 0.5𝐶
and
𝑇 = 25(𝑇0 + 2)
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Results of the pre and post surveys are exhibited in Table 2 to Table 4.

4. Results
A summary of the results of the integrity measure of the LA based on evaluation of respondents in the
three areas are as follows:
The integrity measure computed from responses of the Post Survey on the community in Rantau
Panjang increased to 59.8 from the Pre-survey value of 54.6. This resulted from the increases in the
measures of the elements, i.e.accountability, competency and ethics, accompanied by a decrease in
the corruption measure. However, the opposite occured in Taman Sentosa and Bandar Puteri. In
Taman Sentosa, the integrity measure significantly dropped from 56.6 to 50.3. However, in Bandar
Puteri it exhibited a insignificant increase from 52.2 to 53.3. The combined responses of all three areas
resulted in a significant drop in the integrity measure from 55.1 to 52.1.
The trust measure computed from the community Post-Survey responses in Rantau Panjang increased
to 59.5 from the Pre-survey value of 54.1. This resulted from the increases in the measures of the
elements, i.e. accountability, integrity and transparency, accompanied by a decrease in the corruption
measure. A similar situation occured in Bandar Puteri. However, in Taman Sentosa the trust measure
sighnificantly dropped from 57.1 to 52.0. The combined responses of all three areas resulted in a
significant drop in the trust measure from 54.7 to 53.0.

Table 2. Results of Pre and Post Surveys Among Community Members: Comparisons of Integrity and
Trust Measures and Scores of the Elements
Measures of Integrity & Trust By Area (Scale: 0 – 100)
Rantau Panjang

Taman Sentosa

Bandar Puteri

Combined

Pre

Post

Pre

Post

Pre

Post

Pre

Post

Integrity (I)

54.6

59.8

56.6

50.3

52.2

52.3

55.1

52.1

Trust (T)

54.1

59.5

57.1

52.0

51.3

53.2

54.7

53.0

Scores of Elements of Integrity By Area (Scale: 0 – 100)
Rantau Panjang

Taman Sentosa

Bandar Puteri

Combined

Elements

Pre

Post

Pre

Post

Pre

Post

Pre

Post

Accountability (A)

61.8

66.8

63.1

56.2

60.5

58.6

61.7

59.5

Competency (K)

55.3

60.4

51.5

48.0

53.3

50.0

53.5

51.5

Ethics (E)

57.5

60.4

56.3

50.3

54.5

53.9

56.4

54.2

Corruption (C)

49.2

43.4

43.9

51.1

52.0

49.7

47.2

51.1

Transparency (R)

53.7

65.5

55.4

64.7

52.0

61.1

53.6

63.3

The integrity measure computed from the responses of the Post-Survey from the community monitors
in Rantau Panjang increased to 58.1 from the Pre survey value of 52.5. This resulted from the increase
in the measures of the elements, i.e. accountability and ethics, accompanied by a decrease in the
corruption measure and competency. In Bandar Puteri, the integrity measure remained at the Pre7

Survey value of 44.5. The combined responses of all three areas resulted in a significant increase in
the integrity measure from 48.1 to 52.7.
The trust measure computed from the community monitors’ Post Survey responses in Rantau Panjang
increased to 62.1 from the Pre-survey value of 56.6. This resulted from the increase in the measures
of the elements, i.e. accountability and integrity, accompanied by a decrease in the corruption
measure. However, in Bandar Puteri the trust measure significantly dropped from 49.4 to 49.0. The
combined responses of all three areas resulted in a significant increase in the trust measure from 53.1
to 57.6.
Table 3. Results of Pre and Post Surveys Among Community Monitors: Comparisons of Integrity and
Trust Measures and Scores of the Elements
Measures of Integrity & Trust By Area (Scale: 0 – 100)
Rantau Panjang

Taman Sentosa

Bandar Puteri

Combined

Pre

Post

Pre

Post

Pre

Post

Pre

Post

Integrity (I)

52.5

58.1

-TKS-

55.7

44.5

44.5

48.1

52.7

Trust (T)

56.6

62.1

-TKS-

61.7

49.4

49.0

53.1

57.6

Scores of Elements of Integrity By Area (Scale: 0 – 100)
Rantau Panjang

Taman Sentosa

Bandar Puteri

Combined

Elements

Pre

Post

Pre

Post

Pre

Post

Pre

Post

Accountability (A)

48.9

56.4

-NM3-

57.8

79.5

52.4

63.1

55.6

Competency (K)

32.0

26.2

-NM-

26.7

47.7

34.3

39.3

29.0

Ethics (E)

46.7

69.2

-NM-

38.3

36.5

39.3

34.8

48.2

Corruption (C)

36.7

30.8

-NM-

30.0

69.2

53.6

51.8

38.1

Transparency (R)

46.7

46.2

-NM-

40.0

92.3

64.3

67.9

50.0

Table 4. Results of Pre and Post-Surveys Among Contractors: Comparisons of Integrity and Trust
Measures and Scores of the Elements
Measures of Integrity & Trust By Area (Scale: 0 – 100)
Rantau Panjang

Taman Sentosa

Bandar Puteri

Combined

Pre

Post

Pre

Post

Pre

Post

Pre

Post

Integrity (I)

51.6

50.7

58.7

50.2

46.4

55.7

53.1

51.2

Trust (T)

52.1

52.4

58.1

52.3

43.3

55.7

52.7

52.9

Scores of Elements of Integrity By Area (Scale: 0 – 100)
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Rantau Panjang

Taman Sentosa

Bandar Puteri

Elements

Pre

Post

Pre

Post

Pre

Post

Pre

Post

Accountability (A)

42.6

51.6

52.1

46.4

66.7

74.1

49.2

52.2

Competency (K)

36.6

27.5

40.0

36.9

40.0

33.3

38.2

33.7

Ethics (E)

90.7

70.3

76.3

64.1

77.5

77.8

84.2

68.0

Corruption (C)

46.6

44.4

34.8

45.6

65.4

47.2

45.7

45.5

Transparency (R)

65.7

41.7

33.3

58.3

33.3

33.3

50.8

49.7

Not Measured – Due to technical reasons, the pre survey in Taman Sentosa was not completed.
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Combined

The integrity measure computed from responses of the Post Survey by representatives of the
contractors in Rantau Panjang decreased to 50.7 from the Pre-survey value of 51.6. Among the
elements, only accountability recorded a significant increase while competency and ethics showed
significant drops and are accompanied by a decrease in the corruption measure. A drop in the value
of the integrity measure also occured in Taman Sentosa. However, the opposite happened in Taman
Bandar Puteri where the integrity measure increased from 46.4 to 55.7. The combined responses of
all three areas resulted in a significant drop in the integrity measure from 53.1 to 51.2.
The trust measure computed from the Post-Survey responses in Rantau Panjang increased to 52.4
from the Pre survey value of 52.1. This resulted from the increase in the measures of accountability
accompanied by a decrease in the corruption measure. A similar situation occured in Bandar Puteri.
However, in Taman Sentosa the trust measure significantly dropped from 58.1 to 52.3. The combined
responses of all three areas resulted in a significant increase in the trust measure from 52.7 to 52.9.
Performance of the Fixed Rate Measure
The study utilized the fixed rate measure. The approach by Integrity Action approach was adopted
with slight adjustments. Within 6 months, the monitoring committee collected all the complaints
resolved and built on the fix rate data base for the 3 community areas. For ease of communications
and encourage active participation, a whatsapp group was created, comprising the community
members, the committee monitor, the contractors and staff of the LA.
The number of complaints recorded in all the 3 areas during the 3 months before the pilot project
started (Sep 2020-Nov 2020) was 77. The Fix Rate recorded was 87% for the category of those solved
within 1-3 days of the complaint date, 9% for the 4-14 days and 4% for the remaining (solved after
more than 14 days). The number of complaints during the 3 months after the pilot project started (Dec
2020-Feb 2021) was 59. The corresponding Fix Rate recorded was 81%, , 9% and 10 %. Further, the
number of complaints during the 3 months from March 2021 (March 2021-May 2021) was 35, with
the corresponding Fix Rate recorded being 91%, 6% and 3%).
Discussion and Conclusion
This study revolved around the role that integrity, along with its elements, plays in LA’s service
delivery, specifically in the aspects of public service delivery for garbage collection, drainage and grass
cutting and clearance. In this context, LA’s integrity is pivotal because its measurement was
accomplished through the measurement of the stakeholders’ perception of its service delivery. Hence,
the participation of the LA’s selected stakeholders; the community members, community monitors
and contractors are crucial because it reflects the importance of engaging multiple stakeholders thus,
enhancing the measurement process of the integrity of LAs. Further, LAs need to take into
consideration the importance of integrity in its ultimate objective of providing excellent services to
the community. In order to drive for change and transformation in its work culture from the outsidein and inside-out, an LA needs to aim to inculcate integrity in its service delivery as well as in the
community.
Although this study is exploratory in nature, it contributes to existing literature on integrity and public
service delivery because;
9

(i) it illustrates how the elements of integrity of a process (service delivery) are measured through the
perceptions of the service recipients (community). While it is premature to conclude this, it certainly
warrants future study in the same direction,
(ii) it operationalizes and applies the abstract notion of integrity into a ‘hands-on’ tangible approach
that gives meaning and might be helpful to LAs who are concerned with action-oriented services
rather than engaging in abstract issues like integrity;
(iii) the art of dealing with service delivery issues in LAs need to be introspected because the engaged
communities (service recipients) has potential, impact and influence on the evolution of conducive
and responsive ecosystems for nurturing good governance;
(iv) the use of the latest technology in tracking and aiding the transparency of the progress in the study
should not be underestimated and should be further explored.

Limitations
The results of this study have three limitations. Firstly, because only one LA is involved, it confines the
generalizibility of its results which may not be applicable to other public entities of a different nature
in services. Secondly, because only three areas were involved, it confines the generalization of the
results to other areas in the same LA due to vast differences in the composition of the community, as
well as the difference in the requirements for service deliveries. Specifically, the three areas selected
has its unique attributes – for example, one of the areas was more urban, and another was more rural.
The demography of the residents in the three areas also differed in terms of education, occupation
and level of income. It has been observed that the respondents in the urban area were more particular
about the level and details of the service, while the more rural differed in what constituted a
“satisfactory” service to them. In other words, the same issues were not viewed in a uniform manner
across the three areas. The differences in structures, policies and probably cultural dimensions need
to be taken into consideration. Third, the study only represents a snapshot view which is appropriate
at a given point of time but requires continuity and generalization beyond a pilot study. In addition,
the study could not benefit from the full enablement of face-to-face interaction and instead had to be
relegated to online communications. Nevertheless, there is enough encouraging data garnered from
this study to indicate the need to put integrity in the mainstream thinking for the betterment of service
deliveries in LAs.
Implications
In spite of the limitations set out above, it can be considered that the highlight of this study is the
evidence linking the conceptual and practical aspects in operationalizing integrity and its elements
into the effort of improving LA’s service delivery. In this study the elements: accountability,
competency, ethics, transparency and corruption were used to conceptualize the notion of integrity.
These elements is a combination of clarifying the data (complaints) and its progress (drop in
complaints) to not just one party, but to both the provider and the receiver. By making the same data
available to both parties, they are able to quickly come to an agreement, to work on the gray areas
and work together on the same page to achieve the same objectives. As quoted by Rohini Nikelani,
“we cannot be mere consumers of good governance, we must be participants; we must be co10

creators”. By inviting both parties to see the problems at hand, they are given opportunities to cocreate the solutions and yield better outcomes for all.
It is the intersection between all the elements is where integrity can exist and thrive.
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Efficiency

Governance

Ethics
Corruption

Decision-making
Service Delivery

INTEGRITY

System & Structure

What may be missing in the current scenario is simply bringing together the participants, making clear
the data and forging a working relationship between the parties. This means that the LAs can evolve
past being merely service providers but that they (and even the communities they serve) can initiate,
broker and facilitate change through a two-way partnership. This may also mean that as LAs they will
need to upskill in terms of relationship management and even managing their localities by leveraging
on new technologies (tools) but these evolutions can potentially aid the LAs in the process of
evaluating the performance of contractors and openly inviting, even welcoming the local community
feedback, views and continued involvement. Further, it cannot be overstated that the underlying
premise for this evolution to work is to focus on the integrity agenda among managers in the LAs to
enhance organizational performance. Even more in a situation where a pandemic is inflicting its worse,
the more the need for good governance. The study proved that even under duress, the need to
improve service delivery with integrity is paramount and not even a movement control order can stop
the LA and the communities from forging ahead. For they know, that for good governance to work,
integrity is the most crucial currency.
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