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Abstract 
The degree of integrity among academics is yet to be determined because 
there is no proper instrument for such measurement. The purpose of this pa-
per is therefore to identify elements that can measure integrity, as well as de-
velop integrity framework or model. Among the themes discussed in this 
paper are, what are the theories, models and concepts related to integrity, 
previous studies on integrity and subsequent discussions on the develop-
ment process of the model that are appropriate for measuring integrity. 
This concept paper concludes that integrity can be measured based on the 
values required for integrity. The implication of this concept paper is that 
the values that are inherent in a person determine their level of integrity. 
This concept paper recommends that integrity should be measured over 
time. It is not only to produce an index of integrity but also to remind aca-
demics of the appropriate values and practices in fulfilling their responsibili-
ties. Furthermore, ongoing exposures to integrity instruments may prevent 
misconceptions about integrity that only associated with corruption, abuse of 
power, unprofessional and inaccurate matters in terms of duties, responsibili-
ties, roles or positions held. 
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1. Introduction 

The issue of integrity among civil servants is never-ending. However, it is im-
portant to note that not all civil servants are not practicing integrity as their cul-
ture. Most civil servants continue to uphold the principle of integrity in carrying 
out their duties and responsibilities. Integrity policies imposed on public services 
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are also not new. Among the policies are Clean, Efficient and Trusted Campaign 
(1982), Leadership by Example Campaign (1983), Implementation of Islamic 
Values Policy (1985), Islamic Work Ethic (1987), Excellent Work Culture 
(1989), Quality Award (1990), Client Charter (1993), MS ISO 9000 (1996), Ex-
cellent Service Award (2002), Key Performance Indicators (KPIs) Islam Founded 
(2005) and more. In addition to policy, many public service circuits are distri-
buted as a guide to cultivate integrity such as the Public Administration Devel-
opment Circular. No. 1 (2008), Customer Relation Management Guide, Public 
Administration Development Circular No. 1 (2009), Improvement of Public 
Complaints Management Process, Public Service Progress Circular No. 2 (1996), 
ISO 9000: 2000 Implementation Guide, Service Circular No. 5 (2007), Office 
Management Guide and more. 

2. The Concept of Integrity 

Based on the efforts made, integrity should no longer be an issue, but should be 
understood and practiced. What is integrity? Institutions of Integrity Malaysia 
(IIM) define integrity as an individual trait based on pure values such as honest, 
truthful, trustworthy, just, responsible, transparent, efficient and wise. The Na-
tional Integrity Plan (PIN) defines integrity as the superior quality that exists 
both individually and collectively. In Islam, integrity is truthful, trustworthy, 
honest, sincere, loyal, responsible, decisive, just, efficient, diligent, wise, firm, 
personal, noble, and virtuous, and such as the nature of the Messenger of Allah 
is truthful (siddiq), trustworthy (amanah), deliver (tabligh), and wise (fatanah). 
A person of integrity will do things in an ethical way, with acceptable values and 
beliefs. Civil servants with positions or responsibilities are entrusted to act ho-
nestly in their jurisdiction and duties must be transparent, have no personal 
conflict, authority, accountable and adhere to all applicable laws and regulations 
so that the public’s trust in the public servant is not impaired, but stable and 
harmony. 

Public agencies are built up with the essential target of meeting the needs of 
the people and country. To accomplish this target, a high-quality public service 
delivery system is required for effective government policies to be implemented. 
The significance of integrity to the public service is to make proficient and dis-
ciplined public administration and services through the utilization of moral val-
ues that can overcome problems and weaknesses in different parts of governance 
such as financial administration, treatment of disciplinary cases, corruption, 
abused of intensity and unlawful abuse by regulation, legislation and religion 
(National Integrity Plan, 2004). 

In short, integrity can be defined as honesty and sincerity as well as perfection. 
The Oxford Dictionary (2008) outlines four key features of the concept of inte-
grity, which are wholeness, soundness, uprightness and honesty. Among gov-
ernment’s effort to increase integrity in the delivery of public services are the es-
tablishment of the Public Complaints Bureau (BPA) in 2000, which allowed the 
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public to submit complaints directly to the Prime Minister’s Department (BPA, 
2010), and the drafting of the National Integrity Plan (PIN) in 2004. In accor-
dance to this, integrity has been defined more precisely by National Integrity 
Plan 2004 (PIN 2004) which carries the meaning of the highest quality that exists 
among individuals and is based on the principle of honesty and moral practice 
(Mazilan et al., 2005). Based on this definition, integrity can be understood as 
the key to achieve quality work that is entrusted to an individual or organization 
based on the nature of integrated and comprehensive work (Ab. Rahman, 2005). 
Integrity should be a pledge to high good standards in carrying out tasks at the 
individual or organizational level. At individual level, the concept of integrity 
means that an employee needs to demonstrate a balance between what is being 
said and what is being done, also to act in accordance with moral, ethical and 
legal principles, to prioritize public interest above his or her own will, and to do 
quality and proper work. At the organizational level on the other hand, integrity 
is reflected in the implementation and articulation of code of ethics, client char-
ters, work processes and adherence to the best practices.  

Besides, to fortify integrity in the delivery of public services, multi policies 
have been implemented by the government such as the Public Service Ethics 
Policy and the Excellent Service Concepts; Clean, Efficient and Trusted Policies; 
Policy and Ethics in Public Service; Implementation of Islamic Values in Public 
Service; and the Twelfth pillar Policy. The basics have been practiced in multi 
programs at the department organization level such as the use of tags, customer 
charts, work ethic code drafting, work manuals, desk files, open office systems, 
integrity management modules, customer meeting days, work rounds and the 
establishment of monitoring teams (Ab. Rahman, 2005, Mazilan et al., 2005, Su-
laiman, 2005, Mohd Tap, 2008). The definition is similar to Islamic doctrine, 
which describe integrity as being honest, trustworthy, sincere, loyal, responsible, 
decisive, fair, competent, diligent, wise, firm, and self-confident.  

3. The Challenge 

The discussion on integrity can never end. The question is does it shows that its 
integrity has not been fully addressed? Until now, there is no absolute answer to 
this. However, many organizations try their best to inculcate the culture of inte-
grity. The same is happening in most of the higher education. The latest trend is 
to produce integrity index. A group of researchers is now in the process of pro-
ducing integrity index. However, it becomes a challenge since there is no proper 
instrument for such measurement. Due to that, based on the values that they 
have determined, the researchers have developed an instrument, collected the 
data and soon analyses the data to come out with the integrity index. However, 
in the process of collecting data, the re-searchers faced a lot of challenges in-
cluding the cooperation of the respondents in filling up the form. 

Another challenge is a misconception on integrity. People always relate inte-
grity to corruption, abuse of power, and taking away the unjust (Malaysian An-
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ti-Corruption Commission Act, 2009). Therefore, clarifying the true concept of 
integrity to the society is necessary. The responsibility is not imposed on one 
party only but instead a responsibility of all including the mass media to educate 
the society on the values of integrity.   

For the government sector, the challenge of establishing and sustaining best 
practices with integrity persisted. The higher ratio of civil servants to the popu-
lation should be able to demonstrate the efficiency and effectiveness of the gov-
ernment service delivery system to the people (OECD, 2009). Unfortunately, the 
performance and integrity of the civil service in Malaysia are still at a low level.  

Research on public complaints reports from 2000 to 2004 (Royal Malaysian 
Police Travel and Management Improvement Commission Report, 2005) found 
that, public agencies related to enforcement such as the Royal Malaysian Police 
(PDRM), the Road Transport Department (JPJ) and Royal Malaysian Customs 
(KDRM) were among the top agencies to receive public complaints. In 2000, the 
agencies with the highest complaints were PDRM (1208 complaints), JPJ (843 
complaints), and Land/District Office and Municipal Council (495 complaints 
respectively). Some of these agencies, such as PDRM, remain problematic by re-
cording the highest public complaint data between 2000 and 2004 (Department 
of National Statistics, 2001-2004). The 2002 Public Perception of Corruption 
Research report cited PDRM, MOH, JPJ, Immigration and licensing-related 
agencies as the top agencies involved in corruption and abuse of power (in the 
Report of the PDRM Travel and Management Commission Report, 2005). 

These show that past studies and reports on integrity generally focus on issues 
of corruption, malpractice and abuse of power. This article argues that “public 
complaints” can technically serve as an important indicator in understanding the 
integrity of civil servants. This is because a public complaint is an expression of 
public disappointment with the service qualities provided by government work-
ers or agencies (Dobel, 1990, Amstrong, 2005). Increasing in public complaints 
technically represent deterioration in the level of service integrity, especially 
when complaints and investigations have merit and civil servants are subject to 
disciplinary action. The use of public complaints as an integrity test is in line 
with the emphasis of the Public Complaints Bureau (BPA), which attests that 
one of the triumphs of expanding integrity is the ability to lessen and resolve 
com-plaints (BPA, 2010). 

There is also a study that discussed the integrity of civil servants in JPJ based 
on the records of complaints received by the agency from 2008 to 2011. The four 
main objectives of the article were to review the com-plaints trend, describe the 
contents of the complaint, determine the merits of complaints and examine the 
impact of complaints on the careers of civil servants involved. Data obtained 
from JPJ Headquarters, Putrajaya covers nine categories of public complaints in-
cluding abuse of power, delay in action, no action, failure to comply, quality of 
counter and telephone service, failure to comply with procedure, unresponsive-
ness, unfair action and lack of public facilities. The results show that the number 
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of public complaints received by the JPJ over the past four years shows a decline 
in integrity. A review of the content of the complaint found that about 53-54 
percent of complaints received had a basis or merit whether it involved minor or 
serious cases. For serious cases that have been decided or are still under trial, 
various disciplinary actions have been instituted by the agency including remov-
al, suspension of employment, resilience, delay in wage movement and demo-
tion. To reduce criticize and increase the integrity of services, various proposals 
have been submitted such as the revision of the JPJ strategic plan, improvement 
of human resource management practices, reinforcing of ICT systems and work 
procedures, integrated complaints management systems as well as continuous 
monitoring and testing measures.  

A study to determine the need to instil an understanding of the value of inte-
grity among staff administration at UiTM has been done since 2004. The special 
committee, named as Management Compliance Committee (DOSH), followed 
by a Vice-Chancellor Circular No.20/2007on April 30, 2007, directed each staff 
member to attend the Integrity Awareness Program. Among other things, the 
contents of the circular are on the aim of the National Integrity Plan (PIN), 
launched by the Prime Minister on April 23, 2004, to form a strong community 
of moral and ethical values, with the citizens having a strong sense of religious 
and spiritual values and upheld by high moral values. The purpose of the pro-
gram is also to educate, to inculcate a positive value (mahmudah) to the admin-
istrative staff, and to drive civil servants to always be trustworthy, sincere, honest 
and responsible in preserving and empowering the image of the department. 
The concepts, definitions, policies and guidelines of integrity are then imple-
mented among UiTM administration staff through platforms such as training 
sessions, lectures, workshops, and Human Capital Development (PMI) program. 
Based on the Integrated Data Centre (PSMB), by May 1, 2011, the knowledge 
and the practice of integrity values among UiTM administrative staff was signif-
icantly increased in 2009. The university then provided a module to guide their 
academic staff to achieve excellence, uphold the values and ethics that they sup-
posed to serve as religious values. The purpose is also to strengthen and disse-
minate Islamic understanding and thought by focusing on the topic of spiritual 
development and applying the values of integrity based on the Quran and 
al-Hadith. Since then, integrity is embedded in UiTM’s premier culture as its 
core values and ethics.  

A study entitled “The importance of integrity culture and work ethics in Ma-
laysian organizations: A preliminary study” by Megat Ayop and Abd. Halim 
(2016a) stated that it should go without saying that integrity and ethics in the 
workplace are two indispensable qualities in the public service of any nation. 
Erosion of the two values among civil servants will lead to mismanagement and 
misconduct within the organization. This study overviewed the progress of the 
National Integrated Plan (2014) with the special reference to the Malaysian Roy-
al Police organization (PDRM). A primary data was gathered from a question-
naire administered to 760 of the PDRM staff and police personnel in the state of 
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Perak. The findings revealed that, majority of respondents testified to and reaf-
firmed the imperative of integrity and work ethic being consistently practiced by 
all Malaysian public sector employees and civil servants.  

A study by Nik Hairi et al. (2012) expressed that the performance and integri-
ty of government workers in Malaysia are still at a critical stage. Based on Inter-
national Corruption Perception Index (CPI) Report from 1995 to 2010, Malaysia 
is among the country with the highest rates of corruption, ranking at 22nd 
(1995) to 37th (2003) and 56th for 2010 (International Transparency 1995-2010). 
Over the last 15 years, the Malaysian CPI Index’s average score has plummeted 
from 5.28 points (1995) to 4.4 points in 2010. This indicates that over the years, 
issues such as corruption and inefficiencies in public service delivery have be-
come more serious. This fact is supported by several domestic studies such as the 
conclusion of experts Ernst and Young International (1996) who found that 
government officers committed 78 percent of fraudulent cases in government 
agencies. This finding is consistent with the findings of the Federal Government 
Report (2005) which showed that civil servants involved in various cases of mis-
conduct such as absenteeism (61.4%), disciplinary violations (13.1%), miscon-
duct (12.6%), drugs abused (2.3%), receiving bribes and entertainment bribes 
(2.3%), serious indebtedness (0.3%) and wrongdoing on property beyond their 
career ability (0.1%).  

Another investigation by Megat Ayop and Abd. Halim (2016b) entitled “The 
idea of integrity in the department of Royal Malaysian Police: A preliminary 
study” stated that integrity is one of the most important characteristics of an or-
ganizational culture that can ensure service quality and excellence in the organi-
zation’s system. Megat Ayop and Abd. Halim also said that RMP has been trying 
to improve and strengthen the integrity of police personnel in order to meet the 
security and law enforcement needs of the state and the society. However, ac-
cording to a report issued by the Public Complaints Bureau (2014) and the En-
forcement Agency Integrity Commission (2014), Malaysian police obtained 
many complaints from the public regarding the deterioration in their service 
presentation system and thus their integrity. Therefore, they conducted a study 
by collecting data using questionnaires and interviews with 760 RMP members 
and officers. The study, which examined the two methods of integrity enhance-
ment among members of the RMP, namely the organizational culture, and the 
individual integrity, showed that the organizational culture seems to be more re-
levant in explaining the integrity problems in RMP as it showed a great influence 
on the police attitudes and behaviour.  

4. The Way Forward 

In order to ensure integrity becomes a culture in all government agencies, indi-
viduals and organizations are required to practice good values such as honest, 
truthful, trustworthy, fair, responsible, transparent, efficient, wise, sincere, loyal, 
resolute, diligent, personable and virtuous. Besides, all agency is reminded to 
promote superior quality (individuals and organizations), to behave ethically 
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(values and beliefs are acceptable), to obey laws, rules and regulations, and to 
contribute to the stability and harmony of the country. 

To address the issue of integrity among academics in University Kebangsaan 
Malaysia, a group of researchers developed an instrument to measure integrity. 
Based on the integrity index produced, the researchers aim to recommend the 
best solution in tackling integrity issues in the agency. The integrity index will 
focus on generic practices, teaching and learning practices, research practices 
and community service practices. Figure 1 is the Academics Model of Integrity 
that has been developed during the process of developing the instruments.  

This model was developed based on values that were statistically proven as 
reliable and valid to measure integrity. To measure integrity of the generic 
practice, values of accountability, trust, self-discipline, honesty, responsibility, 
sincerity, credibility, and prudence must be measured. To measure integrity 
in teaching and learning, practice based on values of accountability, trust, 
self-discipline, honesty, responsibility, sincerity, and fairness need to be meas-
ured. To measure the integrity of academics in performing research tasks, prac-
tices based on accountability, trust, self-discipline, honesty, responsibility, credi-
bility, and efficiency are measured. Similarly, to measure integrity in the services 
of professionals, practices based on accountability, trust, self-discipline, honest, 
responsible, sincere, and efficient are measured. 

5. Conclusion 

This concept paper showed that integrity has become a focus in all organizations 
including government agencies. Effort has been done to promote integrity. 
However, the issues of integrity continue, and this implies that all agencies need 
to do more in order to ensure that integrity becomes a culture within the society.  
 

 
Figure 1. Academics model integrity. 
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The strategies might include measuring integrity regularly, conducting integrity 
campaign or programs at all levels of the organization, and educating citizens 
about the concept and the values of integrity.  
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