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Introduction

Municipal council in Malaysia is observed as a
foundation for overall community advancement
[40, 41, 55]. The prominence of municipal council
cannot be over stressed it will stem from increas-
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Abstract. This research study critically analysed the existing literature on
municipal awareness relevancy of municipal councils’ service delivery for the
purpose of enhancing citizen satisfaction. The purpose of the study is the
investigation of citizen satisfaction level of municipal services through the use
of municipal awareness. The Material and methods were carried out using
secondary data and were meticulously and critically analysed to come up with
reliable results. The study shows the relevance of the public awareness, citizen
satisfaction and municipal council performance in Malaysia. It is evidence in the
research that citizen consent is important before municipal services should be
provided in the local community.

The research study highlighted many discrepancies in many kinds of literature
related to the existing research study, evidence-based analysis were carried out
to buttress importance and significance of the related study to the research
work. The literature was reviewed to ascertain the current happening in the area
of municipal council service delivery. The study shows that many municipal
councils in Malaysia provide adequate and satisfactory services to their
citizens'. The results of the study also revealed that municipal awareness plays
an important role on citizen satisfactions of municipal service delivery. It is also
evident that adequate provision of services has direct bearing with municipal
councils. The study concludes that municipal service delivery can be enhanced
through citizen awareness campaign, to sensitise the local community on
various aspects of service delivery including maintenance of the facilities
provided. The study also concludes that local Authorities lack of awareness
section affects their performance in service delivery process. The study
recommends that municipal councils need to consults the citizen for their
needs and wants; awareness campaign needs to be regularly carried out to
maintain cordial relationship between local Authorities and their citizen; it is
also recommended that municipal services should be delivered the needed
services by the local inhabitants’ after duly consultation.

Keywords: municipal awareness; municipal council; local authorities; citizen
satisfaction.

ing role in local development and sustainable de-
velopment programmes. However, successful
municipal council has been identified as essential
to meet the sustainable development goals,
which implies a stronger role for local authorities
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and municipalities in local development [24, 85,
67, 87]. This includes methods of investing in
municipal council and promoting citizen aware-
ness of local affairs in order to foster transpar-
ency, accountability and responsiveness of local
authorities, and in turn, increase citizen satisfac-
tion with municipal service and outcomes.
Within this background, there is continue advo-
cacy of enlighten local community on municipal
council affairs to foster their satisfaction. This
modification in focus changed the attention to-
wards the subtleties of local communities and
citizens with the significance of their engagement
in local affairs and service assessment. This role
is essential for improving municipal services, as
municipal council are the adjoining level of gov-
ernment to citizens and their interactions and
outcomes have significant impacts on citizen’s
daily survival [13, 23, 39, 89]. In other word, citi-
zen awareness of and participation in municipal
affairs are importance instruments for aligning
municipal outcomes with the needs and wants of
local communities. Citizens’ awareness of mu-
nicipal activities’, would improve citizen support
for municipal service outcome. Municipal council
service outcomes mainly represented by munici-
pal services are often constrained by the lack of
knowledge about the local processes and proce-
dures among the public [9]. Municipal awareness
plays a vital role in citizen attitude toward the
local Authorities (LA), performance measure-
ment of LA’s activities can be ascertained based
on the citizen awareness. In this regards, how
they respond to the authorities’ demand show-
case the level of municipal council development
attainment [32, 52]. Whereas, well-designed so-
cial audit mechanisms and positive citizens’ per-
ception of service delivery are critical for effec-
tive municipal performance and municipal popu-
lace awareness [55].

Municipal awareness is of different grades; po-
litical awareness, regulation awareness, envi-
ronmental awareness, planning awareness. All
these levels of awareness have a positive impact
on the development of LA’s service delivery. Citi-
zen awareness of municipal council activities and
operations through media interventions, and
public campaigns and forums can promote the
capacity of citizens to advocate for their interests
and hold local officials accountable for their deci-
sions and activities. Increasing citizen awareness
of municipal matters is an effective tool for pro-
moting citizens’ engagement and improving ser-
vice delivery [37]. D. Pretorius, W. Schurink [63]
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asserted that rapid municipal development fu-
elled by the world economical ideologies and
technology have been forcing public sector to
transform their leadership in order to become
more responsive and competitive. These state-
ments emphasize that good leadership are
needed to improve municipal awareness and
citizen satisfaction for service delivery in munici-
pal council, adjust to the ever-changing demands
of local authority as well as address the inequali-
ties of the past [73].

Moreover, municipal council needs to change
from a merely institutional entity to a more de-
velopmental organization where citizen aware-
ness would be enhancing for citizen satisfaction
[17]. Machinery to achieve these objectives are
not embedded and in the external establishment
sphere (public-private partnerships and small,
medium and micro enterprises), but also in the
guidelines and conditions of service, and the
quality of local authorities’ staffs and sustainabil-
ity of the working environment. More again, a
municipality is an indispensable foundation in
the local level through the numerous services it
provides for local inhabitants; and through its
direct communication with citizens within its
land mass jurisdiction. S. Almarshad [9] stress
that appointment of citizens in municipal council
service delivery development kindles local au-
thorities to take care and efforts on commencing
more ambitious plans for citizen participation
and growing public access to municipal services.

More again, municipal awareness as a mecha-
nisms for citizen satisfaction was acknowledge
by [47]. Citizen satisfaction can be reached when
the local inhabitants are aware of affairs of the
LA’s. A. Ramachandra, N. Mansor [65] and
Y.Zamzami [91] highlights the importance of
citizen interaction and community involvement
in the management and the evaluation of local
programs and activities to avoid random munici-
pal planning and implementation that would re-
sult in undesirable local outcome.

Problem statement of the research. Citizen lack of
awareness of the administration of municipal
council is the major hindrance to the develop-
ment of the municipal council areas and the in-
habitants [22, 30, 84]. Responsiveness of citizen
towards the local authorities’ service delivery are
determined by the level of citizen awareness [9,
18, 26, 72], citizen satisfaction in Malaysian pub-
lic sector were given attention especially in mu-
nicipal councils has indicated by [43], local au-
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thorities inhabitants need and wants are at-
tended unsatisfactorily [78] and [27]. Awareness
of citizen on the outcome of local authorities’ per-
formance outcome may foster cordial under-
standing. Lack of government commitment to-
wards satisfying municipal council inhabitants
necessitated this study. Creation and establish-
ment of required information can empower local
authority with benefits of citizen compliance of
their regulations [9, 91] and [20, 90], against this
background awareness of citizen on the per-
formance of local authorities in many countries
of the world are based on the seriousness of the
government official to enlighten their citizens.
Thus, one of the exceptional issues of local au-
thority in Malaysia is that there is no adequate
information channel to the citizens. Furthermore,
many interests of the citizens are not fully repre-
sented in the higher level of decision making of
the local councils. In some cases, there is strong
political interference in local authorities that af-
fects their actions and decisions.

Many researches has shown that there are vari-
ous factors impart in creating citizen awareness,
satisfaction and sense of belongingness toward
brands of any kind but sometimes customers
themselves are unaware of the reasons for the
brand preferences [33]. In the contemporary
time the only constant agent is change. LAs posi-
tive change towards advancement of service de-
livery and information dissemination among the
inhabitants enhance the LAs position in terms of
provisioning of municipal services. H. Ofoeze [56]
assertion is that municipal council areas are cre-
ated to solve rural developmental problems and
to provide services at satisfactory level. Services
such as street sweeping, grass cutting, parking
space provisioning etc. are required to be pro-
vided and maintained by both the LAs and the
citizens’ [34] and [54], With the marvelous in-
crease in population connected a municipality
[10], LAs are the bedrock of development of local
people and monitoring wing of social justice [11,
12, 14, 43, 84].

Literature review. There are limited literature on
citizen awareness for enhancing citizen satisfac-
tion of municipal service delivery. This study
tries to highlight the important of citizen aware-
ness in municipal council service delivery (Fig-
ure 1).

Citizen awareness. Citizen awareness is very im-
portant concepts because it involved under-
standing and participation of citizen [10, 83].
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Municipal Awareness

Citizen Awareness, Political Awareness,

Environmental Awareness

Citizen satisfaction

Figure 1 - Conceptual framework of the study

Citizen awareness has been characterized as hav-
ing ties to the need and wants to the develop-
mental services within their local territory [16,
49, 88]. Citizen were concerned about their local
community development and this give them a
deep awareness of municipal council administra-
tion appreciation for services needed, and sense
of responsibility and participation as stakeholder
[48]. The awareness of this concept was ex-
pressed by mobilisations in favour of municipal
service development [48, 73]. Meanwhile, the
councils of municipal council, civil society or-
ganizations, political parties [and] donor agen-
cies all participate in the preparation of vil-
lage/district profiles, preparation of Periodic
Plans, and determination of development priori-
ties, an assessment of the people's present in-
formation literacy capabilities is crucial [1, 2, 3,
36]. More again, B. Holmes [35] suggested that
the concepts of public awareness is encompasses
behavioural and psychological dimensions that
will enable citizen perceptions to determines the
performance of municipal council service deliv-
ery. Citizen awareness or Civic awareness is
splinter of a constant interaction process be-
tween the local authorities, populace and organ-
ised civil society. This awareness process is clas-
sified in terms of the combination of all the com-
munity organizations, taking the form and status
of social partners through social work, education,
public engagement, and the values of basic rights.

Political awareness. Political awareness are
means of citizen understanding of political affairs
of their locality, the headship of municipal coun-
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cil was charge to create resources of public
enlightenment towards the municipal process of
service delivery [4, 5, 6, 69]. Management of mu-
nicipal council expressively should be keen in
obliging any policy that will improve the process
of municipal service delivery [42, 43]. Creation of
mechanism to enlighten the inhabitants on issues
related to their life and wellbeing is the main
function of municipal council officials. Political
awareness by the nationals’ and peoples enable
them understand their condition and direction of
the local council. Criticisms and grievances’ can
be channelled properly to the municipal council
[19, 77]. Many scholars linked citizens’ satisfac-
tion with the awareness of the local communities
on the services delivered and their expectations
on the performance of the municipal council [50,
53, 64, 81].

Environmental ~ awareness. Environmental
Awareness becomes an issue of increasing con-
cern since last two decades, particularly in west-
ern economies [60] and [86]. This concern has
been shared not only by environmental groups
and legislators, but also by customers, local
communities, public authorities, suppliers, finan-
cial institutions and employees [21]. As a result,
there has been increasing pressure for municipal
administration to improve their environmental
management activities and practices in order to
enhance citizen satisfaction [31]. Local commu-
nity need to be environmentally aware so that
the service provisioning can be effectives [61]. In
fact, many municipal councils have deficiency in
enlighten their local communities so that they
can be enlighten. M. Sengupta, J. Das, P. Maji [75]
and M. Akhter, Y. Dwivedi, V. Kumar, U. Kumar
[7] revealed that an environmentally accountable
citizen and community in addition to having
awareness should have rudimentary understand-
ing of the environment and its hitches, feelings of
apprehension for the environment, expertise and
inspirations to solve and ultimately, partake in
environmental development programs.

Citizen satisfaction. Since about three decades
ago Sweden developed and became the first
country in the world to established standardized
cross company and cross industry methodology
of measuring customer satisfaction and customer
loyalty [70]. This general and national measure-
ment gadget for customer satisfaction and cus-
tomer loyalty is called the Swedish Customer Sat-
isfaction Barometer (SCSB). Satisfaction of mu-
nicipal services is one of the major evaluation of
LAs service delivery performance [15]. LAs per-
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formance must commiserate with citizen satis-
faction of municipal services provisioned by local
council, satisfaction of citizenry should be main
target of municipal council officials. To makes a
meaningful development within the demarcation
of local council, the needs and wants of the in-
habitants’ fulfilment represents the activeness of
the local councils. In Malaysia the position of lo-
cal councils allow them to take the responsibility
of providing services to the local community [46,
68, 71, 83]. If the municipal services delivered by
the local councils are perceived as poor, the fu-
ture of good governance and professional images
of this local councils will be at stake [71]. Malay-
sian federal government set aside large sum of
money for local community development ser-
vices [59].

Materials and Methods

Information or data that are collected and used in
this study were extracted from secondary
sources of data which comprised of textbooks,
articles, thesis and statutory documents. The
data were critically reviewed to ascertain the
current happening in the area of municipal coun-
cil service delivery. Mostly, the journals that were
reviewed adopted quantitative methods and they
adopted Structural Equation Modelling (SEM) for
their final data analysis. It must be emphasised
here that the method adopted for data collection
in this study is a literature review analysis. Upon
extracting data from the review, inferences will
be drawn on municipal awareness for enhancing
citizen satisfaction of municipal services in mu-
nicipal council in Malaysia.

Result and Discussion

The result of this research study revealed that
municipal council in Malaysia provide adequate
and satisfactory services to their citizens, but
need additional efforts as it was evident in the
work of [29, 59, 58, 51]. The authenticity of this
research work is verified thoroughly, and the re-
sults vindicated that similar research come to
agree with the conclusion of the results of this
research work in many respects. The works of
[9] and [80] indicates that awareness of citizen is
integral part of process of assessing government
performance, this also agrees with the final result
of this research work. Municipal service qualities
are determined by how informed and their qual-
ity of life, the study of [38, 66] also agree with the
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finding of this research work. This particular
study did not agree with the research of [44] that
emphasised that municipal awareness is among
the key indicators for satisfactory service deliv-
ery. Findings of this research revealed that mu-
nicipal awareness can be enhance by creating an
independent section for information and enlight-
enment [8, 25, 79].

The findings of this study come into agreement
with [28], citizen satisfaction is related to the
level of citizen awareness as opined by [40] and
[59]. The satisfaction of vulnerable group among
the citizen in many municipal councils in Malay-
sia are giving more concerned as vindicated by
[51]. But creation of awareness team within the
municipal councils’ staffs would be of help to the
communities has revealed in [17]. Municipal
councils create enabling environment for citizen
satisfaction of quality municipal services for the
betterment of local communities [76], it was dis-
agree in India that awareness of citizen plays an
important indicator for citizen satisfaction in
healthcare service delivery [45]. Finally, this re-
search comes to assent with most literature that
municipal awareness plays an important role in
attaining comprehensive citizen satisfaction.

Conclusions

This research work concluded that municipal
services delivery can be enhance through citizen
awareness campaign, to sensitise the local com-
munity on various aspects of service delivery in-
cluding maintenance of the facilities provided. It
is also concluding that LAs lack of awareness sec-
tion affects their performance in service delivery.
It was also concluded that local community need
to be aware of the process of service delivery and
all what it takes to get satisfaction. It was evident
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