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EXECUTIVE SUMMARY 

 

This study was initiated by the Government Contract Workers Network JPKK to 

understand the impact outsourcing on an estimated 150,000 contract workers serving as 

cleaners in schools and hospitals; and security guards at schools. This study was funded 

with grant from Malaysia Reform Initiative (MARI) funded by U.S. Agency for International 

Development (USAID) through United States (US) Embassy in Kuala Lumpur. 

 

In 1983, the Government of Malaysia announced its intention to embark on a Privatisation 

Policy. In 1995, the government announced the outsourcing of public hospital support 

under the purview of the Ministries of Health. The stated objectives were to relieve the 

financial and administrative burden of the government and to improve the quality of 

services to the public. This involved the transfer of certain categories of government 

workers to the private sector Concession companies. 

 

The findings in this report are presented based on the said three (3) support service 

workers. The research shows that the outsourcing of services has taken a heavy toll on 

the workers, the majority of whom come from the Bottom 10% households. They have 

lost out in terms of remuneration and benefits. Over the years, the workers had endured 

labour abuses and union busting. They and their families have been deprived the basic 

human right to lead a decent and dignified life. The lack of transparency on the part of the 

Government in the whole process of outsourcing has not helped the cause of the workers. 

This research makes a compelling case for the direct employment of the workers.  

 

As government employees, the workers would benefit tremendously in terms of job 

security, fair work practices and protection of labour rights. This will enhance the physical 

and psychological state of the workers, and most certainly improve their quality of life. 

Concomitantly, the main recommendation calls for the Government of Malaysia to make 

public its commitment to absorb the contract workers affected by outsourcing of support 

service into the government service by June 2021.
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1.0 INTRODUCTION 

 

The Government Contract Workers Network (JPKK) is a coalition of 20 grassroots groups 

established in 2017 to organise contract workers in government agencies such as 

cleaners, security guards and gardeners. This study was initiated by JPKK to understand 

the implications and impact on the workers of the outsourcing of critical support services 

by government.  

 

The study focused on the support services at hospitals under the Ministry of Health (MOH) 

and public schools under the Ministry of Education (MOE). 

 

The Objectives of the research are: - 

i. To analyse the merits of direct employment of support services workers by 

government agencies as compared to the current outsourced contract labour 

system; 

ii. To highlight the labour and human rights issues faced by workers under the current 

system;  

iii. To make recommendations on re-evaluating the current system from the 

perspective of the worker.  



 2 

2.0 BACKGROUND  

 

Under the Seventh Malaysia Plan (1996 -2000), government support services systems 

such as cleaning, maintenance and security have been outsourced to the private 

contractors1. This was a component of the Privatisation Policy introduced in 1983. The 

policy was intended to reduce government expenditures and to improve the quality of 

service delivery2. 

 

The policy and the system have been in operations for almost 25 years. In 2019, it was 

estimated that there are some 150,000 contract workers in 10,800 government schools 

and 148 government hospitals. 

 

These workers have been deprived of their minimum benefits as prescribed by labour 

laws through re-employment and uncertain employment conditions. The workers 

employed under outsourced contractors have been subjected to exploitative working 

conditions such as; 

i. long working hours; 

ii. arbitrary dismissal; 

iii. delays in wage payment; and 

iv. excessive workload. 

 

The workers existing benefits have been steadily reduced and withdrawn over the years 

through re-employment. JPKK and National Union of Workers in Hospital Support and 

Allied Services (NUWHSAS) have been consistently raising the plight of the workers and 

have been advocating for a permanent solution. JPKK is of the view that the time has 

come for re-evaluation of the policy as these contract workers have faced, and are 

continuing to face many problems, daily.  

                                                 
1 PMO (1995) 
2 MOF (1991)  
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3.0 METHODOLOGY 

 

The data for this research was collected using both primary and secondary sources. 

 

The primary data was obtained through interviews with currently employed contract 

workers in the cleaning and security services, retired management, retired  staff, and an 

outsourcing contractor3. A survey questionnaire form was used to guide the interview 

process4. The data and information collected through this method is primarily qualitative 

in nature. 

 

Interviews with individuals who served in key management positions for the government 

agencies were necessary to understand the employment mechanism in place prior to 

outsourcing. The interviews provided valuable insights on the transition process from the 

management perspective. 

 

The public listed UEM Edgenta Berhadós subsidiary Edgenta Mediserve Sdn Bhd is the 

concession holder from 1st April 2015 for 10 years for the Northern Hospitals Support 

Services (NHSS) covering Perlis, Kedah, Pulau Pinang and Perak. This outsourcing 

contract for NHSS was used as the sample for this research.  

 

Several workers across different locations were interviewed to obtain insights into the 

working environment from the workersô perspective. Workers from the northern hospitals 

support services (NHSS) were interviewed in states of Perak and Pulau Pinang. School 

security guards and school cleaners were interviewed in Melaka and Selangor.  

 

Another key respondent was a management personnel with an outsourcing company for 

the concession company of hospital support services. This interview provided the insights 

into operational mechanisms within the concession company. 

 

                                                 
3 Appendix A - List of Respondents 
4 Appendix B - Survey Questionnaires 



 4 

One outsourcing contractor who has been involved in school cleaning services contract 

for over 10 years was interviewed to get an overall perspective of the tendering process 

for schoolsô support services.  

 

The secondary data was based primarily on published and online documents as follows:  

i. Government publications ï Annual Budget, Remuneration Schemes; etc 

ii. Online news reports on the contract workers and working conditions 

iii. Cases filed by JPKK with Ministry of Human Resources (MOHR) 

iv. Memorandum by JPKK to Ministry of Education (MOE) 

v. Memorandum by the NUWHSAS to Ministry of Health (MOH) 

 

3.1 Limitations 

 

This research is limited by the fact that it could not access essential government 

guidelines on the procurement and management of out-sourced support services. The 

MOE and MOH were approached to obtain the respective guidelines5. The MOE and the 

MOH did not respond to the official request for information. Attempt were made to follow-

up on the request for information with MOH & MOE but was not successful.  

 

The Manpower Department (JTK) and the Industrial Relations Department (IRD) under 

the purview of the MOHR were approached to obtain data on cases of complaints filed 

by contract workers. Both the agencies responded stating that they do not maintain the 

requested statistical data. 

 

Table 3.1: Response on Request for Information 

Ministry Departments Response 

Ministry of Education 

(MOE) 

Acquisition and Asset Management 

Division  

No response 

                                                 
5 Appendix C- Request for Information 
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Ministry of Health 

(MOH) 
Acquisition and Privatisation Division  

No response 

Ministry of Human 

Resources 

Department of Labour (JTK) 
Data not 

maintained 

Department of Industrial Relations (IRD) 
Data not 

maintained 

 

Data and information on guidelines provided by the government agencies would have 

been extremely useful in evaluating the compliance and/or non-compliance of 

Concession Companies, their subsidiaries and contractors to standards set by the 

Government. The need for openness and transparency in providing information is 

addressed in the recommendations section of this report.  
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4.0 FINDINGS 

 

The findings are presented based on the three (3) support services, namely; 

i. Hospital Support services 

ii. School Cleaning services 

iii. School Security service 

 

4.1 HOSPITAL SUPPORT SERVICES 

 

The Seventh Malaysia Plan (1996-2000) outlined the privatisation of healthcare services 

for outsourcing6. In 1995, there were 111 public hospital and 7 special medical hospitals 

nationwide7.  

 

On 27th October 1995, then Finance Minister Anwar Ibrahim announced the outsourcing 

of healthcare support services8. Privatisation of hospital support services focused on 5 

critical areas; 

i. clinical waste (collection, management and incinerations) 

ii. facility cleaning services 

iii. dobby and laundry services 

iv. bio-medical equipment maintenances 

v. facilitiesô mechanical and electrical engineering maintenances  

 

In privatising hospital support services 2,600 government workers were ñtransferred outò 

to the 1996 concession holders9. Most of the workers were landscape maintenance 

workers such as gardeners and painters10. The landscape maintenance workers were not 

given option to remained as government workers. 

                                                 
6 PMO (1995) 
7 MOH (1995) 
8 MOF (1995) 
9 MOF (1996) 
10 Appendix A - List of Respondents (A-18, A-19) 
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Prior to outsourcing, the cleaning of wards and laundry services were undertaken by the 

health attendants. Post outsourcing, the hospital attendants were re-tasked to support the 

ward nurses work such as taking patientsô temperature, blood pressure, administrating 

medicines; and record keeping and filing. 

 

The attempt to reskill the hospital attendants was unsuccessful as many of the health 

attendants in service then were middle-aged people with very basic academic 

qualifications. The health attendants could not cope up with their new sophisticated work  

and begun to opt for early retirement. One retired health attendant who served during the 

outsourcing period recalled the following (translated from Tamil) 11; 

 

ñOne night, the hospital management called all the hospital attendants and told us that 

from tomorrow onwards no more cleaning tasks for hospital attendants. Management told 

that cleaning and laundry will be done by private sector which was supposed to be better. 

We were told to help nurses from the next day onwards and there were no more cleaning 

jobs for us. It happened so suddenlyò. 

~ Hospital Attendant Served Between 1966 ï 2000 ~ 

 

The outsourcing of hospital support services happened abruptly without any planned 

transition process. Both the hospital management and concession companies were not 

prepared for the sudden change. The transition period was considered messy as the 

concession companies were inexperienced in hospital support services.  

 

ñThe hospital operations became extremely messy as the private cleaners were so 

clueless about their job-scope that hospital attendants were intervening under request of 

hospital directors to salvage the situation. We had so many special sessions to teach the 

private cleaners. The hospital was in a mess for the first year. 

~ Retired Hospital Attendant Served Between 1966 ï 2000 ~ 

 

                                                 
11 Appendix A - List of Respondents (A-19) 
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The concession companies employed new individuals as cleaners without any basic 

training or informing them of their respective job scope. Hospital management had to 

arrange multiple sessions with the private workers to be trained by the hospital 

attendants. The hospital management had to intervene countless times to ensure the 

daily operations were not disrupted12. 

 

ñPrivatisation promised five-star hotel like service for hospitals but holding the concession 

companies to such high standards meant higher cost for themò. 

~ Retired Hospital Director in Perak~ 

 

According to retired hospital director, the excessive red tape in lodging complaints to 

MOH on the concession companiesô sub-standard services resulted in many cases of 

ñpoor serviceò being unreported by the hospital management. The government could not 

exit the long-term outsourcing concession agreement prematurely.  

 

MOH granted a 10-year outsourcing period to UEM Edgenta Berhadós wholly owned 

subsidiary Edgenta Mediserve Sdn Bhd (formerly known as Faber Medi-Serve Sdn Bhd) 

for the hospitals in Perlis, Kedah, Perak and Penang from 1st April 2015 for RM3.073 

billion13. Before 1st January 2020, Edgenta Mediserve Sdn Bhd outsourced the human 

resource management of hospital cleaners to Cermin Cahaya Sdn Bhd and NS Medik 

Sdn Bhd14.  

 

The outsourcing contractor, Cermin Cahaya Sdn Bhd was a wholly owned subsidiary of 

the concession contractor, Edgenta Mediserve Sdn Bhd. Cermin Cahaya Sdn Bhd and 

NS Medik Sdn Bhd were responsible for Kedah-Perlis and Penang-Perak respectively. 

The supervisors and the supply of personal protective equipment (PPE) for hospital in 

Perak and Penang were under UEMS Edgenta Sdn Bhd which is a subsidiary of UEM 

Edgenta Berhad 15. 

                                                 
12 Appendix A - List of Respondents (A-1) 
13 Chong (2015) 
14 Appendix F - UEM Edgenta Bhd Ends of NS Medik Sdn Bhd Contract 
15 Appendix A - List of Respondents (A-4, A-6, A-7,A-17) 
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NS Medik Sdn Bhd, undertook a collective agreement with the NUWHSAS for the period 

10th October 2017 to 10th August 2020. On 31stDecember 2019, Edgenta Mediserve Sdn 

Bhd did not renew NS Medik Sdn Bhd outsourcing contract16.  

 

From 1st January 2020 onwards, UEM Edgenta Berhad transferred all the hospital support 

workers from NS Medik Sdn Bhd to Edgenta UEMS Sdn Bhd17. However, Edgenta UEMS 

Sdn Bhd has refused to recognise the collective agreement made between NUWHSAS 

and NS Medik Sdn Bhd. UEMS Edgenta Sdn Bhd and its parent company UEM Edgenta 

Bhd have neither recognised nor negotiated with NUWHSAS18. 

 

4.1.1 Remuneration of Hospital Support Workers 

  

Prior to outsourcing, the hospital cleaning services was conducted by the hospital 

attendants. In 1997, the salary range of the hospital attendants was between 

RM384 to RM1,14519. In comparison, the concession company paid hospital 

cleaners a fixed monthly salary of RM500. Since 2013, the wage increment is 

pegged to the Minimum Wage Act 2013.  

 

Both new and existing workers receive equal wages and benefits regardless of 

years of service. In 2020, the concession company employed hospital cleaners 

earn a minimum wage of RM1,100 and RM1,200 for rural and urban area 

respectively20. 

 

Annual increment for the workers remained stagnant as óre-employmentô of the 

workers at every 1-3 years intervalsô was used by companies21. Re-employment is 

defined as mechanism whereby the same worker is renewed under different or 

same entity to work on the same premise or site. In the case of NHSS, the workers 

                                                 
16 Appendix F - UEM Edgenta Bhd Ends of NS Medik Sdn Bhd Contract 
17 Appendix E - Letter of Employment for Worker with Service Years from 1997 to 2020 
18 Appendix F - UEM Edgenta Bhd Ends of NS Medik Sdn Bhd Contract 
19 PSD (1996) 
20 MOHR (2019) 
21 Appendix E - Letter of Employment for Worker with Service Years from 1997 to 2020 
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had been working in one public hospital since 1997 but were forced to reemployed 

under multiple entities.  

 

Table 4.1: Basic Salary of Hospital Cleaners Under Outsourcing Company22 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

In 2020, the outsourcing company employed hospital cleaners earn a minimum 

wage of RM1,100 and RM1,200 for rural and urban area respectively23. Assuming 

all the hospital workers were still employed by government, the workers would be 

categorised as Operations Assistant with the pay range between RM1,216 to 

RM2,983 per month24.  

                                                 
22 Appendix E - Letter of Employment for Worker with Service Year from 1997 to 2020 
23 MOHR (2019) 
24 PSD (2016)  

Year Basic Salary (RM) 

1997 500 

1998 535 

2002 607 

2003 638 

2004 660 

2005 692 

2006 720 

2008 770 

2014 900 

2016 950 

2017 1,000 

2019 1,100 

2020 (Rural) 1,100 

(Urban) 1,200 
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Table 4.2: Salary Comparison between Government Employed Workers and 

Outsourcing Company Employed Contract Workers25 26 27 

Year 
Government Employed 

Hospital Attendant 

Outsourcing Company 

Employed Contract Worker 

1997 384 ~ 1,145 500 

2020 1,216~ 2,983 1,100 ~ 1,200 

 

For almost 20 years the workers have endured delays in terms of salary payments 

from the date stated in their respective employment contracts. Only in 2017, after 

the resurgence of NUWHSAS this issue has been resolved28. The most senior 

worker could only recall receiving a bonus about three (3) times throughout her 23 

years of service as a hospital cleaner. 

 

Table 4.3: Bonus Granted for Hospital Cleaners Since Outsourcing29 

Year Bonus (RM) 

1997 500 

2011 500 

2017 500 

 

Prior to outsourcing, the hospital attendants were eligible for 12 days of federal 

public holidays30. In 2020, public healthcare workers employed by government 

have 14 days federal public holidays. However, the contract hospital cleaners are 

only eligible for not more than 10 days of federal public holidays and 1 day of state 

public holiday per year as outlined in Employment Act 195531. 

 

                                                 
25 PSD (1996) 
26 PSD (2016) 
27 Appendix E - Letter of Employment for Worker with Service Year from 1997 to 2020 
28 Appendix A - List of Respondents (A-4, A-6) 
29 Appendix A - List of Respondents (A-4, A-5, A-6, A-7) 
30 PSD (1991) 
31 GOM (2012) 
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Table 4.4: Type and Number of Holidays per Year for Government Workers32 

  

Prior to outsourcing, hospital attendants were eligible for at least 20 days of annual 

leave. Immediately after outsourcing, the hospital cleaners under outsourcing 

companies only received 4 days of leave for each half of the year. In 2020, a senior 

worker serving in public hospital for 23 years under outsourcing companies was 

entitled for a maximum of 12 days of annual leave33.  

 

NUWHSAS demanded that workers be granted annual leave based on years of 

services with the public hospital. Edgenta UEMS Sdn Bhd has refused to recognise 

any working service history prior to 201634. Certain workers with 23 years of 

service were entitled for annual leave of 16 days under Employment Act 1955 but 

were only granted a maximum of 12 days. 

 

Table 4.5: Annual Leave for Workers Under Edgenta UEMS Sdn Bhd35 

Service 

Years 

Less than 2 years Between 2 to 5 years More than 5 years 

Annual 

Leave 
8 days 12 days 16 days 

 

In comparison, the annual leave of a hospital cleaner with 23 years of service in 

2020 does not come close to the benefits received by a hospital attendant in 1997.  

 

                                                 
32 PSD (1991) 
33 Appendix E - Letter of Employment for Worker with Service Year from 1997 to 2020 
34 Appendix A - List of Respondents (A-4, A-5, A-6, A-7) 
35 GOM (2012) 

Service 

Years 

Less 

than 10 

years 

More than 

10 years 

Medical  

Leave 

(Outpatient) 

Medical 

Leave 

(Inpatient) 

Public 

Holidays 

(Federal) 

Leave 

(Days/year) 

20 25 15  180 12 
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Table 4.6: Benefits Summary for Hospital Cleaner Since Outsourcing36 37 

Benefits 1997 2020 

Public Holidays (Federal) 9 days 10 days 

Public Holidays (State)  1 day 1 day 

Annual Leave 4 + 4 days 12 days 

Insurance Yes Disputed 

Children Education Gift Yes No 

Medical Panel (per year) RM1,000 RM200 

Dental Panel (per year) RM   200 RM    0 

Dobby Allowances Yes No 

Transports Services Yes No 

óRajinô Allowances Yes No 

Shift Allowances Yes No 

Extra work Allowances Yes No 

Funeral Pay out Yes No 

Uniform per year 2 Sets 2 Sets 

 

Although working in the same public hospital as the public healthcare workers, but 

outsourced hospital cleaners do not receive equal benefits. Instead, the workers 

have experienced a steady erosion of benefits after each reemployment cycle. At 

present, the benefits of the senior outsourced worker are only equivalent to that of 

a new outsourced worker.  

 

Complaints of Employees Provident Fund (EPF) deductions made on monthly 

basis but only credited to the EPF account every 3 or 4-month cycle is a common 

problem raised by many contract workers. In 2019, in a particular case in Penang  

the outsourcing contractor appointed by concession company delayed transferring 

EPF contributions until NUWHSAS raised the issue with the management of 

outsourcing contractor.  

                                                 
36 Appendix E - Letter of Employment for Worker with Service Year from 1997 to 2020 
37 Appendix A - List of Respondents (A-5) 
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4.1.2 Work Equipment And Personal Protective Equipment (PPE) 

  

Workers are faced with severe rationing of PPE by the concession company 

especially for disposable 3-ply face mask and disposable gloves. The workers 

complained that they were given 1 pair of gloves and maximum of 2 disposable 3-

ply face mask to use throughout the whole working day. The workers mentioned 

that supervisors told the workers to reuse the disposable mask and gloves even 

after contamination by sweat, blood, faeces, diarrheal or vomit38. 

 

The workers request for a box of disposable mask and gloves to be made available 

at each workstation per shift had been ignored. This is an accepted practice in the 

public hospitals for public healthcare workers, but the concession company refuses 

to implement39. 

 

Some workers allege that the concession company dilute the cleaning agents 

before delivering the cleaning agents to the respective hospital. Diluting the 

cleaning agent reduces the ability to remove stains40. Concession company had 

also failed to replace cleaning equipment due to wear and tear adequately, and on 

time. The workers had to clean harder than usual which are energy-consuming 

and time-consuming.  

 

According to the workers, supervisors repeatedly stated that the replacement 

equipment will arrive within few days. However, the workers stated that they had 

experienced delays up to several weeks for cleaning equipment41. 

 

The lack of proper cleaning equipment affects the cleanliness of public hospitals 

which poses safety and health risks for the public healthcare workers, patients and 

public. 

                                                 
38 Appendix A - List of Respondents (A-4, A-6) 
39 Appendix A - List of Respondents (A-4) 
40 Appendix A - List of Respondents (A-7) 
41 Appendix A - List of Respondents (A-4, A-5, A-6) 
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4.1.3 Workload And Workplace Harassment 

 

Senior workers have complained of repeated harassment from the management 

such as42; 

i. Verbal harassment including use of harsh language 

ii. Supervisor repeatedly intimidates workers by slamming the table 

iii. Senior workers are given bigger workload with shorter breaks 

iv. Warnings are issued for minor errors by senior workers  

v. Humiliation of senior workers in public. 

 

The workers had highlighted the enormous workload and additional tasks given on 

ad-hoc basis without commensurate remuneration, such as43; 

i. Workers are forced to change to shift hours from fixed hours  

ii. Workers are given more sections or larger areas to clean within 

the same working hours. 

iii. Workers are told to clean sections of other workers on leave 

within the same working hours. 

iv. Meal break, Muslim prayer break and rest hours have. Been 

progressively shortened. 

v. New workers are sent for cleaning work on the first day without 

any training or induction. 

vi. Experienced workers are given the extra burden of teaching new 

workers by the supervisors. 

  

                                                 
42 Appendix A - List of Respondents (A-4, A-6, A-7) 
43 Appendix A - List of Respondents (A-4, A-5, A-6, A-7) 
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4.1.4 Union Busting  
 

As of 1st January 2020, UEM Edgenta Berhad has transferred all the workers from 

NS Medik Sdn Bhd to its subsidiary, Edgenta UEMS Sdn Bhd44. However, UEM 

Edgenta Berhad had refused to recognise the collective agreement made between 

NUWHSAS and NS Medik Sdn Bhd.  

 

UEM Edgenta Bhd had refused to recognise or negotiate with NUWHSAS. 

According to the memorandum submitted by NUWHSAS to then Health Minister, 

Dr Dzulkefly Ahmad, Edgenta UEMS Sdn Bhd has attempted to delegitimise 

NUWHSAS in the eyes the workers45. 

 

ñUnion is useless after UEMS takes over the contract from January 2020, union 

cannot do anything and will automatically cease to exist after UEMS takes over 

next yearò  

~UEMS Management to The Hospital Cleaners ~ 

 

NUWHSAS has formally written to the concession company UEM Edgenta Bhd 

and its subsidiaries (Edgenta Mediserve Sdn Bhd and Edgenta UEMS Sdn Bhd) 

to request for an avenue for discussion. However, the requests for discussion and 

mediation have been consistently rejected46.  

 

NUWHSAS right to use hospital facilities to meet with hospital cleaner outside 

working hours has been denied by the government. On 16th July 2020, NUWHSAS 

has approached all public hospital in Perak to use the meeting room in respective 

hospitals outside working hours to meet with workers. Initially, certain hospital such 

as Hospital Kampar agreed to the use of space. However, the director from the 

                                                 
44 Appendix E - Letter of Employment for Worker with Service Year from 1997 to 2020 
45 Appendix F - UEM Edgenta Bhd Ends of NS Medik Sdn Bhd Contract 
46 Appendix G - EDGENTA UEMS Response to NUWHSAS Request for Meeting 
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Perak State Health Department (JKN-Perak) had issue a letter to override and 

prevent the use of hospital space by NUWHSAS47.  

 

Unions are formed to protect workers interest and are legitimate organisations  

protected by Malaysian law, specifically under the Industrial Relations Act 1967 

and the Trade Union Act 1959.  

 

In the case of hospital cleaners in government hospitals, it is fortunate they have 

a Union to protect and promote their interest. The union called NUWHSAS has its 

headquarters in Ipoh, Perak. Though the Union started in 1997 it was dormant for 

some time until it was reactivated and reenergised in 2016, after almost twenty 

years. 

 

As early as 10 August 2017, NUWHSAS sent a letter to UEM Edgenta Bhd, 

Edgenta Medi-Serve Sdn. Bhd and NS Medik Sdn. Bhd to start a dialogue. The 

very next month the NUWHSAS was informed that the companies do not recognise 

the NUWHSAS. This is unfortunate as in 2018, the then Human Resource Minister 

complained about the dwindling numbers of Unions and wanted to increase Union 

membership in the country to 30%, from its current 6%.  

 

UEM Edgenta being a GLC should have been well versed with this and yet they 

went on a crusade not to recognise the Union. This prompted the union to complain 

to the Industrial Relations Department (IRD) in Ipoh as well as in Putrajaya in 

October 2017. After much lobbying and campaign work, the IRD in Putrajaya 

managed to get the disputing parties to sign a Memorandum Of Understanding 

(MOU) on 6 August 2018.   

 

The MOU called for a secret ballot to be taken by workers between 24 September 

2018 till 29 November 2018 in the state of Perak, Penang, Kedah and Perlis to see 

if the Union had enough support. It was an impossible task to get the workers 

                                                 
47 Appendix H - Request to Use Public Hospital Space By Hospital Cleaner Through NUWHSAS 
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support in view of the hostile environment and the harassment by the Company 

that did not want a Union to protect the workers.  

 

During this period of secret balloting, the union lodged numerous complaints under 

section 4, 5 and 7 of the Industrial Relations Act(IRA). They also held several 

meetings with the Human Resource Ministry and the IRD Director. Police reports 

were also lodged. 

 

Ultimately the Union triumphed when it managed to get more than 50% support 

from workers and it obtained the Recognition certificate endorsed by the 

Contractor company NS Medik Sdn. Bhd., and the Human Resources Ministry.  

 

This is testimony that workers wanted the Union to protect them because of their 

vulnerable situation under the contractor. On 3 July 2019, the Company NS Medik 

agreed to 33 out of 43 demands in the Collective Agreement discussion. This was 

a breakthrough though NS Medic did not want to agree to major issues such as 

wages, increments etc.  

 

At this point of time, while NS Medic and the union was making some headway, 

UEM Edgenta started to meddle in union affairs and went on a campaign to 

discredit the union. The Union received complaints from 22 Hospitals. On 23rd 

October 2019 ï the first collective agreement was signed between the parties.  

 

It was supposed to be a historical event on the issue of creating Industrial harmony. 

But there was not much of harmony as UEMS the parent company kept harassing 

the workers by saying that a new company has taken over and that it is better for 

the workers to leave the union if they want continued employment.  

 

On 6 November 2019, a MOU was signed witnessed by the IRD Putrajaya and 

among the terms was that UEM Edgenta Berhad cannot meddle in the affairs of 

NS Medik Sdn Bhd. But soon NS Medik Sdn Bhd signed the historical collective 
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agreement the company was removed and replaced by another company Edgenta 

UEMS Sdn Bhd. This was a clear ñcoupò to discredit and eventually destroy the 

Union.  

 

Since then 25 complaints and reports have been made as tabulate in Table 4.7 

below: 

Table 4.7: List of Complaints Filed Against UEM Edgenta Bhd and its 

Subsidiaries for Union-Busting Actions 

Complaint Date Nature of complain 

1 12-11-2019 Complaint to IRD on breaching MOU 6-11-2019 

2 14-11-2019 Edgenta UEMS Sdn Bhd forced workers to fill new 

application form and threatened to only take 

workers (cleaners) who can read and write 

3 14-11-2019 Edgenta UEMS Sdn Bhd supervisor forces 

workers to fill new application form immediately or 

will not be employed next year (2020) 

4 19-11-2019 UEMS supervisor forces workers to fill new 

application form immediately, told there will be 

probationary period even if they have worked for 

more than 20 years.  

5 20-11-2019 Workers who did not fill new application form by 

the 20th November 2019, will be employed in the 

following year and threatened to dissolve 

NUWHSAS next year.  

6 22-11-2019 Edgenta UEMS Sdn Bhd supervisor forces 

workers to fill new application form immediately or 

will not be employed next year (2020) and will be 

replaced by new workers. Edgenta UEMS Sdn Bhd 

supervisor threatened to dissolve NUWHSAS next 

year 
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7 29-11-2019 Workers who filled the new application form are 

forced to sign resignation letter from NS Medik Sdn 

Bhd. NUWHSAS members will be transferred to 

new location. 

8 2-12-2019 Complaint that promises made during townhall 

meeting that all workers will get continued 

employment but workers were forced to resign 

from previous employer. 

9 11-12-2019 UEMS supervisor forces workers to fill new 

application form before 15 or face termination. 

Union members were especially harassed to sign  

10 14-12-2019 UEMS supervisor forces workers to fill new 

application form before 15 or face termination 

contrary to earlier promises. Union cannot help 

them because will be dissolved the following year. 

11 17-12-2019 UEMS supervisor and Assistant force workers to 

fill new application form on that day itself or face 

termination contrary to earlier promises. Union 

cannot help them because will be dissolved the 

following year. Donôt bother reporting to the Union 

12 18-12-2019 UEMS supervisor and Assistant force workers to 

fill new application form on that day itself or face 

termination contrary to earlier promises. Union 

cannot help them because will be dissolved the 

following year. Donôt bother reporting to the Union 

13 20-12-2019 New application form giving them 3 daysô time 

 to sign but workers forced to immediately sign to 

confirm they accept the job 

Those who refuse to hand over application form 

and resignation letter from NS Medik Sdn Bhd not 

given new offer letter 
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14 24-12-2019 Because under new offer, benefits are less. 

Workers singed the letter under protest ñDengan 

Bantahanò. Those who signed like that  were told 

that they will not be given job next year 

Workers told not to follow union advice as Union 

cannot do anything 

15 31-12-2019 Complain because Edgenta UEMS supervisor and 

assistant supervisor for not giving offer letter to 

workers who sign under protest 

16 2-1-2010 The failure to give offer letter to 6 Union members  

17 5-1-2020 Changed location of the workers who signed 

"dengan bantahan" from the current workplace.  

Warned that UEMS big company and Union 

cannot do anything 

18 10-1-2020 Continued harassment from UEMS Supervisor 

and Assistant in Ipoh, Hospital Seri Manjung and 

Slim River Hospital 

Harassment of Union, talking, haircut, forced to 

sign counselling letters. 

19 21-1-2020 Those workers who opposed offer letter 

experienced changes in shift and location and rest 

hours in Ipoh, Selama, Bukit Mertajam, Sungai 

Bakap and Parit Buntar hospitals. 

Given various forms to sign and intimidated 

Active Union members harassed, shouted at, 

threatened by UEMS supervisor and assistant. 

20 18-2-2020 Forced to work extra 1 hour without pay in Ipoh, 

Selama, Bukit Mertajam, Sungai Bakap, Parit 

Buntar, Kuala Kangsar and Seri Manjung hospitals 

21 16-5-2020 Complaint under Section 8 ï IRA 1967 violation 

section 4 & 5 by Edgenta UEMS 



 22 

Not given OT because became union member 

Donôt join union, if join Union, you all will be sacked 

22 17-5-2020 Complaint under Section 8 ï IRA 1967 violation 

under section 4 & 5 by  Edgenta UEMS 

Continued harassment and bullying resulting in a 

workersô having serious mental stress and forced 

to get medical treatment 

23 1-6-2020 Complain against the supervisor in Ipoh GH 

against a worker ï her locker broken, things stolen, 

forced to change shift  

24 20-7-2020 Reported to IRD 

Forcing information on union activities 

Discriminated during work because union 

membership 

25 21-7-2020 Complaint to IRA 

Discriminatory treatment of union members 

Workers warn not to complain to union on issues 

Rough and humiliating language used on union 

members 

 

This is just the complaints. There were dozens of letters. On 2 December, many 

busloads of workers managed to meet the then Health Minister, YB Dr Dzulkefly 

Ahmad who had promised to look into the issue. Since MCO and COVID, their 

issues again became a National news when 5 Union activists were arrested for 

doing a peaceful picket outside the Ipoh Hospital on 2 June 2020.  

They were arrested under Section 186 of the Penal Code for obstructing public 

servants from carrying out their duties as well as under Regulation 7 (1) of the 

Prevention and Control of Infectious Diseases (Measures within Infected Local 

Areas) Regulations 2020 ï an MCO legislation.  
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The activists have pleaded not guilty and the case will be heard soon. There was 

a huge outcry by civil society and finally the cleaners plight as frontline workers 

were highlighted although they did not get the same recognition as other health 

front liners.  

 

UEM Edgentaôs role in exploiting these workers and the union were also widely 

published. Among the major issues of Union busting by the Company is as follows: 

i. Deliberate changes of working hours and shifts without prior consent 

ii. Arbitrary transfers to hospitals far from their homes 

iii. Workers forced to work longer hours without overtime pay 

iv. Forbidding union activities during their legitimate break times by 

threatening disciplinary action 

v. No increment of wages, annual paid holidays, or sick leaves in 

accordance to worker seniority 

vi. Denied proper personal protective equipment (PPE) to hospital 

cleaners in charge of COVID-19 wards and facilities 

vii. Cleaners have been denied the special government allowance of 

RM600 given to frontline workers and received only a one-off token 

sum of RM300.  

viii. The subsidized transport services for workers to travel to and from 

hospitals for work was discontinued. 

The position taken by UEM Edgenta Berhad in not recognising a Union simply 

because the union is fighting for better benefits for the workers and the cleaners is 

unacceptable. The Company has even taken the drastic action to dismiss its own 

contractor that signed a collective agreement with the Union. 

Recently the Company has said that it will not honour the previous collective 

agreement signed and wants the Union to go for another recognition process. This 

may take a few months and during that time the Union will be further weakened. 

The Union has now taken the dispute on the issues of Union busting and the 

collective agreement to the courts to adjudicate. 
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On 27 July 2020, the Union met with the Special officer to the Minister of Health. 

He told the Union that if they interfere, the Company may sue them. It appears that 

the Government which appointed the Company is now afraid of its appointed 

contractor! On 10th August 2020, the Ministry also gave a letter basically abdicating 

its responsibility when it said all future issues should be referred to the Ministry of 

Human Resources. 

 

The Unionôs final call is for the Government to absorb all the workers because  

some of them that have been working there for more than 15 years still only get 

paid the minimum wage of RM 1,200. This is absurd especially during this time 

when the world is calling for front line workers to be respected, this group of 

frontline workers continued to be deprived. 
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4.2 SCHOOL CLEANING SERVICES 

 

Prior to outsourcing, the MOE advertised the vacancies for schoolsô cleaners and 

gardeners in newspapers. The applications can be submitted to the District Education 

Office (PPD), the State Education Department (JPN) or school. The final selection from 

the applicants was done by the MOE.  

 

School principals and teachers took extra effort to inform local communities particularly 

low-income and single mothers living near the school to apply for the jobs. The working 

hours of government employed schoolsô cleaners and gardeners were like 

schoolteachers48.  

 

Table 4.8 : School Cleaners Working Hours Comparison in 1995 & 202049 

 Working Hours Break Hours Duration 

Pre-outsourcing (1995) 0700 - 1400 1 hours 6 hours 

Post-outsourcing (2020) 0800 - 1700 Unspecified 9 hours 

 

In 1997, the school cleaning services outsourcing was done nationwide. The school 

cleaning mechanism differs from outsourcing of hospital support service as government 

did not transfer any public sector workers to the private sector. The government used the 

ñphase-outò method to reduce the number government employed cleaners and 

gardeners50. 

 

With the introduction of the outsourcing, government stopped the recruitment for school 

cleaners and gardeners. The government continued to employ in-service schoolsô 

cleaners and gardeners until their retirement while concurrently with the outsourcing 

cleaning services. The early years of outsourcing each school was served by both the 

outsourced contract cleaners and government employed cleaners51. 

                                                 
48 Appendix A - List of Respondents (A-2, A-3) 
49 Appendix A - List of Respondents (A-2, A-15) 
50 Appendix A - List of Respondents (A-3) 
51 Appendix A - List of Respondents (A-2, A-3) 
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There was an appreciable improvement observed in school cleanliness due to additional 

cleaners. Cleanliness levels began to decline as the government employed cleaners 

retired and number of contract cleaners also began to be reduced as observed by a 

former school headmaster (translated from Tamil)52; 

 

ñThe school cleanliness improves tremendously as number of cleaners and gardeners 

was doubled with the entry of private cleaners. But it got bad after government workers 

were phased out through retirement and school management had no powers over private 

contractors and started to lose controlò. 

~ Retired School Headmaster Served Between 1968 ï 2004 ~ 

 

Currently, the workers are re-employed periodically under different cleaning contractors 

but serve at the same school. The government appointed cleaning contractor will be 

introduced to the workers by the school management and PPD. Workers were told to sign 

a new temporary employment contract with the new contractors for the same school53. 

 

4.2.1 Remuneration of School Cleaners 

 

The annual increment for contract workers has been circumvented by re-

employing the same workers under different contractors. Currently, workers are 

reemployed at 3-year intervals with a new outsourcing contractor to serve the 

same school. Since 2013, the salary of the school cleaners is pegged purely to the 

Minimum Wages Act 201354. 

 

Some of the workers complained that certain contractors have failed to provide 

official wage slips on a monthly basis. The lack of official salary slip has prevented 

the workers from applying for any form of financing and government assistance. 

Some workers have experienced serious delays in payment of wages, Employees 

                                                 
52 Appendix A - List of Respondents (A-3) 
53 Appendix A - List of Respondents (A-8, A-9, A-16) 
54 Appendix A - List of Respondents (A-16) 
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Provident Fund (EPF), Social Security Organisation (SOCSO) and Employment 

Insurance Scheme (EIS) are under different contractors55. 

 

Table 4.9: Basic Salary for School Cleaners from 2015 to 202056 

 

 

 

 

 

 

 

In 2020, the outsourcing contractor employed school cleaners earns at minimum 

wage of RM1,100 and RM1,200 for rural and urban area respectively57. The issues 

of unpaid and late payment of wages have existed since in late 1990s, as recalled 

by both former school headmasters58; 

 

ñThe outsourced cleaner has always faced delays in salary payment, sometimes 

more than 2 weeks. They (workers) are worried to voice out or lodge a report for 

fear of losing their job as they are under contract. Itsô common for an outsourced 

cleaner to borrow money from schoolteachers. This was the case in the all the 

school I served until my retirement.ò 

~ Retired School Headmaster Served Between 1968 ï 2004~ 

 

ñLate wage payment for contract cleaners was so common. They (cleaners) had 

asked the school management to ask the contractors to bank-in the wages. But 

the contractors always claimed that the government have not paid the contractors 

yet when we (school management) asked late wagesò. 

~Retired School Headmaster Served between 1977 ï 2014~ 

                                                 
55 Appendix A - List of Respondents (A-8, A-9) 
56 Appendix A - List of Respondents (A-8, A-9) 
57 MOHR (2019) 
58 Appendix A - List of Respondents (A-2, A-3) 

Year Basic Salary (RM) 

2015 900 

2017 1,000 

2019 1,100 

2020 (Rural) 1,100 

(Urban) 1,200 
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Several workers complained that certain contractors refuse to recognise medical 

certificates, including from public hospitals and clinics59. They stated that 

contractors deducted RM30 for each day of absence to pay replacement workers. 

Workers wants to go on leave must find and pay their own replacement to avoid a 

big salary cut60. 

 

In March 2019, JPKK met the then Minister of Education, Dr Maszlee Malik to raise 

issues of poor labour practices of government appointed contractors in schools61. 

Subsequently, the PPDs were instructed to monitor and to ensure contractors 

adhered to labour regulations. The minister gave the commitment to blacklist the 

contractors that failed to adhere the labour laws62. 

 

4.2.2 Work Equipment & Personal Protective Equipment (PPE) 

 

Prior to Covid-19 crisis, some workers were not given disposable gloves or 

disposable mask by their respective contractors. Some contractors did not provide 

workers with special boots, gloves, mask and/or protective googles when using 

heavy-duty bleach to wash drains and toilets.  

 

Workers have reported feeling nauseous and dizzy immediately after 

administrating the heavy-duty bleach with bare hands and without a mask. A 

worker recalled how her colleague developed health condition that could have 

been triggered by inhaling the heavy-duty bleach without the requisite PPE63. 

 

Interviewed workers had highlighted that some contractors tend to dilute the floor 

cleaning agents before delivering to the respective schools. This reduces the 

                                                 
59 Appendix A - List of Respondents (A-8) 
60 Appendix A - List of Respondents (A-8, A-9) 
61 Appendix D - JPKK Meeting With Then Education Minister Dr Maszlee Malik 
62 Bernama (2019)  
63 Appendix A - List of Respondents (A-8) 
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cleaning agent capacity to remove stains. Consequently, the workers had to scrub 

harder which was both energy sapping and time consuming.  

 

Workers also mentioned that contractors had failed to provide replacement for 

cleaning equipment which are easily damaged under daily usage. Some cleaners 

purchased their own brooms, dustpans and mops to ensure the cleanliness of the 

schools64. 

 

During the Covid-19 crisis, contractors failed to provide disposable 3-ply face mask 

and gloves for the workers. The workers were forced to buy or make their own 

facemasks to protect themselves from being infected by the Covid-19 virus.  

 

Contractors had failed to provide hand sanitisers or soap for the workers as 

stipulated by guidelines mandated by government. The workers carried and shared 

their own hand sanitisers to keep themselves safe. Some school administrators 

provided the workers with hand sanitisers and masks that was allocated for 

teachers65. 

 

4.2.3 Workload And Workplace Harassment 

 

Workers have consistently highlighted the problem of heavy workload. A worker 

based on a school and hostel with a population of more than 3,000 students in 

Hulu Langat, Selangor. Several issues were identified such as66; 

i. Number of cleaning workers was reduced from 19 to 8 people per 

day in 2019. 

ii. Since 2019, 6 workers were assigned to clean the school while 

two 2 workers were tasked for cleaning of the hostel.  

                                                 
64 Appendix A - List of Respondents (A-8, A-9) 
65 Appendix A - List of Respondents (A-8) 
66 Appendix A - List of Respondents (A-8) 
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iii. Number of gardeners was reduced from 3 to 1 worker for whole 

school. 

iv. Workers were not given the mandatory meal break of 1 hour  

 

Workers received multiple calls during working hours from their supervisors 

pressuring them to do instant spot-cleaning based on requests from the school 

management. Workers had been made to do unspecified tasks such removing 

large metals, post events clean up etc. Workers were not paid for the extra work 

instructed by the supervisor or the contractors. 

 

Workers had to perform the all cleaning tasks throughout the day without any 

breaks. Workers mentioned that it is normal to work for throughout the whole 

working period without eating or praying (for the Muslims) because of the immense 

workload and unspecified break hours. The cleaners were not given a specify work 

roaster and their designated work areas although workers believe it would have 

been outlined in the government contract guidelines67.  

 

  

                                                 
67 Appendix A - List of Respondents (A-8, A-9) 
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4.3 SCHOOL SECURITY SERVICES 

 

Prior to outsourcing, security service was only provided for schools with valuable assets  

such as boarding, vocational and technical schools. The department responsible for 

school security was the Chief Government Security Office (CGSO) under the Prime 

Minister Office (PMO)68 69. The core function of the CGSO is to provide security services 

for all federal and state governments70. 

 

Security of the daily schools and vernacular schools was a shared responsibility of the 

school, the community and local police station. In certain schools, the principals were 

responsible for locking and unlocking of school on daily basis. The need to have security 

guards in all schools arose with the introduction of computer labs in schools under the 

Multimedia Super Corridor policy in 199671.  

 

Under the current contract system, the security guards are introduced to the newly 

appointed contractors by the PPD officers few months before the commence of the new 

contract period. Existing contract security guards are re-employed by the new contractors 

for the new government contract period. In Hulu Langat, a guard who has been working 

for the same school up to 18 years but under different contractors.  

 

The job of school security guards is equivalent to the CGSO under government 

employment. CGSO employs a group of security officers known as ñbuffer officersò to 

replace regular security officers on holidays. The CGSO security officers are only called 

up to do overtime when buffer security officers are unavailable72.  

 

Meanwhile, the school security guards are working 12 hours per day inclusive of 4 hours 

of compulsory over time. School security guards do not have specified meal breaks73.  

                                                 
68 Appendix A - List of Respondents (A-2) 
69 CGSO (2014a) 
70 CGSO (2014b) 
71 Appendix A - List of Respondents (A-2) 
72 Appendix A - List of Respondents (A-15) 
73 Appendix A - List of Respondents (A-10, A-11, A-12, A-13, A-14) 
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The comparison of working hours between CGSO and school security guards is shown 

in Table 4.10. 

 

Table 4.10: Working Hours for Security Guards by Employment Type 

Employment Shift 

Hours 

Compulsory 

Overtime 

Shift Per 

Day 

Break 

Hours 

Work 

Duration 

Government 

Security (CGSO) 

8 hours 0 hours 3 1 hours 7 hours 

School Security 

Guards 

8 hours 4 hours 2 Unspecified 12 hours 

 

4.3.1 Remuneration of School Security Guards 

 

Since 2013, the salary of security guards had been pegged to the Minimum Wage 

Act 201374. In 2020, the security guards earned at minimum wage of RM1,100 and 

RM1,200 for rural and urban area respectively excluding overtime75. Table 4.11 

tabulates the historical since 2002.  

 

Table 4.11: Basic Salary for Security Guards From 2002 to 2020 

 

 

 

 

 

 

 

 

 

                                                 
74 Appendix A - List of Respondents (A-10, A-11, A-12, A-13, A-14) 
75 MOHR (2019) 

Year Basic Salary (RM) 

2002 500 

2014 900 

2016 950 

2017 1,000 

2019 1,100 

2020 (Rural) 1,100 

(Urban) 1,200 



 33 

The main problems highlighted by the security guards is the issue of unpaid wages, 

salary below minimum wages and late payment of wages. The issues of unpaid 

and late payment of wages amongst security guards are extremely common. JPPK 

had compiled and submitted a list of school contractors with labour rights violations 

to then Education Minister Dr. Maszlee Malik76 77.  

 

In 2016, out of desperation the security guards at SRJK Keat Hwa (S), Kedah 

locked the school gate after contractors had failed to pay wages and EPF for 4 

months78. Each security guards had not received wages worth more than 

RM5,000. A male teacher was forced to climb over the school fence and take the 

keys to gate from the guardsô house to open the school gates79. 

 

Picture 4.1: Banner Raised by Security Guards at SRJK Keat Hwa (S), Kedah On 

After Contractor Failed to Pay 4 Months Of Wages. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

                                                 
76 Appendix D - JPKK Meeting With Then Education Minister Dr Maszlee Malik 
77 Appendix J - List Of Labour Abused By School Contractor Referred By JPKK To MOE 
78 Romli (2016) 
79 Halid (2016) 



 34 

In October 2017, 48 security guards in Kelantan made a report to the police and 

the Malaysia Anti-Corruption Commission (MACC) after the contractor had fail to 

pay outstanding wages worth RM150,000. The security guards had received a 

portion of their salary between September 2016 until July 2017. The contractor did 

not make any wage payments for August 2017 and September 2017. Contractors 

had failed to make pay wages even after MOE had released payments to the 

contractors 80 81.  

 

Picture 4.2: Security Guards Showing Copy of Report After Contractors Failed to 

Pay Outstanding Salaries For 14 Months 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

On March 2019, JPKK submitted a list of 20 contractors who have not paid wages 

since 2016 to the then Education Minister, Dr Maszlee Malik. The list included a 

particular government security contractor, Bazlan Security Sdn Bhd that had 

absconded after labour court ordered the contractor to pay RM107,595 in 

outstanding salary and overtime wages to 33 security guards.  

                                                 
80 Razis (2017) 
81 Fazlina (2017)  
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Security guards with 18 years of service had not received any bonus throughout 

their service. Prior to introduction of the minimum wage, security guards had not 

received any form of salary increments for more than 10 years82. Security guards 

highlighted that certain contractors pay a lump-sum ranging from RM600 to RM800 

for overtime work, neither specifying the overtime hours calculations83. 

 

Since 2010, the security guards received an additional public holiday after 16th 

September was declared as National Day. Security guards said public holidays are 

not given automatically. Security guards must inform at least 14 days before and 

find a replacement. Security guards must pay on their own for the replacement 

guard. There had been cases where security guards who took leave without 

replacement been dismissed immediately. 

 

4.3.2 Work Equipment &Personal Protective Equipment (PPE) 

 

Security guards mentioned that certain contractors had made pay cut as uniform 

deposit from security guardsô salary for the uniforms provided. The uniform deposit 

will be forfeited if the security guards failed to return at end of contract period. The 

uniforms provided are old, dirty, worn out and are a poor fit. During Covid-19 crisis, 

some contractors failed to provide hand sanitisers and face masks. Security 

guards relied on school administration goodwill to provide face mask and hand 

sanitisers meant for students and teachers84. 

 

4.3.3 Workload and Workplace Harassment 

 

Each school has a maximum of 4 security guards and each person works 12 hours 

per day85. Workers are expected to serve 8 standard working hours  and 4 overtime 

hours without specified hour for meal, prayer or stipulated rest-hours. 

                                                 
82 Appendix A - List of Respondents (A-10, A-11, A-12, A-13, A-14) 
83 Appendix A - List of Respondents (A-12, A-13, A-14) 
84 Appendix A - List of Respondents (A-10, A-11, A-12, A-13, A-14) 
85 Menon (2019) 
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Security guards have complained of problems such as: 

i. Contractors did not make EPF, EIS & SOCSO contributions.   

ii. Contractors did not transfer contributions deducted from wages to EPF, 

EIS & SOCSO 

iii. Contractors did not issue official pay slip  

iv. Late salary payment  

v. Arbitrary transfer to another state 

vi. Refusal to implement minimum wage 

vii. Unlawful deductions up to 30% of minimum wages 

viii. Underpayment of overtime wages 

ix. No annual leave  

x. No medical leave 

 

Security guards are prone to immediate dismissal for raising issues of labour rights 

violations. A school security contractor, Norssa Enterprise terminated a security 

guard instantly after the security guard enquired about delay in salary payment. 

JPPK had raised this matter during meeting with the then Education Minister, Dr. 

Maszlee Malik86.  

  

                                                 
86 Appendix J - List of Labour Abuses By School Contractor Referred By JPKK To MOE 
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4.4 FINANCIAL BENEFICIARY OF THE OUTSOURCING SYSTEM 

 

4.4.1 Hospital Support Services 

 

Ministry of Finance (MOF) owns the Ministry of Finance Incorporated (MOF Inc).  

Khazanah Nasional Bhd is owned by MOF Inc except for 1 share which is held by 

Federal Land Commissioner87. UEM Group Bhd is a wholly owned subsidiary of 

Khazanah Nasional Bhd88. 

 

As of 31st March 2020, UEM Group Bhd owns 69.14% of the total outstanding 

shares of the public listed UEM Edgenta Bhd (formerly known as Faber Group 

Bhd). MOF Inc wholly owned subsidiary Urusharta Jamaah Sdn Bhd owns another 

5.81% of total outstanding shares of public-listed UEM Edgenta Bhd89.  

 

Table 4.12 : Federal Government Ownership In UEM Edgenta Bhd 

 

 

 

Hence, as of 31st March 2020, the Ministry of Finance (MOF) directly and indirectly 

owned at least 74.95% of UEM Edgenta Berhad outstanding shares.  

 

                                                 
87 Khazanah (2020a) 
88 UEM Group (2020) 
89 UEM Edgenta (2020) 

Shareholders Outstanding Shares Percentage (%) 

UEM Group Berhad 574,967,925 69.14 

Urusharta Jamah Sdn Bhd 48,313,300 5.81 

Total MOF Owned Shares 623,281,225 74.95 
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MOH granted a 10-year outsourcing concession to UEM Edgenta Bhdós wholly 

owned subsidiary Edgenta Mediserve Sdn Bhd (formerly known as Faber Medi-

Serve Sdn Bhd) for the state of Perlis, Kedah, Perak and Penang from 1st April 

2015 valued at RM3.073 billion90. 

 

Before 1st January 2020, Edgenta Mediserve Sdn Bhd outsourced the 

management of hospital cleaners to Cermin Cahaya Sdn Bhd and NS Medik Sdn 

Bhd. Cermin Cahaya Sdn Bhd and NS Medik Sdn Bhd was responsible for 

management of hospital cleaners in Kedah-Perlis and Penang-Perak respectively. 

The supervisors and the supply of PPE for hospital in Perak and Penang was under 

Edgenta UEMS Sdn Bhd91. The outsourcing contractor, Cermin Cahaya Sdn Bhd 

was a wholly subsidiary, Edgenta Mediserve Sdn Bhd92.  

 

From 1st January 2020 onwards, UEM Edgenta Berhad transferred all the hospital 

cleaners from NS Medik Sdn Bhd and Cermin Cahaya Sdn Bhd into its subsidiary, 

Edgenta UEMS Sdn Bhd93. UEM Edgenta Bhd owns 100% of stakes in Edgenta 

(Singapore) Pte Ltd. Meanwhile, Edgenta (Singapore) Pte Ltd owns 97.46% of 

Edgenta UEMS (Malaysia) Sdn Bhd94. 

 

Picture 4.3: Annual Salary Comparison Of Chief Executive Officer (CEO) And 

Hospital Cleaners Employed Under UEM Edgenta Berhad In 201795 

 

 

 

 

 

 

                                                 
90 Chong (2015) 
91 Appendix A - List of Respondents (A-17) 
92 UEM Edgenta (2020) 
93 Appendix E - Letter of Employment for Worker with Service Year from 1997 to 2020 
94 UEM Edgenta (2020) 
95 The Edge (2018) 

The income of the former CEO of UEM Edgenta Berhad, Azmir Merican 

Azmi Merican for the year 2017 was RM 1.993 million which averages about 

RM 166,083.33 per month or RM 5,460 per day. Meanwhile, the salary of a 

hospital cleaner in 2017 was RM 1,000. It would take 5.5 months for 

hospital clean to earn the CEOôs one day salary.  

  



 39 

In the case of NHSS, the government is the contract provider as well as the 

ultimate main beneficiary. The workers face possible retrenchment under UEMS 

Edgenta Sdn Bhd at the end of concession period in 2025. The profits made by 

Edgenta Mediserve Sdn Bhd and Edgenta UEMS Sdn Bhd from NHSS comes 

back to the federal government through the government-linked-investment 

companies (GLIC).  

 

In the case of NHSS, the government is óprofitingô from the suppression of wages 

and the labour abused, majority of whom are from the bottom 10% (B10) 

households in Malaysia. 
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Picture 4.3: Supply Chain Relation and Profiteering By Government 
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4.4.2 School Cleaning Services 

 

A school cleaning contractor was interviewed to obtain insights into school 

cleaning services. The contractor revealed that PPD had an unofficial role in 

assisting the reemployment of school cleaners. The officers from PPD will 

introduced the workers, supervisors and school managements in respective 

schools to the newly appointed government contractors.  

 

Subsequently, the contractor provides a new short-term working contract to the 

existing workers in respective schools. The contractor stated that MOE ensures 

the same contractor does not serve the same education zone more than once. 

According to the school contractor, this mechanism of introducing existing workers 

to contractors has been in practice in all the other schools as well.  

 

The school management is responsible to inform to PPD whether the outsourcing 

workers under the contractor had provided the services based on the MOE 

guidelines. The payment for both the schools cleaning contractors and school 

security contractors are made by the PPD. Appointed contractors with substandard 

serviced are penalised through payment deductions.  

 

The cleaning contractor stated that the expenditure for wages does not exceed 

70% of the entire contract value based on the minimum wages pay-scale96.   

 

ñNothing to hide as the margin for contractor from the whole cleaning contract after 

deducting the (minimum) wages starts at 30%. 

~ School Cleaning Contractor~ 

 

Picture 4.4 outlines the tendering process for school cleaning contract.

                                                 
96 Appendix A - List of Respondents (A-16) 
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Picture 4.4: Tendering Process of School Cleaning Services 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

ÅMOE issue guidelines for schools to make their respective 
request for cleaning needs

MOE GUIDELINES

ÅRespective school's Assistant Princple (Administration) 
submits detail request to District Education Office (PPD)

SCHOOL REQUEST

ÅPPD reviews, make changes and compile before submit to 
MOE.

PPD REVIEW

ÅMOE advertise publically calling for potential contractors to 
apply. 

TENDER CALL

ÅContractors make their online submissions based MOE 
guidelines. 

CONTRACT SUBMISSION

ÅOnline system automatically rejects contractors that failed 
to meet the pre-conditions such as paid capital and 
experiences

FILTER

ÅQualified contractors are allocated 'contract zone' based 
MOE 'internal guidelines'. 

QUALIFIED

ÅPPD introduces winning contractors to school principals 
and existing cleaners from the schools within the contract 
zone.

INTRODUCTION

ÅWinning contractors issue new short-term re-employement 
contract with for the existing cleaners. 

TAKE-OVER

ÅContractors continue school cleaning services with existing 
cleaners

OPERATIONS



 43 

4.4.3 School Security Services 

 

Picture 4.5 shows the contractual value of a security service contractor for 3 year 

(36 months) in the state of Melaka for the zone ñAlor Gajah 2ò. The hourly rate is 

RM 8.45 per security guard from January 2017 to December 2019. The number of 

contract security guard per day per school is 4 persons.  

 

Picture 4.5: Contract Offer Schedule for School Security Services from January 

2017 to December 2019 

 

 

Based on the assumptions, that the security guards service rates are standardised 

nationwide at RM8.45 for 12 hours per day for 30.5 days per month for 12 months.  

It is assumed that shift per day and workers per shift is similar for daily schools 

nationwide. In 2019, there are 7,772 daily primary schools and 2,436 daily 

secondary schools under MOE97. Thus, it is estimated there are 40,832 security 

guards serving in 10,208 schools in 2019.  

                                                 
97 MOE (2019) 
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Table 4.13: Total Number of Security Guards for Daily School 

 

 

 

Table 4.14: Salary Pay Out for Daily School Security in 2019 

 

 

Thus, it is estimated that MOE paid RM1.515 billion to security contractors to 

employ an estimated 40,832 security guards in 2019. According to Security 

Industry Association of Malaysia (PIKM), there are about 40,000 school security 

guards under 800 security contractors98.  

 

Based on interviews with the security guards, the basic gross wage received after 

8 hours of normal time and 4 hours of overtime work hours is RM1,800 per month. 

The security guardôs total monthly remuneration is RM2,054.45 inclusive of 

overtime payment and statutory requirements such as EPF, SOCSO and EIS 

based on the minimum wage in 2019 of RM1,10099 100 101. 

                                                 
98 Hafiz (2019) 
99 EPF (2020) 
100 SOCSO (2020a) 
101 SOCSO (2020b) 

Type of Daily School Primary Secondary 

Numbers of School 7,772 2,436 

Guards Per Day Per Shift Per School  4 4 

Guard Per Day 31,088 9,744 

Total Security Guards (Estimated) 40,832 

Total Number of Guards 40,832 

Rate Per Hour (RM) 8.45 

Hours Per Shift (Hours) 12 

Days Per Month (Days) 30.5 

Months Per Year (Month) 12 

Estimated Salary Pay Out (RM) 1,515,373,516.80 
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Table 4.15: Total Monthly Remuneration for Security Guards 

Breakdown Amount (RM) 

Workers Basic Pay 1,100.00 

Workers Overtime Pay 700.00 

EPF Contribution by Contractors (13%) 234.00 

SOCSO Contribution by Contractors 18.35 

EIS Contribution by Contractors 2.10 

Total Monthly Remuneration (RM) 2,054.45 

 

Its estimated that the security contractors paid RM1.014 billion for the 40,832 

security guards in daily school for 2019. Therefore, it is estimated that the MOE 

paid a premium of RM500 million for school security contractors. Given these 

resources the government could create more jobs for the Bottom 10% households 

through direct employment of security guards.  

 

Assuming that government employs 2 security guards per for each 8 hours shift.  

Thus, each school will require 6 security guards working 3 shifts per day. The 

government will employ 61,248 security guards for 10,208 daily schools. On the 

assumption that the security guards first year starting salary is at RM1,734 based 

on Grade KP16, the government will spend an estimated RM1.27 billion for the 

first year to employ 61,248 security guards.  

 

The government can potentially create an additional 20,416 new jobs. Although 

there will a 50% increase in security guards, the government could save an 

estimated RM250 million as compared to the current contractor system.  

 

The tendering process for school security services is outlined in Picture 4.6 below.
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ÅMOE issue guidelines for schools to make their 
respective request for security needs

MOE GUIDELINES

ÅRespective school's Assistant Princple (Administration) 
submits request to District Education Office (PPD)

SCHOOL REQUEST

ÅPPD reviews, make changes and compile before submit 
to MOE.

PPD REVIEW

ÅMOE advertise publically calling for potential contractors 
to apply.

TENDER CALL

ÅContractors make theirsubmission online based MOE 
guidelines.

CONTRACT SUBMISSION

ÅOnline system automatically rejects contractors that 
failed to meet the pre-conditions such as paid capital, 
security certification and experiences

FILTER

ÅQualified winning contractors are allocated 'contract 
zone' based MOE 'internal guidelines'. 

QUALIFIED

ÅPPD introduces winning contractors to school principals 
and existing security guards from the schools within the 
contract zone.

INTRODUCTION

ÅWinning contractors issue new short-term re-employment 
contracts with new terms for the exisitng security guards. 

TAKE-OVER

ÅContractors continue school security services with 
existing security guards. 

OPERATIONS

Picture 4.6: Tendering Process of School Security Services 
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5.0 THE CASE FOR DIRECT EMPLOYMENT  

 

This section outlines:- 

i. the direct and indirect impact from the outsourcing of support services on workers;  

ii. the benefits of direct employment as government staffs for the workers 

 

5.1 IMPACT OF CONTRACT SYSTEM ON THE WORKERS 

 

The outsourcing of services had taken a heavy toll on the workers, the majority of whom 

come from the Bottom 10% (B10) of the society. The outsourcing had deprived workers 

and their families the basic human right to lead a decent and dignified life. The workers 

faced with stagnant wages and eroding benefits due absence of job security had affected 

their daily lives in more ways than one. The highlighted issue in the section ñFindingsò is 

a testimony to their daily plight. The outsourcing of support system had created indirect 

effects on the workers lives and overall government operations. The effects are 

summarised in Table 5.1 below:  

 

Table 5.1: Daily Effects Of Outsourcing Of Support System 

Effects Explanation 

Substandard 

Cleanliness 

level 

¶ Outsourcing companies dilute the cleaning agent prior to 

delivery to the hospitals and schools. The cleaning agent is 

further diluted with water at work site.  

¶ The cleaning agent is thus below the specified standards. 

¶ The workers are forced to clean repeatedly to remove tough 

stains which extremely hard work and time consuming.  

¶ Workers experience stress due to the unwarranted extra 

workload. 

¶ Schoolôs management, teachers, hospital staffs and patients 

vent their frustration at the cleaners for the sub-standard levels 

of cleanliness.  

¶ This adds to the daily pressure increasing the workersô stress. 
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Poor Quality & 

Non-

Functioning 

Equipment 

¶ Workers inform the hospital management about the diluted 

cleaning agents and the quality equipment when queried by the 

hospital management about poor quality of work. 

¶ The hospital management then makes random inspection to the 

concession companyôs store in the hospital for quality checks on 

the equipment and cleaning agents. 

¶ However, the supervisor of the concession company seems to 

know about the random inspection beforehand through 

unofficially means. 

¶ The concession company will send supplies of undiluted 

cleaning agent and quality equipment to the concession 

companyôs store in the hospital just before the random 

inspection.  

¶ This practice is so common that workers can predict the random 

inspection day based on the arrival of undiluted cleaning agent 

and good quality equipment to the hospital store. 

Personal 

Protection, 

Safety & 

Health  

¶ Workers are given up to 1 facemask, 1 set of gloves and 1 apron 

per day by the contractors. 

¶ The mask and gloves are stained within the first few hours with 

sweat, germs, grime, cleaning agents etc.  

¶ PPE used by some cleaners are stained immediately after 

cleaning patientsô diarrhoea, vomit and blood stains. 

¶ Request for additional PPE is not entertained by supervisor and 

management. 

¶ Certain supervisors tell workers to ótakeô from the stocks of 

hospital staffs. 

¶ The need for PPE replacement forces the workers to take from 

hospital staffsô stock which causes arguments with hospital 

staffs.  

¶ Frequency of such friction increased during Covid-19 crisis. 
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¶ The personal safety and health of contract workers and hospital 

personnel was compromised. 

Workplace 

Relation 

Issues 

¶ Outsourcing companies failed to provide adequate amount 

cleaning equipment in good operating conditions. 

¶ List of broken equipment observed at Hospital Taiping, Hospital 

Seberang Jaya, Hospital Ipoh, 

o Broken extender of ceiling broom 

o Broken wheels of cleaning trolleys 

o Cracked/Leaking water buckets 

¶ Some workers with broken equipment resort to quietly switching 

or taking equipment from other sections. 

¶ This leads to arguments between the workers. 

Family 

Relationship 

¶ The lack of quality working equipment and PPE forces the 

workers to purchase their own equipments although most of the 

workers are from B10 household. 

¶ The workers do not have the option to reject changes to working 

hours or locations and this causes inconvenience in terms of 

transport for the family. 

¶ All these factors cause friction and stress within families. 

Social 

Relationships 

¶ Workers face cash crunch on a monthly basis due to 

inconsistent and/or delayed salary payments.  

¶ The workers resort to borrowing from their neighbours, friends 

and/or relatives. 

¶ Delays in salary payments cause delay in repaying debts to their 

neighbours, friends and/or relatives. 

¶ This results in strained relationships and increase their stress. 
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Picture 5.1: Daily Effects Of Outsourcing Of Support System 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

In summary, the workers face pressure on daily basis at the workplace, home and 

community environments. This has a deleterious impact on the workers physical and 

psychological health that cannot be understated or ignored. 

 
5.2 BENEFITS OF DIRECT EMPLOYMENT FOR WORKERS 
 

The immediate benefits for the workers under outsourcing company would be job security 

and wages increment as government employees. The salary scales as government 

workers for the years 1995 and 2016 are listed in Table 5.2 and Table 5.3 respectively.  
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Table 5.2: Remuneration of Government Workers Before Outsourcing (1995)102 

Position (1995) Grades Salary Range (RM) 

Minimum Maximum 

Technicians J7 545 1,648 

J6 1,265 2,007 

Hospital Attendant U16 384 815 

U15 422 942 

U14 440 1,145 

Security Guard R11 384 761 

General Worker R11 384 761 

R10 417 875 

 

Table 5.3: Potential Remuneration of Government Workers (2016)103  

 

The immediate benefit with respect to better remuneration is best illustrated with a 

hypothetical example. On the assumption that there was no outsourcing of support 

services in 1998, the post of the ñJagaò in 1995 and the equivalent post of  ñSecurity 

Guardò in 2016.  

 

A hypothetical ñJaga Sò who joined Government Service in 1998 would have been placed 

on Grade R11 with a starting salary of RM324. In 2016 after 18 years of service, ñJaga 

                                                 
102 PSD (1996) 
103 PSD (2016) 

Position (2016) Grades Salary Range (RM) 

Minimum Maximum Increment 

Technicians JA19 1,377 4,052 100 

Security Guard KP11 1,205 2,939 80 

KP14 1,644 3,401 90 

KP16 1,734 3,616 95 

KP18 1,829 3,831 100 

Operation Assistant N11 1,216 2,983 80 
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Sò would at least have been placed on Grade KP11 with a starting salary of RM 1205 and 

would have received an annual increment of RM 80. In 2020, ñJaga Sò would be receiving 

a basic salary of RM 1,525. Compare this with a hypothetical ñSecurity Guard Xò who 

started work with a contractor in 2002 earning a basic salary of RM 500 and after 18 years 

of service in 2020 receiving RM 1,200. 

 

The example of ñJaga Sò and ñ Security Guard Xò only serves to illustrate the basic wage 

discrepancy between the government and the outsourcing  contractor. The same can be 

done for the school and hospital cleaners. Apart from salary and perks, the workers would 

benefit the most in terms of job security.  

 

An assurance of job security, the guaranteed annual wage increment, fair work practices 

and protection of labour rights will enhance the physical and psychological state of the 

workers, and most certainly improve their quality of life. The government has a more 

structured career development programme for new recruits this would eliminate the need 

for government building management and other experienced staff to train the new 

recruits. 
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Table 5.4 provides a comparison of the employment benefits of government employees in 1996 and 2020; and the contract 

workers under outsourcing companies in 2019. The table 5.4 includes the potential benefits to contract workers if the 

workers are directly employed by the government. 

 

Table 5.4: Comparison of Employment Benefits as Outsourced Workers and Government Workers 

Criterion Pre-Outsourcing (1992) Post-Outsourcing (2019) Current Civil Service (2020) 

Departments 

in Hospital 

Clinical Waste Services Services Management Section  

Cleaning Services 

Dobby/Linen Services 

Engineering Facility 

Management 

Biomedical Engineering 

Positions Permanent after 36 monthsô 

probation 

Contractual Terms Permanent after 12-36 monthsô 

probation 

Non-

Remuneration 

Benefits 

¶ 42 days of paid maternity 

leave. 

¶ 90 days of unpaid maternity 

leave. 

¶ 3 days of unrecorded 

paternity leave. 

¶ 0-12 days paid holidays 

¶ Pay cut (RM30) for each 

holiday 

¶ No medical insurance 

¶ No bonus 

¶ No annual increment 

¶ Free in-patient charges for all 

ward in public hospital for civil 

servants 

¶ Ex-gratia payment for parents 

if employee dies in-service. 

¶ Uniform provided by 

respective department 
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¶ 5x Maternity & paternity 

benefits throughout service. 

¶ Public hospital fees 

exemption for civil servantsô 

parents (excluding 

orthopaedic & artificial 

limbs). 

¶ Funeral payment for in-

service civil servants. 

¶ Uniform stitching 

allowances and shoes per 

year. 

¶ Night duty worker are given 

bread, eggs, sugar, teas 

and biscuits.  

¶ Salary pegged to minimum 

wage 

¶ Shorter break/meals hours 

¶ 2 pairs of uniform during 

each re-contracting  

¶ No more transport services 

Pension 

Benefits 

¶ Lifetime Pension  

¶ Derivative Pension for 

spouse 

¶ Early retirement option (>40 

years old), 1990 

  

  

¶ Formalised workers were 

given EPF 

¶ Non-formalised workers 

were not given EPF 

¶ SOCSO 

¶ Work Insurance Scheme 

(EIS) 

¶ Lifetime pension  

¶ Additional Disability Pension if 

in employee gets a disability 

while in-service 

¶ Derivative Pension for spouse 

if employee dies while in-

service 
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¶ Pension = 1/600 X months of 

service x last salary. 

¶ Gratuity = 7.5% x months of 

services x last salary. 

¶ Early retirement option ( >40 

years old), 1990 

Career 

Development  

Induction Course NONE 

(Senior workers are forced to 

teach new worker with no extra 

compensation). 

Induction Course 

Departmental Preliminary 

Training 

Department Preliminary Training 

Type 

Personals & 

Grades 

Hospital Engineers 

(J3, J2, J1) 

Management Engineer 

(J41, J44, J48, J52, J54) 

Technicians 

(J6, J7) 

Technicians Assistant Engineer 

(JA19) 

Security 

(R11) 

Security Guards Security Guard 

(KP11, KP14, KP16, KP18) 

Hospital Attendants 

(U14, U15, U16) 

Cleaners Operational Assistance 

(N11) 

Public Low Rank Worker (R11, 

R10) 

School Cleaners Operational Assistance 

(N11) 
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5.3 BURDEN ON GOVERNMENT AGENCIES  

 

Outsourcing support service was supposed to have reduced the responsibilities of 

government agencies with regard to human resources management. The labour rights 

violation and workplace harassment by government contractors has added to the burden 

of agencies. Numerous cases had been filed by contract workers in JTK and IRD on 

unpaid wages, arbitrary dismissal and poor working conditions. Statutory bodies such as 

EPF and SOCSO were forced to execute legal measures to claim unpaid contributions 

from the government contractors.  

 

In 2019, then education minister Dr. Maszlee Malik had instructed the PPD and JPN to 

enforce labour laws compliance by government contractors after JPKK raised the issues 

of labour rights violation by government school contracts. These interventions constitute 

unanticipated tasks and carry hidden costs for PPD & JPN that strains the overall 

government financial and human resources. 
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6.0 CONCLUSION 

 

The outsourcing of support services promoted under the Privatisation Policy had resulted 

in labour and human rights violations within the federal government contractors  

 

The reemployment mechanism used by outsourcing companies has created an unhealthy 

situation of job insecurity which had impacted the livelihood of the workers. Under the 

outsourcing companies, workers faced with stagnant wages and eroding benefits. The 

low wages offered by outsourcing contractors is becoming unattractive to Malaysian and 

could potentially be filled by migrant workers. 

 

The hospitalsô and schoolsô management have lost the authority to manage the support 

services in their respective organisations due to the rigid one-size fits all solution under 

the outsourcing system. However, the management of the hospitals and schools are 

expected to shoulder the additional responsibility of providing oversight of the contractors, 

but without any enforcement.  

 

At the same time, government regulatory agencies have the difficult task of ensuring that 

GLC, subsidiaries and contractors adhere to labour laws and regulations.  

 

Outsourcing of support services has not only undermined the rights of the workers but 

also made the government agencies entrusted with oversight shockingly powerless. The 

need to re-evaluate this component of the Privatisation Policy introduced in 1983 is self-

evident. 

 

Concomitantly, the JPKK recommends that the Government of Malaysia;  

1. makes a public commitment to absorb the contract workers affected by outsourcing 

of support service into the government service by June 2021.  

2. takes immediate action to: 
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a. Instruct the Public Services Department to work out a comprehensive plan to 

absorb the contract workers into existing schemes of service by March 2021; 

b. Instruct MOE and MOH to publicly disclose all guidelines given to concession 

companies, their subsidiaries and contractors; 

c. Instruct the MOHR to establish a grievance handling system to receive, 

register, channel and address complaints regarding labour rights abuse by 

concession companies, their subsidiaries and contractors; 

d. Request the Auditor-General to conduct a comprehensive financial and 

performance audit of the government contractors and to table the report to 

Parliament by June 2021; 

 

In conclusion, the JPKK strongly urges the government to be proactive in addressing 

the plight of the contract workers who have been adversely impacted by the 

Privatisation Policy launched almost four decades ago.  
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APPENDIX A 

List of Respondents 

Index Profession Type Status Location Date 

A-1 Hospital Director Hospital Management Retired E-mail 1th July 2020 

A-2 
School 

Headmaster 
School Management Retired Setapak, Kuala Lumpur 5th July 2020 

A-3 
School 

Headmaster 
School Management  Retired Tapah, Perak 7th July 2020 

A-4 Hospital Cleaners Hospital Support Contract Workers Tambun, Perak 7th July 2020 

A-5 Hospital Cleaners Hospital Support Contract Workers Ipoh, Perak 7th July 2020 

A-6 Hospital Cleaners Hospital Support Contract Workers Bukit Mertajam , Perak 7th July 2020 

A-7 Storekeeper Hospital Support  Contract Workers 
Seberang Perai, 

Penang 
7th July 2020 

A-8 School Cleaner Hospital Support Contract Workers Semenyih, Selangor 8th July 2020 

A-9 School Cleaners School Support Contract Workers Kajang, Selangor 9th July 2020 
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A-10 Security Guard School Support Contract Workers Kajang, Selangor  9th July 2020 

A-11 Security Guard School Support Contract Workers Kajang, Selangor  9th July 2020 

A-12 Security Guard School Support Contract Workers Hulu Langat, Selangor  9th July 2020 

A-13 Security Guard School Support Contract Workers Hulu Langat, Selangor  9th July 2020 

A-14 Security Guard School Support Contract Workers Masjid Tanah, Melaka  10th July 2020 

A-15 
Government 

Security Guard 
CGSO In-Service Presint 2, Putrajaya 21st July 2020 

A-16 Contractor 
School Cleaning 

Contractor 
In-Service Sungai Purun, Selangor 24th July 2002 

A-17 Management 
Hospital Outsourcing 

Contractor Management 
In-Service Ipoh, Perak 28st July 2020 

A-18 
Landscape 

Maintenance  

Transferred-Out Hospital 

Worker 
Contract Workers Jalan Tapah, Perak 29th July 2020 

A-19 Hospital Attendant  Hospital Worker Retired Jalan Tapah, Perak 29th July 2020 
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APPENDIX B 

Survey Questionnaires I : School Management 

 

(Interview Duration: 1 hour || Language Choice: Malay English or Tamil 

Brief self-introduction, project purpose and the interview and purpose of project.  

A) Respondents Details 

Name    :  

Contact Number : 

Service Period : 

 

B) General Question  

1. Please tell us about your career and service as an educationist. 

2. Please list out the types of non-educational support services in school, before 

1990s.  

3. Please tell us how schools managed their own support systems, for example the 

cleaning & security services ? 

4. Were the support services personnel under some form in-house or national unions 

or CUEPACS? 

5. Who in the school was responsible for managing the non-education support 

services? 

 

C) Before Privatisation  

6. Who provided the SOP & Guidelines to use funds for support systems in a school? 

7. Who was responsible for the recruitment, qualification and appointment of the 

support services personnel?  

8. Please tell us about the working conditions of the support services personnel;  such 

as working hours, annual leave, bonuses, pensions, increments etc. Who was 

responsible for the equipments (uniforms, cleaning agents, brooms etc) ? 

9. How many support personnel did a school have? Could you explain more the school 

sizes and workers ratio? 
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10. Did the school have its own in-house kind of handy person (i.e. technician, plumbers, 

repairman, electricians etc). 

11. Did the government provide budget allocation for minor repairs and maintenance in 

schools?  

12. Did anyone from PPD or  MOE or Jabatan Audit Negara audit the school 

environment, cleanliness and safety? 

13. Were the support services personnel consulted and involved in improving the quality 

of operations of support services?  

 

D) During Privatisation 

14. When did you hear about the governmentôs  intention to privatise school support 

services? Just the Year will do.  

15. Did anyone from PPD/MOE/MOF conduct any form of consultation with the school 

administrators, management and/or the PIBG/Parents? 

16. What did the government tell the people/parents/schools about the reasons, benefits 

and/or pitfalls of privatisation? 

17. Did anyone from PPD/MOE conducted any form of consultation with the affected 

support service personnel? 

18. Who was responsible for the appointment of the contractors and release of 

payments? 

19. When did the private sector contractor formally take over to provide support services 

at school? Just the Year should do. 

20. Who at school level or government level executed the transfer of support personnel 

to the private sector? 

 

E) After Privatisation 

21. How do you rate the support services quality after the privatisation?  

Rating [1. Excellent  2. Very Good 3. Good 4. Satisfactory 5. Unsatisfactory]  

Please provide reasons for your rating. 

22. What was schoolôs role after privatisation of the support services? 

23. What was working condition for support personals? 
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24. How many support services personnel did your School have? Could you explain 

more the school sizes and workers ratio? 

25. Did the school/parents/management/workers have some say in operations of the 

support services?  

26. Was there any Guidelines/SOP on the feedback/complaints about services of the 

contractors? If so, please describe the processes. 

27. What was your experience in complaining (if any) about poor services and making 

changes to improve the system? 

28. Could  you share us about the working conditions of the support services personnel;  

such as working hours, annual leave, bonuses, pensions, increments, salary 

payments, etc. Who was responsible for the equipments (uniforms, cleaning agents, 

brooms etc) ? 

 

F) Conclusion; 

29. Overall, please provide your views & opinions comparing the pre & post privatisation 

of the school support services. 

30. Before we end the interviews, is there any other data, information or incidents you 

would like to share with us.  

31. Please feel free to contact us if you like to provide additional data/information or 

seek clarification on any of the matters discussed today. 
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Survey Questionnaires II: Hospital Attendants 

 

(Interview Duration: 1 hour || Language Choice: Malay English or Tamil) 

Brief self-introduction, project purpose and the interview and purpose of project.  

 

A) Respondents Details 

Name    :  

Contact Number : 

Service Period : 

 

B) Pre-Outsourcing  

1. Please tell about how you received the job with government. 

2. Did you undergo any training or induction course before start working? 

3. Please tell us about your career & service history during government workers. 

4. Are you a member of an in-house or national union or CUEPACS? 

5. Please tell about the salary and benefits as government workers 

 

C) During Outsourcing 

6. When do you know about the privatisation?  

7. What was the process of transferring you to private sectors? 

8. Were you given option not to leave government sector? 

 

D) After  Outsourcing 

9. Please tell about the working conditions with the private hospital support services. 

10. Since started working, how much wages increment, bonus and/or benefits have you 

received?  

11. Does the contractor pay the salary, EPF, SOCSO and/or bonuses of your colleagues 

and you?  

12. How about approval of emergency and annual leaves? 

13. Are the wages enough for you and your family to survive?  
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14. Do you have further complained of your working environment? Your identity will 

remain anonymous. Did the management consult you before making such changes? 

15. Who in the school/hospital was responsible to liaise with the private sector to 

managing the supports services? 

16. Which do you think/feel is better for you ï direct employment with government OR  

private sector contractual employment? Please explain your choice. 

17. Are you aware that the private sector contractor is making cuts/changes/ to reduce 

cost? If so, please explain its impact on you personally & the quality of the services 

at the school/hospital?  

 

E) Conclusion 

18. Before we end the interviews, is there any other data, information or incidents you 

would like to share with us. 

19. Please feel free to contact us if you like to provide additional data/information or 

seek clarification on any of the matters discussed today. 
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Survey Questionnaires III: Contractual Workers 

 

(Interview Duration: 1 hour || Language Choice: Malay, English or Tamil) 

Brief self-introduction, project purpose and the interview and purpose of project.  

 

A) Respondents Details 

Name    :  

Contact Number : 

Service Period : 

 

B) Questions 

1. Please tell about how you received the job with government. 

2. Did you undergo any training or induction course before start working? 

3. Are you a member of an in-house or national union or CUEPACS? 

4. Please tell about the working conditions with as contract workers. 

5. Since started working, how much wages increment and benefits have increased?  

6. Does the contractor pay the salary, EPF, SOCSO and/or bonuses of your colleagues 

and you?  

7. How about approval of emergency and annual leaves? 

8. Are the wages enough for you and your family to survive?  

9. Do you have further complained of your working environment? Did the management 

consult you before making such changes? Your identity will remain anonymous. 

10. Who in the school/hospital was responsible to liaise with the private sector to 

managing the supports services? 

11. Please tell about the working environment with the hospital system after unionisation 

& CA (hospital support system)? 

12. Which do you think/feel is better for you ï direct employment with government OR  

private sector contractual employment? Please explain your choice. 

13. Are you aware that the private sector contractor is making cuts/changes/ to reduce 

cost? If so, please explain its impact on you personally & the quality of the services at 

the school/hospital? 
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C) Conclusion 

14. Before we end the interviews, is there any other data, information or incidents you 

would like to share with us. Your identity will remain anonymous. 

15. Please feel free to contact us if you like to provide additional data/information or seek 

clarification on any of the matters discussed today. 
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Survey Questionnaires IV: Government Security Guard 

 

(Interview Duration: 0.5 hour || Language Choice: Malay, English or Tamil) 

Brief self-introduction, project purpose and the interview and purpose of project.  

 

A) Respondents Details 

Name    :  

Contact Number : 

Service Period : 

 

B) Questions 

1. Please tell about how you received the job with government. 

2. Did you undergo any training or induction course before start working? 

3. Are you a member of an in-house or national union or CUEPACS? 

4. Please tell about the working conditions with government 

5. Since started working, how much wages increment and benefits have increased?  

6. Could please elaborate on the overtime and working hours with the government. 

7. How about approval of emergency and annual leaves? 

8. Are the wages enough for you and your family to survive?  

 

C) Conclusion 

9. Before we end the interviews, is there any other data, information or incidents you 

would like to share with us. Your identity will remain anonymous. 

10. Please feel free to contact us if you like to provide additional data/information or seek 

clarification on any of the matters discussed today. 
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Survey Questionnaires V: Government Security Guard 

 

(Interview Duration: 0.5 hour || Language Choice: Malay, English or Tamil) 

Brief self-introduction, project purpose and the interview and purpose of project.  

 

A) Respondents Details 

Name    :  

Contact Number : 

 

B) Questions 

1. Please tell about how will know about the government tender 

2. Please tell about the government tender process 

3. Please tell about the government tender criteria.  

4. Does the government specify the list of jobs and cleaners needed?  

5. Who introduces the school cleaners to the contractors? 

6. How much is expected profit margin for school cleanersô contractors?  

7. Do you have any knowledge about school security tendering process? 

 

C) Conclusion 

8. Before we end the interviews, is there any other data, information or incidents you 

would like to share with us. Your identity will remain anonymous. 

9. Please feel free to contact us if you like to provide additional data/information or 

seek clarification on any of the matters discussed today.  
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APPENDIX C  

Request for Information 
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From: Mohamad Nor Arif Bin Ghazali mnarif@mohr.gov.my

Subject: MAKLUMAT TENTANG KES PEKERJA KONTRAK PENYELENGGARAAN DI BANGUNAN KERAJAAN

Date: 22 July 2020 at 5:17 PM

To: raj28sharan@icloud.com

Cc: Khalid bin Jali khalid@mohr.gov.my, Shanmugam A/L Thiagarajan shan@mohr.gov.my, Engku Adlin Engku Mohd Arifýn

engkuadlin@mohr.gov.my, Mohd Nizar Zakaria mnizar@mohr.gov.my

Salam Sejahtera, Tuan/Encik,
 
Dengan hormatnya saya merujuk kepada perkara tersebut di atas dan surat dari pihak
tuan bertarikh 20 Julai 2020.
2.  Dukacita dimaklumkan pihak Jabatan Perhubungan Perusahaan Malaysia tidak
dapat mengemukakan maklumat tentang pekerja kontrak penyelenggaraan dan
keselamatan seperti yang dimohon oleh pihak tuan melalui surat bertarikh 20 Julai
2020.
 
3. Hal ini disebabkan pihak jabatan tidak merekodkan kes yang diterima seperti yang
diperlukan oleh pihak tuan. Penerangan lebih lanjut mengenai hal tersebut telah
diberikan kepada pihak tuan melalui panggilan telefon kepada En. Sharan Raj pada
jam 4.10pm, 22 Julai 2020.
Pihak jabatan ingin memohon maaf kerana tidak dapat mengemukakan maklumat
seperti yang diperlukan, segala kesulitan amat dikesali.
 
 
Sekian, terima kasih,
 
"BERKHIDMAT UNTUK NEGARA"
'Pekerja dan Cabaran Budaya Norma Baharuô
 
 
(Mohamad Nor Arif Bin Ghazali)
PP
Bahagian Perancangan & Penyelidikan Dasar Jabatan Perhubungan
Perusahaan Malaysia
Aras 9, Blok D4, Kompleks D Pusat Pentadbiran Kerajaan Persekutuan
62530 W.P Putrajaya.
 

Perhatian: 

Berkuatkuasa 16 Mac 2020, perkhidmatan e-mel MyGovUC telah

diperkukuhkan dengan fungsi kawalan keselamatan bagi semakan

rekod Domain Name System (DNS) iaitu Pointer Record (PTR),

Sender Policy Framework (SPF), DomainKeys Identified Mail

(DKIM) dan Domain-Based Message Authentication, Reporting, and

Conformance (DMARC). Sehubungan dengan itu, pentadbir e-mel

agensi di luar domain MyGovUC hendaklah mewujudkan rekod

tersebut di DNS agensi masing-masing. Kegagalan melaksanakan

fungsi-fungsi kawalan tersebut akan menyebabkan penghantaran

emel tersebut akan disekat di Email Security Gateway (ESG)

MyGovUC.
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APPENDIX D 

JPKK Meeting With Then Education Minister Dr Maszlee Malik 
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APPENDIX E 

Letter of Employment for Workers with Service Year from 1997 to 2020 
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