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foreword

Mr Peter Ong
Permanent Secretary
Ministry of Trade and Industry

Over 41 years, pragmatic measures of government policy, including the recent PS21 initiatives 

within the Public Service, have produced a Public Service of excellence in Singapore. This, in turn, 

has become a role model for other countries. 

 There is strong recognition and respect abroad for Singapore’s development model and 

Public Service effi ciency. Singapore has become a brand name, associated with projects such 

as Changi Airport, the industrial parks run by JTC and the Electronic Road Pricing system 

developed by the Land Transport Authority. Many foreign governments now wish to learn from 

our expertise in areas ranging from aviation and tourism to public transportation, urban and 

industrial planning, healthcare, e-government and education.

 The global market size for public sector services is large. In the last three years alone, the 

Singapore Government has received more than 100 enquiries from foreign governments 

interested to learn from our experience. We expect demand for such expertise to rise over the 

next 5 to 10 years. Capturing even a small slice of this multi-billion dollar market is an attractive 

prospect for a small country like Singapore.

 The Civil Service needs to start playing a more active role in developing Singapore’s 

external wing to tap on this vast market.  We need to take the lead in unlocking the economic 

opportunities and one key initiative is through the export of Public Service expertise (PSE). 

 Singapore Cooperation Enterprise (SCE) was founded to drive this initiative. SCE will help 

to unlock the valuable expertise that resides within the public sector, acquired over the last 41 

years of our development. SCE’s key value proposition is to open doors and facilitate market 

entry for Singapore-based companies. In doing so, SCE will also enlarge our economic footprint, 

thereby creating value for our companies, and enhancing their competitiveness.

 The drive for the export of PSE will lead to a change in processes within the public sector. As 

the Civil Service strives to seize economic opportunities aboard in new markets, it will need to 

prepare itself for new challenges ahead. Fundamentally, the key challenge is to instil an “export 

of PSE” mindset across ministries and agencies. Our ministries and agencies will have to rethink 

their mandates and redefi ne their priorities. For instance, an important issue is the need to 

identify the relevant experts willing to be seconded to foreign countries to implement solutions. 

There are also issues pertaining to capability building, knowledge management and human 

resource policies to be tackled along the way.

 Notwithstanding, the review process of issues related to the export of Singapore’s PSE is 

already underway. Going forward, I would like to add that Singapore is not short of opportunities, 

capital nor ideas. What we need are the right people — people willing to adapt themselves to 

new environments and new geographies, people with the passion to bring forth Singapore’s 

capabilities to the world, and catalyse the growth of Singapore’s external wing. 

 Towards this end, I hope that the formation of SCE would, in the process, also help to transform 

the Civil Service, encouraging our civil servants to venture beyond their existing mandates and 

develop a world vision in their endeavours.   
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continued on pg 6

Singapore Cooperation Enterprise (SCE), 
which markets and exports Singapore’s public 
sector expertise, has made good progress 
since it was launched in July 2006.

Within two months, it completed its fi rst 
project: A municipality in China wanted to 
send a group of 53 teachers for training in 
vocational training in Singapore. SCE worked 
with several polytechnics and institutes of 
technical education to provide a customised 
programme. Pleased with the service and 
effective training, the municipality is keen to 
send over more batches soon. 

Whipping out a list of over 20 proposals, CEO 
Alphonsus Chia revealed that SCE is close to 
embarking on two more projects and seven 
others are “very promising”.  The project values 
range from $100,000 to millions of dollars.  
Many of the leads came from the Ministry of 
Trade and Industry and Ministry of Foreign 
Affairs. SCE also received much support from 
International Enterprise (IE) Singapore.

“If we carry on at the pace we’re going,” he said, 

From public housing to 
medical advancements, 
e-government to 
city development, 
the Singapore Public 
Service wants to share 
its experience and 
expertise with foreign 
governments and 
organisations worldwide. 

“we will be able to make quite a good impact 
in the public sector market overseas. We 
have many strengths, we’ve got a very strong 
brand name, we’ve got many agencies and 
governments that are interested to work with 
us, so I’m very confi dent that SCE will grow.” 

SPREADING THE GOOD WORD

SCE is the brainchild of Senior Minister Goh 
Chok Tong. He was visiting the Middle East 
last year when he conceived the idea of an 
agency for sharing Singapore’s public sector 
expertise, as many foreign governments had 
shown interest in Singapore’s development 
model in recent years. 

Consequently, SCE was constituted in February 
and offi cially launched on 1 July. The not-for-
profi t public company limited by guarantee is 
chaired by Mr Peter Ho, Head of Civil Service 
and Permanent Secretary for Foreign Affairs. Mr 
Peter Ong, Permanent Secretary for Trade and 
Industry, is Vice-Chairman. Mr Alphonsus Chia, 
Deputy CEO of IE Singapore was appointed 
CEO in May. 

 in exporting Singapore’s public sector expertise
by Challenge Editorial Team

 in exporting Singapore’s public sector expertise

Making headway 

SCE’s fi rst completed project was to 
provide training in vocational training 
for a group of teachers from China. 
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Describing SCE’s role, Mr Chia said:  “A lot of what 
we’re doing is aggregating the different types 
of expertise in Singapore and putting them 
together in a way that suits the customer. We 
are the single point of contact for the customer, 
and the main vehicle or master contractor for 
the Singapore agencies that work with us to 
deliver the project or service required.”

The work of SCE is very much in line with the 
World•Singapore movement. Said Mr Chia: 
“People have come to Singapore to invest 
and do business. They know how things work 
here. They know that our Government is very 
effi cient and our system is transparent. Now 
it’s a matter of leveraging it even more. And 
SCE is also going to represent that initiative in 
trying to connect with the rest of the world.” 

GETTING PUBLIC AGENCIES ON BOARD 

Mr Chia hopes SCE will be a vital agent of 
change in the Public Service. “SCE is not just 
about trying to export our public sector 
expertise,” he said. “It’s also about trying 
to help our agencies, our civil servants to 
become more aware of the opportunities 
outside of Singapore and more appreciative 
of our development model.”

So far, many agencies have responded 
positively. For example, Sentosa Development 
Corporation is excited to work on projects 
in the Middle East. Radiologists from a 

government hospital have also approached 
SCE for opportunities to work with hospitals 
in other countries. 

“There are pockets of expertise in Singapore 
which are readily exportable,” Mr Chia said. 
“We’re keen to unlock all this value for 
Singapore. These are just two examples. Many 
countries are interested to learn from us in 
areas like airport development, public housing, 
industrial park management, e-government.”

For a start, SCE will focus on markets in the 
Middle East, Russia and North Africa. Going 
forward, it plans to pursue opportunities in 
emerging markets such as China, India and 
South-east Asia. 

GENERATING SPIN-OFFS FOR 
PRIVATE SECTOR
The private sector will also stand to gain as 
SCE opens a world of business opportunities 
in the global public sector market, thought to 
be worth trillions.

Mr Chia said: “We have a number of projects 
involving private sector companies. If they 
were to do it themselves, they may not be able 
to access the opportunity. We can because of 
our links with these governments and the 
nature of the projects. 

“For example, some countries are interested 
in how we do e-government. They want to 
deal with the Singapore Government and use 
our model, although they know that a lot of 
the products and equipment come from the 
private sector. IDA (Infocomm Development 
Authority of Singapore) can advise them on 
how we conceived the idea of e-government, 
how we think forward, how we strategise. 
If they are interested to implement, we will 
bring in the private sector. Without SCE, it 
would be diffi cult for the private sector to go 
to a government and say, ‘Let me show you 
how to do e-government, Singapore-style.’” 

FUELLING THE EXPORT DRIVE
For SCE to succeed, it needs strong support 

from the Public Service. Mr Chia urged public 
agencies to “be willing to take more risks, 
send people overseas to work on projects 
and adjust the rewards system so that more 
people will be willing to do this sort of 
work”.

SCE is also looking to quickly grow its present 
staff team of six, and build a network of 
consultants and experts whom it can tap on 
for help with project implementation.

Publicity efforts are ongoing. SCE has 
already made a presentation to the leaders 
of Singapore’s public agencies, held a press 
conference and produced a corporate video 
that was screened to delegates and visitors 
during Singapore 2006. Another launch 
event, to be held later this year, will bring 
together foreign ambassadors, embassies 
as well as potential partners. SCE will also 
be participating in overseas missions led by 
Singapore’s political leaders.

Thrilled to imagine the potential of SCE, Mr 
Chia said: “Over the last two months, I have 
been talking to different agencies. Visiting 
their premises and seeing what they are 
capable of made me very proud to be a 
Singaporean. I was also very surprised to fi nd 
that we had so many good hidden gems. Now 
I feel a great need to go out there and tell 
the rest of the world that we can be a good 
partner for them!”  

“If we carry on at the pace we’re going, we will be able to make quite a good 
impact in the public sector market overseas. We have many strengths, we’ve 
got a very strong brand name, we’ve got many agencies and governments that 
are interested to work with us, so I’m very confi dent that SCE will grow.” 
— Mr Alphonsus Chia, CEO of SCE

Mr Chia (seated, centre) and his team.

SHARE YOUR THOUGHTS  WITH US

What do you think of the idea of exporting 

Singapore’s public sector expertise? In which 

areas can your agency share with foreign 

governments? Write us in not more than 

200 words and your contribution could be 

featured in “At the Watercooler”, a column for 

your views on PS21 topics.  The best letter of 

the month wins a pair of movie tickets or a 

shopping voucher!



kudos

7

QUICK-THINKING INVESTIGATOR SAVES A LIFE

Desmond Koh has been a traffi c investigation offi cer (IO) for two years but has never had a dull moment. Every 
12-hour shift day, he zips around the island, attending to traffi c accidents or interviewing victims in hospital. 

One morning in November 2005, IO Desmond and two colleagues, IO Syed and IO Vincent, were on their 
way to attend to an accident when they encountered an accident between two lorries on the Seletar 
Expressway. The trio quickly pulled over to render their assistance.

A Singapore-registered lorry had crashed headlong into the rear of a Malaysia-registered lorry. While 
the driver of the Malaysia-registered lorry looked relatively unhurt, the front of the Singapore-registered 
lorry was a frightful mess of shattered glass and twisted metal, and a man covered in blood was slumped 

over the out-of-shape steering wheel. 

IO Desmond rushed over to the injured driver, Mr Tan Chow Koon. When he saw that his legs were crushed and realised that pulling him out 
would aggravate his injuries, IO Desmond immediately radioed the Traffi c Police Operations Room to activate the Singapore Civil Defence 
Force. Then IO Vincent controlled the traffi c while IO Syed left them to attend to the fi rst accident.

Face to face with Mr Tan, IO Desmond could see that his injuries were not restricted to his legs. A bone was protruding from his left wrist and 
he was obviously in great pain and had diffi culty breathing. IO Desmond reassured Mr Tan that help was on the way and tried to keep him from 
slipping into unconsciousness by engaging him in conversation.

As he was talking to Mr Tan, IO Desmond saw a private ambulance from a distance. He jumped up to stop the passing ambulance, which 
provided Mr Tan with oxygen to aid his breathing.  

Shortly after, the SCDF ambulance and personnel arrived at the scene. They managed to free Mr Tan from the vehicle after 15 minutes and 
conveyed him to Tan Tock Seng Hospital. 

After noting details of the accident, IO Desmond and IO Vincent left the scene. IO Desmond proceeded to the hospital to establish Mr Tan’s 
particulars and then went to Mr Tan’s house to break the news to Mdm Cheok (Mr Tan’s wife).

Later that day, IO Desmond called Mdm Cheok to check on Mr Tan’s condition. When Mdm Cheok expressed concern about the cause of the 
accident. IO Desmond assured her that the Traffi c Police would investigate the case thoroughly. 

A few days later, IO Desmond called on Mdm Cheok again and learnt that Mr Tan was still warded in the Intensive Care Unit. When Mr Tan was 
much better and able to speak, IO Desmond went to the hospital and assisted him to lodge a traffi c report and recorded his statement.

Mr Tan recovered after spending four months in hospital. Subsequently, his brother wrote a letter to thank IO Desmond and his colleagues. 

IO Desmond has done the Singapore Police Force (SPF) proud by displaying professionalism in his work, and deeply impacting Mr Tan and his 
family with his sincerity and concern for them.  IO Desmond has been nominated for this year’s Ministry of Home Affairs’ Star Award.

HDB TEAM ARE TOP ENTREPRENEURS

The Housing and Development Board (HDB) participated in the NTUC Income Business Excellence 
Simulation Training (BEST) Entrepreneur Challenge held at the Republic Polytechnic from 7 to 11 August.  

The open category attracted a good mix of organisations like Tan Tock Seng Hospital, Far East Organisation, 
Standard Chartered Bank, Giodano, DBS, HSBC and Ernst & Young. Schools like the National University of 
Singapore, Singapore Polytechnic and Institute of Technical Education took part in the student category.

The participants played the role of entrepreneurs running a business with four product lines: motor, medical, 
travel and fi re insurance. The interactive, simulation programme incorporated real business practices and 
covered the functional areas of production, marketing and human resource. Emphasis was placed on 

entrepreneurship, learning from experience and prompt decision-making. Teams competed against one another in the market to gain a larger 
market share and profi ts.

HDB’s  team, called “Vincent  &  Angels”, was made up of four offi cers (Mr Vincent Heng, Mrs Robbie Lee Pary, Ms Tey Hui San and Ms Chong Hui 
Chin) from the Management Services Section, Corporate Development Department. The team emerged overall champion in the grand fi nals, 
beating 97 other teams comprising a total of more than 500 participants. 

“The simulated game exercises provided us the realism of a business situation where we had to make quick decisions while taking into 
consideration market forces. Our risk-taking appetites were also put to the test, especially when an opportunity  presented itself. Our strong 
team efforts paid off,” said Mr Heng, the team leader.

IO Desmond was commended for his 
caring attitude and professionalism.

Vincent  &  Angels beat 97 other teams 
to emerge champion in the fi nals.

by Chong Hui Chin, HDB

by ASP Lee Jin, SPF
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In 2005, Air Logistics Squadron — 
Sembawang Airbase (ALS-SBAB) became 
the fi rst unit in the Singapore Armed Forces 
to win the Ministry of Defence (MINDEF) 
Excellence Award, Minister for Defence Award 
and Distinguished Public Service Award in 
the same year. 

The unit, which services and maintains the 
Republic of Singapore Air Force’s entire 
fl eet of over 70 helicopters, has come a long 
way since it embarked on its organisational 
excellence (OE) journey. 

ALS-SBAB’s OE journey: 

Today, regarded as one of the most 
accomplished OE units in the Singapore 
Armed Forces, it demonstrates the power of 
organisational development in transforming a 
unit’s capabilities, credibility and confi dence. 

ALS-SBAB credits its success to three key 
factors: leadership, people and processes.

TRANSFORMING THROUGH 
LEADERSHIP
One key quality of ALS-SBAB is leadership. The 
team leaders walk the talk. They motivate the 
people, make things happen and lead their 

organisations to excel. The way they drive 
processes and initiatives is critical to ensuring 
long-term sustainability and continuous 
improvement.

The team leaders are able to get 100% buy-
in from every offi cer on what’s important and 
why they need to constantly do their best 
and be world-class. Commanding Offi cer 
of ALS-SBAB, LTC Low Eng Siang, pointed 
out that this could only be achieved with 
effective communication, which is the key to 
a unit’s growth and success. Once the unit 

Scaling new heights

The management team of ALS-SBAB (as at February 2006)
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believes in something, desired results will be a 
natural outcome.

The leaders consistently demonstrate personal 
commitment, which provides the strongest 
voice in advocating the excellence culture.

Values Offi cers are assigned to champion 
and develop the right values and culture in 
the squadron. Action plans are developed 
and assimilated into the daily business of 
the squadron. Specialists are also assigned 
as Safety Warriors, People Weavers, Quality 
Facilitators, PRIDE Activists and operational 
taskforce teams to inculcate the right values 
in their colleagues. With the total involvement 
of the team leaders, a culture of excellence 
evolves naturally and effectively.

PEOPLE POWER 

ALS-SBAB’s success lies in this strong culture 
of pride, passion and professionalism. 

LTC Low  explains: “We are distinguished from 
other bases by our complexity of operations. 
We have the largest number of aircraft and 
mission types operating locally and in four 
overseas detachments. We provide round-the-
clock search-and-rescue missions. Achieving 
mission success in all our operations is 
prevalent in our maintenance culture. This 
culture can only be sustained because our 
people are passio-
nate, professional and 
take pride in their 
maintenance work.”

The unit adopts a 
people-centred philo-
sophy. It recognises 
that the induction 
of new staff, which 
provides them with 
a sense of familiarity 
and guidance, is an 

essential element of people development. 
Each new staff is also assigned to a trained 
mentor who will help them assimilate into 
the squadron.

PROCESS PERFORMANCE

Equally important is the team’s robust system of 
processes to deal with demanding operations. 
Though the squadron’s systems and processes 
are matured, they are constantly improved. If 
necessary, quantum changes are introduced. 

CO ALS-SBAB explains: “Internalising of OE 
into the organisation structure and as part 
of the key business is essential. It helps to 
streamline the focus on OE instead of treating 
it like an extra curricular activity.” 

System-thinking models of strategy are 
used to prepare the squadron for the next 
quantum leap. An example is the “one knows, 
all know” information management strategy, 
which helps ensure that information is made 
available to anyone who needs it. 

The leadership team explains: “To the guys, 
operational results and seeing the aircraft fl y 
is still their rice bowl. OE journey, operational 
journey — these two must align. They should 
not be seen as being on two different tracks. 
The results we get from OE must be of 
operational value.” 

SOUND STRATEGY FOR 
CONTINUAL SUCCESS

ALS-SBAB’s consistent performance re-affi rms 

the unit’s success attributes (3Cs): 

Total Commitment: The fi rst “C” is an 

investment in the future, which the 

squadron sealed by ensuring Total 

Commitment towards OE. 

Clarity of Purpose: ALS-SBAB ensures 

that its Unit Values and Mission are clearly 

understood by all — by aligning the 

elements of OE to the Unit Values, so as 

to establish one common set of formula 

to secure Mission Success. Understanding 

the intent and requirements enables the 

staff to search for the best solution and 

hence create capacity and add value.

Effective Communication: The unit 

engages the hearts and minds of staff 

through innovative means of cascading. A 

notable example is its news-style television 

series titled “Channel ALS”, produced by 

inhouse talents. Other examples are instant 

messaging and story-telling sessions.

•

•

•

“It is vital that we stay committed to our OE journey, in order to keep up 
with the challenges of tomorrow. While we need to focus our efforts on the 
urgent matters, we must spend time on OE, which may seem non-urgent but 
it is actually the most important development to ensure continuous success. 
Thus the buy-in for total commitment by each individual is one key success 
strategy.” — Commanding Offi cer of ALS-SBAB, LTC Low Eng Siang

A management staff disseminating important 
messages and lessons learnt through story-telling — 
a unique learning initiative in ALS-SBAB.

ALS-SBAB’s OE team
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S2006: An experience to remember
More than 8,000 public offi cers were roped in to make Singapore 
2006 the most well organised and successful international event ever 
organised here. Challenge caught up with fi ve of the offi cers, who shared 
their fi rst-hand experiences and recalled their memorable encounters.

RAYMOND CHONG
Overall-in-Charge, 

Event Management Cluster, 
Conference Facilities and 

Programme Subcommittee

When Mr Raymond Chong was told by his director late last year that he 
would be involved in S2006, his immediate response was: “No problem 
and I will try my best!”  This enthusiastic offi cer joined the Conference 
Facilities and Programme Subcommittee in its fi nal planning and 
preparation phase and managed contracts for facilities, equipment 
and supplies, access control and other requirements. During the 
execution phase, he oversaw all the venue assistants and conference 
facilities assistants, and ensured the smooth running of all meetings, 
conferences and related events in Suntec Convention Centre. 

What was most interesting about the whole experience? 
“It was getting people to help people and feel good about it. As each 
of my volunteers had to face all kinds of situations and different kinds 
of people, they had to be knowledgeable and willing to help. My 
challenge was to make sure that all of them were in the best position 
to perform such services. In the process, many became my friends. “

Share with us a memorable encounter.
“On 17 September, after the Chairman’s Reception at about 9:45 pm, 
most of the delegates were heading for the shuttle bus stations. 
I saw a handicapped woman with a walking stick leaning against a 
wall next to the bus waiting area. She appeared to be waiting for the 
last bus with her friends. Knowing that the bus would take a good 
15 minutes to arrive, I asked one of the volunteers to borrow a chair 
from the security counter. Both of us then brought the chair to her so 
that she did not have to stand. She and her friends responded with 
appreciative smiles. “

Sum up how you feel about your S2006 experience. 
“It was certainly the greatest event I have ever been involved in, and 
fi ne memories will stay with me for a long time. I am proud to be part 
of S2006!”

Mr Gunalan Veloo, a senior executive offi cer from the Intellectual 
Property Offi ce of Singapore, enjoyed playing host to the Central Bank 
Governor of the Democratic Republic of Congo.

How did you prepare for your role?
“We had to go through a four-day training session during which 
we were drilled in business and dining etiquette, protocol, cultural 
differences and how to maintain our composure when faced with 
unusual situations. Once I knew who I was looking after, I researched 
on the Net about the country’s customs, history as well as the VIP’s 
achievements, what he stands for and champions, his current and 
future projects, etc. This was essential as there would be many 
opportunities to engage the VIP in conversation. I also had to 
familiarise myself with important facts on Singapore like our gross 
domestic product, monetary and economic policies,  etc.”

Tell us more about your S2006 experience.
“Except for the VIP, the rest of his delegation, including his spouse, 
spoke French. Fortunately I speak some French, so I was able to get by, 
especially with the staff offi cer. Since the staff offi cer spoke very little 
English, I had to assume some of his responsibilities like managing the 
daily programmes, fi xing the time of arrival/departure daily, arranging 
for transportation, etc.

The VIP, his wife and the rest of the delegation appreciate fi ne 
dining and wine. With the help of the Spouse Liaison Offi cer, I made 
reservations at established restaurants. They went to Straits Kitchen 
in Hyatt and Equinox in Swissotel Stamford.  We also helped them to 
book tickets for local musical production ‘Forbidden City’.”

What was it like working closely with public offi cers from 
other agencies?
“This was, I have to admit, one of the most rewarding aspects of S2006. 
It was a great opportunity to meet offi cers from all over, including our 
trainers. The interaction was always lively and 
light-hearted. I’ve made friends with more 
than a dozen people and we plan to stay 
in touch. Also, offi cers from different 
organisations have vastly different 
working styles and we learnt from 
each other.”

GUNALAN VELOO
Liaison Offi cer

trainers. The interaction was always lively and 
light-hearted. I’ve made friends with more 
than a dozen people and we plan to stay 
in touch. Also, offi cers from different 

by Challenge Editorial Team
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Mr Eric Yum joined the MediaComms Taskforce in early January. He oversaw the pre-S2006 media publicity, production 
of TV programmes, coordination for newspaper supplements, and setting up of the press centre and media desk.

Share with us your S2006 experience. 
“The Publicity Committee was given very challenging tasks, including putting out at least one media story per week in the 

six months leading up to S2006. With the small team, there was really no choice but to put in extra hours to get things done. (By 
the way, we achieved an average of over eight news reports per week.) I was on the project for nine very hectic months and the last month was even 
more incredibly gruelling. I had to consciously remind myself and the colleagues around me not to burn out before 13 September.”

What was it like working closely with public offi cers from other agencies? 
“I had the opportunity to work with some very good public servants along the way. To borrow an army analogy, these are people I would want in my 
platoon if we had to go to war.”

What was interesting about meeting foreign journalists and offi cials?
“S2006 was really a global event and it was never more apparent than when you walked into the press centre. Despite the frenzy, it was not just 
talking shop all the time. In those eight days, I shared notes on living in Shanghai with an American, had a South African try to explain cricket to me (I 
still don’t get it) and had a 15-minute discussion on the advances in knee ligament reconstruction surgery with a Brit. “

ERIC YUM 
Assistant Director, Publicity, MediaComms Taskforce

Share 
“The Publicity Committee was given very challenging tasks, including putting out at least one media story per week in the 

six months leading up to S2006. With the small team, there was really no choice but to put in extra hours to get things done. (By six months leading up to S2006. With the small team, there was really no choice but to put in extra hours to get things done. (By 
the way, we achieved an average of over eight news reports per week.) I was on the project for nine very hectic months and the last month was even the way, we achieved an average of over eight news reports per week.) I was on the project for nine very hectic months and the last month was even 

Mr Samuel Lee joined the S2006 Organising 
Secretariat at the Monetary Authority of 
Singapore in October 2005. After a six-month 
stint, he moved on to the Ministry of Information, 
Communications and the Arts to be part of the 
MediaComms Taskforce. His role was to pitch stories to the local media 
so as to build up a buzz about the event among Singaporeans. He was 
also a key contact point for media enquiries about the event.

How did you get involved in S2006? 
“Last August, there was a recruitment drive conducted by various 
agencies to bring in people keen to be involved in S2006. Having been 
involved in mega-scale events before, I was extremely keen to share 
my experience and contribute towards the Singapore Government’s 
largest international event to date. “

What was interesting about meeting foreign journalists 
and offi cials? 
“Many of the foreign journalists were making their fi rst trip to 
Singapore. Unfortunately, they didn’t have much time to go out and 
enjoy themselves. So it was really up to us to talk to them, be an 
ambassador for Singapore and ‘sell’ as much of Singapore as we could 
verbally so that they would set aside time to look around Singapore, or 
better still come back for a visit. “

What are some memorable episodes? 
“As the press centre was open 24 hours throughout the period, 
we tried to stay around as late as possible to assist the journalists. 
At the end of the event, some members of the media thought it 
would be appropriate to give me the ‘Press Lounge’ signage. They 
said that when they came in at 8am and left at 11pm,  they would 
see me, so I was like the Press Lounge — always open for them.”

SAMUEL LEE
Manager, Publicity and 

Marketing Communications, 
MediaComms Taskforce 

Singapore in October 2005. After a six-month 
stint, he moved on to the Ministry of Information, 
Communications and the Arts to be part of the 

Ms Mandy Loh was specially hired by the Monetary Authority of 
Singapore to join the S2006 Organising Secretariat in April 2005. Her 
job involved liaising with the various subcommittees to ensure that 
they worked in tandem to develop coordinated plans for the event, 
and ensuring that overall timelines were met. 

Tell us about your S2006 experience.
“I was very stressed in the last few weeks before the event! There were 
lots of last-minute things to tie up and resolve, but my adrenaline was 
building up, so it was quite exciting.”

What was most interesting about the whole experience?
“It was a MASSIVE event and I got to know people from so many 
different ministries. It was also great exposure to sit in high-level 
meetings chaired by the Minister of State overseeing the event and 
observe how various issues were debated and decisions made.”

What was most memorable? 
“Preparing for a major press conference the night before it was held 
was defi nitely stressful, especially as most of us were already running 
on reserve energy (the press conference was held on the last day of the 
event). But when the press conference concluded, it was a very nice wrap-
up for the entire event and gave me a great sense of achievement.”

MANDY LOH (centre) 
Associate, S2006 Organising Secretariat

(centre) (centre) 
Associate, S2006 Organising SecretariatAssociate, S2006 Organising Secretariat

What was it like to work closely with 
public offi cers from other agencies? 
“It was defi nitely a good learning 
experience! I found that different 
agencies operated very differently, 
and it was most important to 
understand their individual 
timelines and constraints.” 
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Can you remember the time when 
computers were the size of refrigerators 
and mobile phones like briefcases? That 
was how the Infocomm world looked 25 
years ago. 

Today, we can surf the Net from our laptop 
at a downtown café, or text a friend on 
our mobile phone from almost anywhere. 
It’s no wonder many of us find it hard to 
imagine that people had to dismantle a 
window frame just to bring a computer into 
a room! 

To fi nd out how technology has directly 
infl uenced our lives and our nation, come 
for Innovationation, a hands-on interactive 
experience held from 11 to 15 October. 

Organised by the Infocomm Development 
Authority of Singapore (IDA) and industry 
partners, Innovationation will build a powerful 
understanding of our Infocomm journey from 
beginning to end.

FUN, EXPERIENTIAL EXHIBITION

You will get to immerse yourself in an 
environment made possible by the latest 
technologies, such as Radio Frequency 
Identifi cation (RFID). 

You will receive an RFID card that will give 
you a unique and personalised experience of 
the 10 chronological zones in the exhibition. 
There will be a few surprising delights in store 
as you play, touch, learn and make choices 
throughout the 10,000 sqm of exhibition 
space using your RFID card.  

You will get to see exhibits come alive in sight 
and sound as you travel through Singapore’s 
Infocomm history — a journey that began 
with an act of faith when Dr Tony Tan put 
$100 million into national computerisation 
25 years ago. Today, we see the rippling effect 
of technology — how it has tremendously 
impacted the way we work, live, play and so 
much more. 

At Innovationation, you will experience the 

inspirational moments and learn about the 

sacrifi ces that were made in charting our 

course. You will also get a blast from the past 

by playing Pacman and Donkey.bas right off 

old Apple or IBM machines! 

WHAT’S MORE — SEMINARS AND TALKS

Besides visiting the exhibition, you can also 

attend a series of seminars and talks, which 

are targeted at students, young adults, 

professionals as well as the general audience. 

REGISTER FOR FREE!

Innovationation is for Singaporeans of all 

ages. Pre-register at www.innovationation.sg 

to beat the queues and enjoy a personalised 

experience. 

Attractive prizes from Microsoft, Apple and 

Motorola will be given away through contests 

on the website and at the exhibition. See you 

at Innovationation! 

At Innovationation, expect a delightful, interactive experience made possible by the latest technologies.

First-of-its-kind 

by IDA

mega Infocomm 
exhibition
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With the proposed Standard ICT (Information 
Communications Technology) Operating 
Environment, or SOE, agencies can fully utilise 
and benefi t from integrated ICT services and 
allocate resources optimally.

Desktops, messaging and online collaborative 
tools, and network environments across all 
government agencies will be homogenised, 
consolidated and demand aggregated. 

In an unprecedented 
move to enhance the 
operational effi ciency 

of public agencies, the 
Government will develop 

a standardised desktop 
and network operating 

environment across the 
public sector. 

The SOE initiative was approved by the e-

Government Policy Committee in November 

2004. It will be managed by the Ministry of 

Finance and the Infocomm Development 

Authority of Singapore, under the direction 

of the Committee of Permanent Secretaries.

IMPLEMENTATION IN 2007

SOE will be implemented from Year 2007 to 2010 
across all ministries (excluding the Ministry of 
Defence and its statutory boards), departments, 
organs of state and statutory boards.

As agencies adopt SOE, changes will 
be deployed at the back-end of the ICT 
infrastructure. End users will experience 
minimal disruptions to their daily work, 
although they may see a change of IT support 
staff and a new helpdesk number.

EXPECTED BENEFITS

All users will have the same hardware and 
software confi gurations and be able to 
communicate within a standard network 
environment. They will have similar navigation 
features on their desktops and enjoy smooth 
inter-agency collaboration and swift delivery 
of ICT services.

Here are what end users can expect:

Better PC security: There will be agile •

All on one platform
— Standard ICT Operating Environment

management of ICT security and an 
up-to-date suite of security software to 
protect desktops from viruses, Trojans and 
worms. Anti-virus patches and software 
upgrades can be deployed automatically 
to all desktops and servers in the event 
of a virus threat. All information will be 
automatically backed up in a central back-
up infrastructure at regular intervals. 

More effi cient work station: Any 
ICT problems encountered can be 
handled immediately through remote 
support. This saves time and eliminates 
disruptions to end users’ workfl ow. End 
users can choose to download and install 
software via self-help portals and remote 
support services. On-site support will still 
be given to those who need it. 

Quick adaptation: Public offi cers who 
are transferred or seconded between 
agencies do not need to re-learn system 
functions as all agencies will have similar 
navigation features on their desktops. 

•

•

Easy collaboration: Currently, colla-
boration tools for communication among 
offi cers are not commonly deployed 
across all agencies. With SOE,  tools such 
as instant messaging and whiteboard 
sharing will be offered across the public 
sector. This way, users can then engage in 
real-time discussions.

Get more details from the SOE Information Pack 
on the SOE Intranet website (http://intranet.
igov.gov.sg/CentralICTServices/Infrastructure/
SOE_index.htm). The latest updates will be 
available in the SOE Intranet and agency 
newsletters, as well as at SOE Demonstration 
Walk-in Centres and SOE Seminars. 

•CRITICAL NEED FOR SOE

Over the years, ICT operations have primarily 
been decentralised and managed by the IT 
departments in each agency. Only crucial 
services to allow inter-agency work are 
centrally managed. 

While the decentralised approach has served 
us well, allowing for prompt roll-out of ICT 
initiatives in the agencies, it has led to different 
hardware and software confi gurations among 
some agencies. Users are not able to reap 
the full benefi ts of existing ICT tools due to 
incompatibility across inter-agency work 
platforms. 

Today, rapid ICT advancements and enterprise-
wide ICT management tools allow end users 
to enjoy prompt roll-out of ICT services as 
well as inter-agency collaboration. For the 
public sector to realise full economies of scale 
cum scope, which will lead to cost savings and 
maximum agility, it is critical that SOE be the 
only choice for all ministries, departments, 
organs of state and statutory boards. 

by IDA

In future, it will be easier for public offi cers in different 
agencies to collaborate with each other.
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Interview with Mr Lim Siong Guan

Mr Lim Siong Guan is the 
name behind many initiatives 

that have driven the public 
sector. The Economy Drive, 
e-government and PS21 are 
among the many successful 

initiatives under his belt. 
Yet, behind this infl uential 

fi gure and stellar status 
is a simple man.

Being the  
that he can be

14

best

His signature short-sleeve white shirt, coupled 
with a pair of modest-looking glasses, paints 
the unexpected picture of what anyone 
would expect such a high-profi le permanent 
secretary to look like. The down-to-earth man 
is forthcoming in his ideas about life.

“Excellence is about being the best that 
you can be,” the ex-Anglo Chinese School 
boy said.

“An organisation cannot be the best that it 

can be unless each individual person is being 

the best that he or she can be,” Mr Lim said.

Before they can tap on their people, leaders 

need to be clear about their own vision, 

objectives, organisational mission and 

expectations of their people.

When asked to sum up the real challenge 

LEADERSHIP THAT 
TRANSFORMS 

I have always been curious 
about how a man like Mr Lim 
defi nes effective leadership, 
afterall he spent about two-
thirds of his 37-year career in 
leadership positions.

“The most important 
question a leader ought 
to be asking is how he 
can help his people do 
their job better in terms 
of effi ciency, effectiveness 
and excellence,” he put 
it simply.

Mr Lim believes that develo-
ping people’s capabilities and 
harnessing their creativity is 
critical to an organisation’s 
success. A leader needs to tap on 
his people’s motivation, character 
and attitude, and help them become 
the best that they can be. 

by Calis Chuan, Challenge Editorial Team
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of leadership, the 59-year-old said fervently: 
“Leadership is about making ordinary people 
do extraordinary things.” 

Indeed, changing ordinary people into 
extraordinary individuals is quite a challenge. 
Trying to change the entire public sector by 
way of leadership, is an even more daunting 
undertaking. 

When few would have thought of taking 
the road less travelled, Mr Lim took it upon 
himself to explore this possibility with a 
movement he called Public Service 21 (PS21) 
in 1995.

“PS21 is about change. It’s about being 
in time for the future, and harnessing the 
creativity of our people. When we talk about 
welcoming change, it’s about the willingness 
to change and to change quickly,” Mr Lim 
explained.

“In the private sector, companies are better 
able to visualise the dangers because 
they have to continually contend with the 
demands of competitors, shareholders, 
creditors and the inescapable profi t bottom-
lines. In the public sector, it is not diffi cult 
to get away with mediocrity and give just 
lip service to change and improve,” he said 
candidly.

“Therefore, in order to change, the desire 
to do the right things must be strong. If we 
really want to change, we need superior 
leadership from people who believe in 
what they are doing and are convinced that 
change is imperative.”

Mr Lim thinks that change is an uphill 
challenge for the public sector, although 
the challenge of change in the public sector 
is probably different in some way from that 
in the private sector. Change in the private 
sector is about moving ahead to beat the 
competition, about survival and not just 
success. Whereas change in the public 
sector means taking risks with opportunities 
without any sense that the survival of the 
organisation is at stake. 

But risk-taking is not a trademark of the public 
sector. 

He said: “I remember visiting a school when 
I was with the Ministry of Education (MOE). 
The principal told me that MOE was very 
unforgiving, not allowing and never forgetting 
mistakes, and that was why teachers did not 
take initiative. I told him, ‘If you do not tell me 
that a teacher has made a mistake, I would 
never know anything about it.’ 

“My point was that if a principal had a teacher 
who tried something new and things went 
wrong, he could either feel the teacher was 
enterprising and should be encouraged to 
see the mistake as a learning opportunity, 
or he could feel the teacher was stupid in 
trying and making the mistake and therefore 
should be suitably discouraged or even 
penalised. At the end of the day, the key lay 
with the principal.”

Mr Lim believes that forgiveness and 
encouragement comes from the immediate 
supervisor and not from the organisation. 
It is how immediate bosses treat their staffs’ 
failures that determines the risk appetite of 
the organisation.

He went on to say that as a general rule, there 
must be a level of dissatisfaction if we are to 
seek excellence. 

“We shouldn’t choose leaders who are 
satisfi ed. We want people to derive satisfaction 
from their work, yet at the same time are 
dissatisfi ed so long as they and their people 
can do better,” he said, laughing. 

And what is the secret of his success?

“I am without ambition. I just do what I believe 
can be done and is worth doing, and I do it as 
best as I can.”

THOUGHTS ON TALENTS,  
RESPONSIBILITIES AND FAILURE

Mr Lim is a Christian who attends weekly Bible 
study faithfully. His devotion to God features 
prominently in his values, motivation and 
perspectives on life.

“We are all blessed with certain talents, and 
we all hold certain expectations, values 
and attitudes towards life. With talents 
come certain responsibilities. It is up to 
the individual to be the best that he can 

“An organisation cannot be the best that it can be unless each individual person 
is being the best that he or she can be.”

be according to his abilities, and to use his 
abilities to contribute to the lives of others,” 
the father of three said.

As we try to help to better each other’s life, 
we should learn to take failure in stride. 

“It is often very hard to convince people about 
the value of changes until they have gone 
through the changes and can look back and 
say the effort has all been worthwhile. Before 
going through the changes, people are often 
skeptical about them. The challenge for the 
leader is to convince people to suspend 
their judgement, have a go at the changes, 
and only then decide whether the effort is 
worthwhile,” he said. 

“In the event that we should fail in our 
endeavour, we should see it as a brave attempt, 
and not negatively as a waste of time. After all, 
we only learn by doing,” he added.

At the end of the day, in Mr Lim’s words, the 
only thing he is concerned about is how God 
judges him, and not how people look at him.

MAKING EVERY MOMENT COUNT

Mr Lim guards his privacy tightly. His head of 
greying hair is the only evidence of the many 
tests life has put him through.

His is a typical story that illustrates how sheer 
hard work and determination can lead to 
success.

He shared: “My father was a taxi-driver and 
my mother a teacher. A scholarship was my 
only hope of going to a university, be it local 
or overseas. I see it as my good fortune to be 
able to clinch a scholarship. 

“But I also believe that fortune, in many ways, 
is a matter of whether you are able and willing 
to take the opportunities when they arise.”

With such an outlook on life, it’s no wonder 
that he tries to live every minute to the 
fullest.

And when asked if there was something he 
had always wanted to do but could not find 
time for, his reply was: “If you really want 
to do something, you will make time for it. 
If not, then it’s not of such high priority 
after all.” 



16

creativesparks

by MDA

During World Cup season, when football enthusiasts were enjoying 
their fi ll of world-class soccer action, a group of fans got more out 
of their television viewing experience: The image of the soccer pitch 
was crystal clear with no hint of jagged edges. 

To Senior Engineer Hong Yoke Kee, this was one of the high points of 
being on Starhub’s High-Defi nition television (HDTV) trial.  “Previously, 
in the circle of the fi eld, you could see ‘steps’ or ‘jaggies’.  With a HD 
broadcast, you don’t see that — the picture is sharp,” he enthused.

Mr Hong is among the 2,000 households that are participating in 
the ongoing HDTV trials which kicked off in June over MediaCorp’s 
terrestrial and Starhub’s cable platforms. Singapore is the fi rst in 
South-east Asia to launch public HDTV trials. 

HDTV is a revolutionary digital 
technology for broadcasting 
TV programmes in much 
fi ner detail,  compared to 
analogue television. Some 
have compared the shift from 
analogue to HD as akin to the 
move from black-and-white to 
colour TV. 

Countries like Australia, Japan and the United States have begun the 
migration to HDTV. China has pledged to broadcast the 2008 Olympic 
Games on HDTV.   Singapore is also gearing up everyone to embrace HDTV 
with a host of initiatives in collaboration with industry partners.

Over the past three years, Singapore’s media industry has enjoyed an 
annual turnover of $10 billion, contributing 1.56% to Singapore’s gross 
domestic product and employing 38,000 people.  With the shift of the 
global media and entertainment industry towards digital technology, 
HD technology — the top digital standard — has been identifi ed by 
the Media Development Authority (MDA) as an emerging sector with 
tremendous opportunity to boost Singapore’s status as a media hub 
in the region. 

Said MDA’s CEO Dr Christopher Chia:  “The trials are an important step in 
bringing a superior media experience to Singapore. At the same time, 
it brings new value to the media cluster comprising TV production 
companies, broadcasters, TV fl at panel distributors and retailers, and 
other service providers to explore viable business opportunities.  

“An increasing number of global TV productions are beginning to be 
made and stockpiled in the HDTV formats. Some of Singapore’s own 
co-productions with other countries are already being made in HDTV 
formats. This trial provides another opportunity for such productions 
to be shown to the Singaporean public.”

Apart from working with service providers like MediaCorp and 
Starhub on the trials, MDA’s efforts to promote HDTV include support 
for content creation, collaborations with local and international 
media partners as well as an extensive outreach campaign to create 
greater awareness of the technology. 

To bring the HD experience closer to the public, MDA has 
collaborated with partners such as the People’s Association 
and National Library Board on an ongoing series of 
mobile exhibitions and outreach activities at the 
libraries and community centres and clubs. 

MDA’s HDTV Awareness Campaign involved tabletop advertisements with an inbuilt 
fl ap that fl ips between a standard-defi nition TV screen and a HDTV screen.

High-Defi nition TV
Shift into high gear with 

To bring the HD experience closer to the public, MDA has 
collaborated with partners such as the People’s Association 
and National Library Board on an ongoing series of 

Learn more about 

HD technology and 

types of H
D-ready 

equipment at 

www.hdtv-tri
al.sg.
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One year, a boy from China joined my Primary 5 class. 
I was the form teacher then. With very limited English 
vocabulary, he introduced himself, heavily prompted by 
myself and half in Mandarin.

With lots of patience and encouragement, he picked up 
English by reading storybooks and started to develop 
a liking for the language. By the end of that year, he 
topped the Primary 5 cohort with 4 A-stars in his 
subjects, including the English Language!

I continued to infl uence him with my passion for English 
and cried when he attained a PSLE T-score of 282 
points! No words could describe 
my feelings then. Deep down in 
my heart, I knew I had made a 
great difference to his life! That 
was my proudest moment!

~ Irene Chua 
Yu Neng Primary School

Sharing our 

by Public Service Division

What was your proudest moment working in the Public Service? Colleagues have 
responded to our call to share their proudest moments with us. We bring you a 
few of these precious moments. Visit www.intranet.gov.sg/buildingoursingapore 
to view all the submissions.

proudest moments

My proudest moment as a teacher was when one of my ex-students asked me to 
write a referral letter for her application to Nanyang Technological University to 
do a bachelor of arts degree in Chinese with a diploma in education. I thought 
that I must have done a good job as her Chinese teacher for her to want to follow 
in my footsteps!

~ Eliza Han Fu Ching, Ministry of Education

In preparation for Victoria School’s 130th anniversary, I 
was asked to put together two video clips to celebrate 
the uniqueness of Victoria School’s tradition and culture.

I did it with my students and the clips were shown during 
our anniversary concert where President S R Nathan was 
the guest of honour. I was heartened and touched when 
many parents and teachers gave me positive feedback on 
how the clips had moved them and how they felt the clips 
had captured our mission statement for every Victorian 
to be a Gentleman, Professional and Sportsman.

My proudest moment in the Public Service was 
when I saw my boys turning into men, and becoming 
something more.

~ Randell Siow, Victoria School

In December 2000, a teenager of 17 years came to seek admission to the Secondary 
4 level of Anderson Secondary School. I was then the public relations offi cer of the 
school. I asked where he was from and why he needed admission at that particular 
time. He mentioned that he had been released from prison and was now serious 
about pursuing his education.

When asked why the change, he said that after becoming a Christian, he realised he 
had done wrong and would like to get on the right path. I spoke to my principal but 
at that time there was no vacancy available. I urged him to try to seek admission into 
other schools and not give up, even if he needed to try 10 or 20 schools. I left my 
home telephone number with him and asked him to let me know when he had found 
a school. 

At midnight on Christmas Eve, he called to wish me a blessed Christmas. He shared 
that he had been rejected by a number of schools. I beseeched the then-Principal, 
Mrs Chan Khah Gek (present Principal of Victoria Junior College), who agreed to take 
him in. I was overjoyed and wanted to contact him but I had neglected to get his 
contact number.

He called again at midnight on Chinese New Year’s eve to wish me. I almost cried 
and asked where he had been. I told him of the opportunity at my school and asked 
him to go to the school immediately. Being very cautious, my principal wanted me to 
know that it was not a “done deal” so I prepared the young man.

During the interview with my principal, I could sense very strongly that my principal 
wanted very much for him to be admitted. He eventually joined the school and did 
well enough to get into a polytechnic. 

Once I met him on the road and he called out to me and thanked Anderson Secondary 
School for giving him a second chance.

~ Amy Tan Pe Eng, Singapore Examinations and Assessment Board

my feelings then. Deep down in 
my heart, I knew I had made a 
great difference to his life! That 

points! No words could describe 
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In December 2000, a teenager of 17 years came to seek admission to the Secondary 
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In preparation for Victoria School’s 130th anniversary, I 

Making a difference 

One year, a boy from China joined my Primary 5 class. 

Sharing my passion for English
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In the Civil Service, people are our most important resource. We do 
not just pay our offi cers fairly, appraise them objectively, and provide 
benefi ts to enable them to balance personal life with their work. We 
also need to motivate them so that they have a sense of achievement 
and feel engaged working in the Civil Service. Only then can we 
maximise the offi cers’ talents and abilities and empower them to give 
of their best.

To achieve this, we need supervisors to play an active role in the 
performance management process to bring out the best in their people. 
Supervisors need to understand that performance management is 
not an annual paper exercise. It is not about the frenzied fi lling up of 
appraisal reports, or giving a rating that might land their offi cers the 
next promotion or a higher Performance Bonus or Merit Increment. 

So, just what is performance management?

Performance management is an ongoing process between the 
supervisor and the subordinate. It involves establishing clear targets 
and expectations, equipping the offi cer with the needed skills and 
knowledge to accomplish these targets, evaluating his performance, 
and taking corrective actions where necessary.

PHASE 1: PLANNING — WHY PLAN?

Planning involves setting targets and identifying training and 
development plans in advance. 

Target setting provides the “what”.  When done well, it will:

• defi ne good performance and communicate desired outcomes
• align the individual’s targets to the organisational mission and goals
• allow resources and support to be arranged in advance

Training and development planning provides the “how”. It provides 
a plan to equip the officer with the relevant knowledge and skills 

The truth about 

by Chen Shufen, Public Service Division

performance management
to achieve the targets.

In the Civil Service, the planning phase involves a discussion between 
the supervisor and the offi cer. The work targets and training plans 
are collectively drawn up and documented in the Work Review Form. 
This allows the offi cer to have a sense of ownership of the targets and 
increases his commitment level to achieve the targets.

PHASE 2: MONITORING — HOW TO MONITOR?

Each supervisor has to coach, advise and guide his offi cers to achieve 
their targets. Feedback from the supervisor is essential for updating 
offi cers on their progress and  ensuring that they are on the right track. 
In the Civil Service, work reviews are conducted at least twice a year 
for supervisors to feedback to offi cers on their progress and provide 
opportunities for the offi cers to clarify their work goals. Supervisors are 
also strongly encouraged to provide “just-in-time” feedback throughout 
the year.

PHASE 3: EVALUATING — WHAT TO EVALUATE?

The appraisal starts with a discussion between the supervisor and 
the offi cer on the achievement of the targets. Performance gaps 
are identifi ed and the strengths and weaknesses of the offi cer are 
discussed. This is the time for the supervisor and offi cer to make plans 
to bridge the performance gaps, build on the strengths and address 
the weaknesses. 

Performance management is not simply about rewarding and 
recognising the offi cer’s hard work over the year. More fundamentally, 
it is for the offi cer to understand himself better, fi nd out how he has 
performed in the past and take concrete steps to improve in the 
future. 

PHASE 4: CORRECTIVE ACTION — WHO TO CORRECT?

If an offi cer is not meeting the agreed targets, or behaves in a way that 
adversely infl uences the work of others despite ongoing coaching, 
corrective action must be taken. It is important to identify what is 
causing the poor performance and then jointly establish corrective 
actions to pave the way for improvement. Corrective action aims to 
help the offi cer acknowledge and understand the problem in such a 
way that he is able and motivated to improve. 

In the Civil Service, the Performance Review Process (PRP) helps under-
performers to cope and improve their work performance with closer 
guidance and monitoring by the supervisor.

ONGOING PROCESS 

Contrary to some who believe that performance management is an 
annual exercise which centres on the appraisal interview, evaluation is 
only one of the phases of performance management. 

Performance management is an ongoing process which involves 
developing offi cers and helping them to continually improve their 

The Civil Service wants to empower all offi cers to excel and maximise their potential. 
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performance. It also allows the supervisor to understand the offi cers’ 
career aspirations so that he can guide them to achieve them.

MOVING FORWARD

The Public Service Division and the Civil Service College have recently 
launched a core human resource course entitled “Performance 
Management for New Supervisors”. The course underscores the 

Q: What are civil servants appraised on? 

A: During the annual appraisal, each offi cer would be appraised on: 

• Performance during the past year: Officers are assessed on 
their performance relative to their substantive grade. This 
means that an officer of a higher grade would be measured 
against a higher standard expected of that grade, as he will 
have more knowledge or experience than another officer of a 
lower grade. Performance ratings are expressed as “A”, “B”, 
“C”, “D” or “E”, where “A” is for outstanding performance 
and “E” is an adverse rating.

• Currently Estimated Potential (CEP): This refers to an estimate 
of the highest appointment or level of work the offi cer can 
handle competently before retirement, and is manifested in the 
way the offi cer does his job. 

Q: Why do we assess offi cers’ potential? Isn’t performance 
assessment suffi cient?

A: While performance assessment is a good gauge of an individual’s 
current contributions towards achieving the organisational goals, 
the organisation cannot rely exclusively on past performance 
as an indicator of an offi cer’s ability to assume different or more 
senior responsibilities. Potential assessment is therefore essential 
for distinguishing varying capabilities so as to better develop and 
deploy employees, and to ensure that offi cers are not promoted 
beyond their abilities. 

Q: But we heard that the CEP system was adopted from Shell, and 
the company has since moved away from the system. So is the 
CEP system still applicable and relevant today? 

A: Yes, the CEP system was adopted from Shell’s system of 
potential assessment in the early 1980s. Specifi cally, Helicopter 
Quality, Power of Analysis, Imagination and Sense of Reality 
(summarised as “HAIR”) were the qualities adopted by the Civil 
Service for potential assessment. 

Today, Shell still retains the use of potential as an estimate of 
the highest level of work an employee can handle competently 
before retirement. However, the company has revised the criteria 
where HAIR qualities are now replaced with “CAR” (Capacity, 
Achievement and Relationships). The CAR qualities are similar to 
the 10 CEP qualities used by the Civil Service (see table). 

Q: So how is potential assessed?

A: Division I and II offi cers are rated on each of the CEP qualities 
and subsequently assigned a CEP grade. Division III offi cers are 
rated on a more concise set of potential qualities: Intellectual 
Qualities, Adaptability & Versatility, Results Orientation and 
Supervisory Qualities. The assigned CEP grade is an indication of 
the job level that the offi cer can competently handle at the peak 
of his career. 

Q: How does performance and potential affect an offi cer’s reward 
and recognition?

A: An offi cer’s performance grade directly determines his 
performance bonus for work done in that year. The CEP grade 
determines how fast and far he may be promoted, but the promotion 
will take place only if the offi cer has acquired the relevant 
experience in his current grade and consistently demonstrated 
good performance over the past few years.

Q: How do we ensure that potential and performance assessment 
is conducted fairly?

A: Offi cers are assessed annually on their performance against 
the work targets set for that year as well as on other performance 
qualities. Similarly, CEP assessments are not static and a fresh 
assessment is made for each offi cer annually. To ensure rigorous 
and fair assessment, all performance and potential assessments 
made by the direct supervisors are validated by a “countersigning 
offi cer” before being put through a ministry ranking exercise, and 
fi nally deliberated by an overseeing Personnel Board. The different 
levels of checks aim to moderate differences in assessment 
standards among different supervisors and impose discipline in the 
appraisal system.

Q: What is my recourse if I feel I have not been assessed fairly?

A: Offi cers may put in an appeal for promotion directly to the 
Appeals Board if they have reasons to believe that they have not 
been assessed fairly. If the Appeals Board turns down the appeal, 
the offi cer may put in a further appeal to the Public Service 
Commission, whose decision is fi nal.

importance of performance management and aims to equip 
supervisors with the skills to better manage their staff to enhance 
their performance. Performance management is a rewarding process 
because supervisors can decide how they can get work done by 
growing and bringing out the best in their staff. 

Find out more about performance management on the HR Portal at 
http://app.intranet.psd.gov.sg/HrCommunity/HrCommHome.asp. 

FAQ ON APPRAISALS

Civil Service CEP Qualities  Shell Potential Qualities*

(for Div I & II offi cers) 

Intellectual Qualities  Capacity

• Helicopter Quality • Analysis & Judgement

• Power of Analysis • Capacity to Learn

• Imagination & Innovation • Creativity & Innovation

• Sense of Reality • Manage Uncertainty

Achievement Achievement

• Achievement Motivation • Drive & Enthusiasm

• Socio-political sensitivity • Resilience & Courage

• Decisiveness • Target Setting & Delivery

Leadership Qualities Relationships

• Capacity to Motivate • Honesty & Integrity

• Delegation • Respect for Others

• Communication & Consultation • Vision & Communication

• Sub-qualities summarised for simplicity

continued from pg 19
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Mr Lee’s recent installation, entitled “I Can”, 
was on display at the hospital from June to 
July 2006. It explored the common issues that 
patients grapple with in their perceived state 
of helplessness.

What Mr Lee did was to capture the comments 
and wishes of 100 inpatients. He said: “Many 
patients will tell you a long list of don’ts they 
have to follow when they are discharged, 
but we want to shift their thoughts to what 
they can do. I want to give them a new way of 
interpreting the world.” 

Like staging a silent protest, I Can is a statement 
of empowerment by the patients.

EMPOWERING PATIENTS THROUGH ART

This is not the fi rst time SGH is using the arts 
to empower its patients. Since 1993, countless 
patients and caregivers have benefi ted from 
Arts for Health — a programme that embraces 
diverse expressions of art to create a healing 
and comforting environment. 

“By integrating visual arts, performing arts, music 
and art therapy into our patient care, we are 
creating an environment conducive for restoring 
both body and mind,” explained Professor Tan 
Ser Kiat, Chief Executive Offi cer of SGH and 
Group Chief Executive Offi cer of SingHealth.

Through collaborations with performing 

Which venue comes 
to mind when you 
think of paintings and 
installation art? Where 
would you go to catch 
an art performance? 
For installation artist 
Justin Lee, the Singapore 
General Hospital (SGH) 
was the answer.

arts groups, local artists and community 
organisations, SGH organises evening 
concerts, usually on the last Friday of the 
month, at the amphitheatre. 

“I’ve been here (SGH) for 11 weeks and 
have attended many of the varied musical 
presentations. They have lightened my heart 
on some very diffi cult days,” said a patient, Ms 
Natasha Tan.

SGH also conducts bi-weekly musical 
workshops for patients and caregivers. Patients 
who enjoy more hands-on activities can also 
attend art therapy sessions conducted by 
professional artists and volunteers. 

In the face of illness, patients often feel 
powerless and disabled. Through the process 
of art making, they gain control of their 
movements, expressions and thoughts. Their 
interaction with hospital staff and volunteers 
also enhances their well-being. 

“Art humanises what is often perceived as a 
sterile hospital environment. Art is also a non-
threatening mode of initiating communication 
with patients, who are otherwise withdrawn 
due to their traumatic experiences,” added 
Associate Professor Leslie Lim, Senior 
Consultant, Department of Psychiatry.

Selected works from the art therapy sessions 

are exhibited on 
Arts Expressions, 
a 40-metre long wall 
located at the public 
walkway between 
SGH Blocks 2 and 3, 
and which sees some 
8,000 passers-by each 
day. Works that have been displayed include 
emotionally moving art pieces by breast cancer 
survivors, psychiatry patients and underweight 
children.

“I never knew that I could express myself in 
a self-portrait. My mum commented that it is 
beautiful and indeed portrayed me! The whole 
experience has somehow enlightened my life,” 
said Ms Katherine Teng from the Breast Care 
Support Group, whose artwork was exhibited. 

A FEAST FOR THE SENSES 

SGH has also tied up with the National Arts 
Council to become a venue for the Singapore 
Arts Festival’s fringe activities. 

Last year, SGH was the fi rst hospital to bring the 
Festival into a healthcare setting. ArtsFest@SGH 
is now an annual event organised with help 
from over 100 volunteers. Patients, visitors and 
staff catch stage and roving performances, 
and engage in art activities at different corners 
of the hospital. 

Healing body
and   soul

More than 8,000 people walk past Arts Expressions each day.   

located at the public 
walkway between 
SGH Blocks 2 and 3, 
and which sees some 
8,000 passers-by each 

Arts for Health brings 

the healing power of art 

to SGH. For the latest 

happenings, visit www.

sgh.com.sg or send 

an email to tan.hwee.

ping@sgh.com.sg.

by Tan Hwee Ping, SGH
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seen&heard

Contrary to popular belief, working in the Prime 

Minister’s Office (PMO) as an intern does not mean 

that I will get to meet the distinguished. However, my 

internship did take me to the PMO ExCEL Convention 

held at the new One Marina Boulevard on 23 August. 

Departments under PMO had to present their WITS 

efforts to improve work performance and it was 

truly refreshing to see civil servants “putting their 

creative juices to the blend”. I helped to make puppets 

out of socks, buttons and other random materials 

for my department’s puppet video presentation. I have 

to say that the participants enjoyed it more than the 

audience, because only we knew what hilarious fun we 

had during the video-making process. On the whole, the 

convention brought out the innovative and fun side of 

our civil servants. — Tan Siang Wei 

WIN ATTRACTIVE PRIZES! 

“Seen and Heard” is where you can share any interesting episodes or pictures. You can even compliment congratulate/thank your colleagues here! Email your 

contributions of not more than 100 words to  psd_challenge@psd.gov.sg. Remember to specify “Seen and Heard” in the subject of your emails. One entry per 

issue will win a pair of movie tickets or a shopping voucher! So start snapping and sharing today!

When we were asked to submit a 

WITS project for this year’s ExCEL 

Convention, we wanted to share 

the changes that had
 taken place 

in the course of our work. We did 

not consider our project to be big 

or innovative, but we knew that we had 

continuously improved our work. We were 

dissatisfie
d with the way the storeroom was 

managed and looked for ways to do things better.

Our colleagues willingly came forward to help us. We 

spent time doing up the props together. Everyone 

contributed in one way or the other. This project 

has helped our colleagues to bond and interact well 

with each other.

It was indeed an interesting and enjoyable ExCEL 

Convention. The audience enjoyed our presentation 

and felt that it 
was creative. — Daniel Jaya 

7-up WITS team was driven by passion and the common objective to improve the environment of our office. Having done the WITS project, team members saw encouraging improvements in their knowledge of WITS tools, teamwork, commitment, willingness to contribute ideas and communication skills. The sense of achievement and pride reached a high when the team received the Gold Award! — Jason Chong

Contrary to popular belief, working in the Prime 
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truly refreshing to see civil servants “putting their 
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out of socks, buttons and other random materials 
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audience, because only we knew what hilarious fun we 
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D O W N

1. Performance management is not an annual paper exercise  
 but an ____ process.

2. Who spearheaded Public Service initiatives like the   
 Economy Drive, e-government and PS21?

3. The Singapore Cooperation Enterprise was set up to market  
 and export Singapore’s ____ sector expertise. 

A C R O S S

4. Name the IDA event held in October that will showcase   
 Singapore’s infocomm history. 

5. Which was the fi rst hospital venue for the fringe activities  
 of the Singapore Arts Festival?

6. Which is the venue for the Building Our Singapore: 
 The Public Service in Action exhibition in November?

C H A L L E N G E  O C T O B E R  2 0 0 6

Read this issue of Challenge for the 
answers and submit your completed 
crossword: 

Online: www.challenge.gov.sg

Email: psd_challenge@psd.gov.sg

Fax: 6333 4010

Post: PS21 Offi ce, The Treasury, 100 
High Street, #02-03, Singapore 179434

Give your name, email, agency and 
telephone number. All winners will be 
informed via email.

Deadline for submission: 
27 October 2006

•

•

•

•

Solve this crossword and 
you could win movie tickets  
or a shopping voucher!
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