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o Creating awareness for BE as a management tool to improve organisational performance

o Key steps in embarking on the BE journey

o Contextualising BE framework for public-sector organisations;

o Examples of adoption of the BE framework in public-sector organisations; and

o Strategies for engaging public sector organisations in BE

e Developing a plan for expanding adoption of BE

e Measuring the success of BE adoption in own country (national perspective). What are the
right measures?

e Assess maturity of programme in own country

o Success factors

e Singapore’s success in this area e.g. BE journey from SQC to awards for the public sector
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Singapore Quality Award

Business Excellence Framework

INNOVATION

LEARNING

‘ LEADERSHIP ‘

DRIVER SYSTEM RESULT

Singapore Quality Award - SQA HuuInnaiagaiu MBNQA 1eatszinAanigewing uuluuie
1895gU18 lunslimisaauniaigrin W ssene 4 ﬁmiqmmmm?gmmﬁm“ﬂﬂ%ﬁﬁﬂummﬂ SQA Tilfau
1#5U51999 1114 National Library Board, Inland Revenue Authority of Singapore — IRAS, The Subordinate
Courts, Singapore Customs - SC
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Business Excellence Certification and Awards

STANDARD CERTIFICATION AWARDS

Singapore Quality Award and
Business Excellence Singapore Quality Class Singapore Quality Award with
Special Commendation

Niche level

STANDARD CERTIFICATION AWARDS

BE Niche (People) People Developer People Excellence Award
BE Niche (Innovation} Singapore Innovation Class Innovation Excellence Award
BE Niche (Service) Singapore Service Class Service Excellence Award

1. Holistic Level : Business Excellence

1.1 Singapore Quality Class — SQC \{lunns5use3 (Certification) 89AnTa1N1TOL25LN175UTR LA
naentl Inuduenaistsuiliumuiestszann 20 wiilugUuun Word vz PowerPoint

1.2 Singapore Quality Award — SQA wWun1sasdAneda (Competition) BIANIABUTLUTIBUNA
nsnfiunnsiiteadnsaeiuseda aednslid ety Singapore Quality Class — SQC 118 WA
a9AngdaulnnjdnaaiuN1sFuTaINI el

2. Niche Level

Niche Level 831998819150 3 11s9m MHuA BE Niche - People, BE Niche - Innovation, BE Niche —

Service autiaaniilu 2 guluuy 1Hun Certification uaz Award iienriu

Inland Revenue Authority of Singapore — IRAS
(Mr. Ernest Lee)

IRAS Thsiaenuiintiilunnsfundennsnielulszmd sesuse Ministry of Finance i
Vivdsenaufag Individual Income Tax, Corporate Income Tax, Property Tax, Good & Services Tax,
Stamp Duty, Betting Tax ({WigLAssl@iunsnassninsveadl s lne)

IRAS 'l#1i1 Business Excellence (BE) Framework {0 11iliaa1n31 1 nAassw wazldfu SQA lu
#2011 Ineidngiszasdlunisin BE N’ﬂ%Lﬁ’a“ﬁ')ﬂiﬁE‘ﬂﬂNLL%@A‘J‘QQ"]@\?ﬁﬂ‘i’agl:‘ﬁlﬂﬂim wazdaeliiyaains
iinla mindset IasesAnaiielfianunsneuiAesiaiedld BE 1y *A means to an end” lu Framework 7
doaliiuseg Vision uazlfifunisnsasauainniauan

IRAS Guvnatineann Vision Uszannmn 5 1 azfinistssifiuwite idrussqgiusiasite il uazas
ussqavlsluan 5 Udneuiin 1u T 1998 How to clear backlog, Tl 2003 131 Vision Hitflu A very powerful
vision, to move from taxpayer to partner, help them to understand how the tax go, 7 2006 Nation

Building
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HeAulEnguunedatunisans lanavesesdndnsian tTaqiuasiinnsdedopandulifiduni® “Thank

you for your contribution for Nation Building

Our Vision
Provide excellent & Partne

service h;‘un' ) ﬂa{_io Uu"ﬂll‘lg

Support economic
development of
Singapore

Help Singapore achieve a
high level of voluntary
compliance

Develop highly competent,
service-oriented

staff who serve
Singapore with pride and

Excellence

1998 Vision
2006 Vision

passion

Copyright @ IRAS 2013. All Rights Reserved Our Taxes. Our Nation. IA

fladtusianaudn3alunnsin Be lH s
e Let other departments be chairman of the committee, getting more champions on the
process
« BEAM = BE And Me : BE is everyone’s responsibility, every staff must be involve, they
have to understand that it is not for the Sr. Management, but for everyone
e Recognizing BE as a long journey
e Minimize BE compliance for staff
« Common goal = Rallying staff together (not separate by department)
e Aspiration, Believe, Courage, as the name of meeting rooms for the SV
IRAS nanatieRBns3nIsEaunIIUFuLe il
. Heulsadlifludouviliresiutlszirsusnnndnnisiiusasteanisnsiatlsziiu
o @13M99AELAI919 “Not for Award”
. wdsanlEresunisiuses SQC T 2003 Fnsresunsiises SQC anasalul 2008 Tne
a9ANguIEluN IR ININDIANS ?ﬁ'\ivl,s\ifﬁﬁLﬂuﬁfaqﬁﬂmmuzgﬁyué@m nAs us
yaa NI lulaiadps SQA ReBufluuAnlunisadag SQA
. 1ile IRAS 1850 SQA Tinnsadtasnnyszandusiugnis1Esumeia ualilenmatlunns
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« 1 of the lowest cost per dollar of tax collected (1 corporate KPI) Aqiil naunusazineay

al Y = X2 o 1 Yo d””
LRUANINTINHN ALFINANTOUNDIALAT AN T Anaiifae
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«  IRAS daai1eiiAuafideLnlunnsanen Bunfidani# “Our Tax Our Nation” Hn199in
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ANNANLFALUNNINN Customer Engagement

The Subordinate Courts
(Mr. Phang Tsang Wing)

The Subordinate Courts wiaaniili 5 é1e911 1) Criminal Justice 2) Civil 3) Family and
Juvenile 4) Corporate and Court Service 5) Strategic Planning

AngilliaAndN Justice Delay = Justice Denied 1T 1990 The Subordinate Courts 11 BE 1114
1189ANT INBRELANBIANTNNILLBINITHARANNAINNITRAN U AN WIUNNN Wa LA Judge Active
Role in Case Management lagliiun1sWmunnszuaLn1siNenaLdueaAnNGiaansaatlszaauwli i sy

o o d . 2y v o o . . . L4 e > n
1IN19799m139 N19dFutlpeBuiaanisdnaiduainudidny (Priority) 20dusiazan UFulpedunaunls
i tneld Lean uazthszuumalulagiansaumanidaslun1stfuimanm wu nnsdnae uasnistFutlg
1 =l 1 o £ == QI igl a 1 R‘ 1 a6 v

NAAAAR LANAAAAIRE 19NN NN ITA NN laTe9Lse g UIRNTYL AnBNNdNAZENLAAE AR LELIaN
2-41 flaqiiuldiaan 2-4 dlanaf wsiazadlnaranaunuuansinaiu tnaede 14inan 6-12 iew aqiiu The
Subordinate Courts #11190AHUN5IH 96% 284 350,000 ARFEY oAt 3,500 ARSBLAAINIFET

The Subordinate Courts 165un1s5uas SQC 1udl 2001 wazliasu SQA 1ull 2006 uazlésu SQA
with special Commendation 11l 2011 wananil 11l 2012 1&5us1998 UN Public Award wazlull 2013
1H5u919da ABQO tTaqiiu 1HFunnsdndusduiilu High ratings to the Singapore Judiciary’s effectiveness
/1N World Bank, IMD way PERC

The Subordinate Courts azlinana81a1gFu13n1991 “Hope to see you again”!
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Comparatlve and Benchmarkmg Studles
(Selected Examples) R o e

- |Complaint / Compliments Mgt Framework ol
_ . |Compared with service excellence organisations |Benchmarked with Courts in Australia and NZ
- |during the formation

[cvPIMA HELP Centre e
'|Studied Norway’s system Benchmarked with examples in US and UK _" %

Judicial Education Board Formation of SRU " ]
|Studied judicial education systems in US, UK, Benchmarked with organisations that provide fl.u_.v'r'.
Australia, France and NZ excellent services, such as SingTel, SIA, AH 8 7 (A

360 Degree Evaluation Framework Mental Capacity Court 3]
- |Studied the best practices of select public [Model after best practices of UK’s Court of A
~ |and private organisations using this tool (Protection ,’ﬁ-.' 3
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Singapore Customs

(Ms. Angie Teo)

Aenlls iudssmanddnanindrunisaudsduioniamnzia Ineflugudnatanisanuiaunieise
1039)HN1AN (AR NwWRAN1IRl 9/11 2011 Singapore Customs — SC lARauganriL Immigration and

Checkpoints Authority of Singapore — ICA)
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Singapore Customs — SC flaqifuiiant 103 T dpidlumisaauniaigniuingn uaziu
lifeblood of Singapore Andiidnifiu Suspending duties and Goods and Service Tax (GST)

1l 2003 Singapore Customs — SC 1##n"3 Transformation Iae 18t BE 11l lun1su5unsyunu
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Risk management system sjaitiulilfanguiniinouidasgs dn1sdiunseuauniainanuligidunnemin
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e #1: CUSTOMS-BUSINESS PARTNERSHIP APPROACH
«  #2: WHOLE OF GOVERNMENT APPROACH : #iaqldt/szlamiiann Counterpart waziinig
u,zmLﬂ?ﬁlﬂuﬁﬂu’ﬂmzﬁummﬂmﬁ)
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e #3: THOUGHT LEADERSHIP IN INTERNATIONAL CUSTOMS ARENA
o #4: TECHNOLOGY AS TRANSFORMATION ENABLER
e  #5: PEOPLE AT THE HEART OF EVERYTHING : SC #n134m DG Tea Session to meet
every officer Lﬁﬂ@%wiﬂmﬁluﬂWiiﬁﬁu?mﬂﬁwuﬂ:m@ﬂﬁuqﬂmm i wanile
Employee engagement %GLLﬂ@d’luﬂmﬂ?ﬁ Motivation to do More
AanTinTelunsnsse sy BE aell
o« 1) m’éwmsﬁmm‘qmmmmm Getting people on ONBOARD : 59% Gen Y (21-35
years), 11 Diverse function, 8 different locations Imﬁﬁfam%wmmﬁmﬁuﬁfm ﬁmil,ﬁuﬁ”’]
AuYAAINTIANEIN “Good is often the enemy of the Best”
«  2) Finding Breakthroughs : fi98N13WAAETLLAAINT wewnasdnsliflu Best-in-class Tng
TilERansanfinsuBeufieusy sy ne wiRansnn? Area of excellence
e 3) Sustaining Excellence
a) Remain agile to stay ahead
b) PEOPLE DEVELOPER, WINNING HEARTS & MIND
¢) WORKING WITH WORLD-CLASS PARTNERS
. lusziunagns il 8 kPis Tnelaigiunaunaunduded s pualaly feadlu kPI i sC
Usmsannslél uazguualiin Tnedl KPI 17'1'5'1@3“0; 18w 1) Trade satisfaction 4/5 or 5/5

(trade facilitation) 2) smuggling rate : low rate (W k{14 zero)

A LEADING CUSTOMS

Recognised internationally and consistently as the

“BEST in CLASS”

WEF's Global Enabling Trade

Report 2012; Efficiency of Customs "Customs facilitate the Ease of Trading Across

S Ad#;n]tn on Clearance & Border Mgt efficient transit of goods” Border
#1

IMD’s World World Bank’s Doing Business
Performance Index 2012: Competitiveness Yearbook: Report 2012:

“The overall WOTld champion at trade facilitation is Singapore,
where four documents are required and goods are cleared in, at most, five days at an average
cost of around $456 per container.

- Pascal Lamy, DG of WTO, in a speech at the WCO in Brussels, 2011

SINGAPORE CUSTOMS

WE MAKE TRADE EAsY, FAIR & SECURE

sc l&5unnsFuses sQc lull 2011 uazliiFuseda Singapore Quality Award 1utl 2012 Tna SC

o

AN U IMAZ LI AND A UTUINNTAILA VU TI A LAFAST
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Cambodia
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Global Business Excellence

n131sz1u Global Business Excellence AnT1iaduil 30 — 31 flanAx 2557 Usznaudiag 2 dau

'
v

udn fe fesLlszgu Conference  Annadassgaluiadiafidpanuiiaadies iy Business  Excellence
Framework waziieilsygutiasiiniaua Benchmarking
Tiavtlszau Conference {innavlisy Speakers untiaualwiodasinge uslifsnalaiilu Singapore
Quality Award Winners 1agl SQA Winner 2013 azfinnstlsznnAednaflunianisluiaueausedaluneudn
Fuf 31 AANAN 2557 meﬂmmﬂ%@mﬁﬂuﬂummﬁumamT”\i 2 §u (AUNINRLDINTNALIINTA)
tiestszgueinatiniane Benchmarking {n1stiniane Benchmarking 22484AN35197 AWN"S

Tagl Dr. Robin Mann @nulunjifluaasilsemagealid uazilssmalunziiaannans

AHNALIS1998 Singapore Quality Award

a aal o ' ]

Tudud 31 AANAN W.A. 2557 PaUA HNaNeUIINTaAIN NI T AT 9RIATUS Fe3aq

wieniguussaeailinntusesulung aaAnslEFUTTa Singapore Quality Award 152478 A6, 2013

e Building and Construction Authority

o Tiong Seng Contractors Pte Ltd

e Principal, Nanyang Girls’ High School

e Minister for National Security and Minister for Home Affairs

e Silicon Manufacturing Company Pte Ltd

e Qian Hu Corporation Ltd

e Biosensors Interventional Technologies Pte Ltd
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N19ANH1A9U National Library Board — NLB

National Library Board — NLB uaayauvia1fanlls satiuiedadinnisanuliitszanau
Aenls e vnde Ineiinnedavniadeniiudsslamivazag luaouanlannliitinis nalmatulad
RFID (Radio Frequency Identification) Wiegin-AY misdeateaznanfnanuied wazAumisdnld 24 dalug
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. fnatansilszgneld Business Excellence autlszaunaindnida 1Hun Inland Revenue
Authority of Singapore, Singapore Customs, The Subordinate Courts, National Library
Board

o UTTNNNATRNRTNAUTNIA Singapore Quality Award

e UF?UINIALRY Business Excellence Global Conference
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APO COE WORKSHOP ON EXPANDING BUSSINESS EXCELLENCE
IN THE ASIA-PACIFIC SPRING
28 October - 1 November 2013
Singapore

Enabling Enterprise

e13INOOWSPBE-WaleepornT31Mar14 13-IN-09-GE-WSP-A i1 10 299 10

Workshop on Expanding Business Excellence in The Asia-Pacific



