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GLOBAL GDP GROWTH
2017
2018 2019
:-2
204
THE IMF EXPECTS THE GLOBAL THE FORECAST FOR SINGAPORE'S 2020 GDP
ECONOMY TO CONTRACT BY 3% IN 2020 GROWTH IS DOWNGRADED 7O -7% TO -4%

ECONOMIC IMPACT

The impact of COVID-19 on the Singapore economy has been broad and significant, affecting different sectors of
the economy to varying degrees.

SEVERELY AFFECTED SIGNIFICANTLY AFFECTED
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P Information & Professional Finance & Other Business Other Services
Ministry of Trade & Industry ¢ Jrritoto. Services Insurance Services excluding AER

Accommodation
Air Transport

Do tic Outbreak Arts, Entertainment & Recreation (AER]

Border Controls
Safe Distancing

Food Services
Retail Trade
Land Transport

Manufacturing
Wholesale Trade
Other Transportation & Storage
Information & Communications
Supply Chain Disruptions Professional Services
Finance & Insurance

Negative Spillovers from affected Real Estate

Slowdown in Domestic Activity (Domestically- OéT:r B;smess Serxir:;s
ﬂwl er Services ex
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Closure of workplaces due to Circuit Breaker measures has affected most industries
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Social Responsibility
Possibilities for capturing value from Responsible Business
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Transformation / mnﬂaauumﬂgsﬂasaﬂm
L‘UaammﬂsvaaﬂLLa“iULLwﬁimﬂﬂimuaum L miL‘UawmsmLuumwaﬂmnﬁiﬂﬂiqLLsaJ LUuﬁim}mmi

LUaauiULmeﬂmmmimmm oersonalize 31nTY asauUszivlalinigunsuusnaduddy
meULLuumsWﬂ staycation N3 work from hotel uanwioanAsUBUNNEDY
Wun1sUSNITUeIMS msﬁuuaqmms food delivery msnesuiiiaifudiuvasermslulssusy
dinnsliusnsau 9 W aauiidn concert nelulsausy

Smart tourism
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Key to the successful digital transformation
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4. Formulating Strategies for Recovery / f)75ﬁ°77/iuﬁ)ﬁa£q/w§éﬁamiﬁuzl/
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- High value-added and reasonable
- Systemized service system with scientific and engineering approach
- Idnsusuuamasimunegelissuy
o 4 robot uasrutlunsieumdstiu delvinnuannsogslddunisuing service value
creation 11nBetu TauliiFestnaissyuumsvhaudu Vaeslidunthiivesssuureuny
B /15uInIsuNedns lansnsanaunumeueu ﬁmmaﬁ’ﬁLﬂuﬁﬁaﬁﬁ,wmuﬂuag uaz
dielwasiudianunndeiu Fearassvuaeatuaydluduilisnduuny
" apensinisateenvasnidnaulamguiu
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®  Robotics
®  Position measurement
®  Simulation
®  Scheduling
®  Production system
® VR
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®  Psychometric measurement
- Ethnography (behavior observation) n153tasgideyaidanginssulaenisdans
- Discovering the necessity by knowing the true situation
o amuiugunsal walulad fivelunisiuieya
O Visualize data
- Cloud-based management system
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5. Innovation in Service Sector / WiAnssulun1AnITUsNIT
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Service Innovation fAaegls
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Innovation agludlalatnge
. A13UIMT (Management Innovation)
I A15deas (Communication Innovation)
M. YaulmNSIAUINg (Service Range Innovation)
V. suaduayu (Support Innovation)
Tumauinsldisnsasauianssuniuedasile Digital Transformation wag Automation 191 Robotics/Al loT uag
Data Analytics

Service innovation a1ruAsunladlunisliuimagnén lnsasdesadanmailvuddiuuing uay
aseelaliinesdns
I ewnsdesadliaenndastumsuiimanin 4 Uszns leun
®  Higher customer expectations
®  The rise of the mobile internet
®  Big data and advanced analytics
B The Intemet of Things (IoT)



M. more promising approach Iﬂaaﬁﬁﬂiﬁaﬁmauﬁﬂmwialﬂﬁiméf
®  relieve — how can we relieve customers from activities they don’t like to perform
B enable - how can we enable customers to perform activities they cannot do without our
service
B easier - how can we make it easier for customers to do what they need or want to do
V. douugilumsiinaualiung3uuing (customer value)
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VI dnwaesnudeiven (Psychographics) Ao nmsvianuidla lifestyles, values, Auide YoIngugnA lag
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VII. Customer Star Framework 1ng Stefan Michel = initiatives >> customer expectations
VIIl.  Think beyond your firm
IX.

#79819984 Innovation trend Tun1ANSIS 45U

L Towelulaglunisgruieanuagainluiesin Wi mobile key, in-room tablets, smart check-in and check

out systems
I n15W virtual reality uae augmented reality \iipenseduuszaunisainsvioniien wu teleports T
zﬂﬁu gamification NSLAULNLLAULAY
. A lunsliuimsfisn$anntu wu madsnuiedss viensldmeuiu Al
V. Consumer-facing technology

V. Personalized, niche and boutique hospitality
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3282812 BCG Model (Bio-Circular-Green
Model) Maguvismniiatiuayunaniy
resilient uaz sustainability lvigsfiaanunsn
sufiunseeliagnadsdu / Reskill, upskill
Wunyaaing Ineudlasanisaglasunis
aruayuINIMeuiu
Heau FUYUUTN VIAUARUKTINU NFURNAT gen z - @34 platform product #19 9 uu
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- DX program vesigiitieidenas
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- 9UTNUAZWMLI DX expert

7. Talent Development Strategies / nagfwafmsﬁ’@/mw?’wymsyma
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Rethink
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- Hybrid working M5¥a1uinNasn5vi Uty ¥se work from home auduund
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- Employees’ Expectation Wimnudndyfuusaunsainmsiinu msdidusiy uaznansuunuluguuuudu o
veninflennadnslinssfuanudesnisvesmaansnniy wu uafiinniu Yssiuguamnisuarla
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- Digitalized guest experiences
- Personalization guest experience

- Focus on sustainability

Redesign. Reskilling
Job design

Needs and present Job Analysis Job Redesign, Transition Planning & Implementation

b o —
)

Discover

° Discovering the 9 Define the job roles to e Develop solutions and ° Deliver your goals by

company's business redesign. Prioritise and apply appropriate job communicating your plans to your
needs and review existing decide on roles with redesign methods to the staff and develop training plans to
processes to uncover largest opportunity for job roles. Job redesign fill gaps in skills and competencies.
gaps and opportunities. redesign. blueprint mapped out.

° A.R.T Implementation

Review redesigned job roles.

. Discover: £1579A10fBsN157UVAT W8 s0IANT MUMUNSEUILNSYIL azsesdesTianans el
I Define: szymihiinmsvinnuvesusiagnihilidaau uazdnBennuddminifidesinsesnuuulnineu
. Develop: fiannnseenuuugUuuumiiiny senduguuuuiidaeunasduszuy
V. Deliver: Aoasithwanevesesdnslfurynanslidudmseiu Mumuuazduneunisousuiinuzuasdnonind

doadiliuiyrainsider Widulunmdmsneind§

8. Future of the Post-pandemic in Service Industry / 8u1AAY841IANITUNITNAIINGAIATA

ussenglag A Benjamin Cassim

Changing Customer Landscape / 5ﬂ‘1:}iu3ﬂﬁﬂuﬁaﬂﬂiﬁuaﬂﬂﬁjm@]ﬂf?ﬁﬁLﬂ§HULLUaﬂiﬂ

- Experience: Uszaunsadlunissuuinisdesaninsaasinuaibiinignan dunsunsaialinfanisldang
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- Share and aware: self-worth Wy acceptance wasesnstuagfuignimouaussiodossulativous
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- Value: A Sunumdrdnicluuduesgndn uazvasesdng ssdnsdesdanudilaluisaesmaasvgald
LM one-shoe-fits-all T zAMATBILAadLTALLANGI9N FogrsmATidoulunudnume
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O Hospitality
O Retail
O Travel
- Responsible Buying: 1singauaznsnUseine utnaiiesdnsanunsnyfuuasdssyuulnl tilensudus

MtunnudAlUR resilience, risk mitigation, environmental awareness way sustainability Lun1sUsu
sULuUgsAalu

9. Group Discussion: Challenges and Opportunities for the Service Industry/m’i@ﬁﬂﬁﬂn@iﬁ APIIINIE
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