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Session 1: Leadership in Transforming Lifestyle and Service Sectors
1ae Marisa Agrasut: Independent Consultant & Managing Partner, The Inceptery Pte Ltd.
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Session 2: Building Future-Ready Human Capital Capabilities in Service Sectors

1a® Marisa Agrasut: Independent Consultant & Managing Partner, The Inceptery Pte Ltd.
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Session 3: Strategic Foresight for Lifestyle and Service Transformation
1a® Dr. Anisah Abdullah
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Session 4: Resilience and Leadership Amidst Disruptions
1ag Mr. Thomas Gebhardt
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VUCA (Volatility, Uncertainty, Complexity, Ambiguity) Wag BANI (Brittle, Anxious, Non-linear, Incomprehensible)
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Brittle (LUs12UN) - S¥UU
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Building Resilience —
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Uncertainty (A3l
wuuew) - hifuuiddae
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Understanding — vinA1u
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Anxious (3nfiTIa) - fAY
sanlidula ndins
Wasukuas

Adapting with Empathy -
USUAImegAnuL1en
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Complexity (AMugudan)
- viangtaduieulaaiuau
g1NALIND

Clarity - vinlyinnegng
Foraunazidladng 1y
dnarnuanudAg Ul
HuFiaeheslsnou

Non-tinear (laiiluidunss)
~ Winuazkaliuiuou

Navigating with Intuition
- Todymmgauag
Usgaunsaliinng

Ambiguity (AARHLATE)
- Jayalddniaunieiivaty
AUTNY

Agility — Ususiiagg
Baneu 390157

Incomprehensible (11118
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Transparency — 83U18
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Session 5: Business Process Reengineering (BPR) in Service Transformation

1a® Ms. Angeline Chin: Manager, Lifestyle & Consumer Experience Domain Temasek Polytechnic

WWIAA Business Process Reengineering (BPR) #on15USuLUasunszuiunisviney dieliiiauadns
Ffirninpnegredaau sednulsyansain (Productivity) AN (Quality) 13a1tun15191U (Cycle Time) wag AL
nolavasgnAazniinau (Satisfaction) Felallduitesmsvihendiidatu uifoniseenuuulmifesyuu lnggaiunisan
ﬁnﬁiﬂa%’wamﬁ’l (Non-Value-Adding Activities) LLf’ha%ﬁszUmsﬁwmslmjﬁmaukméQﬂﬁ’ﬁLLazqﬂﬁ%ﬁa

BPR HinguszasAliioliin “n1swdsuwdatiuuininselan (Radical Improvement)” Tu 4 fuman fail

e s¥yriIa1uazAuyu (Cycle Time & Costs) - andunuuaziiarlun1sineu lagdrdafanssy
filineliiAnnandn uazdnnuliegluszuuiiiussansnmanniige

o wandn (Productivity) — indseavsnmnisvinulagldunasgiuiendu (Standardization) wagseuu
SwluifR (Automation) Faeandefianain warlvminauiinavhauiiadsamemniu

o Anufianalavesgnen (Satisfaction Levels) - mimmiwwﬂmLwaammmumimmi fdndou
dmrsamdilunsdeans uramemRaneasnmsdedonmsfuney

o AUAM (Quality) - NTURIIIRTEIAERuTIelignAld LI siTgunwuazasiiiaue
FalAna1L ety (Trust) way AI1uSnd (Loyalty) Aowususnadnsiiniaails (Predictable
Outcomes) Frwadearuidedio (Dependability) sioeddins

T8TUnDUNANYDI BPR &I 7 Tumay fadl

RsEsinsEUILNIMANYBI8IANS - FuTINMS vhanudlanszuiumsifleglutiagiu
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fisandneyARavseasnINeuen (Outsource) amzludiuiiaienmue

na1lavagy N1591 Business Process Reengineering (BPR) \unilounis3slassassesdnsiiiosusiulyl
agedinagns gudesndvivmneveddn ndnUaeuishn uaznaasdisaieseuuineulandyalnl wielviosAnsaiunse
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Session 6: Technology Adoption for Productivity and Customer Satisfaction

1a® Ms. Angeline Chin: Manager, Lifestyle & Consumer Experience Domain Temasek Polytechnic

aa o a kg

AAUINslugARIamTyiuAuiTelu 1y mmmwifwaaaﬂmﬁqwu nsdsusUamginssy

o

Fuslnanaaladn niswdsduduussaunisalgndn (Customer Experience) iusiu fatiu nslémalulagddailuieaue
Lmama”[,umimLummmmu LmLUuﬂawsmaﬂwmaimaaﬂﬂiwﬂaaﬂm ety warliusnisinsdateniniu
Imamsmmﬂuiaaim 7 unldluesdnsifieUsuusenszuiun1sineny udnfus wiouinis Dudmuneidie
iUz avs mnuazantuneun1sTny anfuuLAEIIAN HiuAMAWLAZATILILS e IUINNT af1steyadmiuns

mmau‘tmﬁmﬂaqwﬁ (Data-driven Decision Making) LLaxmLaiumsmaaumuqmwa (Digital Transformation)
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nsdlfnwdouruaniuil National Library Board (NLB) Liled1599 “viosaundanduziulug (Smart
Library)” Saifuiiuiiutanssuiléinaluladtugslunisonssdunas Uiuuissraunmsaivosidanlduinslingmia
anuaulavesudavay Wy Jyguseivg (A) seuuimsizideyanise1u (Data Analytics) wazinduwmesiiaun
Boulosdoyanisldanuvesieu 1wu winssunsBuvilsde mwaulsluiSesiieny wisrailduinig el
F¥uusmsiidudaui (Personalized Service) iniu 8nvia TutfesayadifiufifiGondt “MakelT at Libraries” aa
Tomalvigldusnismeaesasnaassasl q showelulad 1wy idosfanianuild (3D Printing) siusus TUsunsusanuUy

aa o & %
Ana Wunu

31117'{ 2 M3Anw19aU National Library Board (NLB)

nsdifnwndenvuaniud Singapore Institute of Technology (SiT) gué Smart & Sustainable Campus
Wugudnaramalulad uinnssuluel Feuduuadn wanidunsBouiunAndudihindoudmiveuan” fnaunany
uinnssu anuddu uazanusiuiiovesdau ety Tay mumminends misnuniay uaznaenyuliluiud
e iledaaiumshanusiuiuiuunsnies wesaisdinuuazuinsinoulandussmnau



gﬂﬁ 3 mﬁﬁmﬂmd’lu Singapore Institute of Technology (SiT)

dmiumsuszendldlunauinisvesdsemalvnenisldinalulagfdiauenannizduasunsantuneauly
MMuaL udesiaiiuaziivseansanm wazdedeliannisldnsnens wu annisldnsemiuniu e-Book way
e-Document 8oNUWUUDIANSUTERIANA LAY INUNALTET d9La@3uwn@a Library as a Green Learning Space 8nang

Session 7: Foresight Module
1ae Dr. Anisah Abdullah

Foresight fia nsuesludnantnegeissuuiiessuladenisiufeuwtas (Drivers of Change) wagasa
MuFenvaneuuuveteuIAn (Altemative Futures) liveln3eunagnsngavey d1uisesilosig 4 dail

1. Horizon Scanning B Emerging Issue Analysis Judunaulsufuuein1sanidsouinn iamum

o '

drynynuseu (Weak Signals) — Usziauiinlual (Emerging Issues) — wualilu (Trends) — wansznu

o w

@Ay (Major Impacts) Betelviinaresdnswseunsausuieniunsilsunlasionainulusunan



Emerging Issue Analysis: Al Ethics Example

Weak Signals Emerging Issues Trends Major Impacts

Early debates on Al faimess Growing concerns about Al bias Al regulations & guidelines  Global standards for ethical Al
(academic papers) (media & reports) i (widespread enforcement)

Emerging Issue Analysis: Impacts of Unregulated Al Use

Weak Signals Emerging Issues Trends Major Impacts
Pe o ° Py
[ & & ®
Limited oversight on Al Al misuse in decision-making  Public backlash & scandals ~ Global crises in trust & ethics
(early warnings ignored) (bias, discrimination) (data misuse, job losses)  (damage to democracy, rights)

v
o

E‘Uﬁ 4 YupeU Horizon Scanning B Emerging Issue Analysis

2. Futures Wheel 1{uin3eailetisfniinszs “nansenugnld” fifinann Ussiduvdemanisallu
(Emerging Issue) Tnenoswuuiiudu q Fedidunouduiunissd
Funeudt 1 seyustduiol (Emerging Issue) idsuarenuvisasdn/nufinanioatos
fupoudl 2 wistiusudiu Tasesuneh “Ussiuiiufessls” uay “vhlugaiadonyssiiuiy’
fupoudl 3 fansanUssiu uariinseiansenuluusazssdu
(1) wansznududl 1 (First-order Effects) - waimamqmmmmiaiﬁ?u

(2) NANTETNUTUN 2 (Second-order Effects) - NaRBLHaIAAALLN

(3) NANTENUTUN 3 (Third-order Effects) - NaS¥eza1IWsoT95eUY

Futures Wheel Template
Third-order Effects
(Long-term Impacts)
-~ %
- ~
e ™
P Second-order Effects %
P (Follow-up Impacts) N
3 e ————aL i %
/ - i
/ P S8 N
/ 7 RS \
’ ’ " R \
/ ’ First-order Effects \ \
4 5l (Direct Impacts) 4 X
/ 4 \ \
/ . \ \
I i \ \
] ' \ \
I F \ \
I H \ 1
! i EmgTging H .
\ i L 1 1
\ \ ] i
\ \ I i
\ \ ] ]
\ \ ¥ ]
\ \ /
/
\ \ / 7
\ \, ¢ /
\ \ ¢ ’
\ Ny o ’
\ 3 i P4
\ N P /
\ o > /
. e /
\ - /
S /
\ /
S ;
~ ;
~ -
S -

31J17i 5 Jumau Futures Wheel
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3. Futures Triangle \Juin3osfiofildlunisandsewnan (Futures Thinking) iiedaelvisndlaussndn
warusReimdsasnanisidsuntas wiadu 3 esuseneu
(1) ussiavasauan (Pull of the Future) - 3deviminsornumisfinusludamin
(2) usandnanTaqtiu (Push of the Present) - uwildunazussduiiintulutlagou
(3) WssUEIaRn (Weights of the Past) - Tasead1a Sausssy wiadesiniersnmsdeundas

Wednsediasu 3 snu Peliesrnsuesiiu “nmaunaveInNese” §ezlsfeusinfivowinn way
aglsfidiesUandaniiiensely

Futures Triangle: Forces Shaping Change

Push of the Present of the Past
(trends, dfivers) (barriers\ traditions)

g‘l.J‘ﬁ 6 TunOU Futures Triangle

nanlavagy asesdemarivislineaiu “dygravetounn” noudnmnassamnsatluldlunudu
Fwnden wleugasnsne w3eN15INHNUBIANIIBWSBuAUNSaNLAzaS 1IN SUAs UL UaRTegneglliss Uy

Session 8: New Leadership Concept
1ag Mr. Thomas Gebhardt

o '

n1susseneidiauauuifinnizguiradelivi (New Leadership Concept) dattiulgunluganns

Y
a o o w

Wasuwlandrlaunumluivesngfunaligafaduaidudu (Hierarchy) wiliiainud Ay nsiasunds

s -

(Empowerment) uazAusuile (Collaboration) n1eluesfing ieadunsiudeuwlasidiiunasmevauasionuliiuviuey
Tuthgtu fuwAaudn dail

1. n1guuuns¥1981una (Distributed Leadership) Tiinauiidausiulunisdndulauiniu as
ANusAnsuRaveuTIiukAzyIIuLULAde WalenaliAnanusiulieseninmuieny

2. nziiwuuBanguwazUsuila (Adaptive Leadership) annsanaUALsIsAnUNsalTiUABULUAY
Idegnamaisa atuayuliiSeuiuasiaumasnian Welimdonsuilofumnulsiuiuey

3. Amzdthuuuysanms (ntegrative Leadership) WWoslosmnufAndiuuazyuuasiivannvansanniiidou
Retes afrennudlasiudu uazdaaiuiansssuvonisiidiusin uaz mnuwindion lussdns

TngUssinudfgyuosuaannngiihealvl fe

1. i luumuanlés (Leadership as a Coach) - AsvatuayuuazUszatuauiviiy iilelasunduay
fefnenmussandn ununisdansifivsegiaien
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2. anunenlauazafiygmieesual (Empathy and Emotional Intelligence) - ﬁmmlf’ﬁﬂﬁ]r{ﬁul,l,as
anunsndanisensuaivesnuedls Wusinweddglunisaisanulindauazussoimansvianudann

3. Yausssuwisanulinnglawazauvasndie (Culture of Trust and Safety) @s1eiausssulussAns
ATanhauazUasnionisdnla (Psychological Safety) iilelaundnndnassinasign uazussnuiawaiadulonia
Tumaisews

4. fimuaRwsianiniuln (Growth Mindset) - fihdesiiunAniidied “isanunsaimunldiaue” sjaoud
uarUsuUssnueseewioidle iletuindeunisiuasuutadluesdns

5. nsdeansegniiuszdnsaw (Effective Communication) - nseansiitaauuazidalaluiladdey
yosmshmfsilugitmmneg suiudlaidediend uazddninlumavasundasediuraie

nanlagasy anegihgaludlilenis “danw” uwifien1s “wSunduazaiaussiuanala” gauiulaly
mefiu duaudila anulingda wagnisdeasegnslinunimn

Session 9: Causal Layered Analysis: What’s changing and why?
1ag Dr. Anisah Abdullah

n15UsTEedinauouuIfnuee Causal Layered Analysis (CLA) tuip3esileddglunisuaunis
“Foresight” %38 “mslneziewandsdn” ineliadilatlygmieussduiidudeulifisunuaduseiuadiviulédn
WAGITINAITINANVBIANUAR TAIUFTTY LLazﬂawuL%aﬁagLﬁaqua"’ﬁ m%aﬁaﬁﬂiwwﬁﬁwLLasam‘ﬂﬁmmmﬁm%ﬁsw
upaiussAuBnvesavg uazeenuumadenvesewnaniiliBafintutiagtu wimshinseosnidu 4 du dil

1. szfumansaliviulada (Litany) - dyvivdeaniunisaiiisweaiiulddn 1wy 911 ignnsal wie
wuAlNeNg 9

2. 52Uz UU/AT9a579 (Systemic Causes) - 31AT12HAITzUU naln wlauie LAsegia deau n1silles
lvanisaifuiniu

3. seeiulantien] (Worldview) - drsaainfidnion anuide ienszuawiien] uuulaiivhldszuusiiiuliauiu

4. s¥fusndnvesdndiinuarTausssu (Myth/Metaphor) - seduidenamiedydnvainisimusssy
findenaoxlanvimiuazwgAnssuvesiau

What is the situation?
The obvious problem, phenomenon, trend, issue.
Litany
[News]

What systems sustain the situation?

. How existing structures, policy, or mechanisms maintain this issue / problem.
Systemic Causes ) 4

iding political o liC, Sf ultural
[Data -Drivers] and historical factors (rising birthrate

What culture supports the situation?
The complex of ideas and assumptions that give legitimacy to the policy level.
Worldview Deeper factors that are actor-invariant (not dependent on who are the actor
[Assumptions - Thoughts - Power] P ks A

What initiative / voice / i i behind the culture?
What touching the heart instead of reading the head.

Myth / Metaphor Ellions
[Underlying Beliefs - Doctrine] the parado

311‘17; 6 Gi'?umau Causal Layered Analysis (CLA)
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naalauasy Causal Layered Analysis aelimisiuesiyynn a1nfingdnain “Gsiiiin” — “szuuiied

Y

Wewdy” — “anudniivasasy” — “anudislula” Weliamisa “wWilasinuivestdym” wag “esnuuu

el laagnadatiu
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