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Profile
“

Our strong tripartite partnership is a key success factor that has contributed towards 

creating an attractive investment climate in Singapore and facilitated business and 

employment growth. The trust and confidence among the tripartite partners should 

never be taken for granted. We need to imbue successive generations of tripartite 

leaders with the same sense of common purpose and values.”

                   

– Mr. Gan Kim Yong’s May Day Message 2008
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  Organisational Profile

S ingapore’s unique tripartite partnership, built on trust, cooperation and synergistic 
partnership, has enabled the Government, employers and unions to respond swiftly to 

tackle the recent economic downturn — the worst in Singapore’s history.

 When the global financial crisis struck in the third quarter of 2008, MOM responded 
swiftly to set up the Tripartite Taskforce on Managing the Economic Downturn in Nov 2008 
together with our partners, NTUC and SNEF, to tackle the downturn. The Taskforce issued 
the Tripartite Guidelines on Managing Excess Manpower to help companies manage excess 
manpower, cut costs and save jobs, and in the process, encouraged companies to consider 
retrenchment only as a last resort. MOM also engaged our tripartite partners to activate the 
voluntary retrenchment monitoring system, to assist companies with their retrenchment 
processes and provide job assistance for affected workers. At the same time, the Workforce 
Development Agency (WDA) and the Taskforce engaged in numerous consultations, and 
within less than two months, developed the Skills Programme for Upgrading and Resilience 
(SPUR) in January 2009.  

 The mutual trust and understanding amongst the tripartite partners have yielded 
positive results. Riding on the strong tripartite partnership, employers and employees came 
together to implement cost-cutting measures that helped to stave off massive job losses and 
retrenchments. Redundancy numbers dropped sharply from 12,760 in 1Q 2009 to 5,980 in 2Q 
2009. Unemployment rate also stabilised at 3.3% in 2Q 2009.

 This prompt response in the face of crisis has ensured that our labour market 
remained dynamic, flexible and responsive for majority of workers to remain employed during 
the economic downturn. These outcomes were only possible through regular dialogues with 
the tripartite partners; a strong partnership relationship built from years of mutual respect  
and understanding.  

A Uniquely Singaporean Way 
of Overcoming the Downturn.
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OrganisatiOnal 
EnvirOnmEnt
Nature of main products and services 
and the delivery of mechanisms to 
provide the products and services  
to customers.

MOM’s work is about work — creating a 
globally competitive workforce and a great 
workplace. Our key products and services 
are as follows:

•	 Labour Market Standards and 
Regulations. Regulatory frameworks, 
standards and institutions to ensure 
harmonious industrial relations, good 
employment standards and a well-
managed foreign workforce. 

•	 Labour Market Facilitation. Policies, 
frameworks and mechanisms 
contributing to a globally competitive 
workforce and progressive workplaces.

•	 Safety and Health at Work. Policies 
and programmes that help ensure 
workplace safety and health. 

•	 Inclusive Growth for All 
Singaporeans. As part of the whole-
of-government (WOG) effort, policies 
and programmes to ensure financial 
security and lifelong employability for 
all Singaporeans. 

Organisation’s purpose, vision 
and values.

Since the launch of the Manpower 21 
blueprint in 1999, MOM’s vision, mission 
and values have been revised in two 
separate visioning exercises lasting seven 
months, and involving MOMers across all 
departments and levels.

Vision
A Great Workforce, A Great Workplace 
– Towards Singapore as a Global City         

and Home

Mission
To achieve a globally competitive 

workforce and a great workplace, for a 
cohesive society and a secure economic 

future for all Singaporeans.

MOM Shared Values
People-Centredness, Professionalism, 

Teamwork, Passion for Progress

Core Competencies of the Organisation.

MOM’s core competencies are:

•	 Strong	tripartite	relationship;

•	 Strong	 understanding	 of	 the	 labour	
market and full spectrum of the 
manpower landscape; and

•	 Effective	 regulatory	 and	 enforcement	
capabilities.

This set of competencies that has been 
acquired and developed through the 
years forms the foundation that helps 
us chart new frontiers in our workforce 
and workplace strategies and policies, 
and their successful execution. We will 
continue to build upon them to ensure 
that the core competencies stay relevant 
with emerging needs and the changing 
environment.

Employee Profile, including number, 
type, education level, etc.

MOM has a staff strength of about 1,600, 
led by a Leadership Group (LG) comprising 
about 13.4% of the staff. We have a 
diverse workforce in terms of gender, 
age profile and divisional status where 
about 50% of MOMers hold a degree or  
higher certification.

OrganisatiOnal DEscriptiOn
Always in step with the Singapore Growth Story since Independence, the Ministry of Manpower (MOM) is continually being transformed 
to develop a globally competitive workforce for Singapore, to build progressive workplaces and to ensure financial security and lifelong 
employability for all Singaporeans.

In Parliament, the Ministry is represented by the Minister for Manpower (Mr. Gan Kim Yong), the Minister of State for Manpower (Mr. 
Lee Yi Shyan) and the Senior Parliamentary Secretary for Manpower (Mr. Hawazi Daipi). The proper functioning and performance of the 
Ministry is the responsibility of the Permanent Secretary (Manpower) and his Deputy Secretary.
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MOM invests in developing and enhancing 
our technological capabilities to deliver our 
goals and outcomes in the most efficient 
and effective manner. We have built up 
key IT systems to manage operational 
needs and facilitate analysis and planning. 
There are currently about 10 key business 
systems that enable comprehensive data 
from our operations to be captured and 
analysed. Key corporate systems have 
also been put in place and enhanced 
over time to facilitate knowledge capture 
and sharing, innovation and learning, and 
performance management. In line with our 
commitment towards the environment, 
we have also made significant energy-
smart investments to reduce energy 
consumption as part of our Green  
MOM efforts. 

Regulatory environment within which 
the organisation operates, including 
occupational health and safety 
regulations; accreditation, certification, 
or registration requirements; relevant 
industry standards; and environmental, 
financial and product regulations. 

MOM is governed by the Government IM 
and MOF finance circulars, which state 
the regulations for the conduct of public 
business. MOM faithfully adheres and 
applies the IMs and finance circulars to:

•	 Safeguard	Government	money,	stores	
and other property;

•	 Ensure	 fairness	 and	 transparency	 in	
MOM’s conduct with its suppliers;

•	 Get	value	for	money;	and

•	 Increase	efficiency	and	productivity.

MOM complies with the PSD’s regulations 
with regard to the conduct of human 
resource issues.

Singapore is also a signatory of the 
International Labour Organisation (ILO). 
Labour laws and regulations governed by 
MOM comply with the standards set out 
by the ILO. 

For statistics, definitions of key labour 
market indicators are also prescribed by 
the ILO. MOM is not only governed by 
the Statistics Act in the area of collection, 
preparation and publication of statistics, 
but data dissemination is also prescribed 
by the IMF Special Data Dissemination 
Standards endorsed by the UN. 

Major equipment, facilities and 
technologies used.

MOM is located across the following 
locations in Singapore:

•	 Havelock	Road	building,	which	houses	
MOM’s headquarters with several  
ops facilities;

•	 Kim	 Seng	 Road	 premise,	 which	
houses our enforcement teams from 
the Foreign Manpower Management 
Division and Occupational Safety and 
Health Division;

•	 Premises	 in	 Bukit	 Batok,	 Tanjong	
Pagar and Riverside Walk that house 
our outsourced functions for MOM 
Contact Centre, Work Pass Services 
Centre and Employment Pass  
Service Centre. 

As part of our strategic alliance with the 
EDB	 for	 talent	 attraction,	 MOM	 also	 has	
the following Contact Singapore offices 
around the world:

•	 Southeast	Asia:	Singapore

•	 Australia:	Sydney

•	 China:	Beijing,	Shanghai

•	 India:	Chennai,	Mumbai

•	 Europe:	London,	Frankfurt

•	 USA:	Boston,	New	York,	 	 	
San Francisco

•	 Korea:	Seoul

OrganisatiOnal 
rElatiOnships
Relationship with parent organisation.

MOM is part of the whole government 
executive set-up that directs the 
formulation and implementation of 
workforce and workplace related policies 
in Singapore. It is aligned with the whole-
of-government strategic directions set 
by MOF and directions on personnel 
issues from PSD. As a Ministry, it has 
three statutory boards under its purview 
— Singapore Workforce Development 
Agency (WDA), Central Provident Fund 
Board	 (CPFB)	 and	 Singapore	 Labour	
Foundation (SLF).

Relationship with customers.

MOM has four broad customer segments 
— Employers, Employees, Labour market 
intermediaries and General public.

MOM’s products are delivered to our 
customers through policy and promotion, 
regulation and enforcement, as well as 
service delivery.

MOM’s customer relationship philosophy 
is defined by MOM CARES — MOM 
providing Competent, Accessible, 
Responsive and Effective Service. This 
ensures that the Voice of the Customer 
is always heard in the review of MOM’s 
service offerings, and the formulation of 
policies and programmes.

Relationship with suppliers 
and partners.

MOM builds strong relationships with 
government agencies, trade unions and 
employer organisations to collectively steer 
Singapore towards a Great Workforce and 
a Great Workplace. 

Tripartism is a hallmark in MOM’s 
relationship with unions and employers. It is 
a key competitive advantage for Singapore 
that drives harmonious industrial relations 
and economic competitiveness. Many 
tripartite committees shape policies and 
programmes initiated by MOM over a 
wide range of workplace issues. Over 
the years, MOM has also institutionalised 
some of these partnerships into formal 
bodies, such as the National Wages 
Council, the Workplace Safety and Health 
Council and the Tripartite Alliance for Fair  
Employment Practices.
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MOM’s relationship with its suppliers 
is governed by guidelines stipulated in 
the	 public	 service	 IM3B.	 MOM	 operates	
within these guidelines to communicate, 
and proactively ensure that suppliers 
have the capability and capacity to meet  
MOM’s requirements.  

MOM best sources areas of work which 
are non-core functions where the private 
sector is able to perform more effectively 
and efficiently. This supplier-partnership 
arrangement has been effective, especially 
in the area of customer service, whereby 
many of our touch-points are managed 
by the private sector, and we seek to 
continuously develop them to help us 
improve our service offerings.

cOmpEtitivE 
EnvirOnmEnt 

Number and type of competitors, if any.

MOM’s work is about work — building 
“A Great Workforce, A Great Workplace” 
to attract foreign investments and keep 
businesses within Singapore for the 
benefit of Singaporeans. We compete 
globally for talent to augment the skill 
base in our workforce. On the workforce 
front, we have to continually maintain our 
competitiveness in terms of value-add, 
cost and productivity. On the workplace 
front, we compete with other cities like 
Hong Kong and New York in areas like 
business-friendly labour regulations to 
create the conditions and climate best for 
business and entrepreneurship.

Organisation competitive position 
(relative size, growth) in the industry or 
market served.

The comparative indicators in Figure 
0.1 provide a snapshot of MOM’s global 
competitive position.
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Innovation
Our innovation efforts have empowered 
MOMers to perform at a higher level, 
helping us to further entrench our core 
competencies, and create greater value 
for MOM through increased effectiveness, 
efficiency and responsiveness of our 
policies and processes.

Strategic innovations include the Workfare 
Income Supplement scheme (WIS), 
Singapore Workforce Skills Qualifications 
(WSQ), Skills Programme for Upgrading 
and Resilience (SPUR), Workplace Safety 
and Health Act (WSHA) and CPF Life.

MOM also leverages heavily on IT as an 
enabler to enhance our work processes. 
Operational innovations include award 
winning systems like Work Permit 
OnLine (WPOL) and Employment Pass  
OnLine (EPOL). 

Indicator Rank Top Source
Labour Market Competitiveness Indices

Labour Market 
Competitiveness

1 [49] Singapore BERI 2009

1 [133] Singapore GCR 09 – 10

1 [58] Singapore WCY 2010

3 [82] Hong Kong EIU 09 – 13

Foreign Talent Attraction

Asian expatriates 1 [254] Singapore ECA 2009

Foreign talents 2 [57] Switzerland WCY 2009

Labour Relations

Labour relations
1 [133] Singapore GCR 09 – 10

3 [57] Denmark WCY 2009

Continuing Education and Training (CET)

Extent of
Staff Training 

2 [133] Sweden GCR 09 – 10

Figure 0.1

Key factors determining the 
organisation’s competitive success 
(productivity growth, cost reduction, 
innovation, etc.).

4 key factors determine MOM’s  
competitive success.

Strategy Alignment
Every MOMer can see the clear alignment 
of his or her work to MOM’s business 
and strategic outcomes, and understand 
how they contribute to MOM progressing 
towards our vision of “A Great Workforce, 
A Great Workplace”. 

Several tools and platforms like the 
Strategy Map, Performance Dashboard, 
performance appraisal system, annual 
Workplan Seminar and MOM Townhalls 
have been used to ensure sustainability of 
this alignment.

Developing Core Competencies
Recognising that our core competencies 
provide MOM with the abilities and agility 
to respond to the rapid changes in our 
operating environment, we are disciplined 
in developing these core competencies 
and have invested heavily in these areas. 
We have developed a strong tripartite 
relationship, a strong understanding of 
the labour market and landscape, and 
effective regulatory and enforcement 
capabilities, and will continue to sharpen 
and enhance these competencies. 
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stratEgic challEngEs
Key business, operational and human 
resource strategic challenges.

Economic growth is projected to moderate, 
but the labour market is expected to 
remain tight. MOM’s longer term strategic 
challenges are: 

•	 Increasingly	 volatile	 economic	 and	
industry/product cycles that could 
result in unemployment and skills 
obsolescence;

•	 Maintaining	 a	 sustainable	 foreign	
worker population;

•	 Ageing	workforce;	and

•	 Increasingly	diverse	workplaces.
 
As a public agency, MOM also faces 
the following challenges, giving rise to 
operational constraints:

•	 Rising	 citizens’	 expectations	 of	 the	
public service and MOM;

•	 Increasing	 cost	 pressures	 and	 tighter	
fiscal position; and

•	 Growing	 need	 for	 public	 policies	 to	
respond promptly and creatively to 
new and changing situations.

These translate to human resource 
challenges, where MOM has to 
continuously ensure that our people are 
sufficiently equipped and engaged to 
confront these challenges.

Key changes taking place that affect 
competitive situation, including 
opportunities for innovation and 
partnering, as appropriate.

The global financial and economic crisis 
that started in the second half of 2008 
led to severe contraction in the Singapore 
economy. Employment contracted in 
the first half of 2009. Redundancies rose 
rapidly and peaked, affecting 12,760 
workers in Q1 2009. MOM thus needed 
to respond to this economic downturn 
to deal with the uncertain economic and 
employment situation.

With the upturn, the Economic Strategies 
Committee (ESC) was formed to 
develop strategies for Singapore to build 
capabilities and maximise opportunities as 
a global city in a new world environment. 
Its central recommendation was for a 
strategic shift towards productivity-driven, 
sustainable and inclusive growth over the 
next decade. MOM has a critical role to 
play in this transformation, in shaping the 
future Singapore workforce and workplace. 

Capable, Competent and
Committed MOMers
Our MOMers are our key assets, and this 
fundamental belief is encapsulated in our 
People Vision and Mission:

•	 MOM’s	 People	 Vision:	 To	 be	 an	
employer of choice, and the best-in-
class in HR Practices

•	 MOM’s	 People	 Mission:	 To	 attract,	
retain, develop and motivate our 
people to achieve MOM’s Strategic 
Outcomes.
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pErfOrmancE 
imprOvEmEnt systEms
Key elements of organisation’s 
performance improvement system.

Shown in Figure 0.2, MOM’s LG, through 
Corporate Management Meeting (CMM) 
and QuIPS Steering Committee (QSC), 
drives performance improvement through 
a comprehensive corporate performance 
management framework and systems that 
encapsulates best management practices, 
including the use of frameworks such as 
SQC,	I-Class,	PDS,	S-Class	and	BSC.

Major new thrusts (e.g. changes in 
products and entry into new markets/
segments), new business alliances, 
introduction of new technologies, 
changes in strategy and unique factors, 
as appropriate.

For 2011, the main themes of MOM’s 
focus areas are as follow:

•	 Facilitate	 productivity-led	 growth	
through skills upgrading and innovation;

•	 Build	 an	 inclusive	 and	 progressive	
home for an increasingly diverse 
workforce; and

•	 Ensure	 more	 effective	 policies,	
programmes and services in response 
to greater economic volatility 
and increasingly varied customer 
expectations. 

Figure 0.2: Organisational Performance Improvement System

MOM’s Shared Values       
People-Centeredness • Teamwork • Professionalism • Passion for Progress

19A. 
QUality
Strengthen 

Leadership, Planning 
and Knowledge 
Management

19B. 
Innovation
Develop Culture 

Systems and  
Processes to 

Foster Innovation

19C. 
People

Foster a 
One-MOM Identity, 

Be a People 
Developer

19D. 
Service

Establish High 
Standards in Policy 

Operationalisation and 
Service Delivery

PLANNING (SQC, BSC, Risk Register, Benchmarking)

LEADERSHIP (SG, QSC and CMM)

Progressive Workplace
(PW)

Globally Competitive
Workforce (GCW)

Financial Security and
Lifelong Employability 

for Singaporeans (FSLES)

VISION A Great Workforce, A Great Workplace 
 Towards Singapore as A Global City and Home

MISSION
  To achieve a globally competitive workforce and a great

 workplace, for a cohesive society society and a secure economic  
 future is what every Singaporeans deserve

PEOPLE
PD
CDC
OCS

INFORMATION 
PROCESSES
I-Class
IWC/ITSC
ISO 9000
BPR

CUSTOMERS
S-Class
CPS
Rules Review
PEP

Effective One MOM



Leadership

“
He has done a good job in a ‘hot seat’ where, ‘particularly in an economic crisis, 

manpower is critical’. It is about maintaining confidence, taking practical measures 

and ‘holding the line where politically difficult things have to be done’. He ‘has the 

right combination of skills’ for this.”

                   

– PM Lee Hsien Loong

The Straits Times (31 March 2008)

On Manpower Minister Gan Kim Yong
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An Effective One-MOM Response to Crisis

T he Downturn Joint Ops was an initiative to ensure a swift and effective One-MOM 
response to maintain public confidence in the integrity of labour and foreign manpower 

laws, ensure timely and proactive management of labour law violations, and help workers and 
companies better manage the downturn.

 Dedicated task forces and support cells were set up with resources drawn from both 
operational and policy divisions. Cases were closely tracked and actions were coordinated to 
ensure that they were being resolved holistically, swiftly and effectively. Emphasis was also 
placed on surfacing gaps, distilling lessons from each case and introducing the necessary 
changes in our processes to enhance our approach.

 This has contributed greatly towards more strategic and effective handling of a 
spectrum of employment issues. Through these insights, divisions have also collectively 
strengthened their capabilities, from upstream identification of employment issues at 
the Work Pass application stage, to timely downstream detection and quick resolution of 
difficult cases, as well as the effective deterrence of employment offences through education  
and publicity.

 The work of the Downturn Joint Ops has enhanced our capabilities, and led to 
greater synergies across departments and a more effective One-MOM. This will remain within 
MOM beyond the downturn, and put us in a better position to manage the challenges in the 
next phase of Singapore’s development. 



1.1 
senior leadership

The senior management of MOM comprises the Permanent Secretary (PS), Deputy Secretary (DS) 
and the directors. They, less the political appointments, are collectively known as the Leadership 
Group (LG), and steer the organisation towards excellence with their visionary leadership. 

MOM’s 3E leadership model of ““Envision”, “Energise” and “Enable”, is a unique blend 
of command and consultative leadership. To facilitate engagement with senior and middle 
management, two LG clusters, LG1 and LG2 were formed. The LG2, comprising SADs, ADs and 
Heads, is essentially a platform to develop the next generation of MOM leaders as part of the 
overall leadership succession plan.
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MOM’s vision reflects the shared 
aspirations of MOMers for MOM to 
achieve a Great Workforce and a Great 
Workplace for Singapore. Apart from its 
external focus, it also translates to an 
internally-oriented agenda that MOM itself 
is committed to becoming a Great MOM 
with Great MOMers.

Reviewing MOM’s Shared Values 
2005 – 2006

MOM’s shared values of People-centredness, 
Professionalism, Teamwork and Passion for 
Progress were created in 2005 – 2006, and 
replaced the old values statements which 
had been in place since 1998. 

LG1 and more than 430 MOMers were 
involved through 13 workshops in co-
creating the new shared values which 
MOMers can identify with. Together with 
the three public service core values of 
Integrity, Service and Excellence, MOM’s 
shared values guide MOMers’ individual 
behaviours to achieve MOM’s vision  
and mission.

The Strategy Group (SG) is the permanent 
platform for senior management to review 
the Mission, Vision and Values (MVV) and 
come up with action plans.

MOM’s
 Shared Values

People-Centredness, 
Professionalism, 

Teamwork, Passion for 
Progress 

1.1a How senior leaders develop 
the purpose, vision and values 

for the organisation that focus on 
customers and other stakeholders, 
learning and innovation.

MOM was formed from the Ministry 
of Labour on 1 April 1998, with new 
responsibilities of “developing a world-
class workforce to power Singapore’s 
growth into the 21st century”. Since 
then, we have reviewed MOM’s mission 
and vision statements, in tandem with 
the changing economic and manpower 
landscape. This is a continual process, 
in consultation with our stakeholders, to 
ensure that MOM stays ahead and remains 
relevant as a world-class organisation.  

MOM’s Re-visioning Exercise 
in 2002 – 2003

MOM’s current mission and vision were 
developed in 2002 – 2003 arising from 
a scenario planning exercise, which 
reviewed MOM’s operating environment, 
future trends and uncertainties. Valuable 
inputs and perspectives were gathered 
from other government agencies, LG1 
and more than 300 MOMers across 
the organisation through dialogues  
and consultations.  

Our Vision

A Great Workforce, 
A Great Workplace

Our Mission

To achieve a globally 
competitive workforce 

and great workplace, for 
a cohesive society and a 
secure economic future 

for all Singaporeans.

Service and Innovation
The Customer Responsiveness 
Department (CRD) was formed in 2004 
to more effectively translate our MVV into 
concrete customer service outcomes. 
In 2005, CPD was tasked to spearhead 
innovation efforts across the Ministry 
to ensure strategic alignment between 
innovation and business priorities.

The leadership commitment to push 
the frontiers of innovation and service, 
beyond efficiencies and effective service 
deliveries to new value creations and 
delightful service experiences, saw MOM 
benchmarking itself against IDEO, an 
authority	 in	 this	 area.	 By	 adopting	 the	
design-thinking principles, we have seen 
breakthroughs in many different areas of 
our work. This has positioned us as the 
leaders in innovation and service in the 
government sector, with many public and 
private sector agencies coming forth to 
learn from our best practices.

1.1b How senior leaders 
communicate, demonstrate 

and reinforce the organisational 
purpose, vision and values to 
employees and other stakeholders.

Senior leaders use various platforms to 
communicate our MVV to MOMers and 
other stakeholders at both ministry and 
department levels. The key platforms 
are reviewed regularly to ensure their 
effectiveness.
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1.2 
Organisational culture

People-Centredness, Professionalism, Teamwork and Passion 
for Progress are values that guide MOMers in our work. The 
four key drivers that ensure MOM permeates a culture that is 
consistent with its values are:

•	 Leadership	guidance,	involvement	and	support;

•	 Clear	ownership	of	the	initiatives,	e.g.	CEOC	in	promoting	volunteerism;

•	 Platforms	such	as	MOM	Townhall,	MOM	Workplan	Seminar	and	MOM	
Leadership Summit to facilitate communication and dialogue; and

•	 Monitoring	of	results	for	evaluation	and	improvement,	for	e.g.	the	
Organisational Climate Survey (OCS). 

Aligning MOMers with 
MOM’s Purpose
MOM places strong emphasis on 
Organisational Excellence (OE) tools 
to communicate, demonstrate and 
reinforce the organisational purpose, 
vision and values to employees and other 
stakeholders. MOM adopted SPRING’s 
Business	 Excellence	 frameworks	 as	
alignment tools, achieving PDS in 2000 
and SQC in 2001.  

The strategy map, is used extensively 
by senior management to help MOMers 
identify how they contribute to MOM’s 
purpose and vision, explain how 
MOM works as a team to progress 
towards our vision, and communicate  
MOM’s performance.
  
In 2008, the strategy map was enhanced 
to take into consideration changes in 
MOM’s operating environment.

Service Leadership to Achieve
MOM’s Purpose
The formation of CRD in 2004 was a 
clear signal of the LG’s intent to improve 
customer service in MOM. Director, CRD 
is MOM’s QSM, and CRD champions 
customer needs and rules review efforts. 
The service blueprint created, with a 

clear service vision, guides MOM in our  
service journey. 

Service leadership is exhibited through 
role-modelling when senior management 
walks the ground, shares with staff on 
their experience in customer service, and 
recognises and rewards MOMers with 
good service achievements. 

Leadership Commitment to Enable 
and Empower Change
The leadership team’s demonstration of 
our shared value “Passion for Progress” 
has enabled change, and contributed 
towards the forward-thinking mindset 
amongst MOMers.

This is evident from the leadership 
team’s eagerness to learn from the 
best. A benchmarking relationship was 
established with IDEO, the authority in 
this area, which uses Design Thinking 
as the methodology to enable and  
empower change. 

Leaders withhold judgement to ideas, 
allowing a healthy divergence of ideas 
in discussions, meetings, and other 
brainstorming platforms. MOMers are 
also provided with space, resources and 
opportunities to prototype and try out  
new ideas. 

The Core Innovation Fund (CIF) has been 
utilised meaningfully for this purpose. 
Other platforms, such as the i2i (a staff 
suggestion system), have been put in 
place to reinforce the right culture and 
mindset amongst MOMers to be receptive 
to change and innovation. The leaders 
ensure that all ideas are fairly considered 
and are not rejected unreasonably. They 
also recognise and reward MOMers 
for good ideas and projects submitted  
and implemented.

1.1c How senior leaders evaluate 
and improve the effectiveness 

of their personal leadership and 
involvement.

The senior leaders perform self-evaluation 
based on the 3E leadership framework, 
and conduct individual appraisals using 
the Leadership Competency. Feedback 
on leadership effectiveness is gathered 
through various channels. 

PMD oversees the efforts in leadership 
development in MOM, and the Career 
Development Committee (CDC) evaluates 
the effectiveness of the feedback 
mechanisms annually.
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1.2 
Organisational culture

MOM has in place several programmes 
and practices that promote a culture that 
is consistent with our shared values and to 
support learning and innovation: 

MOM Foundation Programme
The MOM Foundation Programme 
incorporates a values-in-action 
component for new MOMers to internalise 
the 4 shared values, and experience the 
values in action through experiential team-
building activities. PS(MOM) also speaks 
personally about the values at each 
Foundation Programme. 

Values D.N.A Programme
In 2009, MOM launched the Values D.N.A 
(Discover, Nurture, Anchor) programme 
for existing MOMers. The programme 
outcomes are to:

D Discover each other’s strengths, likes 
and dislikes, and get to know each 
other at a deeper level.

N Nurture each other’s personal and 
professional development.

A Anchor Shared Values in all that we 
say and do.

The first Values D.N.A. programme was 
launched in August 2009 with the senior 
management laying the foundation. 
To date, MOMers from the different 
divisions and job levels have attended  
this programme.

Collaterals on MOM’s Shared Values
In addition to the workshops, MOM has 
various collaterals to make the shared 
values visible to MOMers. These collaterals 
include lanyards, appreciation cards and 
shared values journals. 

Awards and Recognition 
In 2007, the Exemplary MOMer Award 
was introduced to recognise MOMers who 
exemplified MOM’s shared values. The 
Awards are presented at the annual MOM 
Awards Night. 

The MOM Value Pins were also introduced, 
and are presented by HODs to their 
staffs who exhibit the shared values on a  
daily basis.

Organisational Climate Survey (OCS)
Introduced in May 2004, the bi-annual 
OCS helps reveal the differences between 
current and desired culture. After each 
OCS, the survey results and feedback 
are shared with MOMers at 2 levels (i) 
senior and middle management, and (ii) 
Divisional/Departmental. 

Post OCS Action Plan
The post OCS Action Plans are 
conducted at the MOM-level and 
Divisional/Departmental-level to address  
cultural gaps:

MOM-level Action Plan (To address 
cultural gaps at the organisational level)

Focus group discussions are conducted 
with the senior and middle management 
to analyse the results of the OCS, and 
develop a MOM-level action plan, 
with proposed interventions aimed at 
addressing the cultural gaps at the 
organisational level. The action plan is 
endorsed by the management before 
the start of each new Financial Year.

The MOM-level Action Plan is 
communicated to all MOMers 
through various platforms including 
the MOM Townhall, MOM Workplan 
Seminar, MOMentum and Internal 
Communications.

Divisional/Departmental-level Action 
Plan (To address cultural gaps at the 
Divisional/Department level)

At the divisional/departmental level, the 
divisional/departmental OCS results are 
shared	 by	 the	 Business	 HR	 Partners	
and discussed with MOMers across all 
staff levels. The Divisional/Departmental 
level OCS action plans containing 
specific interventions to address the 
division’s/department’s unique culture 
gaps are drawn up during the Divisional/
Departmental Planning Sessions in 
January each year. 
 
The MOM Overall Action Plan is 
evaluated annually at two levels, 
organisational and divisional/
departmental. At the organisational level, 
the MOM-level Action Plan is reviewed 
via focused group discussions with the 
senior and middle management and 
endorsed accordingly. At the divisional/
departmental level, the respective 
divisions/departments implement the 
interventions and internally review the 
effectiveness of the action plan at the 
divisional/departmental meetings.

Figure 1.2.1: MOM Shared Values — Value Pins



  Leadership

1.3 
corporate social responsibility

Beyond	MOM’s	work	towards	developing	a	great	workforce	and	great	workplaces	in	Singapore,	
MOM has also been active in playing its part for the community and environment. With integrity as 
a key public service value, we have also put in place, checks and balances within the organisation 
to ensure proper governance. MOM has come a long way in terms of governance, from having 5 
major audit findings in FY01/02, to none in FY08/09.

1.3a  
Describe the organisation’s 
policies and goals in relation 

to its contribution to the community 
and the environment in which  
it operates.

MOM’s Corporate Social Responsibility 
(CSR) statement is “A Responsible and 
Caring Corporate Citizen”. This statement 
serves to guide how MOM intends to 
conduct itself in the broader context of the 
society and the environment.

We aim to engage four key groups of 
stakeholders, to meet their needs and 
engage them in our CSR journey:

•	 Public:	 to	 maintain	 integrity	 and	
accountability within our systems; 

•	 Staff:	 to	 engage	 them,	 maximise	
their potential and allow them the 
opportunity to play a role as good 
corporate citizens;

•	 Community:	to	serve	the	community	
we operate in to create a better place 
for all; and

•	 Partners:	 to	 engage	 them	 actively	 in	
our CSR journey.

As highlighted in Figure 1.3.1, MOM’s 
CSR framework centres around four key 
thrusts, namely Corporate Philanthropy, 
Community Volunteering, Environment 
Protection and Governance.

Corporate Philanthropy
At the corporate level, CPD actively 
monitors MOM’s SHARE participation rate 
and encourages MOMers to contribute to 
the less fortunate. A MOM Help Fund has 
been set up to help our beneficiaries like 
senior citizens and low income families 
through the Kreta Ayer Seniors Activities 
Centre (KASAC) and TRANS Centre. 
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Figure 1.3.1: MOM’s CSR Framework

We aim to grow the MOM Help Fund 
through various fund raising activities  
and platforms. 

Community Volunteering 
In partnership with CPD, the CEOC will 
continue to rally MOMers to volunteer 
and contribute actively towards the 
community and environment. Helping out 
at the KASAC, through the Meals-on-
Wheels programme, and the organising of 
events like the annual party, telematch and 
outings with these senior citizens, allow 
us to contribute directly to our immediate 
community.	By	helping	out	at	 the	TRANS	
Centre, our volunteers can reach out to 
low-income workers and their families. 
All these volunteer activities help our 
MOMers understand more intimately these 
vulnerable groups, whom many of our 
policies also reach out to. 

In addition, one new strategic CSR 
project for FY10 is a collaborative effort 
with ITE to help needy students remain 

in school. This would help enhance the 
students’ employability and contribute 
towards the development of Singapore’s  
future workforce. 

Environment Protection
The MOM Environment Tagline “My 
Earth, My Legacy, Save It” was launched 
by our former-PS and former-DS during 
the MOM Family Day in April 2008. The 
Building	 Management	 team	 also	 works	
towards creating a Green MOM through 
water efficiency, eco-friendly offices and 
energy-smart practices. Through MOM’s 
office renovation, the team included 
features such as energy-efficient lifts, 
water-efficient washrooms, greeneries in 
office, and NEWater for MOM’s cooling 
system. In recognition of our commitment 
towards creating a Green MOM, MOM was 
awarded the Water Efficiency Certificate by 
PUB	in	August	2008	(along	with	the	friends	
of	 PUB	 certificate),	 and	 the	 Singapore	
Environment Council’s Green Mark Label 
in April 2009. 
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1.3b How the organisation 
communicates its policy and 

goals to employees and external 
parties and involves them in 
achieving the goals.

Communications to MOMers of MOM’s 
efforts on the community and environment 
front is no different from other initiatives. 
Townhalls, Staff Conference, the Intranet 
and Internal Communications are the 
channels used for this purpose. For 
example, Staff Conference 2008 was 
used to recognise officers for their tireless 
dedication to the “Meals-on-Wheels” 
programme. Since then, volunteers for this 
programme increased to over 100. MOM’s 
Family Day in 2008 was also used to 
launch MOM’s environmental statement. 
 
As a Ministry, the governance structure of 
MOM is aligned with the three civil service 
values — Integrity, Service and Excellence. 

System Integrity
MOM seeks to maintain integrity within our 
systems by ensuring the following:

•	 Fairness,	openness	and	 transparency	
in our systems; and

•	 Good	 accountability	 and	 governance	
structures.

Within MOM, IAU supports the Audit 
Committee (comprising PS and DS) by 
providing the internal checks and balance 
to preserve the integrity of our critical 
systems and processes. IAU and CPD also 
work closely to ensure there are no audit 
mention reported in the annual report of 
the Auditor-General. 

Service
MOM seeks to delight customers and 
engage citizens in service delivery, as 
prescribed in IM7.

To keep MOM in touch with customers’ 
needs and requirements, as well as our 
service performance, a series of customer 
responsiveness surveys and audits are 
conducted within MOM and service-wide. 

Leadership

Service

Performance PerformanceDirection

Feedback

Processing

Direction

System

 Figure 1.3.2: MOM Governance Framework

Internal mechanisms such as the 
State of Customer Service Report and 
Rules Review, help simplify our rules 
and processes for the benefit of our 
customers. For this, MOM was awarded 
the FRONTIER Special Achiever Prize at 
the MTI’s 2nd FRONTIER Licence Review 
Award Ceremony in 2009 for the review 
of Factory Licence Notification for low-
risk factories. In addition, KPIs on service 
delivery are also defined and included in 
the Performance Dashboard, which allow 
us to monitor and put in place improvement 
plans for service delivery.

Leadership and Excellence
MOM’s senior management is ultimately 
accountable for MOM’s performance. 
As MOM’s operations are funded by 
public monies, there is a need to exercise 
prudence and perform our functions 
effectively, but efficiently, within fiscal 
limits. The QSC is the platform used to 
evaluate and improve MOM’s overall 
efforts on the CSR front. QSC also has 
the specific role of driving OE holistically. 
Progress on this front is monitored closely, 
and internal and external assessments are 

conducted to assess the organisation’s 
progress in this journey.

For	 BE,	 the	 Performance	 Management	
structure ensures accountability for 
performance, with quarterly updates 
presented to CMM and made readily 
available on MOM’s Performance 
Dashboard.

1.3c How the organisation 
evaluates and improves its 

governance system, involvement 
and contribution to the community, 
society and the environment in 
which it operates.

 
Besides	 the	 IAU,	 the	 Auditor-General	
Office also stations its staff at MOM on 
a full-time basis to assess not only the 
processes and records within MOM, but 
also the governance system to ensure 
integrity in the system and provide a 
neutral assessment. The quarterly AC 
meeting, chaired by PS and DS, is the 
platform used to review and follow-up on 
key audit issues and improvements. 



Planning

“
We should test the reasonableness of the amendments in the medium to long term. 

MOM deserves praise for pushing ahead with the changes, and applying a balanced 

approach to the consultation process.”     

              

– Josephine Teo, Labour MP

NTUC This Week Newsletter (21 Nov 2008)

On the Amendments to the Employment Act

Preparation for 
Strategy Group:
Starts various processes to seed new ideas 
for MOM’s strategy, including environment 
scanning, and strategic conversations.

Engagement with MOF:
MOM engages MOF on our key strategies 
and resource plans.

Strategy Group:
Senior Management meets to review and 
formulate MOM’s strategy for the new FY 
and beyond.

Planning Guidance 
for Departments:
The output from Strategy Group is 
synthesised into a Strategic Priorities 
document, which departments use to carry 
out their workplanning.
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Submission of Workplans:
Departments present next FY’s workplans 
and resource requirements for the Senior 
Management’s approval. 

Workplan Roundup:
Final approval and allocation of resources to 
departments.

Workplan Seminar:
Communicates MOM’s broad strategic 
directions and plans in the year ahead to 
MOMers and key partners.

Review of Strategic  
Planning Cycle:
Reviews and refines strategic planning 
process before the next cycle.

MOM Strategic 
Planning Cycle

JUn – JUl
preparation for
 strategy group 

(sg)

Figure 2.1.1: 
MOM Strategic Planning Cycle



  Planning

Strategy Alignment and Performance 
Management

A dapted	 from	 the	 Balanced	 Scorecard	 (BSC)	 framework,	 the	 MOM	 Strategy	 Map	 and	
Scorecard were developed and introduced in 2006 as a simple yet powerful tool to 

articulate clearly the business and organisational outcomes and their nexus to the Ministry’s 
strategic outcomes, with the aim to align and rally MOMers working in diverse areas towards 
the vision of “A Great Workforce, A Great Workplace”. 

 At the senior management level, it sharpens the sense of strategy and performance 
planning. It helps institutionalize a whole-of-organisation perspective to the work across the 
Ministry, enhancing collaboration and synergies under a One-MOM approach. 

 For individual officers in the Ministry, it provides them a clear line of sight of how 
their respective areas of work contribute to specific business and organizational outcomes, 
and in turn to the strategic outcomes of the entire organisation. This enhances their sense of 
contribution, teamwork as well as pride in the performance of the Ministry. 

 At the organisational level, corporate accountability has also strengthened through 
clear targets and accompanying KPIs set by departments, with a regular review process by 
the senior management team to ensure that we are on track in meeting the targets. The 
Corporate Performance Incentive, linking corporate and departmental results to a financial 
reward was introduced in 2008 to further enhance the performance culture.

 Our efforts in creating an effective strategy-focused and performance-driven 
organisation have been recognised, with MOM becoming the first organisation in Singapore 
inducted	into	the	Palladium	BSC	Hall	of	Fame	for	Executing	Strategy	in	2008.
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2.1 
strategy Development and Deployment

MOM adopts a rigorous strategic planning process to review and define its strategy and directions 
in order to achieve its vision of “A Great Workforce, A Great Workplace”. The strategic planning 
process also enables MOM to make decisions on the allocation of resources to ensure strategic 
alignment of business and organisational priorities.

There are five main components to MOM’s 
strategic planning process:

•	 Strategy	 formulation	 from	 May	 to	
December;

•	 Translation	 into	 action	 plans	 from	
December to March;

•	 Communication	 of	 strategic	 priorities	
in April;

•	 Performance	 monitoring	 and	 review	
throughout the year; and

•	 Review	 of	 strategic	 planning	 cycle	 in	
April, before the process starts again.

These five components translate to the 
Strategic Planning Cycle as illustrated in 
Figure 2.1.1. 

MOM	 also	 adopted	 the	 Balanced	
Scorecard to institutionalise a whole-
of-organisation perspective to the work 
being done across the Ministry to enhance 
collaboration and generate synergies. 
A corporate strategy map incorporating 
three perspectives (strategic outcomes, 
business outcomes, and organisational 
capability and effectiveness outcomes) 
was developed. A corporate scorecard was 
subsequently developed and cascaded  
to departments.
  
In	 recognition	 of	 its	 use	 of	 the	 Balanced	
Scorecard approach to drive strategy 
alignment and execution, and sustain 
breakthrough results, MOM was inducted 
into	 the	 Palladium	 Balanced	 Scorecard	
Hall of Fame in 2008 (Figure 2.1.2). 
 

2.1a How the organisation 
determines its strategic 

challenges and how the 
organisation develops its strategy 
and strategic objectives to 
address these challenges. Include 
how the organisation adopts a 
global perspective in its planning. 
Summarise the organisation’s key 
strategic objectives and goals.

The Strategy Group (SG) is the platform 
where the senior management and 
representatives from policy divisions 
come together to review and determine 
MOM’s strategies to address challenges 
within its operating environment. This 
takes place annually between September  
and November.

Figure 2.1.2: Former PS, Mr. Leo Yip receiving the award from Dr. Robert S. Kaplan 
for MOM’s induction into the Palladium BSC Hall of Fame (2008)



  Planning

use of scenario planning, operable ideas 
and futuring to help us flesh out possible 
medium term and long term scenarios.

2.1b How the organisation converts 
the strategic objectives 

to action plans. Include how the 
financial and other risks associated 
with the plans are managed and how 
resources are allocated to support 
the achievements of plans.

The review and directions from SG are 
translated into a Strategic Priorities 
Document, which is disseminated to 
all departments by December to serve 
as a planning guide for departments’ 
preparations for their workplans. 

Departments will review and re-prioritise 
their current work, and develop new 
initiatives where necessary to align 
and support the corporate directions. 
Performance targets, potential 
benchmarking projects, IT initiatives, 
financial and manpower requirements are 
also surfaced during the departments’ 
workplan presentations. Departments 
are also required to identify control and 
mitigation measures and initiatives for 
the strategic risks, as well as workforce 
competencies to carry out the workplans.

Finance and manpower requests 
are assessed holistically after the 
workplan presentations, taking into 
consideration MOM’s strategic priorities 
to ensure optimal resource allocation. To 
complement MOM’s existing resources, 
a central MOM Fund pool is set aside to 
help meet strategic and unplanned needs 
during the year. 

Systematic risk management is 
institutionalised in the planning process at 
every level — strategic, policy formulation 
and operations. At the strategic level, 
risk identification and mitigation that 
corresponds to key business outcomes 
and priorities form part and parcel of the 
corporate planning process. Operational 
risks are pro-actively identified and 
discussed at core process platforms 
and divisional meetings to manage  
them effectively. 

Preparation for the new financial year’s SG 
discussions typically begins in May, after 
the workplans roundup and the review of 
the strategic planning cycle are completed. 
During the preparation stage, we take into 
account the following considerations:

•	 Aligning	MOM’s	work	with	the	Whole-
of-Government (WOG) objectives;

•	 Understanding	 the	 concerns	 of	 our	
key stakeholders to make sense of 
MOM’s operating environment;

•	 Bringing	 new	 perspectives	 and	 fresh	
ideas into the planning process; and

•	 Maintaining	 a	 keen	 eye	 on	 future	
threats and opportunities.

Alignment with WOG Objectives
As part of the Singapore public sector, MOM 
aligns itself to the Whole-of-Government 
vision and strategic outcomes, more 
specifically in the following areas: 

•	 Best	 for	 Business	 and	
Entrepreneurship;

•	 Globally	Competitive	Workforce;

•	 Financial	Security;

•	 Lifelong	 Employability	 and	 Good	 Job	
Opportunities; and

•	 Safe	and	Secure	Home.

Making Sense of MOM’s Operating 
Environment
MOM engages key stakeholders from 
other government agencies through 
various public sector level WOG platforms 
and cross-agency economic and social 
forums such as the Economic Strategies 
Committee (ESC) in 2009.

Beyond	 the	 immediate	 operating	
environment, MOM adopts a global 
perspective in strategic planning. This 
is achieved through its strategic alliance 
with	 EDB	 which	 led	 to	 a	 wider	 Contact	
Singapore international network, as 
well as its involvement in international 
organisations and regional fora such as the 
UN, ILO and ASEAN.

Internally, MOM has, over the years, built 
up strong capabilities in the sensing and 
analysis of our operating environment 
through the formation of the Labour 
Market Analysis Unit and Workplace Policy 
Research Unit, as well as intelligence 
units within departments and the Joint 
Ops Directorate. KM systems were also 
implemented to elevate MOM’s business 
intelligence capability to support planning 
and operations through the analysis 
of integrated information across MOM 
operational divisions. This has allowed 
us to be more aware and responsive to 
changes in the labour market landscape.

New Perspectives and Fresh Ideas
Different eyes give rise to different 
perspectives. MOM constantly develops 
channels to tap on the perspectives and 
ideas outside of and across all levels of 
MOM. For example, policy deputy directors 
and assistant directors lead efforts on 
strategic conversations. All MOMers can 
also provide their views and ideas through 
their department workplans and i2i. 
In 2009, a breakthrough in strategic 
thinking was sought through the 
application of Design Thinking (DT) 
methodology, a human centred approach 
to better understand the needs of our 
customers. Teams were formed to study 
key issues using the DT process. The 
research, insights and opportunity areas 
generated through the DT process were 
then shared at the second Strategy Group 
meeting to allow the teams to validate 
and rationalise the opportunity areas  
before prototyping.

These mechanisms ensure that MOM 
continuously remains in touch with 
the issues and challenges presented 
by its operating environment, and 
the strengths and weaknesses in its  
organisational capabilities.
 
Future Threats and Opportunities
Tools are used to help MOM identify 
future threats and opportunities to suit the 
range of planning horizons. For example, 
in 2009 we reviewed and developed a 
Strategic Risk Register to enable us to 
better understand and assess the critical 
risks associated with our strategic and 
business outcomes. We had also made 
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The finalised workplans are cascaded to all 
staff and translated into action plans after 
the workplan roundup. A Staff Conference 
is held annually at the beginning of the 
financial year to engage MOMers and 
ensure alignment to the Ministry’s broad 
directions. In 2010, this was replaced 
with the MOM Workplan Seminar, where, 
besides engaging MOMers, invitations 
were extended to the media and key 
partners to communicate MOM’s strategic 
priorities (Figure 2.1.3). PS also takes 
stock of MOM’s performance and shares 
the key directions during the quarterly 
MOM Townhalls.

2.1c How the organisation reviews 
its performance relative to 

plans, and how it establishes and 
deploy modified plans in a  
timely manner.

A comprehensive Corporate Performance 
Management Framework is put in place to 
drive a strategy focused and performance 
oriented MOM. Performance is monitored 
and tracked through key performance 
indicators at the corporate level. These 
are then mapped to corresponding 
departmental level indicators. Each of the 
performance indicators at the corporate 
level is linked to clearly identified 
objectives and drivers for each business 
and organisational outcomes.  

Overall, the MOM Corporate Scorecard 
is updated at CMM on a quarterly 
basis, with discussions focusing on the 
underperforming KPIs. MOM also reports 
its performance annually through the 

Budget	Book	to	the	public.	Core	processes	
and departmental performance indicators 
are also monitored at the respective 
core process and departmental monthly 
meetings. Areas of concern will be flagged 
out at such platforms for either closer 
monitoring or intervention. 

The corporate scorecard and departmental 
indicators are accessible through an online 
performance dashboard to facilitate 
timely communication of performance  
(Figure 2.1.4). This dashboard is kept up-
to-date by the department KPI owners and 
representatives and monitored centrally. 
This is accessible via MOM’s Intranet, 
where colour-coding is used to facilitate 
the identification of problem areas that 
require intervention.

Issues important to MOM, particularly from 
changes in the operating environment and 
customer/public feedback, are surfaced 

throughout the year through various 
meeting platforms in MOM. This allows 
MOM to expeditiously adjust its plans and 
resources to ensure relevance and arrest 
non-performance.

2.1d How the organisation 
evaluates and improves its 

strategic planning process. 

MOM reviews and refines its strategic 
planning process annually before the next 
cycle commences, through an after action 
review incorporating feedback from the  
key stakeholders.

MOM is also on constant lookout for new 
tools that can help hone the strategic 
planning process. This is done though 
exchanges with other organisations 
and conferences where we suss out the  
best practices.

Figure 2.1.4: MOM’s Performance Dashboard System, 
with Colour Coding of Performance and Graphical Analysis

Figure 2.1.3: Minister for Manpower, Mr. Gan Kim Yong and key partners at the MOM Workplan Seminar 2010



Information

“
This is my first employment pass application through Ron Kaufman Pte Ltd — after 

12 years in operation. May I commend your colleagues on the clear and easy-to-

understand design of the mom.gov.sg website. Well done! It is a pleasure to work 

with such responsive and welcoming government officials.”   

                

– Mr. Ron Kaufman

12 June 2005
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MOM’s Knowledge Management (KM) vision

for an 
Effective 
One-MOM

3 Connect



  Information  Information

that Makes Business Sense

M anaging the knowledge assets of any organisation the size 
of MOM will always prove to be a challenge. The diverse and 

complex nature of MOM’s business, and the public expectations 
of a One-MOM (or even One-Government) response demands a 
well-oiled knowledge ecosystem within and beyond the ministry. 
Various knowledge management (KM) tools, mechanisms and 
interventions have thus been put in place to help the organisation 
“Learn, Share and Connect for an Effective One-MOM” to 
tackle the challenges ahead. One of many tools created was 
ERIKA, or the Employer Relationships, Industry Knowledge and  
Analysis System. 
 
 New capabilities have been created through the 
amalgamation of data from 9 distinct databases across MOM. 
This has allowed ease in knowledge transfer across the MOM 
departments to operate effectively as “One-MOM”. Key  
features include:

•	The	 Customer	 Account	 Management	 System	 (CAMS),	 which	
provides our MOM frontline officers and MOM Contact Centre 
a single platform to create, share and access information on 
our customers. This includes past interactions and outstanding 
cases across MOM’s business functions and touchpoints, and 
ensures more seamless and coordinated service delivery that 
enhances our customers’ experience.

•	The	 Integrated	 Case	 Management	 System	 (ICMS)	 provides	 a	
holistic view of cases involving multiple departments to facilitate 
the management and resolution of complex cases. 

•	The	 Business	 and	 Enforcement	 Intelligence	 System	 (BEIS)	
enables screening and profiling of persons and companies, and 
provides alerts to enable more proactive planning and targeted 
enforcement actions.

•	The	Employer	Performance	and	Profiling	System	(EPPS)	enables	
more comprehensive analysis of integrated data to facilitate 
operations and policy planning. 

 For our innovative use of the SAS business analytics 
software to enhance business intelligence capability and 
service	 delivery,	 MOM	 has	 been	 awarded	 the	 SAS	 Business	
Analytics Award for ERIKA in 2008. We have not rested 
on our laurels, and are continuing to enhance the system 
to create new capabilities, and more accurate and timely  
business intelligence.
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3.1 
management of information

MOM’s Knowledge Management (KM) vision is to “Learn, Share and Connect for an Effective One-
MOM.” MOM is an organisation rich in information and we use information as both a resource and 
a tool to connect with our stakeholders, formulate strategies and drive performance.

Types of Information
Our line divisions are a rich source 
of data, as they own the systems 
used to administer enforcement and  
operational processes. 

MOM also receives a significant amount 
of qualitative information. Our frontline 
interactions with the public (through our 
counter operations and call centre) provide 
immediate feedback on developments on 
the ground. Our engagement with internal 
and external stakeholders, through various 
feedback and consultation channels, is 
another important source of qualitative 
information. MOM employs all this 
information in a timely and systematic 
manner to drive and support its planning 
and day-to-day operations.  

Our Manpower Research and Statisitics 
Department (MRSD) is another valuable 
source of data, through the national 
surveys it conducts on the labour market 
and labour force. To complement MRSD’s 
national surveys, MOM set up the Labour 
Market Analysis Unit (LMAU) in 2007 to 
scale up the Ministry’s capabilities to 
obtain timely and comprehensive sensing 
of the labour market at the industry level. 

Information Collection
Information is collected from our 
customers, partners/stakeholders, 
suppliers, MOMers and the public. Various 
mechanisms are used in the collection of 
data and information, such as surveys, 
environmental scanning, desktop research, 
industry dialogues and engagement 
sessions, strategic conversations, 
feedback channels and consultation 
forums, research and staff visits, inter-
agency platforms, tripartite workgroups 
and committees, and participation in 
international forums. We also have several 
IT systems that serve as data collection 
platforms directly from the source.

3.1b How the organisation ensures 
that information is reliable, 

accessible and disseminated quickly 
to employees, suppliers/partners 
and customers. Include how the 
organisation shares information to 
encourage innovation and learning.

Ensuring Reliable 
and Secure Information
Given how valuable the information MOM 
handles is to both MOM and external 
parties, we have in place several policies 
and mechanisms that govern and ensure 
reliability and security of information 
captured and shared across MOM. 

They include:

•	 A Data Admin Policy to ensure proper 
data collection, data management and 
data quality among all data owners for 
sharing internally and externally.

•	 An	 IT Security Policy and security 
governance framework to ensure 
confidentiality, integrity and availability 
of information assets.

•	 An	 ICT Quality Management 
System for the design, development 
and installation of ICT systems  
and services.

•	 ICT risk management to identify, 
analyse and mitigate ICT risks for 
business continuity.

Statistical Information 
As a national manpower statistical 
agency, the Ministry’s MRSD has in place 
additional controls to ensure the reliability 
and accuracy of our national labour  
market statistics. 

3.1a How information needed to 
drive planning, day-to-day 

management and improvements 
to the organisation’s performance 
is selected and collected. List 
the key types of information and 
describe how they are related to 
the organisation’s performance, 
objectives and goals.

Selection of Information
MOM enjoys access to a wide range of 
information and data. The information 
needed is carefully selected based 
on our strategic, business and  
organisational outcomes. 

In terms of strategic planning, we identify 
and collect information/data to: (a) 
surface emerging trends and analyse their 
impact on the Ministry’s work; and (b) 
drive and measure our progress towards 
the Ministry’s strategic and business 
outcomes. To ensure that labour market 
data collected are relevant to the needs 
and aligned with strategic outcomes and 
priorities of the Ministry, the Manpower 
Research and Statistics Department 
(MRSD) actively collaborates with policy 
makers to define data needs through its 
biannual customer engagement sessions 
and yearly data requirements gathering in 
connection with the Ministry’s annual work 
planning exercise. 

In terms of day-to-day operations and 
management, enforcement and operational 
data, as well as stakeholder feedback 
allow MOM to assess the effectiveness of 
our operations. These assessments serve 
as a basis for the review and improvement 
of our strategic and operational policies.
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In the collection of labour market statistics, 
MRSD adheres strictly to the provisions 
under the Statistics Act guaranteeing the 
confidentiality of responses to ensure that 
respondents provide truthful and accurate 
responses. MRSD also strives for a high 
survey response rate to ensure that the 
results are reliable and representative of 
the population. 

To ensure the reliability and robustness 
of the data collected, we adhere to 
international statistical standards on 
concepts and definitions prescribed by the 
International Labour Organisation (ILO).  
There are also strict processing controls 
involving various levels of consistency and 
verification checks for the data collected.

Ensuring Accessible, Timely and 
User-friendly Information
MOM has put in place various platforms 
to ensure that information is disseminated 
to internal MOMers and external partners/

stakeholders, suppliers and customers in a 
timely and user-friendly manner. 

Within MOM, information is disseminated 
through various internal comms 
channels, electronic and face-to-face 
platforms. MOM also has a proactive 
information dissemination policy for 
external stakeholders that encompass 
not only statistical releases, but  
also communications on our policies  
and operations. 

Figure 3.1.1 shows the various internal 
and external information dissemination 
channels and platforms we leverage on to 
share information with our different target 
audience groups. 

Statistical Information
Our dissemination of key manpower 
statistics conforms to data dissemination 
standards of the International Monetary 
Fund (IMF) which govern: (a) data coverage, 

Figure 3.1.1: Information Dissemination Channels and Platforms

Internal Comms Channels:
• MOMster@Home News Centre
• MOMentum Newsletter

Electronic Platforms:
• MOMster@Home
• Manpower Information Portals
• eRegistry and NEXIMS
• i2i Ideas Marketplace and Ideas Xchange
• Office Communicator

Face-to-face Platforms:

Formal Staff Engagement Platforms:
• MOM Townhalls
• HR Briefing Sessions
• MOM Foundation Programmes

Corporate Platforms:
• Corporate Meetings
• Core Process Meetings
• Leadership Group Sessions

Department Level Platforms:
• Department Learning Days and Learning Circles
• Department Planning Exercises
• Departmental Meetings
• Teambuilding Activities

Informal Platforms:
• Brown Bag Lunches
• Work Improvement Teams
• Communities of Practice

Print Publications:
• Newsletters and Other Print Publications
• MOM Annual Report
• Media Press Releases
• MOM Budget Book

Electronic Platforms:
• MOM Website
• Targeted Subscription Based Dissemination

Face-to-face Platforms:
• Counter Services
• Focus Group Discussions
• MOM Organised Events, Seminars, etc.
• Industry Dialogues

Print Publications:
• Working Newsletter
• MOM Annual Report
• Media Releases

Electronic Platforms:
• MOM Website
• Gebiz Website

Print Publications:
• Working Newsletter
• MOM Annual Report
• Media Releases

Electronic Platforms:
• MOM Website

Face-to-face Platforms:
• Workplan Seminar
• Dialogue Sessions
• Supplier Site Visits

Face-to-face Platforms:
• Workplan Seminar
• Formal Meeting Platforms
• Tripartite Forums
• Inter-agency Workgroups
• WOG Communities of Practices
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periodicity, and timeliness; (b) access 
by public; (c) integrity and (d) quality of 
disseminated data. We also commit to the 
public the dates of our regular statistical 
releases in our Advance Release Calendar 
published on our website. 

3.1c How information is analysed 
and used to support 

organisational planning and review. 

Information in MOM is rigorously 
analysed and assessed to provide a 
better understanding of our operating 
environment and the impact of our policies 
and operations. This helps support 
our organisational planning and review 
activities. The various analytical methods 
and tools used in MOM are shown in 
Figure 3.1.2, and some key tools are  
outlined below. 
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3.1d How the organisation 
manages knowledge 

to create value. Include how 
knowledge is used or acted upon for 
business improvements.

MOM has come a long way in our KM 
journey, which began in 2000. We have 
made significant strides over the years. 
While the earlier part of our KM journey 
focused on improving MOM’s operations 
through the use of IT and other systems, 
our KM journey today focuses on putting in 
place processes and initiatives to facilitate 
knowledge sharing; and equipping 
MOMers with the capability and tools to 
leverage on KM for greater value creation.

Knowledge Management 
within MOM
We can broadly classify the KM initiatives 
within MOM into 3 levels, as illustrated in 
Figure 3.1.3.

Underpinning our KM framework at the 
bottom of the pyramid are initiatives to 
facilitate information capture and storage 
that form the fundamental of good KM. 
In MOM, we have dependable platforms 
and processes in place for information 
and knowledge capture and systematic 
storage of the information collected. 

The second level of the pyramid 
encompasses the use of the information 
collected at the first level. To facilitate 
the dissemination of the information and 
explicit knowledge that is captured and 
stored at the first level, we have various 
initiatives to allow for the sharing of 
information across all MOMers. There are 
also initiatives that ensure the information 
is friendly and easily accessible to users 
across the Ministry. 

Building	 on	 the	 foundations	 of	 good	
storage and sharing of explicit information, 
the third level is about the sharing of tacit 
knowledge and experiential learning that 
is not captured, stored or shared at the 
first two levels, but is gained by individuals 
through their experience and through 
informal engagements with others. The 
third level of the pyramid spells out 
initiatives we have put in place to help 
facilitate and optimise the sharing of such 
tacit knowledge. With all these initiatives 
in place, we strive to be able to leverage 
on good KM to support greater innovation 
and collaboration among MOMers. 

3.1e How the organisation 
evaluates and improves its 

management of information  
and knowledge.

MOM evaluates its information and 
knowledge management through 
various corporate platforms and review 
mechanisms, such as:

•	 Corporate	meetings;

•	 Feedback	 and	 surveys	 which	 help	 to	
surface areas for improvement;

•	 Audits;

•	 Annual	 corporate	 planning	 exercise;	
and

•	 Business	process	improvements.

Figure 3.1.2: Analytical Methods and Tools

Organisational 
Planning & Review

Information and Data

Planning 
Analysis

Economic 
Analysis

Statistical 
Analysis

Data 
Mining

Trend 
Analysis

Scenario planning and 
futuring to support 
strategic planning.

Strategic risk 
management.

Resource allocation and 
utilisation analysis

After Action Reviews 
for continual process 
improvements.

Marco-economic 
modelling and 
forecasting to support 
policy development.

Country and industry 
intelligence are analysed 
by foreign manpower 
policy formulation.

Labour market statistical 
analysis to facilitate 
informed decision 
making.

International ranking 
analysis for better 
understanding of our 
operating environment.

Work pass and intel info 
data mining for more 
effective and targeted 
enforcement efforts.

KPI monitoring for 
strategy review and 
intervention design.

Geo mashup to analyse 
geographical trends of 
incident occurrences on 
the ground.
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3.2 
comparison and 
Benchmarking

MOM carries out extensive comparison and benchmarking 
activities to gauge where we stand, so as to pursue 
breakthrough performance and in achieving our mission and 
realising our vision of “A Great Workforce, A Great Workplace”. 

Figure 3.1.3: KM Initiatives in MOM

a useful method to highlight potential 
areas of concern for further research  
and intervention. 

Comparative information is selected 
based on its relevance to MOM’s work 
and desired strategic outcomes. Much 
consideration is also given to the level 
of credibility of the information source. 
Some of the existing sources used include 
Institute of Management Development 
(IMD), World Economic Forum (WEF), 
World	 Bank,	 and	 Business	 Environment	
Risk	Intelligence	(BERI).

3.2a How comparative and 
benchmarking information 

is selected to improve the 
organisation’s performance. 

Comparison
Comparative analysis is conducted 
by close monitoring of international 
rankings, and related data. It allows us 
to assess our performance against that 
of our counterparts and the best-in-
class, to gauge the effectiveness of our 
policies and programmes in achieving 
our desired outcomes. It also serves as 

Knowledge 
Management to 

support innovation 
and collaboration

Collaboration space
Office Communicator

Core Process Meetings
Mentorship Programme
Communities of Practice

i2i Ideas Marketplace & Ideas Xchange
Learning Circles | Learning Days |  

Learning Journeys

Sharing of tacit knowledge and experiential learning

Unified Search
MOMster @ Home | Performance Dashbaord

Papers and Reports | SOP Portal
Statistical & Information Repositories

Business Systems

Access to information and explicit knowledge sharing

eRegistry
Source Systems Databases

Information capture and storage
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Benchmarking
Benchmarking	 in	 MOM	 is	 conducted	
through a 5-step benchmarking process 
as illustrated in Figure 3.2.1.

Most benchmarking projects are identified 
during the department planning process, 
although some may also be identified in 
the course of the year.

In the selection of benchmarking projects 
a structured process of identification and 
prioritisation is adopted. Identified studies 
are surfaced at the annual workplan 
sessions and proposals are assessed 
based on alignment to MOM’s strategic 
outcomes and priorities for the year, 
as well as potential for breakthrough 
improvements in the areas.

Upon the approval of the benchmarking 
project, a benchmarking project team 
is assembled to conduct the study. 
Selection of benchmarking partners is 

Figure 3.2.1: Benchmarking Process

based on proven track record and leading 
performance in the project area to be 
studied. Organisations are also selected 
based on the relevance of best-practices 
to MOM’s context.

3.2b How comparative and 
benchmarking information is 

used to improve processes and to 
set stretch goals and/or encourage 
breakthrough improvements. 
Include a summary of comparative 
and benchmarking activities and  
studies done.

Comparative information is tracked 
and monitored via various corporate 
platforms to help us to track our 
performance over time, and gauge our 
standing against others. Analysis of 
ranking breakdown is also conducted 
to isolate and highlight areas in need 
of improvement or further intervention. 
Some of the international rankings and 

reports tracked by MOM include the World 
Competitiveness Yearbook and the Global  
Competitiveness Report.

3.2c How the organisation 
evaluates and improves 

its overall process of selecting 
and using comparative and 
benchmarking information.

MOM constantly reviews its comparative 
and benchmarking objectives and 
needs, to respond to changes in the 
operating environment, and meet the 
level of desired performance. This is 
driven continuously at the corporate 
level as part of several workgroups, 
meeting platforms and planning 
processes. New sources of comparative 
and benchmarking information are also 
identified through environmental scanning 
and sensing efforts at departmental and  
corporate level.

Preparation

• Identification of benchmarking projects through process and 
performance reviews.

• Objectives of the study are set and the project team is assembled.

Planning

• Benchmarking partners are selected based on proven track record and 
leading performance in the project area.

• The scope and methodology of the study is defined.

Analysis

• Information gathered from the benchmarking study is analysed against 
our existing performance and practices. 

Integration

• Findings from the study are reported to management together with 
proposed recommendations on integrations of the findings.

Review

Effectiveness of the benchmarking 
project is assessed and areas for 
further improvement are identified.

Action

• Action plans are developed to incorporate and implement the 
recommendations in improving our processes and policies.

• Targets are set to monitor improvements achieved.
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with Great 
MOMers

A Great MOMA Great MOM



to Prepare for the Upturn

T he Skills Programme for Upgrading and Resilience, or SPUR, is a cornerstone of the 
national strategy for managing the economic downturn. SPUR aims to cut costs and save 

jobs, reskill and upskill workers, and build new workforce capabilities for the upturn. In the 
implementation of this tripartite initiative, MOM and WDA worked closely and cohesively with 
the employers, unions, Community Development Councils, and continuing education and 
training (CET) partners.

 Since its launch, 212,000 workers have completed or are undergoing training, and 
around 47,000 unemployed have been placed into jobs. New enhancements to SPUR such 
as	SPUR-JOBS	for	the	recruitment	of	locals,	and	the	Professional	Skills	Programme	to	better	
meet the needs of professionals, managers, executives and technicians (PMETs), were also 
swiftly implemented.

 SPUR also provided the opportunity for WDA to strengthen the national CET system 
by encouraging more employers to adopt the Workforce Skills Qualification (WSQ) framework 
for training their employees. New innovative programmes suitable for smaller companies, and 
a whole range of new Professional Conversion programmes catering to PMETs were also 
launched concurrently, and these have been well received.

 The success of SPUR can be attributed to the ability of the Ministry to work as One-
MOM, its close collaborative relationships with its partners and most importantly, the ability to 
seize the downturn as an opportunity to further our CET efforts.

People
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4.1
human resource planning

Being	the	national	manpower	agency	in	Singapore	with	a	vision	to	build	“A	Great	Workforce,	A	
Great Workplace” for Singapore, MOM is committed to champion progressive HR practices and 
uphold good employment standards. Aligned with our vision, we aim to build “A Great MOM with 
Great MOMers”. 

In the area of HR Planning, our efforts 
have been given recognition by the  
following awards:

•	 Corporate	HR	Award	in	2008;

•	 Strategic	HR	(Leading	HR	Practices)	in	
2007 and 2008; 

•	 Manpower	 Resourcing	 and	 Planning	
(Special Mention) in 2007 and 2008; 

•	 Talent	 Management,	 Retention	 and	
Succession Planning (Leading HR 
Practices) in 2007;

•	 Nominated	 finalist	 in	 7	 award	
categories under the HRM Awards 
2010. Of which 2 awards have been 
accorded to MOM:

i.	 Best	Business	Continuity	Practices	
(Award winner for 2 consecutive 
years 2009 and 2010)

ii.	 Best	Employer	Branding

iii.	 Best	HR	Team

iv.	 Best	HR	Young	Gun	(Award	winner)

v.	 Best	Talent	Development	Strategy

vi.	 Best	Work-Life	Harmony

vii. Employer of Choice

4.1a How organisation develops its 
human resource strategies, 

policies and plans. This includes 
how the human resource strategies, 
policies and plans are aligned to the 
strategic plans.

One of MOM’s strategy is to achieve a One-
MOM identity (Figure 4.1.1). This entails 
creating an environment that engages and 

develops MOMers to their full potential, 
inspires passion and commitment through 
providing a clear line of sight, creating 
a culture of open communication and 
trust. We believe that the attainment of 
this goal will enable MOM to achieve its 
business objectives and fulfil its vision and 
mission as the national manpower agency  
of Singapore.

VISION  A Great Workforce A Great Workplace
 Towards Singapore as a Global City and Home

MISSION 
 To achieve a globally competitive workforce and a great

 workplace, for a cohesive society society and a secure economic  
 future is what every Singaporeans deserve

Progressive 
Workplaces (PW)

Globally Competitive 
Workforce (GCW)

Financial Security and 
Lifelong Employability for 

Singaporeans (FSLES)

19a. QUality
Strengthen  
Leadership

Planning and 
Knowledge 

Management

19b. Innovation
Develop Culture,

Systems and 
Processes to Foster 

Innovation

19c. People
Foster a One-MOM 

Identity; Be a  
People Developer

19d. Service
Establish High 

Standards in Policy 
Operationalisation 

and Service  
Delivery

Effective One MOM

People Philosophy People Vision People Mission

People Strategy

MOMers

Leaders Managers

R  
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P  

Performance & Recognition

C  
Competent & Committed MOMers

A Great Workplace
A Great Workforce

Employer of Choice
Best-in-Class HR Practices

Figure 4.1.1: Alignment of HR Strategies with MOM’s strategic outcomes
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MOM People Philosophy
MOM believes that our people are 
key to our success (Figure 4.1.2). This 
fundamental belief is encapsulated in our 
People Vision and Mission: 

•	 MOM’s	 People	 Vision:	 To	 be	 an	
employer of choice, and the best-in-
class in HR Practices

•	 MOM’s	 People	 Mission:	 To	 attract,	
retain, develop and motivate 
our people to achieve MOM’s  
Strategic Outcomes

Achievement of MOM Strategic 
Outcomes Through HR Planning
The National HR Team, PMD (People 
Matters Department) collaborates 
extensively with departments across 
MOM during the annual work planning 
cycle to ensure alignment of HR plans 
with the business strategies. Manpower 
issues including headcount requirements 
and identification of key competencies 
form the basis of HR planning for 

Figure 4.1.2: MOM’s People Philosophy

Figure 4.1.3: MOM’s BHP Model

recruitment, internal deployment, and  
talent management.

The HR team works closely with key 
partners to ensure strategic alignment, 
and some of the collaboration platforms 
include the annual MOM Strategic 
Planning Cycle, Department meetings 
through	 Business	 HR	 Partners	 (BHPs)	
(Figure 4.1.3), and Career Development 
Committee (CDC) where HR policies and 
issues are discussed with the Heads of 
Department, PS and DS.

4.1b Describe the organisation’s 
human resource requirements 

and plans, based on the 
organisation’s strategic objectives 
and plans.

Based	 on	 MOM	 strategic	 objectives	 and	
National Manpower Agenda, MOM’s HR 
plans are formulated to cover the following 
focal areas:

•	 Building	 high	 performance	 and	
recognition culture: Improve 
manpower productivity through 
effective deployment of manpower 
and building a performance- 
driven culture.

•	 Retention	 and	 renewal:	 Recruit	
promising persons with positive 
attributes, who will value add and 
energise the organisation, and to retain 
talented and high performing MOMers.

•	 Building	 competent	 and	 committed	
MOMers: Allocate resources to 
develop MOMers to be effective in 
their work, ensure that MOM has the 
positive organisational climate to 
engage MOMers to meet current and 
future organisational needs.

Details of MOM’s HR plans are presented 
in Figure 4.1.4.

MOMer 

PMD BHP as Main 
Point of Contact 
for Line Dept

Assess & Scope 
Client Needs

Source Solutions 
from PMD  

Specialist & PSD

Design & Deliver

Provide Feedback & 
Support

PMD HR Specialists & Centre of 
Expertise (COE)
• HR Policy & Planning
• Talent Management &  

Leadership Development
• Organisational Development
• Learning & Development
• Performance Management

VITAL.ORG
Centre Of Shared Services

HODs & Line 
Management

Employee Self-Service 
using PM2S, PRAISE & 

Learning@Gov

A Strategic HR Model

1

MOM’s People Philosophy

MOMers are key to MOM’s success.

Each MOMer has strengths and talents which MOM should 
develop, maximise & recognise.

A Great Workforce, A Great Workplace
Great MOMers, Great MOM
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4.1c How organisation uses 
feedback to improve human 

resource strategies, policies  
and plans. 

MOM’s HR team works closely with 
stakeholders to implement the MOM 
HR plans. Feedback and review of the 
plans are carried out at the forums listed  
under Figure 4.1.4.
 
The feedback which gathered has 
acceleratedthe role of HR, from one 
focuses on traditional basic HR functions 
to one which forges active partnership with 
the line divisions to support their business 
needs (Figure 4.1.5). 

In addition, MOM’s HR team seeks 
improvement by keeping itself abreast 
of good and innovative HR practices. An 
example of this is outlined in Figure 4.1.6.

Figure 4.1.4: MOM’s HR Value Chain

People Strategy

People Value Functions

People Outcomes

People Indicators — One-MOM Identity

Evaluation & Review Mechanisms / Platforms

Through Employer of Choice & Best-in-Class Practices

HR Specialists & Centre of Expertise

HR Planning & Policy

Ready Supply of Talent

R
ev

ie
w

 a
nd
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lig

n

Staff Engagement Index

Annual  
Workplanning Exercise

Staff Resignation Rate 
 (High Performers)

Career Development  
Committee (CDC)

Training Investment as  
% of Payroll

LG Forums

Proportion of  
Mature Workforce

Leadership Summit  
& Workplan Seminar

MOM Townhall  
Meetings

Growth in Key Capabilities High Performance of Workforce Engaged Workforce

• Rewards & Recognition
• Performance Management
• Strategic Workforce Planning &  

Manpower Management
• HR Policy Development & Review
• Human Resource Information System
• Vendor/Partner Management
• Business Conduct
• Career Development
• Organisation Design & Job Structure

• Culture Developement & Management
• Leadership Development
• Succession Planning
• Talent Management
• Learning & Development
• People Engagement and  

Communications
• Staff Welfare & Wellbeing
• Work-Life Balance

• Strategic Partner to Senior Management  
on Human Capital Management

• HR Consultancy and Partnership
• Change Management and Interventions
• Maintain high standards of HR policies  

and practices

OD & Learning HR Business Partnership

Business HR Partners

“A One-MOM Identify”
Retention & Renewal Culture Competent & Committed MOMersPerformance & Recognition Culture

Figure 4.1.5: Evolution of HR Strategies and Roles

Evolution of HR Strategies & Roles

HR Basics           Measurement   Differentiation            Active Strategic Partner

2005             2006      2007           2008 – 2010

• Business HR Partnership (BHP)
• Centre of Expertise
• Outsourcing partnership with Vital.Org

Our Focus

• Promote a performance driven culture
• Re-employment of older workers
• Leverage on MOM Business HR Partnership 

Model to provide strategic HR partnership 
and a seamless access to HR activities for 
line departments

• Provide an effective succession planning
• Talent attraction, retention and management
• Leadership development

Figure 4.1.6: Cycles of Improvement in HR Plans

Evaluation 
Platform

Corporate Planning 
Exercise. 

Opportunity for 
Improvement

Tripartite guidelines 
for Employability of  
Older Workers.

Improvements 
Implemented

MOM Mature  
Workforce Strategy.
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4.2 
Employee Engagement

4.2a The strategies adopted and 
the mechanisms available to 

encourage and support individual 
and team participations in achieving 
organisation’s goals and objectives.

An engaged workforce is a productive 
workforce which can better deliver our 
business outcomes.

The MOM’s employee engagement 
framework (Figure 4.2.1) is centered on:

•	 Inculcating	 passion	 for	 work	
improvement;

•	 Establishing	platforms	for	regular	and	
effective communications;

•	 Building	teamwork;	

•	 Providing	 learning	 and	 development	
opportunities;

•	 Rewarding	 and	 recognising	 good	
work; and

•	 Providing	 a	 conducive	 working	
environment which also provides for 
work-life harmony.

The framework takes into consideration 
the differences in staff profile and attempts 
to address their individual needs.

In the 2009 Organisation Climate Survey, 
we hit a record-high participation rate of 
94% (as compared to 89% in 2008). Our 
engagement scores also improved from 
64% in 2008 to 82% in 2009. It shows a 
strong sense of pride among MOMers 
and overall satisfaction in MOM. Overall, 
MOM’s performance is 70% favourable, 
9% point higher than the PS Norm of 61%.

Mechanisms and platforms for employee 
engagement are summarised in  
Figure 4.2.2.

4.2b The process of implementation 
of the mechanisms for 

employee involvement and 
commitment and the review of  
their effectiveness. 

PMD works intimately with the line divisions 
to translate corporate-wide initiatives into 
division-centric initiatives. Critical success 
factors for implementation are as follows:

•	 Strong	 leadership	 involvement	 and	
commitment;

•	 Clear	communication	and	intent	of	the	
engagement mechanism; and

•	 Systematic	 implementation	 with	 
follow through.

An integrated process is in place to 
ensure close collaboration among 
all the departments driving staff  
engagement initiatives. 

4.2c How the organisation evaluates 
and improves its overall 

employee involvement process.

Clear measurement indicators, both 
qualitative and quantitative, are 
established for the evaluation of the various 
mechanisms, and the evaluation tools and 
platforms are summarised in Figure 4.2.2. 
Examples of cycles of improvements are 
captured in Figure 4.2.3.

Culture & Purpose
• Sense of Purpose

• Org Values and Behaviors

ENGAGEMENT

Rewards & Recognition
• Financial Rewards

• Benefits
• Recognition

Relationships
• Co-Workers
• Managers
• Customers

Leadership
• Credibility

• Trust

Work Activities
• Impact

• Challenge/Interest
• Status/Pride

Quality Of Life
• Physical Environment

• Time/Work-Life 
Harmony

Opportunity
• Growth/Development

• Advancement
• Interaction

Figure 4.2.1: Employee Engagement Framework
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  Figure 4.2.2. Employee Engagement Framework

Figure 4.2.3: Cycles of Improvement for Employee Involvement Process

Evaluation Platform

OCS — Organisational 
Climate Survey

QSC — QuIPS Steering 
Committee 

Opportunity for Improvement

Limited platform for MOMers to 
come together for team activities.

Measurement of involvement in 
cross-departmental projects  
not tracked.

Improvements Implemented

The monthly PS Challenge was 
introduced in 2006 to give opportunities 
for MOMers to participate in MOM-
wide activities. These initiatives create 
opportunities for MOMers to establish 
rapport, build networks, and help build 
a sense of common identity.  

Participation of cross-departmental 
projects tracked as part of  
Innovation Index.

Strategies

Passion 
for work 

improvements

• i2i & WITs 
• Innovation Carnival 
• QuIPS Steering Committee (QSC) 
• COPs

• Attendance 
• SSS &WITS Participation 
• Staff Engagement index  

from OCS 
• Staff Resignation Rate 
• % of Man-day lost due to MC 
• FWA take up rate 
• Internal Customer  

Satisfaction Index 
• Learning events  

feedback/evaluation  
• Compliance to  

Service Standards 
• Compliments to  

Complaint Ratio

• Career Development 
Committee (CDC)

• Corporate Management 
Meeting (CMM)

• QuIPS Steering  
Committee (QSC) 

• BHP — Departmental  
Meetings (People)

• MOM Renovation  
Steering Committee

Qualitative Tools:
• Learning Evaluation
• AARs 
• PS/DS Tea Sessions 
• Townhalls/ Workplan Seminar/ 

Leadership Summit

Quantitative Tools: 
• Organisation Climate Survey  
• Key Performance Indicators

• Townhalls
• Workplan Seminar/  

Leadership Summits
• MOMentum (e-newsletter)
• A Line from PS 
• Internal Comms 
• Insight HR 
• PS/DS Tea Sessions

• Cross-Dept Working Committees
• PS Challenge
• Values D.N.A
• Dept Workplan Retreats 

• Learning Days
• MOM Sponsorship &  

Scholarship Prog
• Leadership Development
• Mentoring Programme 
• Total Learning Plan 
• Leadership Groups

Monetary:
• Compensation & Benefits

Non Monetary:
• PS Commendation Award
• Minister For Manpower Award
• Service Excellence Award at 

Departmental level Ministry Level 
to National Level

• Innovation Award
• Value Pins

• Staff Welfare and  
Wellbeing (SWW)

• Departmental level staff  
welfare team

• FLEXI@MOM
• MOM Family Day

Regular & 
Effective 

Communication

Build Teamwork

Learning & 
Development 
Opportunities

Rewards & 
Recognition

Build Conducive 
workplace

Mechanisms (Platforms) Measurements Individual Evaluation Tools Collective Evaluation Tools



  People

4.3 
Employee learning and Development

MOM’s career development is based on 
the philosophy that career development 
is employee owned, supported by 
their supervisors and MOM creates the 
supporting infrastructure and system to 
facilitate this (Figure 4.3.1).

Since January 2009, as part of our people 
strategy, MOM has conceptualized 
a career development model entitled 
“Starlight Express”. This encapsulates a 
7-step process to engage MOMers to take 
ownership of their own career development 
in partnership with their supervisors and 
MOM, towards developing themselves 
to achieve their fullest potential in MOM 
(Figure 4.3.2).

MOM invests in employee learning and 
development to build the competencies in 
MOMers. For its learning and development 
achievements, MOM was awarded the 
People Developer Standard in 2000, 2003 
and 2007.

4.3a How the organisation identifies 
its learning and development 

needs for all employees to support its 
goals and objectives.

Aligned with MOM’s goals and objectives, 
a competency framework is used to guide 
the learning and development of MOMers. 

My Career. My Charge

Employee..
SPARK

Manager..
SUPPORT

MOM..
SySTEM

A Joint Responsibility (3S)

Figure 4.3.1: Joint Responsibility (3S) Model in Career Development

For MOMers, learning needs analysis 
(Figure 4.3.3) is conducted annually 
via Individual Development Plan (IDP) 
and discussed during performance 
management dialogues between 
supervisor and staff. Competency gaps 
and Individual Learning Roadmaps (ILR) 
are discussed, together with their current 
performance and career.

At the departmental level, learning and 
development needs are discussed and 
reviewed at the annual workplan exercise 
to ensure that training in the coming year 
serves to address competency gaps and 
build new competencies identified for key 
strategic priorities.

Employee SPARK — 7 Steps Process

Aspire

Align

Gaps

PlanAct

Ownership

Review

Employee 
SPARK

Figure 4.3.2: Starlight Express
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4.3b How learning and development 
opportunities are delivered, 

and reviewed for their contribution 
to individual and organisational 
effectiveness.

New MOMers attend a 4-part programme 
called the MOM Foundation Package 
within their first 6 months in MOM. The 
Package is designed to familiarise new 
officers with Public Service ethos and 
MOM’s work, as well as to imbue in them 
the values of the organisation. 

For existing MOMers, MOM Learning Day 
is a platform open to all. It offers lunchtime 
talks on topics relevant to MOM Core 
Leadership competencies and values, as 
well as provides updates on changes to 
policies, processes and programmes. 

For managers and leaders, their 
development is guided by MOM’s 
leadership development framework  

Figure 4.3.3: MOM’s Learning Needs Analysis Process

Learning Needs Analysis Process

Innovation and customer-focused strategies are taken into consideration in 
identifying key programmes based on our core, leadership functional competencies. 

In aligning our learning strategy to our business objectives and our organisation 
excellence objectives, our departments’ learning plans and MOM Total Learning 

Plans support our MOM’s Vision and Mission.

R
ev

ie
w

 a
nd

 A
lig

n

MOM’s Business Objectives

Dept’s Functional Competencies

Dept Key Learning Programmes 
Individual Key Learning Needs

MOM’s Organisational  
Excellence Objectives

Core & Leadership 
Competencies

Core & Leadership Programmes

Dept’s Learning Plans

MOM’s Vision & Mission

MOM’s Total 
Learning Plans

(Figure 4.3.4), which is aligned with 
its leadership competencies. To 
further enhance personal learning and 
development for managers, two key 
programmes have also been introduced:

•			 MOM	 Sponsorship	 Scheme:	 to	
support MOMers for professional 
development; and

•		 MOM	 Scholarship	 and	 Development	
Award: Initiated in 2001, this is awarded 
to promising officers identified to 
have the potential to assume senior 
leadership positions. 

To ensure talent retention and enable 
renewal and succession planning, MOM 
identifies a select group of promising 
officers. Conscious efforts are undertaken 
to further develop these promising officers 
to provide them with more exposure, and 
eventually ease them into their new roles. 

For support officers, in addition to 
professional development, specific 
developmental programmes have been 
designed to upgrade their skills and 
enhance their employability such as the 
MOM Diploma in Admin and Management.

Assessment of Training 
Effectiveness
To review how learning contributes to 
individual and organisational effectiveness, 
several platforms are used (refer to learning 
evaluation framework in Figure 4.3.5):

•		 Pre-course	discussion	 to	 set	 learning	
objectives;

•		 Post-course	 evaluation	 for	 key	
customised courses to review 
learning objectives and post-course 
performance targets; and

•		 Quarterly	Training	Reports.



  People

Process Stages

Develop and 
implement Learning 
Solutions

Evaluation Platform

Feedback from 
Supervisors

Opportunity for 
Improvement

Foundation 
Programme is too 
lengthy.

Improvements 
Implemented

Foundation 
Programme 
redesigned to shorter 
Foundation Package

4.3c How the organisation evaluates 
and improves its overall 

learning and development process.

MOM’s learning and development process 
is reviewed and evaluated in the following 
cycle (Figure 4.3.6) which looks at both 
short term and long term capabilities:

An example of cycles of improvement is shown in Figure 4.3.7.

MOM/ Partners-Related Progs

• Advance Executive Program by 
CGSB/Kellogg

• Executive Development 
Programme by Kellogg

• AMP by INSEAD/ NTU/ Berkeley
• CCL’s Leadership LDP
• LKY SMP

• EDB’s Firefly Leadership 
Development

• Management Acceleration 
Programme by INSEAD

• MOM Supervisory Programme: 
Part I & II

Civil Service Leadership Progs

• Leaders In Administration 
Programme

• Senior Management Programme

• Senior Management Programme
• Governance Leadership 

Programme

• Governance Leadership 
Programme

• CSC Strategic L.E.A.D. 
Programme

• CSC Manager L.E.A.D. 
Programme

• *Executive Development Course 
by IPD

MX 8 & Above
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MX 9  
(Directors/ SDDs)

MX 10  
(DDs/ SADs)

MX 11 (ADs/ Heads/  
Senior Managers)

MX12  
(Managers)

MX 13  
(Assistant Managers)

MSO Supervisors

CSO Supervisors

*For Scholars & Hi-Pos with less than 4 years of service

Supervisors

Managers

Leaders

LG
1 

&
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G
2 

S
es
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Figure 4.3.4: MOM Leadership Development Framework

Figure 4.3.5: Learning Evaluation Framework incorporating Kirkpatrick Model

Figure 4.3.6: Cycles of Improvement for Learning and Development Process

Figure 4.3.7: Example of cycles of improvement

Levels of Measurement

Level 1 Reaction

Level 2 Learning

Level 3 Behaviour

Level 4 Results

Measurements in MOM

• All programmes have Level 1 post-course evaluations.

• Tests and examinations are put in place for some of our core programmes to measure the increase in knowledge.
• E.g. Responsiveness in Frontline Customer Service Workshop where all MOM Counter Staff are required to take a 

test after the course.

• This is discussed and communicated through the performance management platform twice a year.
• Pre-course expectation is also communicated through course placement notices.

• Reflected in our people indicators and the respective Department’s indicators.
• Reflected in the quarterly Learning Effectiveness Report.

Performance 
review between 
Supervisor an 
Supervisee

Inputs from 
departmental 
work plans

Evaluate the effectiveness of learning process and solutions 
through OCS, training survey and performance review

Ensure learning 
needs are 
still aligned 
with learning 
objectives

(Jan – Mar)
Develop and 
Implement  
Learning  
Solutions 

(Sep)
Year end  

learning review

(Apr)
Mid year  

learning review

(Oct – Jan)
Learning Needs 
Analysis (LNA)
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Our efforts thus far have also been 
given recognition through the following 
Singapore HR Awards: 

•		 Singapore	 HEALTH	 Award	 (Gold)	 
in 2008;

•		 Quality	Worklife	(Leading	HR	Practice)	
in 2008;

•		 Health	 and	 Employee	 Wellness	
(Leading HR Practice) in 2008;

•		 Work-Life	Excellence	Award	in	2008;

•	 Health	 and	 Employee	 Wellness	
(Special Mention) in 2007;

•		 Workplace	 Safety	 &	 Heath	 (Special	
Mention) in 2007; and

•	 Quality	 Work-life	 (Special	 Mention)	 
in 2007.

4.4a How the organisation 
develops a supportive 

work environment that enhances 
employee health and satisfaction, 
and promotes a harmonious 
relationship between management 
and unions/employees. Include how 
the organisation supports the needs 
of a diverse workforce.

To emphasise the importance of staff 
welfare and well-being, DS leads by 
example and assumes the role of MOM’s 
Work-Life Advocate. Divisional Director 
NHRD chairs the Staff Welfare and Well-
Being	 (SWW)	 Steering	 Committee	 (SC)	
which reports to DS for programmes 
planned for the year to inject better 
work-life integration for staff. The SWW 
workplans are also tabled at the Career 
Development Council (CDC) which is a 
senior management board meeting chaired 
by PS. SWW comprises 4 sub-committees 
each supported by an Advisor who is at a 
Director level (Figure 4.4.1).

MOM’s SWW framework is supported by 
three pillars — work policies, staff welfare 
and staff well-being.

Work Policies
MOM Senior Management is committed 
to making work-life harmony an integral 
part of MOM’s culture. The Flexi@MOM 
Programme was introduced in 2008 to 

4.4 
Employee Well-Being and satisfaction

The well-being and satisfaction of our MOMers is of utmost importance to us, as it contributes 
towards building committed and engaged MOMers. 

encourage all employees to try at least one 
form of Flexi programme (Figure 4.4.2). 

The programmes have been very 
successful in building a high-trust culture 
in MOM. The responses gathered from 
the 2009 Employee Perception Survey 
conducted by PSD showed positive 
scoring as MOMers felt that Flexi@MOM 
has helped them achieve better work-life 
harmony (Figure 7.3.8).

Staff Welfare
Three sub-committees contribute towards 
staff welfare within MOM and address the 
social needs of our diverse workforce:

•	 Staff	Welfare	and	Recreation

•	 Social	Development;	and

•	 Childcare	and	Parenting.	

Staff Wellbeing
The Healthy Lifestyle@MOM subcommittee 
contributes towards staff well-being by 
looking after the safety and health of 
MOMers, which includes identification of 
ergonomics, chemical, physical, biological 
and psychological risks in MOM, and 
putting in place measures to eradicate 
these risks. 

4.4b How the organisation 
measures and assesses its 

employee satisfaction.

The various communication platforms 
highlighted in Category 4.2 allow staff 

to share issues and concerns in terms 
of employee satisfaction. At these 
engagement platforms, PMD leverages 
on key Heads of Departments and 
BHP	 managers	 to	 capture	 common	
issues raised by staff. Feedback is then 
collated, segmented, categorised and 
addressed by PMD or by PS through 
the Townhall sessions. In addition to 
these, we also make use of the OCS to 
give us an overview of MOM’s employee  
satisfaction level.

4.4c How the organisation 
evaluates and improves its 

approach to enhancing employee 
well-being and satisfaction.

An integrated process has been put 
in place to ensure that feedback is 
collated, tracked and analysed for future 
improvement. 

For OCS results, MOM analyses historical 
trends and identifies areas of improvement 
to be addressed at 2 levels:

•	Organisational-level	action	plans,	and

•	Departmental-level	action	plans.

PS dedicates one Townhall every year 
to communicate the OCS findings and 
highlight measures MOM will be putting in 
place to address staff concerns.

MOM Staff Welfare & Well-Being (SWW)

Deputy Secretary(Manpower) 
Work-life advocate

Career Development Committee 
(Chaired by PS)

Division Director (NHRD) 
Chair, SWW

Work-life Ambassador 
Secretary, SWW

Social 
Development

Staff Welfare & 
Recreation

Healthy Lifestyle 
@ MOM

Childcare & 
Parenting

Figure 4.4.1: MOM SWW Structure
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4.5a How the organisation’s 
employee performance 

and recognition systems support 
high performance, innovative and 
creative behaviour and achievement 
of objectives and goals.

MOMers are appraised based on the 
following criteria (Figure 4.5.1): 

•	 Results:	 performance	 on	 individual	
KPIs linked to departmental goals and 
objectives; and

•	 Effort	 and	 Growth	 (as	 highlighted	 in	
Figure 4.5.2);

4.5 
Employee performance 
and recognition

Aligned with building a performance-driven culture, MOM is 
the first Ministry to introduce a performance and competency-
based performance management system. Our PRiDE 
framework has been considered best practice by many public 
sector agencies. Our efforts on this front have also been 
recognised at the Singapore HR Awards with an award in 
Rewards Management (Special Mention) in 2008. 

Operating within the context of PSD’s 
guidelines, MOM also rewards MOMers 
through various mechanisms:

•	 Development	 Awards	 and	
Sponsorships;

•	 Value	 pins	 aligned	 to	 MOM	 shared	
values (as highlighted in Figure 4.5.2); 

•	 MOM-wide	 awards	 to	 recognise	 the	
outstanding achievements by project 
teams or individuals.

A service rewards and recognition 
framework (Figure 4.5.3) has been 
established specifically to recognise 
MOMers who provide excellent services to 
internal as well as external customers.

Flexibility When you Need It

Flexi-Time 
(Staggered Hours)

• Staff Choose their working hours.
• Band of working hours revised as:
 Start time: 7.30 – 10.30am
 End time:  5.00 – 8.00pm
• Agreement between staff & RO

Part-Time 
Employment 

Scheme

• Min 11 hrs/wk – Max 36 hrs/wk
• Salaries pro-rated according to 

hours worked
• Formal applications required

Flexi-Schedule

• Staff determines his working 
schedule to suit his needs

• Staff allowed to take a few hours 
time-off and to make it up on the 
same/another work day

• This category includes Flexi-
Exercise hour where staff can use 1 
hour/week for exercises

• Agreement between Staff & RO

Telecommuting 
(Remote Working)

• Staff works away from the office
• Can be on ad-hoc or regular basis
• Needs remote access/laptop
• Staff are expected to be reachable  

at least through handphone
• Approving authority depends on 

working arrangement

C
ulture of Trust

C
ul

tu
re

 o
f T

ru
st

FLEXI 
@MOM

Figure 4.4.2: MOM’s Flexi@MOM Programme
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4.5b How the organisation evaluates and improves its performance and 
recognition systems.

The effectiveness of MOM’s performance management and recognition structure is 
measured via the OCS, and by proxy, through exit interviews. 

In the 2009 OCS, we hit a record-high participation rate of 94% (as compared to 89% in 
2008). Our engagement scores also improved from 64% in 2008 to 82% in 2009. It shows 
a strong sense of pride and overall high employee satisfaction in MOM. 

Nonetheless, an annual review is conducted to ensure that the rewards and recognition 
framework, designed to motivate and reward staff, remains competitive. 

Figure 4.5.2: Non-Monetary Awards aligned to MOM Shared Values

Figure 4.5.3: Service Rewards and Recognition Framework 2010

Figure 4.5.1: MOM’s Performance Management Framework

Performance Management Framework
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MOM 
Strategy

Strategic 
Objectives

Core 
Capabilities

MOM- wide 
Targets/Measures

Desired Knowledge, 
Skills & Behaviours

Department & Individual 
Targets/Measures

Core, Leadership 
Functional Competencies

Non-Monetary Rewards in MOM

MOM Shared Values Non-Monetary Rewards in MOM

Professionalism • MOM STAR Service Awards/
Service Excellence Awards

• PS Commendation Awards
• National Day Awards
• Minister For Manpower Awards
• Exemplary MOMers Awards

Teamwork • PS Commendations Awards
• Exemplary MOMers Awards

People-Centredness • Exemplary MOMers Awards
• MOM Value Pins Awards
• MOM Long Service Awards
• Appreciation Cards
• Thanks! MOM

Passion for Progress • PS Commendation Awards
• National Day Awards
• MOM Innovation Awards
• Exemplary MOMers Awards
• Innovation Ambassador Awards

NATIONAL 
LEVEL

Excellent  
Service Award

• STAR Award
• Gold Award
• Silver Award

PS 21 STAR 
Service Award
• PS 21 STAR 

Service Award

MINISTRy LEVEL

Annual MOM Star 
Service Award

• Gold Award
• Silver Award

• Bronze Award
• Outstanding Customer 

Service Award

Annual Departmental 
Award
• Best Service Culture 

Initiative Award
• Best Customer 

Engagement & 
Education Award

• Most Impactful Rules/
Services Reviewed 
Award (Champion + 
Consolation winners)

DEPARTMENT LEVEL

Quarterly Service Excellence Award
• 64 Winners per quarter

Service Appreciation Cards & Pins



Processes

“
The Ministry of Manpower had in Oct 2004 introduced the Work Permit Online 

system which employers particularly appreciate as it allows us to apply for work 

permits of foreign workers and know the results of our applications in a day! This one 

day processing time is remarkable and helps employers to quickly bring in critical 

foreign manpower who are increasingly required to travel at short notice.”  

                 

– Singapore National Employers Federation 

and	the	Singapore	Business	Federation



Ideas

Development

Implementation

Outcome



  Processes

Effective and Pro-Enterprise Systems and  

Processes

G overnment rules and regulations need to remain relevant and supportive of a pro-business 
environment to promote entrepreneurial spirit and business growth. Mechanisms, e.g. 

the rules review platform, have thus been put in place at MOM to review and ensure excessive 
and outdated regulations are amended or removed. An example of a review that made 
significant impact is the new Factory Notification Scheme. 
 
 Under the previous Factory Registration system, all factories were required to be 
registered with MOM before they could commence operations. Registration was valid for up 
to two years, and an average annual fee of $250 was payable upon registration and renewal. 

 With the review, a risk-based approach was applied to ensure registration 
requirements are calibrated to commensurate with the level of risks of factory operations. 
Under the new Factory Notification Scheme launched in November 2008, lower risk factories 
only need to make an online declaration on the implementation of Risk Management at their 
workplaces, and need not pay the annual registration fee or submit supporting documents.

 This benefited nearly 14,000 registered factories (or 2/3 of all factories) with lower 
risk activities, with annual cost savings amounting to about $3.5 million. Lower risk factories 
which have paid for their licences also received pro-rated refunds of their factory licence fees. 
Time savings for application of factory licences also worked out to be 28,000 to 36,000 man 
days per annum for the industry. 

 MOM benefited too, with cost savings amounting to $0.6 million annually for 
reducing the licensing function, and time-savings adding up to 250 man-days. Apart from 
creating a more pro-enterprise business environment, we have also been able to use this 
opportunity to strengthen the management of workplace risks in industry.

 Efforts on this front have earned us the FRONTIER Special Achiever Prize by MTI in 
2009,	and	the	public	service	Best	Practice	Awards	(Regulation)	in	2010.	
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As a result, MOM has been able to 
conceive and implement both strategic 
and operational innovations. These are 
needed to ensure that MOM’s workforce 
and workplace policies remain competitive 
and agile for Singapore’s continued 
economic growth.

3 building blocks have been identified to 
drive innovation, looking at empowerment 
(building block 1), culture (building block 2) 
and the enabling systems and structures 
(building	block	3).	Building	blocks	1	and	2	

5.1 
innovation processes

MOM recognises the importance of innovation to keep pace with the changes in its operating 
environment. “Passion for Progress” was identified as one of MOM’s shared values, to emphasise 
this and to encourage behaviours that support innovation. 

are	covered	in	Category	1.	Building	Block	
3 encompasses the following:

•	 Innovation	process	and	resources	(for	
example the Core Innovation Fund);

•	 Enabling	 innovation	 systems	 and	
platforms (for example the ERIKA 
system and i2i);

•	 KM	framework	(Category	3);	and

•	 Competencies	 and	 rewards	 
(Category 4).

5.1a How innovation management 
process supports value 

creation. Include how creative 
ideas are harvested, evaluated and 
implemented.

MOM believes that everything begins 
with an idea, but for the organisation to 
draw value from ideas, they need to be 
implemented. Though innovations happen 
everywhere within the organisation, the 
organisation makes deliberate efforts to 
put in place processes to harvest ideas 
more intentionally and cultivate them to 
their fruition to harness the values within. 
Figure 5.1.2 illustrates broadly how ideas 
are processed.

Identify Issues
Issues are identified and generated 
through the following means:

•	 Customer/Stakeholder	outreach;

•	 Customer	 feedback,	 appeals	 and	
complaints;

•	 Feedback	from	partners	and	suppliers;

•	 Benchmarking	 and	 environment	
scanning;

•	 Performance	reviews	and	discussions	
by Management; and

•	 Issues	raised	by	MOMers	themselves.

A Great Workforce A Great Workplace

MOM Shared Values  
Passion for Progress

People-Centredness, Professionalism, Teamwork

Progressive 
Workplaces (PW)

Building Block 1:
Every Idea Matters

Globally Competitive 
Workforce (GCW)

Building Block 2:
Culture that Stimulates and 

Encourages Innovation

Financial Security and 
Lifelong Employability for 

Singaporeans (FSLES)

Building Block 3:
Enabling Systems and 

Structures

19a. QUality
Strengthen  
Leadership

Planning and 
Knowledge 

Management

19b. Innovation
Develop Culture

Systems and 
Processes to Foster 

Innovation

19c. People
Foster a One MOM 

Identity; Be a  
People Developer

19d. Service
Establish High 

Standards in Policy 
Operationalisation 

and Service  
Delivery

Effective One MOM

Strategic Innovations Operational Innovations

Figure 5.1.1: MOM’s Innovation Framework



  Processes

Ideas Generation
Ideas can be generated internally and 
externally, top-down or bottom-up. While 
they can appear anytime and anywhere, 
MOM seeks to capture as many of these 
ideas as possible. 

To further encourage creativity from 
MOMers, tools such as the design thinking 
technique has been introduced into the 
organisation. Apart from training, MOMers 
also take up facilitation roles to guide the 
ideation process for projects.

The Core Innovation Fund (CIF) has 
also been used by MOM to support 
experimentation and prototyping to test 
and generate more ideas. 

Ideas Evaluation
Focus groups are conducted to bounce off 
policy ideas. Focus groups composition can 
be from industry, grassroots or customers. 
Platforms such as PG, LG and MMM/MPM 
are also used to evaluate policy ideas. 

The Tripartite platform is also used to 
evaluate ideas that will have impact on 
employers and employees. 

In addition, we also use the CIF for 
experimentation and prototyping, which 
allows us to evaluate new technologies 
and applications, and explore design 
alternatives prior to implementation. 

To ensure the feasibility of ideas, risks and 
impacts are also evaluated from different 
perspectives such as impact on public 
relations, resource implications etc.

For i2i, ideas are reviewed by domain 
experts, while projects on the other hand, 
are usually evaluated by supervisors or 
groups of HODs. 

Ideas Implementation
Ideas that generally do not have major 
operational implications are encouraged to 
be implemented with a “Just Do It” spirit.

For other forms of ideas and projects, 
upon endorsement and leadership support, 
the necessary resources will be sought to 
implement the ideas. Though the CIF can 
be tapped on for trial implementation, 
actual implementation and comprehensive 
rollout usually leverages on other available 
internal funding sources.

Steering Committees or taskforces are 
usually set up to monitor the implementation 
of big projects. For instance, the ERIKA 
Steering Committee, comprising members 
from CPD, CRD, ISTD and the operations 
departments, was set up to drive and 
monitor the implementation of ERIKA. 
External parties may also be included.

For IT system enhancements, UATs are 
always conducted to ensure that the system 
is in order before rollout. Necessary trainings 
and communications are also conducted to 
ensure smooth implementation of ideas.

5.1b How new products and 
services and their related 

production and delivery systems are 
designed and introduced. Include  
how employees, customers and 
suppliers/partners are involved in  
the design process.

Industry dialogues, surveys, interviews and 
platforms like the tripartite committees, are 
used during the broad policy formulation 
stage to ensure customer or public needs 
are correctly understood. Partners and 
suppliers are also engaged during the 
implementation process. 

Internally, the One-MOM approach to 
facilitate the translation of policy into 
operations or into products across all 
MOM Core Processes is illustrated in the 
4-stage cycle below (Figure 5.1.3). This 
ensures process requirements are met, 
and products and services meet customer 
and operational requirements as follows:

•	 Stage	1:	Sensing	and	Agenda	Setting	

→ Identify and prioritise issues/future 
trends, and address challenges or 
gaps for core products or services 
(Category 6).

Monitor and Review

Identify 
Issues

Idea 
Generation

Idea 
Evaluation

Idea 
Implementation

Senior 
Management

MOMers

Our Customers and 
the General Public

Partners

Suppliers

Value

MOM Business/Strategic Outcomes

One-MOM

Review Sensing and 
Agenda Setting

FormulationImplementation

Figure 5.1.2: How Ideas Are Processed

      Figure 5.1.3: One-MOM Policy to Operation Process
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•	 Stage	2:	Formulation		

→ Options are identified and analysed 
based on their effectiveness, 
impact, cost and benefit etc. 

→ Departments will consider the 
potential customer impact of 
the policy/service to ensure that 
the initiative is designed to meet 
customer needs and aligned to the 
WOG initiatives/directions.

→ Cross departmental consultation 
and external consultation sessions 
with key stakeholders provide a 
comprehensive range of input 
on implementation constraints 
and an assessment of policy/ 
service impact. 

•	 Stage	3:	Implementation	

→ With the inputs gathered, the 
policy departments will flesh out 
the detailed policy specifications, 
identify resources and continue 
to work with key stakeholders (to 
ensure smooth implementation 
of the policies. MOM operations 
departments and statutory 
boards will work with the policy 
departments to translate the 
policies into operational plans.

•	 Stage	4:	Review		

→ Feedback from key stakeholders 
and customers would be taken 
into consideration in the process 
review stage to further refine and 
re-align the policies/services, so as 
to ensure their continued relevance  
and effectiveness.

5.1c How innovation and design 
processes are evaluated  

and improved.

MOM’s innovation and design processes 
are discussed, evaluated and improved at 
platforms such as CMM and QSC. Some 
specific sources used to identify areas for 
improvement include:

•	 State	of	Innovation	reports;

•	 Cross-departmental	project	teams;

•	 Staff	suggestions;

•	 Organisational	Climate	Survey;

•	 Internal	Customer	Service	Survey;

•	 Customer	Perception	Survey;

•	 Civil	Service	ExCEL	Survey;	and

•	 Projects/Initiatives	AARs

From the above sources, key items are 
discussed at various review forums and 
corresponding lead departments are 
identified to follow-up on closing the 
gaps. Figure 5.1.4 shows the spectrum 
of platforms available for innovation  
process improvement.

For example, a cross-departmental 
SPARKS team formed in 2006 showed that 
MOMers equated innovation to only WITS 
and SSS. To address this, many other 
innovations,	e.g.	Workfare	Bonus	Scheme	
and WPOL, were celebrated during the 
Innovation Carnival to help MOMers better 
appreciate what innovation means.

Going forward, with the successful 
application of Design Thinking 
methodology in MOM’s work, the plan is 
to build up the design thinking capability 
more systematically to raise the level of 
innovation within MOM.

   Figure 5.1.4: Review Cycle and Forums
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  Processes

5.2 
process management and improvement

5.2a Define the key production 
and delivery processes of 

its products and services and 
their support processes. Include a 
description of the processes and their 
key measurements and requirements.

Key Processes
For the purposes of this report, we 
describe policy divisions as producing (or 
developing) policies, and line departments 
as delivering (or implementing) them. 
Nonetheless, it is important to highlight 
that in the business of governance, the 
line between production and delivery 
processes is not always clear. A policy is 
not merely produced and then handed over 
to another division to deliver. Instead, the 
process of developing a policy necessarily 
involves consideration of how it should be 
implemented. Similarly, those in charge 
of implementing policies have sufficient 
operational flexibility in that how they 
implement a policy can materially change 
that policy.

Our production and delivery processes are 
aligned to MOM’s strategic outcomes. The 
achievement of each strategic outcome is 
driven by one lead policy division, with at 
least one line division or statutory board 
implementing the policies.

Key production and delivery processes, 
and how they map to the MOM strategic 
outcomes, are outlined in Figure 5.2.1. 
Each strategic outcome has a meeting 
platform to help integrate the various 
production and delivery processes. 
The measurements for these business 
outcomes have been described in 
Category 2.

The Role of MOM’s Partners in 
Producing and Delivering Policies
MOM’s policies are often developed in 
close consultation with and delivered by 
or in collaboration with its partners. This 
is particularly the case for promotional and 
educational initiatives, given the additional 
reach and influence that our tripartite 
partners, employers and unions, can bring 
to the table.  

High-level tripartite committees (such 
as the National Wages Council, and 
the Tripartite Taskforce to Manage 
the Economic Downturn) comprise 
key representatives from the tripartite 
partners and make recommendations 
on employment practices in the form of 
tripartite guidelines and advisories. MOM 

and the tripartite partners then work 
together on joint outreach efforts, for 
example under the Singapore Tripartism 
Forum platform, to ensure a coordinated 
effort to promote the adoption of 
these guidelines, advisories, and other 
progressive employment practices.

Increasingly, we are also relying on 
partners in the industry to play a role in 
self-regulation. 

Support Processes
The above production and delivery 
processes would not function without 
MOM’s support processes. These support 
processes are outlined in Figure 5.2.2. 

Strategic outcome
Processes

Platform
Production

MPPD  
(including  
FWPD)

IMD
LRWD
WDA
WPD

Foreign
Manpower
Policy to
Operations (FMPO) 

Quality Workplaces 
Efforts and 
Strategies  
Taskforce & FMPO

Quarterly
Meeting with 
Permanent 
Secretary

FMMD
LRWD
OSHD
WPD
SLF

CPFB

WPSD

ISPD

Delivery

Globally Competitive 
Workforce

Progressive Workplaces

Financial Security and 
Lifelong Employability for 
Singaporeans

Policy 
Group

Figure 5.2.1 Key Production and Delivery Processes
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5.2b Describe how the organisation 
manages key processes to 

meet process requirements and 
maintain process performance and 
to ensure products and services 
meet customer and operational 
requirements. Include how the 
organisation is able to sustain its 
operations in emergencies and 
disasters for business continuity.

To ensure MOM meets customer and 
operational requirements, and in turn 
achieve our strategic outcomes, policy and 
operations must work together seamlessly 
in the achievement of each strategic 
outcome (vertical integration), and efforts 
to achieve the three strategic outcomes 
must operate synergistically with each 
other (horizontal integration).

Vertical Integration of Policy
and Operations
To achieve vertical integration, policy 
divisions must take the operational 

environment into consideration when 
designing and developing policies. Line 
divisions must implement policies in line 
with the policy intent, and surface any 
problems or gaps back up the value chain 
to the policy departments.

In MOM, vertical integration is achieved by 
regular exchanges between policy and line 
divisions, formalised and supported by a 
dedicated meeting platform (Figure 5.2.1) 
for each strategic outcome. Each meeting 
platform is chaired by the Permanent 
Secretary, and staffed by the relevant 
policy division. Policy and operations 
proposals are tabled at these forums for 
refinement and endorsement after staff-
level consultations between policy and 
line divisions. Performance data and 
benchmarking studies are also tabled and 
follow-ups jointly identified. 

For certain projects, there are also ad-
hoc working groups formed to drive the 
implementation of new policies. 

Horizontal Integration Across 
Strategic Outcomes
Horizontal integration must be achieved 
in two key respects. First, policy divisions 
striving to achieve a strategic outcome 
must be mindful of potential synergies 
with, or any unintended consequences 
for, the achievement of other strategic 
outcomes. Second, line divisions although 
usually oriented primarily towards one 
strategic outcome, have resources or 
levers at their disposal that can help 
achieve other strategic outcomes. It is 
therefore important for policy divisions to 
make full use of these resources, and for 
line divisions to avail them where required.

Customer-centric Thinking
MOM adopts customer-centric thinking to 
review whether key delivery and support 
processes meet customer requirements. 
This was most recently applied in the 
development of the Employment Pass 
Services Centre.

Figure 5.2.2 MOM Support Processes
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and set up contingency processes so 
critical units remain operational in times of 
crisis. The Ministry also conducts regular 
emergency exercises to ensure that MOM 
officers are familiar with the processes 
during times of need.

With MOM’s high reliance on IT, MOM also 
participates	 in	 the	 Business	 Continuity	
Readiness	Assessment	(BRCA)	conducted	
by	 IDA.	 MOM’s	 BCRA	 rating	 has	 been	
upgraded from Amber in 2006 to Green 
in 2007, the highest rating an agency 
can achieve for the assessment. In 
2009, MOM won the HRM Singapore 
Best	 Business	 Continuity	 Practices	
Award. This is a testament to MOM’s 
commitment to continuously improve our 
business continuity readiness to serve our 
customers better. 

In addition to contingency planning, 
MOM has also established the structure 
for a taskforce that will convene and 
take control when a crisis hits, to ensure 
coordination across all the key crisis 
management processes. This taskforce 
was successfully used to manage MOM’s 
response to the H1N1 threat.

MOM regularly reviews our key production, 
delivery and support processes and the 
organisational structure within which 
they operate, to identify changes to 
the organisational structure as well as 
new platforms and processes that are 
needed to enhance the achievement of 
our strategic outcomes. Such reviews are 
driven centrally, by the Corporate Planning 
Department, or from the ground up by the 
relevant departments. Some examples are 
provided below.

RevIeW OF PRODuCTIOn AnD
DeLIveRy PROCeSSeS

A. Integration across policy units

Box Story: Creation of WPSD
Before	 the	 formation	 of	 the	 Workplace	
Policy and Strategy Division in 2006, policy 
for LRWD, FMMD and OSHD was done by 
policy units within each line division. MOM 
recognised that there were synergies 
that could be achieved by centralising 
the policy units serving the Progressive 
Workplaces strategic outcome. This 
resulted in the birth of WPSD.  

B.	Policy-to-ops	integration

While each of the three key value chains 
are intended to integrate policy and ops, 
opportunities are discovered for even 
greater vertical integration in certain areas, 
such as foreign manpower management.

5.2c How the organisation reviews 
and improves these key 

processes to achieve better process 
performance and improvement to 
products and service.

Box Story: 
Employment Pass Services Centre
Governments often think in terms of policy, 
create a process, and then consider how to 
make the best of the customer experience. 
IDEO and the Work Pass Division flipped 
that logic on its head. The creative team 
first considered the target customer and 
envisioned the kind of experience the 
customer should have. Then the internal 
processes and policies were designed to 
support it. In arriving at the specifics of its 
human-centred approach, the team asked 
themselves, “What happens when we look 
at the work pass process through the lens 
of the people who use it? “

The innovations arising from this 
review will be rolled out over three 
years. A significant linchpin in the 
collaboration involved the design of the 
new Employment Pass Services Centre 
(EPSC), opened in July 2009 in “The 
Riverwalk” building, Singapore. The new 
centre radically departs from the usual 
large-waiting-room-with-hard-chairs 
aesthetic and queue displays with row 
after row of alphanumeric characters. 
Instead, visitors book appointments online 
in advance, even before they set foot 
into Singapore; self-service kiosks log 
a visitor’s arrival; counters are purpose-
built modular style for scalability and as 
a square-shaped doughnut instead of 
the traditional straight-line or cluster-
style counters, so that counters never 
seemed inadequately manned even when 
staff had to leave their stations during 
lunch or other breaks; families conduct 
their business in special “cabanas” with 
amenities specially provided to entertain 
the young while their parents conducted 
the business of registering for their work 
passes; and employees call out visitors by 
the name of their choice (a departure from 
queue numbers) when it is their turn. In the 
spirit of continuous innovation, the centre 
was designed as an ongoing prototype 
that can continue to evolve where staff 
hold weekly meetings in which they 
discuss ideas pinned up by visitors in the  
prototyping space.

Ensuring Continuity in Times 
of Crisis
MOM’s strategies for business continuity 
are built on established standards such 
as	 BS259999-1:2006	 and	 SS540:2008	
(TR19). EPU works closely with business 
departments to conduct risk assessments 
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5.3
supplier and  
partnership management

In order to be efficient, MOM needs to optimise the resources 
around us and leverage on other mechanisms so that we 
are able to focus on our core areas. In this respect, MOM 
works closely with our key partners and suppliers to achieve  
our goals.

SuPPLIeR (TWIn)

A supplier Twin is one who directly 
represents MOM in our engagement with 
customers. He is usually engaged in the 
frontline, facing the customers, and there 
is little or no difference in his identity in 
the eyes of the customer. He also enjoys a 
high level of interaction with MOM’s Senior 
Management team, and his relationship 
with MOM is usually long term, beyond  
5 years.

SuPPLIeR (SIbLInG)

A Sibling may or may not be a direct 
representation of MOM. She provides 
backend support services, and has no 
direct contact with MOM’s customers. 
However, she is in close contact with the 
majority of MOMers. There is a moderate 

5.3a How the organisation identifies 
and selects the suppliers and 

partners. Include a description of 
the key performance requirements 
for suppliers and/or partners and 
how the relationship and partnership 
fit into the overall strategy of the 
organisation.

Relationship with Suppliers 
and Partners
MOM enjoys a good working relationship 
with its suppliers and partners. In our eyes, 
MOM’s suppliers can be described as 
our Twins, Siblings or Cousins, while our 
partners	are	like	our	Buddies.

The profiling of our suppliers is detailed as 
follows: (refer to Figure 5.3.1).

Box Story: Creation of Foreign 
Manpower Policy into Operations
Previously, there was one working 
group driving foreign manpower 
management policy, and another driving 
its implementation. Policy input on 
operational matters, and operational 
input to policy matters, had to be sought 
via ad-hoc meetings between the 2 
working groups. The ad-hoc nature of 
the meetings meant that resources were 
not being devoted to the regular sharing 
of information and views. FMPO, chaired 
by the Deputy Secretary, was set up to 
bridge this gap and to better retain and 
give structure to valuable information 
that was being passed between the two 
working groups. The platform also ensured 
joint accountability by the two teams by 
establishing common KPIs.

C. Ops-to-ops integration

While line divisions generally serve the 
objectives of one or at most two policy 
departments, the structures are continually 

reviewed to identify opportunities for 
greater horizontal integration at the level  
of operations. 

D. Leveraging on external partners to 
improve delivery

Box Story: Strategic Alliance of 
Contact Singapore with EDB
The integrated “Contact Singapore” 
network leverages on overseas MOM 
and	 EDB	 offices	 to	 reap	 the	 synergies	
of a broadened geographical presence, 
network and outreach. MOM-Contact 
Singapore had built strong networks with 
industry, professional organisations and 
top-tier global universities in engaging 
EP	 talent	 prospects	 while	 EDB	 had	 an	
extensive overseas presence and networks 
with investors and talent multipliers. 
In addition, MOM’s existing work pass 
policy formulation, which relies on source 
market intelligence, has been enhanced 
by leveraging on Contact Singapore and 
EDB’s	combined	overseas	presence.		
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level of interaction with the Senior 
Management team, and the relationship 
is shorter, usually more than 2 and up to  
5 years.

SuPPLIeR (COuSIn)

A supplier who is a Cousin is usually a 
service provider, with no direct contact 
with MOM’s customers. He deals directly 
with a certain group of MOMers, and his 
relationship is transactional in nature.

PARTneRS

For our partners, MOM likens them as our 
Buddies,	as	we	regularly	engage	 them	to	
achieve our strategic goals and outcomes. 
They work closely with MOM from the 
formulation of policies to the eventual 
implementation. They also assist us in the 
subsequent cascading and dissemination 
of information to our customers, who are 
also their members. Some of our closest 
Buddies	include	our	tripartite	partners	and	
the industry associations.

Identification of Potential Partners
MOM identifies potential partners whom 
we can actively collaborate with, to 
harness synergies for value creation to the 
organisation and the people we serve, so 
as to achieve our strategic objectives.

Underpinning MOM’s efforts to achieve a 
great workforce and great workplace are 
harmonious industrial relations. In this 
regard, trade unions and the employer 
organisations are critical tripartite partners 
to promote and maintain industrial 
harmony and stability in Singapore.

Organisationally, MOM also partners 
various government agencies to enhance 
its organisational effectiveness.

Identification and Selection 
of Suppliers
MOM procures many products and 
services including best-sourcing of non-
core functions to other organisations who 
are more cost effective in performing the 
services. Our procurement procedure 

Profile

SUPPLIER

Twin

Sibling

Cousin

PARTNER

Buddy

Representative  
of MOM

yes, directly

yes, but may not 
be so direct

No

No

Contact With 
Customers

Direct

Provides backend 
support services; 
has contact 
with majority of 
MOMers

Service provider 
with minimal 
contact with 
MOMers

yes, through their 
members, who are 
our customers

Level Of 
Interaction 
with Senior 
Management

High

Moderate

No/Low

High

Length of 
Relationship

Long term  
(> 5 years)

Mid term  
(> 2 to 5 years)

Short term  
(0.5 – 2 years)

Long term  
(> 5 years)

Examples

Figure 5.3.1: MOM Supplier & Partner Profiling

is in accordance with the Government’s 
Instruction Manuals, based on the 
principles of transparency, value for 
money, and open and fair competition. 
Suppliers therefore follow a stringent 
process of quotation (ITQ) or tender (ITT).

MOM practises a two-fold approach in 
our selection process for all our suppliers,  
as follows:

QuAnTITATIve CRITeRIA AnD 
IM COMPLIAnCe

During stage 1, the suppliers are shortlisted 
based on their financial standing, price 
competitiveness and the capabilities to 
meet essential base scope requirements. 
All suppliers must clear this stage before 
they can proceed to the next stage.

QuALITATIve CRITeRIA 

In stage 2, the shortlisted suppliers are 
invited to present their proposals. At 
the same time, MOM conducts vendor 
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background checks on them. Where 
necessary, MOM would conduct site visits 
to the premises of the shortlisted suppliers.
The contracts signed between MOM and 
the suppliers capture the performance 
requirements/indicators and service levels. 
These are tracked between the contract 
departments and the suppliers on a  
regular basis.

5.3b How the organisation 
communicates and ensures 

that the requirements are met by 
suppliers and/or partners and how 
timely and actionable feedback is 
provided to suppliers and/or partners.

Supplier & Partnership Management 
Review Process
The performance and relationship 
management of our suppliers are reviewed 
regularly by the department champions in 
their steering committees and operation 
review meetings. In June 2010, MOM 
implemented a new initiative to bring the 
performance and relationship management 
and monitoring of the Twin and Sibling 
suppliers to the senior management level 
via QuIPS, chaired by DS. On the other 
hand, the review of the Cousins will remain 
at the department level.

Communication with Suppliers
Description and specifications of goods 
and services, and terms and conditions 
are clearly spelt out and communicated 
to suppliers through the official ITQ or ITT 
documents, or any other media as may be 
deemed appropriate. These documents are 
usually also double-checked by the PMD 
procurement team and LSD for technical 
and legal consistency and accuracy. For 
major acquisitions and contracts, pre-
tender briefings are usually held to explain 
the salient points of the requirements to 
the bidders.

Upon the award of contract and signing of 
the Letter of Agreement, MOM conducts 
Account Management meetings regularly 
to facilitate constant communication of 

requirements and issues, as well as strict 
monitoring of key performance parameters. 
It is also through such platforms that we 
provide timely and actionable feedback.
 
For all IT projects, this process is governed 
by the ISO 9001:2000 standards, 
where user acceptance tests (UATs) are 
conducted to ensure that requirements 
are met. Management reports are also 
produced to formalise the process.

Communication with Partners 
Within the MOM family, regular 
discussions and management meetings 
take place between the MOM divisions 
and its statutory board/related councils. 
The statutory boards/related councils also 
participate in MOM’s annual Workplan 
Seminar and MOM management meetings.

Beyond	 the	 MOM	 family,	 in	 addition	 to	
informal communications at the staff level, 
formal meeting platforms also take place 
between MOM and our partners. The 
Tripartite platform is also frequently used 
to advance pertinent issues that will affect 
workers and workplaces.

All these exchanges facilitate greater 
alignment of work between MOM and our 
partners, better formulation of strategic 
initiatives and policies, and ensure their 
feasibility and smooth implementation.

5.3c How the organisation works 
with suppliers and/or partners 

to understand their needs, and the 
plans and processes established 
to help suppliers and/or partners 
improve their goods and services,  
as appropriate.

Suppliers
Suppliers are actively engaged in MOM’s 
process and service target formulations, 
including	Business	Continuity	Planning.	In	
order to bring them up to speed to service 
the Ministry, the respective department/ 
division champion trains suppliers’ staff 
in generic areas such as MOM’s mission, 

vision and values, MOM’s organisation 
structure and business functions, etc. 
Where required, customized training 
programs for suppliers’ staff, particularly 
in the area of customer service, will  
be provided.

MOM has also put in place a series of 
coordinated audits, performed by internal 
and external parties, to ascertain the 
effectiveness of our training on customer 
service. The results of such audits are 
shared with the suppliers’ management 
team during the monthly Account 
Management Meetings. At the same time, 
the identified gaps are incorporated into 
the training programs/ SOPs.

To assist suppliers with their resource 
planning and cash flow, MOM has 
embarked on process automation such 
as E-Transmission/E-Certification of 
Invoices to ensure expeditious processing  
of invoices.

Partners
For partners, MOM has in place staff 
secondment programmes, which allow 
us to better understand their needs while 
at the same time, familiarise our officers 
to their operations. Our partners are also 
engaged in MOM’s work plan formulations.

MOM has extensive engagements with the 
tripartite partners to strengthen, broaden 
and deepen the tripartite relationship. 
These engagements come in multiple 
forms at the strategic, operational and 
informal levels.
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“
I wish to record my appreciation to the Ministry of Manpower for unbelievable service. 

I applied online for a dependant’s pass for my wife last Thursday and within an hour 

came the reply that the pass was approved! Hats off to MOM and its dedicated staff. 

This can happen in no country other than Singapore. Needless to say, I have told 

my friends in India as well about Singapore’s swift efficiency. No wonder you are 

‘Uniquely Singapore’.”       

            

– Mr. J. Anil Kumar

The Straits Times (24 February 2009)



MOM is committed to service excellence 

Excellent

Very Good

Good

Average
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E fficiencies and effective service deliveries have been key attributes to creating positive 
service experiences for MOM. However, the senior management team at MOM saw scope 

to surpass public expectations of service in government agencies, and do even more in terms 
of new value creations for our customers and creating delightful service experiences for them.
 
 With the help of our benchmarking partner, IDEO, we used the setup of the new 
Employment Pass Service Centre (EPSC) as an opportunity to apply the design thinking 
principles learned. Application processing time for Employment Passes (EP) is already 
fastest in the world, but we engaged our customers and other stakeholders further, both 
internal (including front-line officers) and external, to achieve the necessary breakthroughs  
in paradigms. 

 Innovative designs and service concepts were thus incorporated into the EPSC for 
a delightful and world-class customer experience. In June 2009, we launched a service centre 
that is not just seen as one that simply captures biometrics information and issues secured 
identification cards for Employment Pass holders, but one that also extends a welcoming arm 
to them and connects them to the community. 
 
 This has positioned us as one of the leaders in innovation and service in the 
government sector, with many public and private sector agencies coming forth to learn from 
our best practices. As a testament to its success, the EPSC has received many accolades from 
customers and employers, and has emerged as one of the top five projects in its class out of 
500 nominations in the Government Technology Awards 2009 presented by the international 
publication, FutureGov magazine. 

 The setup of EPSC has taught us the value of how design thinking can be introduced 
to enhance the customer service experience. Moving forward, we are in the process of 
incorporating the same design thinking principles to MOM’s other touch-points.
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6.1a How the organisation segments its customers and/or markets. State the 
requirements for each segment.

MOM is committed to service excellence. We understand the importance of serving our 
customers well, and excellent service is valued, recognised and rewarded in MOM. To 
achieve this, it is important to establish the customer requirements for each customer 
segment (Figure 6.1.1). This helps the Ministry plan ahead and put in place timely and 
appropriate measures to address our customers’ needs.

6.1
customer requirements

Customer Segment

Local Employees

Foreign Employees

Business Employers

Current Requirements

• Having good employment standards and 
employment rights that are protected

• Up to date and accurate information on 
employment situation and employment 
opportunities in Singapore

• Job security
• Safe and healthy working environment
• Adequate skills to remain employed  

and employable

• Having good employment standards and 
employment rights that are protected

• Accessible and effective mechanisms for 
employment dispute resolution

• Safe and healthy working environment 

• Clear employment laws and regulations 
that are responsive to market changes 
and needs

• Accurate and timely labour market 
statistical information

• Strong HR capabilities and competencies 
to better attract, retain and develop talent

• Clear workplace safety and health (WSH) 
laws and requirements

Future Requirements

• Employment standards for non-traditional 
working arrangements

• Timely labour market advice and insights 
that enable better career planning

• Progressive employment standards that 
contribute to fulfilling work experience  
in Singapore

• Work arrangements that factor in long-
term health of workers

• Progressive employment standards that 
contribute to fulfilling work experience  
in Singapore

• Work arrangements that factor in long-
term health of workers 

• Employment laws that allow businesses 
to be competitive in the region  
and globally

• Opportunities to upgrade skills of all 
workers to improve productivity

• Knowledge and awareness of emerging 
workplace safety and health issues

Figure 6.1.1: MOM’s Current and Future Customer Requirements
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6.1b How the organisation uses different listening and learning strategies to 
analyse current and anticipate future new customers/market needs.

MOM performs various roles, that of a regulator, policy maker, administrator as well 
as facilitator. To perform our roles well, MOM seeks to better understand customer 
requirements for each customer segment through the following mechanisms  
(Figure 6.1.2):

Customer Segment

Foreign Domestic Worker  
(FDW) Employers

Employment Agencies (EAs)

Unions

General Public

Current Requirements

• Clear employment laws and guidelines for 
employment of FDWs

• Professional employment agencies (EAs) 
that can be trusted

• Clear laws on the regulation of 
employment agencies

• Efficient processing of EA licence 
applications and renewals

• Smooth process to bring in workers

• Ease of registration with MOM
• Union members to be able to exercise 

their employment rights
• Awareness of the regulations and the 

individual rights of all parties
• MOM’s commitment to support 

programmes and initiatives run by the 
Labour Movement

• Adequate protection of workers
• Reliable job matching assistance  

and facilities
• Accurate and timely labour market 

statistical information
•Adequate skills to remain employed  

and employable
•Financial security

Future Requirements

• Access to accurate information on FDWs’ 
skills and experience to improve matching 
with household needs

• Flexible regulatory framework to cater to 
different types of EAs in the industry

• Maintenance of strong capabilities in 
industrial relations

• Maintenance of trust with employers and 
the government.

• Progressive employment standards 
and good job opportunities that make 
Singapore a workplace and home  
of choice

• Safe and healthy workplaces that 
contribute to quality of life

• Sustainable wage growth based on 
productivity growth

Figure 6.1.1: MOM’s Current and Future Customer Requirements

Figure 6.1.2: Mechanisms to Listen and Learn from Customers

Mechanisms

Dialogue/Public Consultation and  
Feedback Sessions

Tripartite Committees

Advisory Panels

Examples 

MOM conducts regular dialogue and feedback sessions with business employers, unions, 
employment agencies, and industry associations. Public consultation sessions are also 
conducted to obtain feedback for new or major policies/initiatives to be introduced.

With representatives from employers, unions and the government, Tripartite Committees 
are consulted on their views with regards to the feasibility of policies and policy 
implementation issues. 

Advisory Panels have been set up to advise MOM on key strategies, particularly in areas 
which require specialist knowledge/expertise.
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Figure 6.1.2: Mechanisms to Listen and Learn from Customers

Mechanisms

Customer Engagement Programme

Feedback channels

Customer Surveys

Examples

Customers who transact with MOM on a regular basis or have previously provided good 
suggestions to the Ministry are invited to attend focus group sessions to seek their 
feedback on MOM’s work processes and services.

Customers can share their opinions and perspectives with MOM through feedback forms 
available at all touch-points. Customers can also choose to e-mail, call the MOM Contact 
Centre, or submit an e-feedback/e-poll via our website and e-services.

MOM conducts customer surveys on MOM services and policy implementation process. 
Results are analysed and focus groups are conducted to identify structural and process 
improvements to improve service delivery.

6.1c How the organisation 
incorporates customer 

requirements, and future market 
needs into strategic and  
improvement plans.

MOM has consistently sought to 
incorporate the customer perspective 
at both strategic and departmental 
workplan sessions, where strategic 
initiatives including its operationalisation 
are deliberated at core management 
meetings, where review and fine-tuning  
is conducted.  

During the development of new initiatives, 
MOM also analyses and evaluates 
ideas, feedback and suggestions from 
stakeholders. Where applicable, these 
are integrated into the design and 
implementation of these initiatives. 

6.1d How the organisation 
evaluates and improves its 

processes for determining current 
and future customer requirements.

MOM regularly reviews and improves 
the process of determining customer 

6.2
customer relationship

6.2a How the organisation provides 
easy access for customers to 

conduct business, seek assistance 
and information, and make 
complaints. Describe key customers 
contact requirements and how these 
requirements are determined, and 
deployed to all people in the  
response chain.

MOM’s customer relationship 
management is shaped by our Strategic 
Service Intent — MOM CARES — providing 
Competent, Accessible, Responsive and 
Effective Service. Through strengthening 
customer education and engagement, 
enhancing service delivery, and building 
a culture in MOM whereby MOMers are 
highly customer-centric, MOM seeks 
to build positive relationships with  
its customers. 

To satisfy the many customer profiles, 
MOM has multiple channels (Figure 6.2.1) 
for customers to seek assistance and 
information. To ensure responsiveness and 
effectiveness of service delivery, service 
standards are set for all touch-points 
and processes.   

To encourage service excellence and 
the application of MOM CARES, a 
comprehensive Service Rewards and 
Recognition Framework and appraisal 
system for service staff have been put 
in place in MOM. In addition, MOM 
focuses heavily on training to build up the 
competencies of our officers to ensure 
that they are well-equipped to manage 
customers’ feedback and complaints.

requirements. Amongst such efforts is the 
development of new tools for customer 
intelligence and sensing, that are used 
in the design of new MOM products 
and services to gain new insights from 
customers. One example is the application 
of the design thinking methodology for the 
design and development of MOM products 
and services. 

MOM also conducts comparative studies 
and benchmarking projects with world-
class organizations, to observe and learn 
how they determine current and future  
customer requirements. 



  Customers

6.2b How the organisation ensures 
that complaints are resolved 

effectively and promptly, and that all 
complaints received are aggregated 
and analysed for use in overall 
improvement.

A Complaint Management Framework 
(Figure 6.2.2) has been put in place 
to manage customer complaints and 
ensure that they are resolved effectively  
and promptly.  

During service recovery, the service SOPs 
and guidelines will guide the conduct 
and behaviour of our frontline staff when 
handling our customers. Training is also 
provided to equip our officers to perform 
service recovery. 

Channel

Electronic Channels

Mobile Services

Telephone Service

Face-to-face

Examples

MOM Website (iFAQ, e-Guides, e-Appointments, e-Calculator)

E-mails (QSM, e-Feedback)

Central Feedback Channels (e.g. Pro-Enterprise, REACH)

SMS Alerts

SMS Polls

SMS Notifications

MOM Contact Centre

MOM Feedback Cards, Seminar Feedback Forms

Counter Officers 

MOMers (e.g. inspectors, enforcement officers, etc.)

Figure 6.2.1: The Multiple Channels Customers Can Use to Seek Assistance and Information

6.2c How the organisation evaluates 
and improves its customer 

relationship management.

MOM evaluates and improves its Customer 
Relationship Management through 
approaches that include comparative 
studies with world-class organisations to 
learn how they manage their customer 
relationships, and applications of the 
learning to MOM. MOM also leverages on 
customer surveys results to engage our 
stakeholders and customers on service 
improvements. The service performance 
of all our touch-points are captured and 
monitored on a regular basis via monthly 
reports to the senior management. To 
enhance responsiveness, MOM also 
leverages on technology to provide easy 
access, convenient and efficient services to  
our customers.

Complaint Management Framework
for effective service recovery

Provide multiple 
feedback channels

MOM Complaint 
Management 
Framework

Service Recovery

Review and improve 
to prevent future 

occurrence

Respond to feedback 
promptly and 

effectively

Figure 6.2.2: MOM’s Complaint Management Framework
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6.3
customer satisfaction

6.2a How the organisation 
determines customer 

satisfaction.

MOM has an effective customer 
satisfaction measurement system to 
measure the effectiveness of our services.  
Customer satisfaction is determined 
through the following mechanisms:

•	 Performance	 of	 customer	 
satisfaction indicators

•	 Satisfaction	 ratings	 from	 
customer surveys

•	 Feedback	forms/cards

6.3b How the organisation 
translates customer 

satisfaction feedback into strategic 
and improvement plans.

The performance of the service touch-
points are tabled at various meeting 

Figure 6.3.1: Review and Improve Process of Determining Customer Satisfaction

platforms where improvement plans 
are discussed. Customer satisfaction 
ratings from surveys are also analysed 
and action planning workshops are 
conducted to develop strategic action 
plans. For complaints, they are reviewed 
and analysed by the Quality Service 
Management (QSM) team to ensure it is 
fully resolved, and necessary actions have 
been taken to prevent future occurrences. 
The learning points are included in the 
weekly QSM report for management 
to share with their departments. Case 
studies on good customer replies are 
also uploaded on intranet for sharing  
with officers.
  

6.3c How the organisation evaluates 
and improves its overall 

process of determining customer 
satisfaction.

MOM annually evaluates and improves the 
overall process of determining customer 
satisfaction, as reflected in Figure 6.3.1.

Review and Improve Process
of determining customer satisfaction

Types of Channels

Develop action plans to improve customer satisfaction

Methodology
Determine 
Customer 

Satisfaction

Review Process 
of Determining 

Customer 
Satisfaction

Frequency
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“
Since Singapore embarked on WSH reform in 2005, she has achieved tremendous 

progress. This is evident by the 41% overall reduction of fatality rate from 4.9 per 

100,000 workers in 2005 to 2.9 in 2007 in merely 3 years — a remarkable feat 

unmatched by any countries so far. Singapore’s success in WSH will be a role model 

for many nations. I am confident that its transformation will be able to help meet its 

vision to create safe and healthy workplaces for everyone.”   

                

– Dr. Jukka Takala

         Director of the European Agency 

for Safety and Health at Work
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  Results

S ingapore’s population is ageing rapidly. Life expectancy has, and will continue to 
increase. Retirement adequacy of Singaporeans thus became an area of priority for 

the Ministry. 

 To address the challenges of an ageing population, CPF Life was introduced 
to provide lifelong income for CPF members. This is an improvement over the current 
Minimum Sum Scheme (MSS), where monthly payouts only last about 20 years.

	 MOM	and	CPF	Board	have	been	working	 together	closely	over	 the	 last	 two	
years to design and implement the scheme. The scheme was made available for older 
members aged 55 and above to sign up in September 2009. About 37,000 members have 
signed up since, committing a total of $1.7 billion. More than $120 million top-ups were 
made into members’ Retirement Accounts to raise their LIFE monthly income. Of those 
who	signed	up,	72%	qualified	for	the	L-Bonus	and	74%	qualified	for	the	V-Bonus.	These	
members will receive a total of $96 million in bonuses from the Government.

 This success can be attributed to the intensive public education effort 
conducted	collaboratively	by	MOM	and	CPF	Board.	Since	September	2009,	MOM	and	
CPF	 Board	 have	 collaborated	 on	 the	 public	 communication	 of	 the	 scheme,	 providing	
direct outreach to more than 9,000 members through more than 35 CPF Life-related 
events	 across	 different	 constituencies.	 CPF	 Board	 has	 also	 sent	 direct	 mailers	 to	
every eligible CPF member with information on CPF LIFE, and ramped up its outreach 
through various media channels, the CPF website, as well as regular talks and road-
shows on CPF LIFE. This will help more members understand the scheme and facilitate  
public acceptance.  
 
 CPF LIFE is a major milestone in the enhancement of financial security for older 
Singaporeans. It strengthens the CPF system, and enables Singaporeans to better enjoy 
retirement and have peace of mind in their golden years. The scheme breaks new ground, 
not only for being a new instrument, but also for the unique features that distinguish CPF 
LIFE from other annuity schemes elsewhere in the world.

Financial Security for Singaporeans 
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7.1
customer results

7.1a  Summarise current levels 
and trends in key measures 

and/or indicators of customer 
satisfaction and retention. Address 
different customer groups and market 
segments, and include comparative 
data as appropriate.

Consistent Improvements
in Customer Results 
MOM has made significant improvements 
in our customer results in the past few 
years. According to MOM’s Customer 
Perception Survey (CPS), the percentage 
of customers satisfied or very satisfied 
with our services has increased from 4 
in 10 in FY04 to almost 7 in 10 in FY08 
(Figure 7.1.1).

Similarly, our customer satisfaction 
ratings from feedback cards and forms 
received in our day-to-day operations 
have been consistently favourable (Figure 
7.1.2). Using a scoring band of 1 (not at 
all satisfied) to 6 (satisfied), all of our 
customer ratings had been at least 4 out 
of 6 since FY07. In FY 08 and FY09, 95% 
of our customers served through walk-
ins gave a satisfaction rating of at least 5  
out of 6.  

7.1b 
Summarise current levels and 
trends in key measures and/

or indicators of product and service 
performance. Address different 
customers groups and market 
segments, and include comparative 
data as appropriate.

Labour Harmony is Maintained 
Despite Unprecedented Downturn
in 2009
Labour strikes can affect the economy 
adversely, negatively impacting business 
confidence and productivity. Through 
extensive efforts in conciliation and union 
engagements by MOM, Singapore has 
been able to enjoy 0 strike since 1986. As 
a result of our tripartite efforts, we have 
also been able to maintain the number of 
labour disputes at low level, even during 
the 2009 downturn period (Figures 7.1.4 
and 7.1.5).
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Figure 7.1.4: Number of Disputes Per Unionised Establishment

Good

Figure 7.1.4: Number of Disputes Per 
Unionised Establishment

Figure 7.1.5: Number of Non-Unionised Disputes Per 
1,000 Workers
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Figure 7.1.5: Number of Non-Unionised Disputes Per 1,000 Workers

GoodTracking the compliments-to-complaints 
ratio is a widely used measure of 
the average service level of service 
organizations. Our compliments-to-
complaints ratio has been improving 
significantly over the years (Figure 7.1.3). 
Through regular reporting and analysis of 
complaints received, we have managed to 
plug service gaps and address blindspots, 
to continuously improve our service to  
our customers.

SPUR Buffered Against 
High Unemployment
Singapore has experienced strong 
economic growth and robust job creation 
since the 2003 downturn. We achieved a 
77% employment rate in 2008, a record 
high since data was made available in 1991 
(Figure 7.1.6). In 2009, despite the adverse 
impact of the downturn, our employment 
rate fell only marginally to 76%. This can 
be partly attributed to programmes such 
as the Skills Programme for Upgrading 
and Resilience (SPUR), which has 
helped to cushion the adverse impact  
from the Global Recession by encouraging 
companies to retain and upskill  
their workers. 

Likewise, our resident long term 
unemployment rate (unemployed for 
25 weeks or more) was 0.9% (annual 
average) in 2009, lower than the long term 
unemployment rate of 1.4% during the 
2003 downturn (Figure 7.1.7). 
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Figure 7.1.6: Employment Rate of Resident Population 
Aged 25-64

Figure 7.1.6: Employment Rate of Resident 
Population Aged 25 – 64
Source: LFS and GHS05

Good

Figure 7.1.7: Resident Long Term  
Unemployment Rate (%) 
Source: LFS and GHS05
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Toward a World-class Safe and 
Healthy Workplace 
Workplace Safety and Health (WSH) is 
another key area of focus for MOM. We 
strive to raise WSH standards in the industry 
to ensure that every worker can enjoy the 
rights to safe and healthy workplaces. 
Over the past few years, MOM had made 
steady progress in improving our safety 
and health outcomes. The workplace 
fatality rate has been significantly reduced, 
from 4.9 (2004) to 2.9 (2009) per 100,000 
employed persons (Figure 7.1.8). This is 
matched by the reduction in the workplace 
injury rate (permanent and temporary 
disablement) from 519 (2004) to 446 
(2009) per 100,000 employed persons 
(Figure 7.1.9). The declining rates for both 
fatality and injury are very encouraging, 
and ensure that MOM is on the right track 
and our programmes had been effective in 
reducing the incidences. We will continue 
to push the boundaries to further improve 
our WSH performance, and stay on course 
to reach our long term goal of bringing 
workplace fatality rate below 1.8 per 
100,000 employed by 2018. 
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Figure 7.1.8: Workplace Fatalities Per 100,000 
Employed Persons
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Figure 7.1.9: Workplace Injuries Per 100,000 
Employed Persons
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Inclusive Growth for All Singaporeans 
A well educated workforce provides a solid 
foundation for national productivity, and 
enhances national competitiveness and 
economic growth. Today, more than half 
of Singapore’s resident labour force has 
post-secondary and above qualifications, 
and the proportion is expected to grow in 
the years ahead (Figure 7.1.10). 

Figure 7.1.10: Quality of Overall Workforce  
(% of resident labour force with post secondary and 

above qualifications)
Source: LFS
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Singapore has one of the fastest ageing 
populations in the world. To ensure that 
Singaporeans have adequate savings for 
their living expenses when they retire, the 
CPF Minimum Sum has been gradually 
raised from $80,000 in 2003 to $117,000 in 
2009. The CPF Minimum Sum will continue 
to increase to around $140,000 in 2013.  

Figure 7.1.11: % of active CPF Members (residents) 
who are able to attain the minimum sum (cash plus 

property) at age 55 after withdrawal

38.3

36.4
35.6

33.8

37.5

2005 2006 2007 2008 2009

Good

In addition to the upward adjustment of 
the CPF Minimum Sum, we implemented 
the gradual phasing out of the 50% 
withdrawal rule for those who are unable 
to meet the minimum sum at age 55 in 
2009. As a result, we performed better in 
FY09 than the previous year, with 37.5% 
active members able to meet the Minimum 
Sum (cash plus property) at age 55 after 
withdrawal (Figure 7.1.11).   

Over the past few years, the percentage 
of all CPF members who are able to meet 
the Medisave Minimum Sum at age 55 
after CPF withdrawal has also increased, 
reflecting improvements in retirement 
savings for healthcare needs among 
Singaporeans (Figure 7.1.12).  
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Figure 7.1.12: % of all CPF Members (residents) who 
are able to attain the Medisave minimum sum at age 

55 after withdrawal
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7.2
financial and market results

7.2a Summarise current levels and 
trends in key measures of 

financial results and/or economic 
value, as appropriate. Compare 
results relative to competitors and/or 
benchmarks, as appropriate.

Strong Financial Results, Met/
Exceeded Civil Service Targets 
MOM’s source of funds to undertake 
activities to achieve its vision of “A Great 

Workforce, A Great Workplace” is derived 
from the annual budget allocated by MOF 
and	approved	by	Parliament	in	the	Budget	
Debate/Committee of Supply. To ensure 
fiscal prudence and efficiency in the usage 
of taxpayers’ money, the key indicators 
used to track MOM’s financial performance 
include its budget utilisation rate, and the 
extent to which we can derive Economy 
Drive (ED) savings by being more efficient 
in the use of our funds. 

Budget Utilisation
Budget	 utilisation	 rate	 is	 a	 reflection	 of	
MOM’s budget marksmanship. MOM’s 
target is to keep within the range of 95% 
to 100% of the budget allocated in each 
financial year. Overall, as illustrated in 
Figure 7.2.1 except for FY05, we have 
been meeting this target, and our budget 
utilisation performance has been improving 
over the past few years.
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Figure 7.2.1: MOM’s Budget Utilisation Rate (%)
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Figure 7.2.1: MOM's Budget Utilisation Rate (%)

Economy Drive (ED) Savings
MOM has a responsibility to ensure fiscal 
prudence and efficiency in the usage of 
public monies, and we constantly seek 
new ways to maximise the economic and/
or social benefits from our resources. As 
illustrated in Figure 7.2.2, MOM and our 
statutory boards have collectively achieved 
good performance in ED savings between 
FY04 and FY06. However, ED savings fell 
to 0.89% of total budget in FY07. This 
is because we had derived a high level 
of ED savings from certain departments 
in the past, but the scope to continue 
doing so has diminished since efficiency 
improvements have already been 
implemented. In FY08, to instil prudence in 
our spending across all departments, we 
imposed a budget cut on all departments, 
and re-deployed the amount to other 
priorities within MOM. This improved our 
ED savings in FY08 and FY09. In FY09, the 
MOM	cluster	(i.e.	MOM,	WDA,	CPFB	and	
SLF) collaboratively achieved a total ED 
savings of $8.32m. 

Figure 7.2.2: MOM’s Economy Drive Savings as 
Percentage of Total Budget (%)

Note: Figures are based on those for MOM and her 
statutory boards.
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Figure7.2.2: MOM's Economy Drive Savings as Percentage of Total Budget (%)

Good

7.2b Summarise current levels 
and trends in key measures 

and/or indicators of marketplace 
performance, including market share/
position, business growth, and new 
markets entered as appropriate. 
Compare results relative to 
competitors and/or benchmarks,  
as appropriate.

Awards and Accolades Received 
by MOM

InTeRnATIOnAL ACCOLADeS vALIDATeS 
MOM’S buSIneSS exCeLLenCe

MOM has received international accolades 
that have put us on the World’s grandstand 
as a leading organisation in delivering 
results and business excellence. MOM 
celebrated our first United Nations Public 
Service Awards (UNPSA) for “Improving 
Transparency, Accountability and 
Responsiveness in the Public Service” in 
2006 for Work Permit On-Line (WPOL). 
We earned this same accolade again in 
2007 for the Progress Package/Workfare 
Bonus	 Scheme.	 This	 double	 win	 was	 a	
major milestone, as it was the first time 
internationally that any organization 
had received 2 UNPSA in 2 consecutive 
years. Last year, MOM was honoured to 
be shortlisted for two 2010 UNPSA for 
“Tripartite Approach to Overcoming the 
Downturn” and “Delighting Customers 
through Integrated Application Process 
for Employment Pass”. In addition, the 
“Tripartite Approach to Overcoming the 
Downturn” was also short-listed as a semi-
finalist in the Commonwealth Association 
for Public Administration and Management 

(CAPAM) International Innovations Awards 
for the category “Innovations in Citizen 
Engagement and Dialogue”.

In 2007, MOM became the first Ministry 
HQ	to	attain	all	4	BE	certifications	—	SQC,	
PDS, I-Class and S-Class. MOM is also the 
first Singapore organisation to be inducted 
to	the	Palladium	Balanced	Score	Card	Hall	
of Fame for Executing Strategy in 2008. 
In 2009 and 2010, MOM was also the 
winner of Human Resource Management 
(HRM)	award	for	Best	Business	Continuity	
Practices. Under the Excellence in 
Public Service Awards framework, MOM 
also	 clinched	 the	 Best	 Practice	 Awards	
(Regulation Category) for our New Factory 
Notification Scheme. 

These awards have validated MOM’s 
progress in innovation and raising 
performance standards. They have also 
raised the pride and profile of work  
among MOMers.   

Singapore in 
Competitiveness Rankings

DeCISIve AnD SWIFT MeASuReS GAIn 
SInGAPORe TOP SPOT In GLObAL LAbOuR 
MARkeT COMPeTITIveneSS RAnkInGS 

Despite the unprecedented downturn 
which hit Singapore between end-2008 
to 2009, our labour market still topped 
WEF’s	 and	 BERI’s	 rankings	 of	 133	 and	
49 economies respectively in 2009. In the 
World Competitiveness Yearbook 2010 by 
IMD, Singapore also regained our lead from 
second placing last year to become the 
most competitive labour market among 58 
economies in 2010. In their press release, 
IMD commended Singapore for displaying 
great resilience during the crisis and fully 
leveraging on the strong expansion in 
Asia. Stephane Garelli, Director of the 
World Competitiveness Centre stated 
that Singapore’s policy measures such as 
the Jobs Credit Scheme and the Special 
Risk-Sharing Initiative were helpful in the 
recession. In the extensive media coverage 
that highlighted our ranking, business 
chambers and associations attributed 
Singapore’s top spot to the Government’s 
decisive and business-friendly approach 
in the downturn. Singapore was also 
assessed to be able to maintain our labour 
market competitiveness over the next five 
years, with EIU ranking us 3rd among 82 
economies for the period 2009 – 2013.  
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Figure 7.2.3: Singapore’s Labour Market Rankings
1Note: EIU assessed the business environment indicators for the last five years 

(2004 – 2008) based on available historical data and the next five years  
(2009 – 2013) based on EIU Country Forecasts.

Figure 7.2.4: Singapore’s Great Workforce Rankings 
(Education, Skills & Managerial Capabilities)

GLObAL RAnkInGS ATTeST TO 
SInGAPORe’S COMPeTITIveneSS In 
WORkFORCe SkILLS, LAbOuR MARkeT 
FLexIbILITy AnD TALenT ATTRACTIOn 

Executives’ opinion surveys conducted 
independently by WEF and IMD 2009 
showed Singapore’s education system to 
be among the best in meeting the needs 
of a competitive economy (1GCR, 2WCY). 
In management education, Singapore 
was ranked highly at 4th by IMD 2009 
for meeting the needs of businesses and 
5th by WEF for quality of management 
schools, putting us in the same 
league as Switzerland. This is a major 
achievement considering that Singapore 
began emphasising lifelong learning and 
coordinating pre-employment training 
(PET) and continuous education and 
training (CET) planning relatively recently 
in the early 2000s.  

Singapore continued to be rated well for 
having a pool of highly skilled workforce 

and continued to be among the top 10 
economies in having a highly skilled 
workforce in terms of technical manpower, 
language and literacy. Singapore’s 
managers were also perceived to have high 
credibility (3WCY) and were recognised for 
their international experience (4WCY) and 
competency (4WCY). 

On the whole, talent continued to embrace 
Singapore as a great place to work in, 
trusting that the labour market is well-
positioned to rebound once the economy 
recovers. Ratings agencies have found 
that foreign talent remain attracted to our 
economy (2WCY) and that the country’s 
talented people almost always remained in 
the country (5GCR). 

Singapore’s labour market fundamentals 
also remained strong during the 
deep recession in 2009, providing an 
important buffer against loss of investors’ 
confidence. Singapore continued to lead 

in labour market flexibility in terms of 
hiring/firing (1GCR, 3WCY) and ease of 
employing	 workers	 (1GCR,	 1WB).	 On	
the labour regulatory front, Singapore 
continued	to	top	BERI’s	ranking	for	having	
a strong legal framework and IMD 2009’s 
for unemployment legislation that provides 
incentives to look for work. Singapore also 
climbed steadily to 2nd GCR position for 
allowing individual companies the flexibility 
to determine wages.  

An internal benchmarking exercise in 
2008 also revealed that MOM’s work pass 
processing times for both professional 
and semi-skilled/unskilled workers are the 
fastest amongst developed and emerging 
economies in the world, validating our  
role in facilitating a flexible and responsive 
labour market for both employers  
and workers. 
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Figure 7.2.5: Singapore’s Great Workforce Rankings (BrainDrain)

Figure 7.2.6: Singapore’s Great Workforce Rankings (Legislation/Fundamentals) Figure 7.2.7: Singapore’s Great Workplace Rankings  
(Labour Relations, Training and Wage Flexibility) 

RAnkInGS PeRTAInInG TO MOM’S vISIOn 
OF “A GReAT WORkPLACe”
SInGAPORe’S MODeL, An ePITOMe OF 
TRIPARTISM

“What we have seen in Singapore in the 
course of our studies, is really tripartism 
in action; a very dynamic and effective 
tripartism, very functional, very pragmatic, 
very operational and that really deals with 
the major issues confronting the tripartite 
partners… I have retained from what we 
have heard this week, three Ws and two Cs 
— Win Win Win and Consult & Consensus. 
So I would say, that epitomizes for me, how 
the tripartite actors come to tripartism. And 
with more than forty years of experience, 
you’ve built trust and respect for each of 
the actors and for all the actors together.” – 
Mdm Cleopatra Doumbia-Henry, ILO 
Director of International Labour Standards 
during a ILO study mission to Singapore 
in Jan 2010.

Singapore’s model of managing employer-
employee relationships in the workplace 
is by providing strong and efficient 
avenues for dispute settlement (through 
our Arbitration Court), fostering regular 
tripartite communications that builds 
trust and pushing for a flexible wage 
system that is closely tied to a company’s 
performance. This model has worked 

well for us, as evidenced by our strike-
free record since 1986, our cooperative 
labour employer relations (1st GCR) and 
productive labour relations (3rd WCY). The 
flexibility and good judgement exercised 
by the National Wages Council in balancing 
worker interests and business costs have 
also contributed to executives increasingly 
viewing Singapore as a country 
where companies are given sufficient  
wage flexibility. 

Safety and Health at Work

SIGnIFICAnT PROGReSS TOWARDS 
beST WORkPLACe SAFeTy AnD HeALTH 
ReCORDS In THe WORLD 

In March 2009, MOM was awarded the 
Special Achiever Prize by FRONTIER 
(Facilitating Reforms for Innovation and 
Enterprise) for the project on Factory 
Notification Scheme for Low-Risk 
Factories.	 MOM	 also	 won	 the	 Best	
Practice Award under the PS21 “Public 
Service Excellence Awards” for the Factory  
Notification Scheme. 

In November 2008, MOM introduced 
the new Factory Notification Scheme, 
exempting factories with low-risk activities 
from renewing their registration and 
paying an annual registration fee. Nearly 

14,000 registered factories with lower-
risk activities benefited from the changes, 
with an annual cost savings of about $3.5 
million to the industry. Factory Notification 
Scheme had created a more pro-
enterprise business environment as the 
registration process has been streamlined 
significantly. As factory notification is free 
of charge, there are significant savings 
in administrative costs which has been 
passed on to the industry. The Factory 
Notification Scheme represents a mindset 
shift from a “regulator or controller” to that 
of a “facilitator” while ensuring factories 
remain within our safety oversight through 
existing inspection regimes. 

We have made significant progress in 
raising our workplace safety and health 
standards over the past few years, with the 
workplace fatality rate declining steadily 
from 4.9 fatalities per 100,000 employed 
persons in 2004 to 2.9 fatalities per 100,000 
employed persons in 2009. Recognising 
the progress made, in April 2008, MOM 
was tasked to achieve a lower target of 1.8 
fatalities per 100,000 employed persons 
in 2018. This would allow Singapore to 
have one of the best workplace safety and 
health records in the world, and put us on 
par with leading countries such as Sweden 
and United Kingdom. 



  Results

7.3
people results

7.3a Summarise the levels, trend 
and impact of employee 

involvement. Segment results by 
categories of employees, include 
comparative data as appropriate.

Innovation and Cross Departmental 
Collaborations Helps MOM Respond 
to Changes as One-MOM 
MOM’s PS21 movement has guided and 
shaped the organisation, to be always 
ready to meet the challenges of our 
constantly evolving environment, and 
produce sustainable world class results in 
MOM’s efforts to build “A Great Workforce, 
A Great Workplace”. 

The Staff Suggestion Scheme (SSS) 
participation rate has been maintained 
at 100% for the third year running  
(Figure 7.3.1). 

Figure 7.3.1: SSS Participation Rate (%)
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For the third year running, WITS 
participation has been maintained at 
100%, indicating active contributions to 
organisational improvements through work 
improvement teams (Figure 7.3.2).

Our push towards One-MOM has 
gained momentum, as more active 
communications, engagements and 

Good

Figure 7.3.2: WITs Participation Rate (%)
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Figure 7.3.4: Average Learning Hours Per Staff
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Figure 7.3.6: MOM’s Overall OCS Results

structures have resulted in greater degrees 
of collaborations across departments. 
For two consecutive years, more than 
30% of MOMers were involved in cross-
departmental projects since FY08  
(Figure 7.3.3). This reflects our success in 
breaking departmental silos within MOM.

7. 3b Summarise the levels, trends 
and impact on education, 

training and development of all 
employees. Segment results by 
categories of employees, and include 
comparative data as appropriate.

MOM’s Commitment Towards Staff 
Training is Testament to a Culture of 
Passion for Progress
In MOM, we believe that we can develop 
every MOMer so that each can realise his 
or her potential. Average learning hours 
per staff has consistently been above the 
MOM target (Figure 7.3.4).

For high potential and high performing 
officers, we have also launched the MOM 
Scholarship programme to prepare them 
for positions of responsibility within MOM. 
There is an overall increase in the number 

of officers taking up the MOM Scholarship 
and Development Award schemes as the 
organisation as a whole encourages our 
MOMers to go for continuous learning and 
upgrading (Figure 7.3.5).

MOM also provides numerous 
developmental upgrading programmes 
which are open to every MOMer. Since 
2008, 105 MOMers have benefited from 
the Employability Skills Systems (ESS) 
and 31 MOMers have also qualified for the 
MOM Diploma.

7.3c Summarise the current levels 
and trends of employee 

satisfaction. Segment results by 
categories of employees, and include 
comparative data as appropriate.

Across-the-Board Improvement in 
OCS Results
MOM achieved a stellar performance 
for the overall OCS result in 2009, 
bringing us 9% points above the 2009 
Public Sector norm, and achieving 6% 
points improvement over 2008’s results  
(Figure 7.3.6). 
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Categories

Leadership & Culture

Supervisory Practices

Career Advancement

Job Motivation  
& Growth

Learning & 
Development

Teamwork

Workload

Performance 
Management

Respect and  
Well-being

Rewards

Engagement

Overall Index
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Figure 7.3.7: Benchmarking MOM Against Public 
Service EES 2008 Agencies (N = 27)
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Figure 7.3.9: Snapshot of MOM’s HR-
Specific Awards

Despite the unfavourable economic 
conditions in the last two years, which 
have translated to additional workload for 
MOMers, MOM has emerged as “best-in-
class” in three categories and ranked top 
3 in many categories amongst the public 
sector agencies (Figure 7.3.7).

As can be seen from the results of the 
Employee Perception Survey (Figure 
7.3.8), MOMers are generally satisfied with 
the work-life culture in MOM.

MOM’s efforts in driving HR excellence 
and continuous improvements have 
been recognised through the numerous 
accolades and awards that we have 
received (see “Ministry of Manpower 

Awards and Accolades” at the beginning 
of the report). Worth highlighting are 
the following HR awards received  
(Figure 7.3.9):

•	 People	 Developer	 Standards,	 2000,	
2003, 2007;

•	 Singapore	 HEALTH	 Award,	 2000	
(Bronze),	 2004	 and	 2006	 (Silver),	 
2008 (Gold);

•		 Work-Life	 Achiever	 Award	 (2006)	
and Work-Life Excellence Award  
(2008); and

•		 6	SHRI	Singapore	HR	Awards	in	2007,	
and 8 more in 2008, including the SHRI 
Corporate HR Award. 

In	 2010,	 MOM	 won	 “Best	 Business	
Continuity	 Practices”	 and	 “Best	 HR	
Young Gun” for the Human Resource 
Management (HRM) Awards 2010. MOM 
also won 6 awards, 4 corporate HR awards 
and 2 individual awards (i.e. leading HR 
leader and leading HR executive) for the 
Singapore Human Resources Institute 
(SHRI) Singapore HR Awards 2010. 



  Results

7.4 
Operational results

7.4a Summarise current levels 
and trends in key measures 

of operational performance of key 
design, production, delivery, and 
support process performance. 
Include productivity, cycle time, 
and other appropriate measures of 
efficiency and innovation. Compare 
results relative to competitors and/ 
or benchmarks.

Efficient Labour Market Facilitated 
by World’s Fastest Work Pass 
Processing, Strategic Engagements 
and Timely Labour Market 
Information
MOM’s work pass framework plays an 
important role in facilitating a flexible and 
responsive labour market. In administering 
the framework, MOM has consistently 
achieved high performance standards in 
the processing of work passes. MOM’s 
UNPSA-winning WPOL system currently 
has the world’s fastest processing speed 
(Figure 7.4.1).
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Result
Figure 7.4.1: % of Work Permit Applications Received via WPOL Processed 

Within 2 Working Days

Figure 7.4.1: % of Work Permit Applications 
Received via WPOL Processed Within 2 

Working Days

Good

We have also maintained consistently high 
standards for expediting the processing of 
EP and S Pass applications, (Figure 7.4.2). 
In FY08, the Auto-Processing cum EP 
Online Redevelopment (ACER) system and 
the award-winning EPOL enabled MOM to 
tighten the processing standard to one 
calendar week, which is the fastest in the 
world. This has helped us to better ensure 
that service level to our customers is not 
compromised with the increased volume.

7.4b Summarise current levels 
and trends in key measures 

and/or indicators of supplier and 
partner performance. Include the 
organisation’s performance and/
or cost improvement resulting from 
supplier and partner performance.

Renewal of Workforce Skills Ensures 
Employability of Our Workers 
MOM works closely with our statutory 
board, WDA, to enhance employability 
and competitiveness of the Singapore 
workforce. The Singapore Workforce Skills 
Qualification (WSQ) system is a national 
skills qualification system designed to 
equip workers with industry relevant 
employability and occupational skills to 
remain competitive and employable. With 
competency-based certification and clear 
progression pathways, workers can use 
WSQ to upgrade their skills and advance 
in their careers. As at end December 2009, 
WDA had developed 24 WSQ frameworks 
that provide practical, competency-based 
training courses in various sectors.

In 2009, about 200,000 workers underwent 
WSQ	 training.	 Between	 2005,	 when	 the	
first WSQ framework was rolled out, to 
December 2009, a total of 400,000 workers 
had completed WSQ training.

Figure 7.4.2: % of EP and S Pass Applications 
Received via EPOL Processed  within 7 

Working Days
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Figure 7.4.2: % of EP and S Pass Applications Received via EPOL Processed  
within 7 Working Days

Good
7.4c Summarise the current levels 

and trends in key measures 
and/or indicators of the organisation’s 
contribution to the community, 
society and the environment.

Being a Responsible and Caring 
Corporate Citizen
MOM’s Corporate Social Responsibility 
(CSR) Framework covers four key thrusts: 
corporate philanthropy, community 
volunteering, environmental protection 
and governance. Different initiatives and 
programmes have been put in place to 
steer MOM’s CSR efforts. For FY09, 5,112 
volunteer hours were invested to touch 
1,141 disadvantaged individuals, through 
the various initiatives organised by MOM 
such as “Donate-a-Can”, “Make-A-Wish” 
for Christmas, and “Meals-on-Wheels”, 
amongst many others. For our efforts, 
MOM was a finalist for the President’s 
Social Service Award (Informal Group 
Category) in 2008.

MOM is also taking big steps towards 
becoming an environmentally-friendly 
organisation. In recognition of our efforts 
on this front, we have been awarded the 
following awards (Figure 7.4.3):

•	 Energy	Smart	Office	(2009)	by	MEWR;

•	 Green	Office	Label	(2009)	by	Singapore	
Environment Council;

•	 Water	 Efficient	 Building	 Certificate	
(2008)	by	PUB;	and

•	 Friends	of	Water	(2008)	by	PUB.

Figure 7.4.3: Some of MOM’s Environment Awards
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Area

Areas include: 
Finance, 
People, 
Procurement, 
Contracts, 
Conduct with 
Suppliers, 
Information 
Management, 
and IT

Finance

Finance

Finance

Finance

Statistics

IT

Gate-Keeper

External:  
Audit General’s 
Office (AGO)

Internal:  
Internal Audit  
Unit (IAU)

Corporate Planning 
Dept (CPD)

CPD

CPD

CPD

Manpower 
Research & 
Statistics Dept 
(MRSD)

Information 
Systems and 
Technology  
Dept (ISTD)

Purpose

Independent 
audit of Ministry’s 
systems and 
structure.

Adherence to 
Government 
Instruction  
Manuals (IM) 

Audit of Foreign 
Workforce Levy 
collection

Audit of Funds 
Administered by 
MOM — Life-
long Learning 
Endowment Fund

Audit of Accountant 
General Department 
(AGD)’s Resource 
Accounts

Audit of Financial 
Management 
Indicators

Adherence to 
Advance Release 
Calendar

IT Project 
Management

Audit

Government 
Parliamentary 
Committee 
(GPC) to raise in 
Parliament

AGO/External 
auditor

External auditor

External auditor

AGD

IMF online audits

ISO 9001:2000
External/Internal 
auditors

Fy06

Green

Clear

Clear

Clear

Clear

Clear

Clear

Fy07

Green

Clear

Clear

Clear

Clear

Clear

Clear

Fy08

Green

Clear

Clear

Clear

Clear

Clear

Clear

Fy09

Green

Clear

Clear

Clear

Clear

Clear

Clear

Figure 7.4.4: Summary of MOM’s Governance Results

In	fact,	the	MOM	HQ	Building	has	become	
a benchmark as a green government 
building. We have managed to achieve an 
energy efficiency index of 148 kWh/m2/
year in FY09, which is beyond the national 
Green mark platinum benchmark rating 
of 155 kWh/m2/year. This has enabled 
the	 MOM	 HQ	 Building	 to	 be	 one	 of	 the	
top 10 most energy efficient buildings in 
Singapore. For water efficiency, we have 
also surpassed the national average of 
1.03m3/m2/yr to achieve 1.01m3/m2/yr in 
FY09. We are also the only government 

building in Singapore to use more than 
50% Newater — the national ratio of 
portable to Newater is currently 30:70, 
putting us as amongst the best in  
water efficiency.

7.4d Summarise current levels and 
trends of the organisation’s key 

measures of its governance system.

MOM’s governance results are summarised 
in Figure 7.4.4. We have been able to clear 

all major audits, including the AGO’s audits 
of our systems and structures, where we 
maintained a green rating for a fourth year 
running in FY09. In fact, we achieved zero 
audit observation (based on number of 
findings reported in AGO report) in FY09, 
which puts MOM at the top in governance 
and compliance. MOM’s IT Security 
Policies and IT Technical Architecture are 
also reviewed and updated periodically to 
align to WOG policies and to incorporate 
best practices and recommendations 
arising from the audits conducted.



Glossary

glossary
Abbreviation Meaning

ACES Appeals, Claims and Enforcement System
AD Assistant Director
AGC Attorney General’s Chambers
AGO Auditor-General’s Office
ALMM ASEAN Labour Minister’s Meeting
AMM Account Management Meeting
AMP Advance Management Program
BE Business Excellence

BERI Business Environment Risk Intelligence — reports the Labour 
Force Evaluation Measure

BHP Business HR Partners
BPR Business Process Re-engineering
BSC Balanced Scorecard
CCD Corporate Communications Department
CCL Centre for Creative Leadership 
CDC Career Development Council
CEOC Community and Environment Outreach Committee
CET Continuous Education and Training
CGSB Curtin Graduate School of Business
CMM Corporate Management Meeting
CPD Corporate Planning Department
CPFB Central Provident Fund Board
CPS Customer Perception Survey
CRD Customer Responsiveness Department
CSR Corporate Social Responsibility
CSS Customer Satisfaction Survey
DD Deputy Director
DS Deputy Secretary
EALS Employment Agencies Licensing System
EDB Economic Development Board
EIU Economist Intelligence Unit
EP Employment Pass
EPEC EP Eligibility Certificate
EPOL Employment Passes Online System
EPSC Employment Pass Service Centre
ERIKA Employer Relationship, Industry Knowledge Analysis
ESS Employability Skills System
FMMD Foreign Manpower Management Division
FMPO Foreign Manpower Policy into Operations
FSLES Financial Security and Lifelong Employability for Singaporeans
FWPD Foreign Workforce Policy Department
GCR Global Competitiveness Report
GCW Globally Competitive Workforce

GLP Governance and Leadership Programme, conducted by Civil 
Service College

HOD Head of Department
HR Human Resource
i2i Ideas-to-Innovation
IAC Industrial Arbitration Court
IAU Internal Audit Unit
ICA Immigration and Checkpoints Authority
I-Class Singapore Innovation Class
IDA Infocomm Development Authority
IEPO Integrated Employment Planning into Operations
IHS Industry Health System
ILO International Labour Organisation
IM Instruction Manual
IMD Internal Manpower Division
IMD2 Institute of Management and Development — reports the WCY
IMF International Monetary Fund

iOSH Upcoming system to synthesise all WSH transactions  
and databases

IRM Integrated Risk Management
IS Income Security
ISLES Income Security and Lifelong Employability for Singaporeans
ISPD Income Security Policy Department
ISTD Information Systems Technology Department
IT Information Technology
ITQ Invitation to Quote
ITSC IT Steering Committee
ITT Invitation to Tender
KASAC Kreta Ayer Seniors Activities Centre
KM Knowledge Management
LDP Leadership Development Program

L.E.A.D Leadership.Execution.Administration &  
Public Management. Development

Abbreviation Meaning

LG Leadership Group
LKY SMP Lee Kuan Yew Senior Management Program
LMAU Labour Market Analysis Unit
LRWD Labour Relations and Workplace Division
LSD Legal Services Department
MCYS Ministry of Community Development, Youth and Sports
MEWR Ministry of The Environment and Water Resources
MFA Ministry of Foreign Affairs
MNC Multi-National Company
MND Ministry of National Development
MOE Ministry of Education
MOF Ministry of Finance
MOH Ministry of Health
MOL Ministry of Labour
MOM Ministry of Manpower
MPPD Manpower Planning and Policy Division
MRSD Manpower Research and Statistics Department
MTI Ministry of Trade and Industry
MVV Mission, Vision, Value
NGOs Non-Government Organisations
NTUC National Trade Union Congress
OE Organisational Excellence
OSHD Occupational Safety and Health Division
OSHS Occupational Safety and Health System

PCR Potential Competitiveness Ranking by Japan Centre of 
Economic Research

PDS People Developer Standard
PER Pro-Enterprise Ranking Survey
PET Pre-employment Education and Training
PG Policy Group
PMD People Matters Department
PRiDe Performance Review and Development
PS Permanent Secretary
PS21 Public Service 21
PSD Public Service Division
PW Progressive Workplaces
QSC QuIPS Steering Committee
QSM Quality Service Manager
QuIPS Quality, Innovation, People and Service — 4 pillars of OE
QWEST Quality Workplaces Efforts and Strategies Taskforce
RF Reinvestment Fund
SAD Senior Assistant Director
SBF Singapore Business Foundation
S-Class Singapore Service Class
SEC Singapore Environment Council
SG Strategy Group
SLA Service Level Agreements
SLF Singapore Labour Foundation
SME Small-and Medium-sized Enterprise
SNEF Singapore National Employers Federation
SPF Singapore Police Force
SQC Singapore Quality Class
SWW Staff Welfare and Wellbeing
TAFEP Tripartite Alliance for Fair Employment Practices
UN United Nations
UNPSA United Nations Public Service Award
WCY World Competitiveness Yearbook
WDA Singapore Workforce Development Agency
WEF World Economic Forum
WICD Work Injury Compensation Department
WICS Work Injury and Compensation System
WIS Workfare Income Supplement
WOG Whole-of-Government
WOP Workplaces for Optimal Performance
WP Work Permit
WPD Work Pass Division
WPOL Work Permit Online System
WPSC Work Pass Services Centre
WPSD Workplace Policy and Strategy Division
WSH Workplace Safety and Health
WSHC Workplace Safety and Health Council
WSQ Singapore Workforce Skills Qualifications
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