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The Singapore Civil Defence Force (SCDF) – a Home Team member under the purview of the Ministry of Home Affairs – is a provider of rescue, fire-fighting and emergency ambulance services.  Driven by the mission to protect and save lives and property for a safe and secure Singapore, it is the vision of the SCDF to be a world-class emergency services agency guided by the pillars of professionalism, operational excellence and service quality.

Following the watershed 11 Sept 2001 attacks in the US and the spate of terrorist attacks elsewhere, notably in Bali and Jakarta, the SCDF has found itself taking on added responsibilities to protect the public against terrorism as well.  The new security climate, coupled with the day-to-day response to peacetime incidents, aptly underscores the importance to have a robust business model as the foundation for the frontline services and backend processes of the SCDF.

“We felt that the SQA was a necessary journey to embark on because it would help us identify our strengths, but more importantly, surface areas of improvement that we could make to the services we provide, “ said Mr James Tan, Commissioner of the SCDF.

By realigning its operating processes and systems along the lines of the SQA Business Excellence framework, the SCDF was able to put in place a more holistic approach to the management of the organisation.  At the same time, it also allowed the SCDF to further refine its service to the public, other related partners and stakeholders by measuring its key performance indicators against similar systems and mechanisms of best practices in the industry.

Continued Commissioner James Tan: “The SQA journey really opened our eyes as we explored issues like how our work processes and structures could be further streamlined to make us an even better service provider.  We drew a lot of useful lessons from the previous SQA winners through benchmarking with them.  Separately, our focus on innovation and information technology as key drivers towards operational excellence was also validated.”

A major area of strength for the SCDF is its comprehensive staff selection snd training system that helps to maximize the potential of its workforce – ever so critical in Singapore where human capital is the most valuable asset. Another strength of the SCDF lies in its extensive use of integrated information technologies, which enables it to function more effectively in times of crisis. Real-time online information systems such as the CIMS (Crisis Information Management System) and the HTVTS (Hazmat Transport Vehicle Tracking System) for example, enable its staff to have access to critical information for decisive decision making in day-to-day operations.
A culture of innovation also permeates the organization, where a systemic framework supported by a mix of physical and virtual infrastructures has been put in place to create an environment hospitable for creativity and innovation to thrive and flourish. Over the years, ideas from officers have led to the design of numerous cutting-edge equipment and appliances like the Light Fire Attack Vehicle (LFAV), the Personnel Decontamination Vehicle, the Station With Immediate First-Aid and Treatment (SWIFT) and the Water-Mist Gun for frontline fire-fighting. This has led the SCDF to attain best-in-class performance levels comparable to leading countries in the world.

“Even though we have received the SQA, the public can count on us to strive ahead and never to rest on our laurels,” Commissioner James Tan assured.  “We are living in such dynamic times and we know there will always be improvements that we can make in the way we do things and the services we deliver to our public.  This, I believe, is the true spirit of the SQA experience and it is a philosophy that every officer in the SCDF can identify with.”
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