


The Excellence in Public Service Awards Ceremony recognises public 
officers for outstanding service and public organisations’ achievements 
in Organisational Excellence (OE) and in implementing Best Practices. 
It also recognises members of the public who have been particularly 
helpful and understanding, and who have made significant contributions 
as customers.
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Service  
Excellence

“ Quality in a service or product is not what you put into it.  
 It is what the client or customer gets out of it.” 

PS21 Star Service Award recognises and 
rewards public officers who demonstrate a 
shining spirit of superior service excellence  
and delivery. The PS21 Distinguished Star 
Service Award is conferred on inspirational 
Star Service Award recipients. Here are the 
nominees with their reflections and stories  
of dedication and passion that go beyond 
the call of duty.

PS21 STAR SERVICE AWARD  
& PS21 DISTINGUISED STAR 
SERVICE AWARD

– Peter Drucker



“I hold strongly to the belief 
that by being committed 
to rehabilitating offenders, 
probation outcomes can be 
improved. You need to respect 
these offenders as individuals, 
understand their needs and 
difficulties, and never give up 
even if circumstances are trying. 
If you take a genuine interest 
in their welfare, it gives them 
a reason to give themselves a 
second chance.”

“Sometimes, to handle a complaint well requires 
just that little more initiative and patience; you 
can listen to all the parties involved to understand 
the problem and find a solution that benefits 
them, because you always want to do your best 
for all your customers.” 

Sgt Muniyandi s /o Pandian 
Group Leader, Ang Mo Kio Division  

Singapore Police Force

“When you take the extra effort 
to make life easier for others, 
they make it easier for you as 

well. By simplifying the financial 
processes in my workplace, it 

becomes possible for others to 
gain a better understanding of 

the processes and requirements 
while easing the workflow, and 

improving the overall  
payment performance.”

Jennifer Ho Lee Yoon 
Head Budget Control Branch 

Singapore Armed Forces

“Serving customers does 
not always have to be 

about someone waiting 
at a counter for enquiries. 

We need to walk the 
grounds to look for new 

ways to improve our 
visitors’ experience. It’s 
about being proactive, 

like attending to visitors if 
they should fall and hurt 

themselves in the park, as 
service often goes beyond 

being something that is 
just skin-deep.”

Tang Wen Yi, Nick 
Officer/Visitor Services 

National Parks Board

“When doing public repair works, customers are 
always concerned about the possible inconvenience 
to their daily routine and their premises. I try my best 
to accommodate their schedules, and provide them 
regular updates of the repair progress. We ensure that 
inconveniences to customers are kept to a minimum.”

Hah Lee Kuan 
Technical Supervisor 

PUB, The National Water Agency

“I believe that every enquiry 
I receive deserves my fullest 
attention. I will always try my 
best to come up with every 
possible solution because 
there is no “one-size-fits-all” 
approach when it comes to 
managing customer queries. 
Finding the right solution for 
every customer means paying 
attention to every little detail.”

ASP (2) Ng-Goh Siew Lee 
Senior Customer  
Relations Executive  

Immigration and Checkpoints Authority 
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Yah Khin Boon
Senior Probation Officer  

Ministry of Community Development, 
Youth and Sports



“When doing event planning for 
clients, I try to value-add to  
their planning by tapping  on 
my experience to suggest more 
constructive and cost-efficient  
ideas, and to continually improve  
their experience. It gives me 

 great satisfaction when we  
can convert a complaint into  
a compliment.”

Foong Chee Weng
Manager/Events Sales 

National Parks Board

“Having the ‘patient first’ mentality is essential to ensure that patients always receive 
prompt and quality treatment. I encourage my patients to give feedback and suggestions 
so that I can understand their needs and expectations, and look for creative and innovative 
ways to further improve the clinic and our service to them.”

Dr Evan Sim Chin Sing 
Head Clementi Polyclinic/ 
Deputy CMIO (NHGP) 

National Healthcare Group Polyclinics (Clementi)

“Being audited is not always easy 
for training organisations because 

there are many things to take note 
of; we help them along and provide 
detailed guidance on their systems 

and processes. Sometimes this 
means being patient and explaining 
things concisely to identify the gaps 

in their systems and help them 
build up their capabilities.”

Chia Whee Yee
Senior Manager,  

Quality Assurance Division 

Singapore Workforce Development Agency

“Good service is more than a job; it is also about persistence, determination 
and initiative to meet the socio-emotional needs of students and their 
families. By motivating students and going the extra mile for them, it helps 
them to overcome the odds and succeed in life. I enjoy what I do, because  
I get to make a difference and touch the hearts of many people.”

“Through my work, I try to 
encourage students to develop 
critical and creative thinking 
skills; so they learn to be 
solutions-oriented when they 
encounter problems during 
their workshops. I also try my 
best to contribute to school 
programmes and duties so 
students and teachers alike  
can stay on task and adhere  
to their timelines.”

Chiang Kok Hoong
Technical Support Officer 

Balestier Hill Secondary School

Hariharan Dharmarajan 
Senior Lecturer-Mentor 

ITE College East, Singapore

“Engaging people in 
environmental outreach 

projects requires 
collaboration and building of 

good working relationships. 
I believe that having the 

passion for what I do 
helps me when I need to 
put in the extra effort to 

conceptualise activities and 
make sure everything goes 
to plan. It gives me a sense 
of satisfaction to promote 
environmental awareness 

and action.”

Tiyo Pei Nee 
3P Partnerships Executive 

National Environment Agency
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“Handling persistent and difficult customers is part and 
parcel of the customer service job, and I try my best to 
help my colleagues to calm such customers down so 
that we can help them better. In sharing case handling 
experiences and knowledge with one another, we can 
learn how to better manage such situations.”

Normayanti Mohamad Noor 
Customer Services Executive 

Ministry of Manpower

“Working in NEA gives me 
the opportunity to manage 
customer feedback regarding 
important environmental 
issues, like dengue fever and 
food poisoning. I feel that  
I make a difference in service 
standards when I am able  
to meet their demands 
quickly. It is important to 
share such experiences 
to better help fellow staff 
manage similar enquiries.”

Yan Chui Ping
Manager 

National Environment Agency 

“I strongly believe in serving from the heart and going 
beyond the call of duty if it means I can make a real 
difference to customers’ lives. Once, a customer’s  
camera with his wedding photos had fallen into a river.  
And although it took several hours, I eventually located  
it on the riverbed, which gave me great satisfaction to  
have helped him out.”

Kamarudin Bin Fadilah
Technical Support Officer 

PUB, The National Water Agency

“Having worked in the MPA for so many years, 
my colleagues have become like family and my 
job has become my passion. I believe that you 
need to be compassionate and empathetic at 

the workplace, and to put in that extra effort to 
help colleagues when they are in need.” 

Vejayaretnam s /o Kandasamy 
Marine Officer 

Maritime and Port Authority of Singapore

“As the first point of contact for job hopefuls with MPA, I recognise how important it is 
that I do my part in being a brand ambassador, explaining how the maritime industry 
functions. By putting myself in their shoes, I try to engage them and alleviate their 
interview day jitters.” 

Selvakkrishnan Sivarani Nee Sivapragasam 
Assistant Management Officer 

Maritime and Port Authority of Singapore

“Although my enforcement 
duties require me to be  
firm with customers, it is 
still important to listen  
and provide them sound 
advice on their finances.  
I believe that there are  
‘no wrong doors’ to 
customers’ queries. It is 
about taking the initiative 
to learn more from the 
relevant departments, so 
that I am better equipped 
to help my customers.”

Chua Li Na Irene
Senior Investigation Officer 

Central Provident Fund Board
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“When I saw the accident victim, I realised that it 
was quite late at night and motorists would have 
problems avoiding her as it was dark. I wanted to 
prevent further accidents, so I took up a position 
further up the road and started diverting traffic 
away from the accident site.”

“For me, feedback is about 
meeting up with all the parties 
involved, from foodshop 
operators to managing agents, 
so that I can understand the 
problems they are facing. Even 
when the feedback has been 
attended to, I would still like to 
maintain contact with them  
to see what else can be done  
for them.”

Multazam Bin Sambiri 
Environmental Health Officer  

National Environment Agency

WO Mohd Sharif Bin Mohd Saleh
Instructor, Civil Defence Academy

Singapore Civil Defence Force

“Being professional means 
always being prepared for last 

minute contingencies and 
staying calm so that you can 

handle and expedite requests. 
You have to recognise that 

miscommunication and bad 
situations will happen, but 

you can still respond to urgent 
requests promptly so events 

can still run smoothly.”

Chong Tze Kang 
Technical Consultant 

Infocomm Development  
Authority of Singapore 

“I enjoy learning and this passion motivates me to 
support publication projects and workshops for the 
general public so that others can learn and benefit 

as well. I feel blessed that apart from being able 
to provide customer service at the frontline, I am 

also able to contribute to the arrangements for 
publication projects and ensure that our workshops 

are carried out promptly and efficiently.”

Masamah Binte Ahmad
Senior Library Officer 

National Library Board

S/Sgt Rosidah Binte Abdul Rahman
Baggage Screening Officer,  
Changi Airport Terminal 2 

Immigration and Checkpoints Authority

“When foreigners arrive in Singapore, they are often 
alone or unfamiliar with their surroundings and may 
need assistance and guidance. They appreciate it when 
they know that despite being in a foreign country, they 
can still seek assistance and have their welfare looked 
after by sincere and helpful staff.” 

Lim Pang Whye
Higher Technical Officer 

Housing and Development Board

“I meet up with the elderly 
residents under my charge 
every week to listen to 
their issues, which can 
range from a pest problem, 
needing help with flat 
maintenance or problems 
that surface during flat 
upgrading works. I try my 
best to alleviate their 
worries and improve their 
living environment when  
I can.”
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“When servicemen are on 
overseas deployment, I enjoy 
going the extra mile to provide 
strong support for them by 
organising video conferences 
with their families or delivering 
family welfare parcels to them. 
I believe that these gestures 
help to strengthen their duty 
commitment.”

Ng Peh Wah 
Senior Administration Supervisor 

Republic of Singapore Air Force

“Sometimes you meet challenges as a customer 
service officer, so you have to be knowledgeable and 
resourceful when you work in order to deliver prompt 
service to customers. Every customer is unique, and 
they all deserve patient and undivided attention when 
they need assistance with their queries.”

Rusiah Yusof 
Customer Service Officer 

Accounting and Corporate Regulatory Authority 

“I approach my work with 
great joy because I like 

helping and training others 
to have an excellent service 

mindset. It gives me comfort 
to see that the school has 

built a caring culture which 
has enabled the senior 

students to develop a strong 
sense of pride and belonging, 

thereby spurring them 
on to return and help the 
junior students with their 

schoolwork.”

Soh Guan Thong
Technical Support Officer,  

Design and Technology 

Christ Church Secondary School
“I take pride in ensuring that my 
patients are safe, comfortable 
and satisfied. It is often about 
being vigilant and attentive to 
their needs. I strongly believe 
in giving service from the 
heart to bring a smile to their 
faces, warming their hearts 
and making a positive service 
impact, even in difficult  
service situations.” 

Elaine Wong Chia Yee 
Senior Staff Nurse

Changi General Hospital

“Once, when I saw an accident 
victim at the side of the road, 
the fact that I was off-duty 
never came to my mind. All  
I was thinking was that there 
was an injured person and 
I had to do my best to help her.  
I performed first aid to try and 
stop the bleeding, and I stayed  
with the victim till the 
ambulance arrived.”

S/Sgt Nur Nadiah Binte Norman
Hazmat Specialist,  
Jurong Island Fire Station,

Singapore Civil Defence Force

Chia Ah Tee
Management  

Information Officer 

Public Service Division

“I feel it is important to 
support my fellow  

colleagues. Once, there 
was an overwhelming 
response to a training 
session, which meant 

there would be 
insufficient training 
materials. I did not  

want to disappoint the 
participants, and helped 
to print more copies and 

delivered them to the 
venue to ensure that 

everyone had a copy of 
the training materials.” 
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“When it comes to disbursing 
monies from Court Orders, time 
is often of the essence. It is 
about understanding what your 
customers need most, like unpaid 
wages, so you can act promptly. 
Sometimes requests come in even 
on weekends and public holidays, 
so it also helps to have a positive 
attitude and take the initiative to 
respond quickly to such requests.”

Ho Nyuk Chang
Chief Bailiff 

Supreme Court, Singapore

“Providing security-related services is not just simply 
providing administrative support, but, it is also about 
proactively responding to customers and following up 
on their security clearance or other requests. By doing 
and delivering the day-to-day things well, you enable 
others to focus on their primary tasks and projects.”

Dolly Ng Geok Lan
Assistant Executive  

Defence Science and Technology Agency

“Optimising library resources 
means that users’ needs 

will be acknowledged in a 
timely fashion. Apart from 

promoting the resources of 
the library, I will also try to 
come up with new ideas to 
enhance uploaded content 

and source for useful 
information required by 

users so that they can keep 
pace with global trends.”

Liew Le Peng 
Librarian 

National Library Board

“I like thinking of ways to 
improve work processes and 

overcome challenges. It is 
motivating to know that we can 
initiate improvements and help  
to provide greater convenience  

to our units. It also helps to 
stay positive, by building good 

relationships and giving 
assurance to our customers.”

Cheong Kwang Yoong 
Admin Supervisor 

Singapore Armed Forces 

Sum Cheong Kee
Senior Probation Officer 

Ministry of Community Development,  
Youth and Sports

“Effecting positive changes in the lives of offenders and 
their families goes beyond just having them comply 
with Court Orders. You need to guide them in setting 
life goals for a more fulfilling life without crime. I firmly 
believe that institutionalisation is the last resort, and 
I try to help higher-risk offenders by putting them on 
comprehensive and robust rehabilitation plans.”

“For customers seeking help 
with their problems, we must 
first assume responsibility 
towards them, display genuine 
empathy and sincerity to help, 
before following up and closing 
with a solution. Sometimes, 
this means that we have to 
persevere and be persistent in 
convincing the relevant parties 
that the customers’ problems 
are to be resolved as quickly 

 as possible.”

Cadence Goh Lay Leng
Constituency Manager 
Nee Soon Central Constituency Office

People’s Association
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“Fitness is very important for naval 
divers. This encouraged me to 
develop a programme for both 
trainees and instructors to  
enhance their performance to 
achieve more challenging goals. 
When one of my divers was 
hospitalised due to an incident 
outside of the camp, I visited him 
frequently to encourage him in 
maintaining his fitness.”

Cpt Koh Han Wei Benedict 
Training Officer 

Republic of Singapore Navy

“As my work involves the import and export of pet animals, I correspond with many 
traders and members of the public on a daily basis. I find that it helps to be patient and 
to listen fully to customer requests, because you recognise that the customer just wants 
help in their time of distress.”

Jolene Chan Suet Heong
Manager 

Agri-Food and Veterinary Authority

“I believe that we can create 
better outcomes for pupils by 

nurturing and empowering 
them through project work 

and competitions that allow 
them to stretch their talents 

creatively. It also helps to 
work with their parents so 

that they become some of our 
most ardent supporters when 
we have school programmes.”

Tan Jia Hui Selena
Level Head 

Bukit Panjang Primary School 

Choo Soong Chye
Property Executive 

Singapore Land Authority

“Sometimes we manage cross-agency issues which can be 
complex and difficult to resolve. As it can be difficult for the 
customer to keep track of the information and progress on 
the issue when it gets bounced around, I will try my best 
to co-ordinate the communication between agencies to 
improve responsiveness and efficiency in resolving the issue.”

“I believe in quality teaching and learning for students by 
using new approaches to engage them and cater to their 
diverse needs and capabilities, from selecting suitable books 
to integrating physical education aspects into classroom 
lessons. By creating a conducive learning environment, I can 
help remind students how lucky they are to be able to learn.”

Eleanor Quek Yi Hui 
Teacher 

Mee Toh School

“Providing quality service to all 
stakeholders means understanding 

issues from their perspective and 
ensuring that replies to them 

adequately address the issues they 
encounter. While I cannot always 

agree with their requests, I can still 
take the opportunity to educate 

them on the proper procedures and 
requirements to adopt.”   

Zahnair Binte Mohd Said
Trade Officer 

Singapore Customs
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“It gives me great satisfaction 
when I can advise civil servants 
of their pension eligibility and 
rights, so they can receive the 
retirement benefits they have 
earned and remain financially 
supported. I feel the experience 
and knowledge that I have picked 
up on the job have helped me to 
better embrace the practice of 
service excellence.”

Salamah Yusop
Senior Officer  

VITAL

“It can be a nerve-wrecking experience for parents to have 
their newborns in ICU, so you need to be warm and provide 
emotional support. Apart from ensuring that your young 
patients receive the best care, you also need to show care 
and concern for their families, like teaching them infant 
massage to help improve the parent-child bond.”

Toh Siew Pang 
Principal Enrolled Nurse 

Singapore General Hospital

“Working as a nurse, I try to 
be approachable and provide 

holistic care, like preparing 
teaching materials for patients 

and their loved ones to help 
educate them about their 
conditions. I look out for 

patients to ensure that they 
are comfortable, and help 

coach the younger nurses in 
caring for their patients.”

Eileen Cheah Lilian 
Nurse Manager

Khoo Teck Puat HospitalCharlie Chia Lee Yong
Trade Officer 

Singapore Customs

“Customers always come first, and even when they  
are difficult I will always try to deliver services 
according to the 4Fs - fast, friendly, firm and fair. 
By understanding their issues holistically from their 
perspective, it is easier to adopt a flexible approach 
to manage their requests when necessary, so service 
delivery is not compromised.”

“Providing support to local 
enterprises venturing overseas 
can be a 24-hour job, from 
attending to calls in the late 
hours to helping companies 
realise their expansion plans. 
By developing strong relations 
and close coordination with 
companies on all issues, you 
help to bring about success  
in different markets.”   

Jason Tan Tai Chin
Manager

International Enterprise Singapore

“As a service staff, the customer 
is always the most important 
person. You have to recognise 

that their time is valuable, and 
you have to always remain 

cordial.  Although you cannot 
always say “Yes” to them, you 

can patiently offer alternatives 
to put them at ease,  

while emphasising what  
you can do for them.”

Tan-Yong Mee Lee 
Senior Operations Officer 

(Team Leader) 

Ministry of Manpower
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“Working at the grassroots level, 
you realise that your work has 
a real impact on people’s lives. 
I feel that the commitment to 
good service is not just promptly 
answering residents’ queries, but 
it is also about following up with 
them until their needs are met.”

Fleury Jason Jude 
Community Partnership 
Manager (North West) 

Land Transport Authority

“Working in the Subordinate Courts can be 
challenging, but it helps to be passionate about 
what you do. Although sometimes it means that 
you have to wear many hats, I enjoy what I do as 
it gives me great satisfaction to know that I am 
contributing to the continued smooth operations 
of Singapore’s justice system.”

Shariza Binte Mohamed Sharif 
Personal Assistant

Subordinate Courts

Indirawaty Binte Omar 
Senior Assistant (SATCC) 

Civil Aviation Authority of Singapore

“For me, good service is about having a very positive 
attitude and a friendly smile. As some of my colleagues 
work on shifts, I try and take the initiative to act  
as a bridge between them and other colleagues,  
and help keep day-to-day operations running  
smoothly and efficiently.”

“Supporting the audio-visual 
requirements of events can 
mean long hours or last 
minute requests for setup 
and preparations, and I also 
have to move around a lot 
between the different courts. 
I try to stay cheerful, patient 
and accommodating and put 
people at ease by having a 
smile for them no matter  
what time it is.”

Sim Jingyao
Technology Services Officer 

Subordinate Courts

“Customers come to me 
looking for the perfect 
costume to wear to an 

event, and often they are 
understandably anxious and 

demanding. Being patient with 
their demands and tactful 

when providing advice goes 
a long way to earning their 

trust and appreciation for the 
feedback you had given.”

Heng Swee Lee
Assistant Wardrobe Mistress, 
Singapore Chingay & Events 
Network (SCENE) Division

People’s Association

“Sometimes, we find that 
the customer’s problems do 

not involve our pipes, but, we 
empathise with their concerns, 

and try our best to help allay 
their anxiety by explaining 

the situation and suggesting 
solutions. I will also try to call 

customers a few days later 
to offer help if complications 

should arise.”

Baharulhisham Bin 
Mohammad Esa

Technical Officer 

PUB, The National Water Agency
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“When an ex-inmate informed that 
he wanted to work in his friend’s 
company, I saw that it was a 
chance to help in his recovery. His 
friend was overseas, so extra work 
was needed to make the necessary 
arrangements but I did it so as to 
allay his fears that he would  
miss out on a job because  
of incarceration.”

ASP (2) Christopher  
Kanthi Kumar
Senior Reintegration Officer 

Singapore Prison Service 

“Caring and being empathetic to the customer is always 
important as a counselor, as you need to be quick to respond 
to their needs and situations. Whenever someone seeks 
me out, I always try my best to listen to their problems and 
suggest possible ways to address their issues.”

Azman Bin Anuar 
Counsellor 

Ministry of Defence

“In my line of work, I often 
face a continuous influx 
of calls from emotionally 
charged customers. At 
times they can be difficult 
to manage, but you have to 
listen intently to understand 
their needs, and then take 
the initiative to deliver 
promptly on their concerns 
so that they know that 
someone is genuine about 
helping them.”

Joanna Tan Yeok Lan 
Executive Administrative Officer 

Urban Redevelopment Authority

Wang Peiqi 
Senior Executive 

Intellectual Property Office of Singapore

“A teacher rushed into our 
Police Division to tell us 
a small boy had choked 

on some food at the 
childcare. We immediately 

ran over to help. The boy 
was already turning blue. 

Without a thought,  
I carried him and sprinted 

to the nearest hospital.  
I am glad the doctors were 

able to revive him and he 
made a full recovery.”

“Sometimes customers call in because they 
need help, but they do not know whom to turn 
to. While I cannot always help them directly, I 
am able to refer them to the relevant agencies 
and take follow-up action to ensure that their 
concerns are met. We are always looking at 
how we can improve the quality of responses 
to customers.”

Snr Insp  
Thinagaran s/o S Krishnasamy

Tanglin Police Division

Singapore Police Force 

“When managing special 
needs children, it is important 

to see them as a child first 
and assess their needs to 

prevent stereotyping them 
because of their conditions. 

And it is also important 
to work closely with their 

parents to provide them 
assurance, dignity and 

whatever they need to ease 
their situation.”

June Yeo Swee Lin
Allied Educator  

(Learning & Behaviour Support)

Montfort Secondary School
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“Understanding complex concepts becomes easier for students when you use interesting visual 
aids or analogies to bring it down to something students can understand. I put in extra effort 
when I’m planning my workshops for students because I believe that when students enjoy their 
learning, they learn more.”

Dr Sinaga Akasta
Lecturer 

Ngee Ann Polytechnic

Karen Kwa Su Fen
Senior Medical Social Worker 

Tan Tock Seng Hospital

“Medical social work is a 
profession and a calling, and  
I work towards equity in social 
welfare by advocating the 
public and other organisations 
to come together and help 
improve service delivery. 
Whenever necessary, I try to 
facilitate dialogues among 
different groups to make life 
better for my patients  
and fellow colleagues.”

“As a doctor, you need both expertise and empathy 
as patients are people who need compassionate 
and professional care. I hope to empower my 
patients to make critical and informed decisions 
by clearly explaining their condition and 
treatment procedures.”

Dr Gary Si Khin Yuen 
Family Doctor

National Healthcare Group Polyclinics (Clementi)

“Providing good service is about recognising 
that there are always new ways to innovate 

and perform a task more effectively and 
efficiently. And there is the personal side as 
well. I try my best to give my customers at 

least an interim reply on the same day, so that 
they know we are looking into their concerns.” 

Cheng Suat Guek 
Executive, Secretariat

Civil Aviation Authority of Singapore

“In maintenance operations, acting on problems resourcefully by 
initiating discussions amongst all relevant parties can often mean 

substantial cost savings. The disruption caused by containment and 
service recovery actions when repair works take place can also be 

minimised by proper planning and management.”

Lee Choon Whee
Property Executive 

JTC Corporation
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“No matter how difficult or complex the 
situation is, I will always try my best. I have a 
“never say die” attitude to tackling challenges,  
and I enjoy learning as much as I can, so that  
I can use the new knowledge to better 
respond to customer requests.” 

Suleiman Bin Kader 
Officer

Civil Service College

“In an overseas mission, the safety of 
Singaporeans is paramount, and we 
have to be prepared to evacuate them 
quickly in the event of regional conflict 
and instability. I do my part by bolstering 
the emergency response of the mission 
through the development of a Regional 
Conflict Response Plan, and be ready at 
short notice to provide urgent assistance 
to overseas missions on short notice.”  

Alvin Low Ming Zhong
First Secretary 
(Admin and Consular) 

Ministry of Foreign Affairs

“Working in the Subordinate 
Courts is more than a job 
when you take pride in 
your work. You begin to 
see the value in providing 
good service, and similarly 
you inspire those around 
you to do the same and 
add value to every project 
they are involved in, so we 
can all work towards the 
common goal of providing 
an effective and accessible 
justice system.”

Yong Khai Ling
Senior Deputy Head (Civil) 

Subordinate Courts

“There is nothing more satisfying 
than knowing that your service 

is much appreciated, and it is 
my greatest pleasure to turn 

a frustrated member of public 
into a satisfied customer. My 

personal philosophy is to serve 
with pride and sincerity, and 

to see tasks as challenges, 
customer satisfaction as 

rewards, and problems as 
a chance to grow and gain 

exposure.”  

Ang Sia Eng
Customer Service Executive 

(Counter)

Immigration and Checkpoints Authority

“Good service starts with being 
positive, compassionate and 
always ready to lend a helping 
hand. In service quality, one relies 
on both experience and instincts 
to solve challenging cases. 
Sometimes, we need to be able 
to pre-empt customer requests 
as well as persuade customers to 
co-operate when their assistance 
is needed.”

Suhaili M Silvester 
Executive

KK Women’s and Children’s Hospital

“When faced with difficult or 
challenging situations, I try to 

stay positive and determined as 
it helps me to stay focused on 

the problem at-hand and
think of possible solutions. 

Although every situation has to 
be handled differently, I have 

found that having this attitude 
has guided me through,

and provided me with mental 
support during difficult times.”

Nishan Pillai Velaitham
Attaché (Admin and Consular)

Ministry of Foreign Affairs

photo courtesy of Alvin Low Ming Zhong

photo courtesy of Ang Sia Eng

photo courtesy of  
Nishan Pillai Velaitham
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1 Sum Cheong Kee 
 Ministry of Community 

Development, Youth and Sports 
2 Yah Khin Boon
 Ministry of Community 

Development, Youth and Sports
3 Cadence Goh Lay Leng
 People’s Association
4 Heng Swee Lee 
 People’s Association 
5 Chan Lee Chong  

Singapore Sports Council
6 Yan Chui Ping  

National Environment Agency
7 Tiyo Pei Nee  

National Environment Agency
8 Multazam Bin Sambiri  

National Environment Agency
9 Kamarudin Bin Fadilah 
 PUB, The National Water Agency
10 Hah Lee Kuan  
 PUB, The National Water Agency 
11 Baharulhisham Bin  
 Mohammad Esa  
 PUB, The National Water Agency  
12 Khamis Bin Wagiyo  
 PUB, The National Water Agency  
13 Alvin Low Ming Zhong 
 Singapore Embassy in Doha
14 Nishan Pillai Velaitham 

Singapore Embassy in Jakarta
15 Mohammed Yusuf s/o 

Mohamed Ashraf 
Singapore Consulate in Dhaka

16 Ow Teng Kim 
Singapore High Commission  
in Kuala Lumpur

17 Mohamed Shariff Bin  
Wookil Ahmad 
Singapore Embassy in Riyadh

18 S/Sgt Sriranjani  
d/o Govindaraju  
Central Narcotics Bureau

19 S/Sgt Rosidah  
Binte Abdul Rahman  
Immigration and  
Checkpoints Authority

20 ASP (2) Ng-Goh Siew Lee  
Immigration and

 Checkpoints Authority
21 Ang Sia Eng 
 Immigration and
 Checkpoints Authority
22 Asst Supt Christopher  

Kanthi Kumar  
Singapore Prison Service

23 S/Sgt Nur Nadiah Bte Norman  
Singapore Civil Defence Force

24 WO Mohd Sharif Bin  
Mohd Saleh  
Singapore Civil Defence Force

25 Sgt Muniyandi s/o Pandian  
Singapore Police Force

26 Snr Stn Insp Mazelan  
Bin Selamat  
Singapore Police Force

27 Snr Insp Thinagaran  
s/o S Krishnasamy  
Singapore Police Force

28 Chong Tze Kang  
Infocomm Development

 Authority of Singapore
29 Irene Lim Puat Moi  

Media Development Authority
30 Foo Yoke Guan
 National Arts Council

31 Liew Le Peng 
National Library Board

32 Masamah Binte Ahmad  
National Library Board

33 Azman Bin Anuar  
Ministry of Defence

34 Dolly Ng Geok Lan  
Defence Science and

 Technology Agency
35 Ng Peh Wah  

Republic of Singapore Air Force
36 Cpt Koh Han Wei Benedict 

Republic of Singapore Navy
37 Cheong Kwang Yoong  

Singapore Armed Forces
38 Jennifer Ho Lee Yoon  

Singapore Armed Forces
39 Malarvilli d/o K Arumugam
 Ministry of Law
40 Wang Peiqi  

Ministry of Law
41 Choo Soong Chye  

Singapore Land Authority
42 Jolene Chan Suet Heong  

Agri-Food and Veterinary  
Authority

43 Doris Teo Lee Cheng  
Building and Construction 
Authority

44 Lim Pang Whye 
 Housing and Development Board
45 Ng Siew Meng  

Housing and Development Board
46 Tang Wen Yi, Nick  

National Parks Board
47 Foong Chee Weng  

National Parks Board
48 Joanna Tan Yeok Lan  

Urban Redevelopment Authority

49 Hariharan Dharmarajan 
 ITE College East, Singapore
50 Quek Yi Hui Eleanor 
 Mee Toh School  
51 Chiang Kok Hoong  

Balestier Hill Secondary School
52 Tan Jia Hui Selena  

Bukit Panjang Primary School
53 Kwek Ling Ling Irene  

Bukit View Primary School
54 Soh Guan Thong  

Christ Church Secondary School
55 Phoon Lyvenne  

Ministry of Education
56 Karen Koh Nai Lee 

Ministry of Education
57 June Yeo Swee Lin
 Montfort Secondary School
58 Dr Sinaga Akasta  

Ngee Ann Polytechnic
59 Tan Kwee Khim Kellyn 
 Inland Revenue Authority  

of Singapore 
60 Rusiah Yusof 

Accounting and Corporate 
Regulatory Authority

61 Zahniar Binte Mohd Said 
Singapore Customs

62 Chia Lee Yong, Charlie 
Singapore Customs

63 Salamah Yusop 
VITAL

64 Elaine Wong Chia Yee 
 Changi General Hospital
65 Toh Siew Pang 
 Singapore General Hospital 
66 Eileen Cheah Lilian  

Khoo Teck Puat Hospital

67 Suhaili M Silvester  
KK Women’s and  
Children’s Hospital

68 Dr Gary Si Khin Yuen  
National Healthcare Group 
Polyclinics (Clementi)

69 Dr Evan Sim Chin Sing  
National Healthcare Group

 Polyclinics (Clementi)
70 Karen Kwa Su-Fen  

Tan Tock Seng Hospital
71 Tan-Yong Mee Lee 
 Ministry of Manpower
72 Jennifer Kwee Siew Khim  

Central Provident Fund Board
73 Chua Li Na Irene  

Central Provident Fund Board
74 Normayanti Mohamad Noor 

Ministry of Manpower
75 Chia Whee Yee 

Singapore Workforce  
Development Agency

76 Indirawaty Binte Omar  
Civil Aviation Authority 
of Singapore

77 Cheng Suat Guek 
Civil Aviation Authority 
of Singapore

78 Chen Shan Shan  
Land Transport Authority

79 Lallitha Sankara Pillay  
Land Transport Authority

80 Fleury Jason Jude  
Land Transport Authority

81 Selvakkrishnan Sivarani  
Nee Sivapragasam  
Maritime and Port Authority

 of Singapore

82 Vejayaretnam s/o Kandasamy 
Maritime and Port Authority 
of Singapore

83 Tan Hwee Eng  
Energy Market Authority

84 Jason Tan Tai Chin  
International Enterprise Singapore

85 Lee Choon Whee 
JTC Corporation

86 Im Wee Leong  
SPRING Singapore

87 Sim Jingyao 
Subordinate Courts

88 Shariza Binte Mohamed Shariff 
The Subordinate Courts 
of Singapore

89 Yong Khai Ling 
The Subordinate Courts 
of Singapore

90 Rageswari d/o Suppiah 
Supreme Court, Singapore

91 Ho Nyuk Chang 
Supreme Court, Singapore

92 Suleiman Bin Kader 
Civil Service College

93 Ng Yoke Pheng 
Civil Service College

94 Michael Oh Yong Ban 
Corrupt Practices  
Investigation Bureau

95 Chan Hon Fai  
Elections Department

96 Chia Ah Tee  
Public Service Division

PS21 STAR SERVICE AWARD RECIPIENTS



The PS21 Star Customer Award recognises 
members of the public who step up to 
contribute to better public service delivery. 
They are exemplary role models who 
encourage the hand-in-glove approach 
between public agencies and their 
customers. Together, standards in service 
excellence are raised to benefit all. 

PS21 STAR CUSTOMER AWARD

Building
Experiences

“If you do build a great experience, customers tell each other about that.  
 Word of mouth is very powerful.”

 – Jeff Bezos, CEO Amazon.com



“Safety and security of their estates 
is always a concern for residents, 
and I am glad that I can play a part 
in helping to create an avenue for 
fellow residents to share feedback 
on safety and security issues. 
With the forum, residents can 
contribute feedback that is both 
pragmatic and effective, which 
can then be channelled to the 
Neighbourhood Police Centre for 
crime prevention purposes.”

Kartono Wihardja
Nominated by  
Singapore Police Force

Song Yew Kee
Nominated by  
Singapore Civil Defence Force

“I felt compelled to help develop 
a set of guidelines that addressed 
the fire evacuation needs of 
Persons with Disabilities (PWDs) 
as they are a vulnerable group 
during fire emergencies that 
can sometimes have their needs 
overlooked. Accessibility for 
PWDs in buildings has been 
the focus in recent years, and 
I felt that I could contribute in 
ensuring their safe evacuation 
during emergencies.”

“When it comes to compliance with the requirements of the 
Maritime Labour Convention, the main issue is trying to 
reach a consensus, because industry views often differ on 
critical issues. You have to understand these issues before 
you can convince shipowners to come to a collective stand 
that is both reasonable and acceptable to all parties.”

Captain Yeow Kok Kean
Nominated by
Maritime and Port Authority of Singapore

“After completing radiotherapy treatment for nose cancer,  
I went for a run, and while stopping to catch my breath  
I felt a strange surge of electricity from head to toe. I felt 
scared and alone, and I was inspired to set up a support 
group. Today we have the NPC Cancer Support Groups 
at National Cancer Centre, Tan Tock Seng Hospital and 
National University Hospital.”  

Peter Tang
Nominated by   
Tan Tock Seng Hospital 

“I hope to inspire people by encouraging them to look at the 
positives in life. Even with cancer, I have not had to compromise 
my lifestyle, and I hope to show others through sharing my 
personal experiences that they can still lead full and active lives. 
I also sincerely wish that all newly diagnosed cancer patients and 
their families know how to take good care of themselves.”

Louis Ng
Nominated by 
Singapore General Hospital
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Public Service Premier Award
Public Service Achievement Award
Public Service Milestone Award
Best Practice Award

Organisational
Awards



The Public Service Awards recognise public agencies’ achievement 
of business excellence standards administered by SPRING 
Singapore. It aims to incentivise agencies and departments to 
attain the individual business excellence standards, and also to 
encourage them to strive for comprehensive business excellence 
and attain a cluster of business standards, anchored on the 
Singapore Quality Class (SQC) or Singapore Quality Award (SQA).

SQC is the certification for organisations which have achieved the 
Business Excellence Standard. It serves as a national recognition 
for organisations with management systems and processes in 
place to achieve all-round business excellence. The SQA is the 
highest national award for organisations which have achieved 
the Business Excellence Standard. The SQA is awarded to 
organisations with management systems and processes that  
have achieved outstanding levels of business excellence in  
all levels.

Besides the Class-level standards, there are also the Niche 
Excellence Awards – People Excellence Award (PE Award),  
Service Excellence (SE) Award and Innovation Excellence Award 
(I-Award) which recognise organisations for their outstanding 
achievements for excellence in people, service and innovation.
 
The Public Service Awards are open to all Ministries, Statutory 
Boards, autonomous departments (including schools and SAF  
Units), and Organs of state. 

There are four categories for the Public Service Awards:

ORGANISATIONAL AWARDS

Leading
Change

“It’s not the strongest of the species that survives, nor the most intelligent,  
 but the one most responsive to change.”

– Charles Darwin



The Public Service Premier Award is the most prestigious of the Public 
Service Awards given to agencies that have met the qualifying criteria of 
SQA and 4 Class-level standards, or a combination of SQA, any of the 
Niche Excellence Awards and any 2 of the Class-level standards, or SQA 
with Special Commendation. The award recognises the sustained efforts 
of the agencies to achieve and maintain pinnacle levels of Organisational 
Excellence.

PUBLIC SERVICE PREMIER AWARD
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photo courtesy of National Library Board

The National Library Board seeks to foster a vibrant reading and learning 
culture in Singapore. We believe in building trust with our customers and 
innovating to serve them better. As knowledge sources rapidly become 
more complex, NLB’s library spaces, collections and resources provide 
our customers with the assurance that they have the means for lifelong 
learning. Our customers are our most important partners in our journey to 
improve. It is by involving, consulting and co-creating with our customers 
that NLB hopes to continue being a well-loved public service.

For further information, please contact National Library Board’s representative:
Name : Gabriel Tan Soon Chye
Email : Gabriel_Soon_Chye_TAN@NLB.gov.sg
DID : 6332 1819

NATIONAL LIBRARY BOARD
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Nanyang Polytechnic plays a key role in manpower development for 
Singapore by providing industry-relevant education and training for 
school leavers and adult learners. We pursue excellence by building  
on foundations anchored in organisational culture, concept, capability,  
and connection. Moulded by our values and shaped by our heritage  
and history, the NYP culture unites all students and staff around a 
shared vision. As a Polytechnic committed to “working with industry, 
training for industry”, we stay up-to-date with advances in science  
and technology, and build individual and organisational capability. 

We develop effective and innovative approaches to succeed in our 
endeavours as well as invest in our connections and collaborations  
with key industry players, government agencies, and other educational 
institutions. Moving forward, we will continue to take on new  
challenges and venture into new territories. Our vision to be a  
premier polytechnic of global distinction will continue to be the  
beacon to guide us into the future.

For further information, please contact Nanyang Polytechnic’s representative:
Name : Loo Bee Seng
Email : Loo_Bee_Seng@nyp.gov.sg
DID : 6550 0069

NANYANG POLYTECHNIC

At the Heart of NYP…Our People,  
Everywhere in NYP…Innovation,   
In Everything NYP…Quality and Excellence

photos courtesy of Nanyang Polytechnic

photos courtesy of Subordinate Courts Singapore

The mission of the Subordinate Courts is to provide an effective and 
accessible system of justice that inspires public trust and confidence.  
The Subordinate Courts’ journey and achievements in Organisational 
Excellence are vital to fulfilling our mission and attaining our vision  
as a leading subordinate court. Our journey towards organisational 
excellence began in the early 1990s and after 20 years of hard work,  
the Subordinate Courts is honoured and humbled to be considered  
worthy of the Public Service Premier Award. A testament to our efforts  
to deliver quality justice to all in a fair and timely manner, the Award  
is a key milestone in the Subordinate Courts’ quest for justice par 
excellence.

For further information, please contact Subordinate Courts’ representative:
Name : Chan Wai Yin
Email : chan_wai_yin@subct.gov.sg
DID : 6435 5009

THE SUBORDINATE COURTS OF SINGAPORE



The Public Service Achievement Award is given to agencies that have 
made progress in achieving a higher level of Organisational Excellence. 
They would have met the qualifying criteria of SQC and any 4 Class-
level standards, or a combination of SQC, any of the Niche Excellence 
Awards and any 2 of the Class-level standards. 

PUBLIC SERVICE ACHIEVEMENT AWARD
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photo courtesy of Singapore Land Authority

Our core values of Nation First, People Organisation, Innovation & 
Dynamism, Always Delighting Customers and Integrity & Professionalism, 
have developed a culture of people, innovation and service excellence in 
SLA, culminating in this milestone achievement.

BEAMers (Business Excellence Ambassadors), activists from the 
departments, were instrumental in our journey to garner the Business 
Excellence 4-in-1 certification. This ground-up approach worked 
well as BEAMers provided valuable insights into the departments’ 
initiatives. Coupled with strong support and guidance from the  
Senior Management, we are honoured to have attained the  
PS Achievement Award. 

SINGAPORE LAND AUTHORITY



The Public Service Milestone Award is given to agencies that have met 
the qualifying criteria of SQC and any 2 of the Class-level standards. 
Agencies which attain this cluster of the business excellence standards 
achieve a base level of excellence, marking a significant milestone in the 
start of their journey towards Organisation Excellence.

PUBLIC SERVICE MILESTONE AWARD

51  |  PUBLIC SERVICE MILESTONE AWARD

photos courtesy of Ministry of Health

At the Ministry of Health, we aspire to build a workforce of dynamic  
and engaged officers who embrace the mindset and culture of excellence, 
innovation, continuous improvement, and the passion for learning  
and sharing.

MOH accomplished the 4-in-1 Business Excellence (BE) recertification 
for the People Developer Standards, Innovation, Service and Singapore 
Quality Class STAR awards in 2011. It was yet another testament of  
our pursuit to scale the next peak of excellence in our BE journey.

Our Vision
Championing a healthy nation with our people — to live well, live long  
and with a peace of mind.

Our Mission
The Ministry of Health is to be an innovative and people oriented 
organisation to promote good health and reduce illness, ensure that 
Singaporeans have access to quality affordable healthcare that is 
appropriate for their needs, and to pursue medical excellence. 

Our Core Values
Dedication  |  Excellence  |  Professionalism  |  Integrity  |  
Care and Compassion  |  Teamwork 

MINISTRY OF HEALTH

Senior Management heartening  
engagement with the BE Assessors   
26 May 2011

Minister for Health and staff engaging in a kick-boxing exercise  
2011 MOH Sports Day Carnival
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The Organisational Excellence Unit (OEU) of the Attorney-General’s 
Chambers (AGC) is tasked as the driving force to maintain and sustain 
our robust quality excellence systems and standards. 

At OEU we develop and implement organisation-wide initiatives 
in support of AGC’s journey towards organisational excellence. We 
monitor, maintain and sustain the quality and excellence standards. 

The Business Excellence Standards refers to the Singapore Quality 
Class (SQC), People Developer (PD) and Innovation Class (I-class).  
Our Quality system is based on ISO 9001:2008 standards. 

OEU subscribes to the point that organisational excellence requires 
close attention to the processes and not only to the results. 
Maintaining superior systems and practices is the key to assuring 
sustainable performance, ensuring efficient productivity, and 
maintaining organisational excellence. Our driving passion is that  
we are committed to the statement “excellence is a journey not  
a destination”.

ATTORNEY-GENERAL’S CHAMBERS

L– R: Sophia Sudin (OE Executive), Helen SH Yeo ( DD Corporate Planning), Veeda Vashti Maraj (AD-OEU)

photo courtesy of Attorney-General’s Chambers

MPA staff on a learning journey to nurture 
service mindset

MPA’s staff and their families celebrating the importance of work-life harmony

photos courtesy of MPA

Since its formation in Feb 1996, the Maritime and Port Authority of 
Singapore (MPA) has evolved from a port authority, regulator and port 
planner, to become the champion for Singapore’s development as an 
international maritime centre and the national maritime representative  
on the global stage.  To achieve our mission, we recognise the importance 
to constantly strive for organisational excellence. We are proud to 
have attained the ISO, People Developer and Singapore Quality Class 
certifications over the years.  We accept the Public Service Milestone 
Award on behalf of our staff, whose teamwork and camaraderie keeps  
MPA on track to achieve our mission and realise our vision. 

MARITIME AND PORT AUTHORITY OF SINGAPORE
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Sembawang Air Base (SBAB), Air Power Generation Command has joined 
the ranks of high performing organisations in Singapore after attaining 
the Singapore Quality Class, People Developer and Singapore Innovation 
Class in their maiden application. We attribute our success to the strong 
processes we have in place, coupled with our firm belief in innovation 
and continuous learning, as we continue to strive for the highest 
standards in ensuring sustainable air power generation for SBAB.

SEMBAWANG AIR BASE

photo courtesy of Sembawang Air Base

Military Expert 7 Francis Cheong (Seated, 5th from the left), Commander Sembawang Air Base with his management team

Maritime Security Task Force (MSTF)  —  ensuring the seaward defence and security of Singapore

photo courtesy of Maritime Security Task Force

The Maritime Security Task Force (MSTF) ensures the seaward defence 
and security of Singapore. The strong belief that Organisational 
Excellence leads to greater mission success is underscored by MSTF’s 
achievement of the Singapore Quality Class, People Developer and 
the Singapore Innovation Class on 30 April 2011. This achievement is 
a tribute to MSTF’s strong culture of teamwork, dedicated leadership 
and commitment across the ranks, standing ever ready at our maritime 
frontline 24/7.

MARITIME SECURITY TASK FORCE



The Best Practice Award recognises agencies that have implemented 
innovative and effective practices or programmes, or supported the 
identification and sharing of best practices across the Public Service. 
There are three categories:
 
Resource Management 
Public agencies need to manage their limited resources efficiently and 
effectively for the most optimal outcomes. In view of increased scrutiny 
of the Government’s stewardship of resources, public agencies are 
tasked to adopt good resource management practices.

Stakeholder Engagement 
“Stakeholder” refers to parties external to the Public Service, such as 
institutional partners, industry players and members of the public. This 
category encourages public agencies to consult and collaborate with 
stakeholders in the design and implementation of policies and in the 
delivery of services, and to adopt innovative ways to engage them to 
achieve better outcomes and improved relationships.

Regulation 
As public agencies continue to adopt a citizen-centric and pro-business 
mindset in developing regulatory frameworks and practices, this award 
category encourages the adoption of “smart” regulatory practices that 
encompass a Whole-of-Government (WOG) perspective in achieving 
desired outcomes, underlined by a sound risk management approach.

BEST PRACTICE AWARD
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photos courtesy of Ngee Ann Secondary School

Since its designation as the Ministry of Education’s East Zone Centre of 
Excellence for ICT in 2007, Ngee Ann Secondary School has been on an 
accelerated pathway to attain prestige as a Future School in Singapore in 
2011. Its organisational excellence in delivering a world class education 
was recognised in 2010 when it was declared the first Microsoft Living 
Lab for Education in the world by Mr Steve Ballmer, CEO of Microsoft 
Corporation. This is an adjunct to its recognition as the Microsoft’s first 
Pathfinder School in Singapore in 2009 and Mentor School in 2010. 

As a protagonist in the use of ICT in teaching and learning, the school 
put Singapore on the world map by being featured in a 2011 video 
series produced by the Organization for Economic Co-operation and 
Development (OECD) and Pearson Foundation on “Strong Performers  
and Successful Reformers in Education”. In 2012 the George Lucas 
Foundation featured Ngee Ann Secondary School in their Edutopia website 
entitled “Singapore’s 21st Century Teaching Strategies”. The school was 
further cited in a keynote presentation at the 2nd International Summit  
on Teaching Professions in New York City for Education Ministers from  
24 different countries. Guided by its strategic roadmap, Ngee Ann 
Secondary School will continue on its Organisational Excellence journey, 
committed to providing its students and staff with ‘Many Extraordinary 
Experiences, One Extraordinary School’ — a tagline that showcases 
the school’s efforts in designing a range of creative and innovative 
programmes to develop an all-rounded and holistic education to prepare 
students for the challenges of the 21st century.

NGEE ANN SECONDARY SCHOOL
Official Opening of Microsoft Living Lab for Education  
by Mr Steve Ballmer, CEO of Microsoft Corporation
May 2009

Students in action



Realising the Shared Services Value Proposition:
Vital Managed Travel Programme

The Vital Managed Travel Programme embodies the spirit of whole-of-
government (WOG) integration efforts. Launched in April 2008, the 
programme leverages on demand aggregation, travel pattern and data 
analytics to negotiate more effectively with travel suppliers and achieve 
competitive corporate rates, surpassing what individual agencies can 
achieve on their own. Vital’s efforts in strategic sourcing have helped 
derive WOG net savings of $10.4 million in FY2010, about 18% of total 
government air spend.

As of March 2012, the programme serves 100 public agencies with a total 
air spend of close to $60 million. It provides a one-stop travel solution in 
dedicated travel agency, travel insurance, corporate card, and taxi card 
services, a comprehensive suite of travel reports, as well as competitive 
corporate rates from 20 airline partners and over 450 hotels worldwide. 
The centralised travel management has allowed for centralised purchasing, 
reductions in manpower time, enhanced travel data visibility, improved 
travel cost tracking and traveler tracking during crises.

For further information, please contact Vital’s representative:
Name : Dylah Harharah
Email : Dylah_Harharah@vital.gov.sg
DID : 6325 9321

VITAL

Water and Energy Conservation:
Proactive measures to reduce, reuse, and recycle water  
and energy resources

Temasek Polytechnic takes a proactive approach in managing resources 
by rolling out numerous initiatives to promote environmental awareness 
and leveraging on technology to conserve water and energy. 

TP sets clear objectives to carry out exemplary environmental practices 
and continuous review of its major equipment and facilities. The 
polytechnic’s culture of environmental sustainability permeates its 
curriculum development as well as its overseas community programmes. 

TP is Singapore’s first education institution to implement a Rainwater 
Collection System to irrigate its entire campus, and also the first to use 
NEWater for its air-con plant’s cooling towers and fire sprinkler system.

For further information, please contact Temasek Polytechnic’s representative:
Name : Ken Toh Yang Xuan
Email : kentoh@tp.edu.sg
DID : 6780 6981

TEMASEK POLYTECHNIC

photo courtesy of Temasek Polytechnic

Team members posed with green technology at 
Temasek Polytechnic 
Back Row:
L– R: Lai Garluck, Gareth Tang,  
Cham Yew Thean, Teo Sze Cheng,  
Front Row:
L– R: Low Han Kuan, Kiang Leong Feow, Jiang Li
Absent: Ken Toh 

L– R: Ng Yong, Diana Lim, Dylah Harharah, Lim Pei Sang

58  |  BEST PRACTICE "RESOURCE MANAGEMENT# AWARD 59  |  BEST PRACTICE "RESOURCE MANAGEMENT# AWARD



L– R: Elizabeth Priya John, Serina Sim, Daphne Yuan, Ruby Pan, Eu Gene Ng, Grace Seah, Joann Tan

photo courtesy of Ministry of Manpower

photos courtesy of Health Promotion Board

Health promotion aims to empower individuals and communities to 
take greater control over their health. The HPB has embraced a new 
ground-up, community-centric approach to health promotion, anchored 
upon strong 3P* engagement and collaboration to inspire healthy living. 
Our new approach adopts a consultative stance where HPB works 
closely with the ground to solicit feedback and ideas, and facilitate the 
co-planning, co-creation and co-implementation of health promoting 
solutions. It is a platform to advance our strategic thrusts of extending 
health promotion opportunities throughout the community. A multi-
sectoral engagement across the 3Ps is needed to transform multiple 
access points within the community to positively influence health 
promoting behaviours and result in a sustainable health promoting 
ecosystem.

*3P – People, Public and Private 

For further information, please contact Health Promotion Board’s representative:
Name : Dr Wong Mun Loke
Email : Wong_Mun_Loke@hpb.gov.sg
DID : 6435 3769

HEALTH PROMOTION BOARD

MINISTRY OF MANPOWER

As part of a holistic review of foreign domestic worker (FDW)  
policies, MOM engaged all relevant stakeholders to better  
understand their experiences, with surveys and in-depth interviews, 
focus group discussions and dialogue sessions. At our inaugural  
Townhall, stakeholders came together to share their conflicting 
viewpoints and generate solutions that they wanted to prioritise.  
We also kept the public updated through MOM’s Facebook page.  
The engagement exercise has deepened our understanding of  
ground sentiments and stakeholders’ experiences in recruiting  
and managing FDWs. Experimenting with new forms of consultation  
and engagement has allowed MOM to continually refine our policy 
consultation framework and share our experiences with the wider  
public service.

For further information, please contact Ministry of Manpower’s representative:
Name : Daphne Yuan
Email : Daphne_yuan@mom.gov.sg
DID : 6499 6142
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HPB’s 3P stakeholders engagement efforts to inspire healthy living

Staff involved in HPB’s 3Ps stakeholder  
engagement efforts 
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Standing:
L– R: Ms. Koh Li Peng. Snr Asst Director / WSHC,  
Ms. Yvonne Ho. Manager / WSHC
Er. Colin Lau. Snr Specialist / OSHD,   
Mr. Lee Kah Bee. Asst Director / OSHD
Mr. Christopher Toh. Snr Specialist / OSHD,  
Ms. Jamie Lim. Principal Specialist / OSHD
Mr. Eric Pook. Snr Specialist / OSHD

Seated: 
L– R: Er. Mohd Ismadi. Dy Director / OSHD,  
Mr. Go Heng Huat. Dy Director / OSHD
  
Key contributors absent from photo:
Er. Yeong Chark Sung. Snr Asst Director / OSHD,  
Mr. Alvian Tan. Snr Manager / OSHD
Mr. Abdul Rahman. Snr Manager / OSHD photo courtesy of Ministry of Manpower

TradeFIRST
A game changer in Customs-business partnership, TradeFIRST (Trade 
Facilitation and Integrated Risk-Based SysTem) is Singapore Customs’ 
new trade facilitation system. Fully integrating risk assessment and 
facilitation under a single framework, TradeFIRST supports our trade 
facilitation and compliance efforts by enabling our officers to assess 
companies holistically, based on a single set of assessment criteria 
applied across all Singapore Customs schemes. 

With this framework, we are able to proactively partner traders in 
improving their systems and processes. By assigning an account 
manager to each company assessed under TradeFIRST, compliance 
outreach and facilitation measures are customised to the needs of each 
company. Under TradeFIRST, holistic profiles of companies, including 
their compliance history, are built and shared within Singapore Customs, 
enabling a “whole-of-organisation” approach to risk management  
and trade facilitation.  

For further information, please contact Singapore Customs’ representative:
Name : Joyce Lim Siok Keow
Email : joyce_lim@customs.gov.sg 
DID : 6355 2048

SINGAPORE CUSTOMS

Singapore Customs transforms trade facilitation approach with TradeFIRST framework

photo courtesy of Singapore Customs

MINISTRY OF MANPOWER

Enhancement to the Regulatory Regime Governing Pressure Vessels
at Workplace

The enhanced regulatory regime has created a more supportive 
framework, and prompted greater industry ownership towards good 
workplace safety and health outcomes. It allows owners of pressure 
vessels to exercise greater flexibility in managing their use without 
compromising safety outcomes. It also takes into consideration key  
factors which affect industry competitiveness such as process operation 
schedules and business costs. Companies need only submit one 
application to MOM for corporate-level approval, resulting in significant 
savings in manpower and financial resources. The extended statutory 
inspection periods of the pressure vessels also reduces shutdowns of  
the affected plants, further saving business operating costs and optimising 
plant operational output, engendering a more pro-enterprise business 
environment.

For further information, please contact Ministry of Manpower’s representative:
Name : Colin Lau
Email : colin_lau@mom.gov.sg
DID : 6355 2048
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AND PS21 STAR CUSTOMER AWARDS 
(JUDGES)

Ms Caroline Lim
Director
Institute of Service Excellence
Singapore Management University

Mr Yap Kim Wah 
Executive Vice President
Menzel International Pte Ltd

Ms Nicole Ching
Vice President
Group Quality & Services Excellence
OCBC Bank Group

BEST PRACTICE AWARDS (JUDGES)

Mr James Koh Cher Siang
Housing and Development Board

Mr Loh Khum Yean
Ministry of Manpower

Mr Lionel Yeo
Civil Service College

Prof Neo Boon Siong
Division of Strategy Management Organisation / 
College of Business (Nanyang Business School)

Mr Tan Pheng Hock
Singapore Technologies Engineering Ltd

BEST PRACTICE AWARDS (POLICY OWNERS)

Public Communications Division
(Ministry of Information, Communications and the Arts)

Performance and Resource Management Directorate,
Resource Management
(Ministry of Finance)

Managing for Excellence Directorate, Integrated Services 
(Ministry of Finance)

We would also like to thank the award recipients and our
partners, the PS21 Office, Public Service Division and the 
Centre for Organisation Development, Civil Service College 
and National Parks Board for their invaluable support in the
production of this momento book. 

Organising Committee
Excellence in Public Service Awards 2012
Ministry of Health

ACKNOWLEDGEMENTS

The organising committee has made every effort to ensure that the information in the book was accurate and correct as of press time.


