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Leading Change & Quality Training
Singapore’s Experiences
Wu Wei
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Leading Change & Quality Training
Singapore’s Experiences

Dr Wu Wei, Director 511§ fili+-
Manyang Centre for Public Administration
MNanyang Technological University, Singapore
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Changes/challenges in Public Service

« Globalised world with advance of new
technology.

Highly interdependent, hyper-competitive
and unpredictable world.

Higher demand from the public.
Widening social divide.
Diversified society
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World-wide trend: higher
expectation from the public

* The public expect faster, more relevant
and customised Public Service.

» Citizens today are better educated, better
informed and more discerning.

A
rl-"3

» Citizens’ top priority for public
services:
 “better understanding the
needs of citizens and
communities.”
--Accenture
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Particularly so in Singapore.

Singaporeans are

even more demanding

AT
i

» 70% of Singaporeans are confident
that government will be able to deliver
public service that meet people’s
expectations over the next 5 years,
almost double the global average of

37%.

« However, confident citizens seek
more efficiency

B MANYANG
" sk Ik
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» “Understanding the priorities of citizens
and communities”

« Identified as a top priority by 64% of
Singaporeans, compared with the global
average of 46%.

« Nearly 40% higher.

AT
i

The Structural Shift:
From Standardized Services to
Personalized Services

The shift implies:
1. Co-designing services/policies in
partnership with citizens

2. delivering them in integrated ways to
provide exactly what's needed, when
needed, in the most appropriate manner.

T
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4 levels of Public Participation

» Describe — informs about its public policy

- Explain — explains reasons/objectives of
policies; and responds to queries/feedback

» Consult — seeks views when developing
public policies

» Connect - fosters a network who pro-
actively offer views and suggestions.

* A strategic public service capacity that
SG is training its public officials:

» Go beyond informing on policies to
consulting, as well as engaging the
citizens in policy formulation.

T
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e-Government in action

* With the iGov2010 Plan, the government
aims to reinvent itself through innovative use
of infocomm technology to improve the
service experience of citizens.

* More than 1,600 e-services are available on
a 24/7 basis at the click of a mouse.

* There are one-stop mechanisms to help the
public access public services.

B MANYANG
4 p iRk ik
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« The Government Feedback
mechanism has a consultation portal
where policy papers and proposals are
made available online for public
feedback and suggestions.

* Public officers can also use this
medium to explain the rationale for
their policies.

B NANYANG
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* The launch of the next e-Government
masterplanin 2011 marked a drastic
change in Singapore’s e-Government
landscape.

« Evolving away from the 2006-2010
campaign’s “Gov-to-You” mindset in
delivering e-services, a new, inclusive
approach of “Gov-with-You" was taken,
where the Government would co-create
and connect with the people.

nknﬁ u{
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* The theme of the International
eGov Forumon 17 June 2013:

* Engaging Citizens,
» Co-creating the Future

Eﬂkw‘. \k{
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Captalise on digital age

= 70% of Singaporeans are currently using digital
channels to engage with the public service—well
above the global average of 49%.

= 56% of Singaporeans are satisfied with public
services, compared to the global average of 36%.

* Only 16% Singaporeans describe themselves as
dissatisfied, compared to a global average of 35%.

lpsos MORI citizen survey

B MANYANG
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Downsides

* The pervasiveness of digitalisation and the
country’s culture of self-reliance may have
had some unintended consequences in
terms of the government losing some of the
“human touch’ that its citizens crave.

» (web/recorded messages)

B MANYANG
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Form-filling made easy

* To make government transactions easier
and more convenient for the public, every
government form now states the estimated
time required to fill it.

» This encourages agencies to take a critical
look at the information they are asking for
and reduce that to a minimum.

B MAMYANG
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No Wrong-door Policy

Whole of Government

B MAMYANG
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The change is not
by choice
but a necessary

B MaNYANG
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USIVERSITY

12 Aug 2013
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» Governance is not just about
solving problems in a “practical,
ruthlessly efficient, bureaucratic
way”, but about winning hearts
rather than just arguments.

ESM Goh Chok Tung. 12 Aug 2013

B MANYANG
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Not an easy job:

» Genuine engagementin the ‘co-
production’ of policy and services

requires major shifts in the culture and
operations.

* [t demands of public servants new skills
and mind-sets as enablers,

negotiators and collaborators.

e
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Singapore’s experience in
preparing the public service
to meet the changes
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Public service

* Singapore ranks TOP in Asia with
the least corruption.

* 2nd of the world most transparent
country

IMD World Competitiveness
Yearbook 2011

Top 10 richest countries in the world Forbes 2012

GDP per capita

Country/Region
ry/Reg (US $)

Qatar 88,222

Luxemburg 81,466
Singapore 56,694

Norway 51,959

Brunei 48,333

United Arab Emirates 47,439

USA 46,860

Hong Kong 45,944

Switzerland 41,950

Netherlands 40,873




The 20113 Inbsmational Confenrgncs on
Human Resource Developrmaent in the Public Seciod

Leading Change & Quality Training

. Rank Country/ gcore 2011-2012
No. 2 m.n.s.t 144 Economy (1= rank
competitive
Coun trv in the 1 Switzerland 5.72 1
; 2 Singapore 5.67 2
orl
world 3 Finland 2.55 4
2012-2013 Global 4 Sweden 5.53 3
Competitiveness Index,
World Economic Forum 5 Metherlands 5.5 Tr
5] Germany 548 6
T Us 5.47 5
8 UK 5.45 10
A e 9 Hong Kong  5.41 11
B AN 10  Japan 9.4 9
2013 Economy 2012
For the 7th _
consecutive |  Singapore :
year as the best 2  HongKong :
place for “Dning 3 Newju Zealand 3
Business” 4 United States 4
005. g Denmark D
6 Norway B
7 UK 7
8 Korea, Rep 8
9 Georgia 16
B MANYANG
AR T 10 Australia 15
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Countries can succeed by:

1. Rich natural resources
2. Good location

3. Good governance and strong civil
institutions .

4. A resourceful people who are well-

educated and well-trained with

high productivity

A
rl-"3

Countries can succeed by:

1. Rich natural resources

We don’t
have any

a)
)
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Countries can succeed by:

1. Rich natural resources We

2. Good location< Maximize
this

g

Countries can succeed by:

3. Good governance and strong
civil institutions .

Always
Emphasize and
develop this

i
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Countries can succeed by:

Nurture this along
the away

[
|
—

4. A I'ESGI.II'CEfu] people who are
well-educated and well-trained
- with high productivity

o R

Singapore’s only resource:
Human Resources

T
Il-l'g
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Singapore’s Guiding Principles

« MERITOCRACY means that every persons has an
equal opportunity to realize hisfher potential.

+ PRAGMATISM keeps us nimble and adaptable,
able to learn from others

« INCORRUPTIBILITY ensures that there is
transparency and accountability.

« Meritocracy is a central political
concept that Singapore emphasizes
when identifying and grooming young
leaders

+ It ensures that people are recruited
and promoted on the value of merit,
based on how well qualified they are
and how they performed, not who
they know.

[ L T
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Party’s Central
Executive
Committee

Selecting and Grooming
Future Political leaders

_ oh Chok Tong
IF-:;-iJ

Lee Kuan Yew

l

Deployed to
in GE

grass root/fielded

Selection

Committee of —

Ministers

* Power of analysis
* Imagination
+ Sense of Reality

Psychological Test

= Character
« Motivation
Ability

PM

¥

rA"

)

£

2"d Tea
a Session

Tea Party

(: 6-8

T

Prospective
Candidates
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Core Values of Public Service

Integrity

Service

Excellence

AT
i

Public Service for
the 215t Century (PS 21)

To nurture a culture of change in the
Public Service with two key objectives:

* To foster an environment which induces
and welcome change

« To nurture an attitude of service
excellence

By 5 Ak A 3
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7 Qualities in 3 Clusters:

1. Helicopter view . Analytical &
2. Analytical ability & —sliectual
Judgement ‘capacity

3. Develop colleagues’
potential
4, Teamwork

Influence &
‘collaboration

5. Ability to motivate
6. Achievement of work targets
7. Dedication and responsible

Motivation for
1 Excellence

Singapore’s public service corp

« Staff Strength: 136,000

* 60% (80,000) are Civil Servants

« Around 300 are Administrative Officers
* The rest are Public Officers

B MANYANG
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AOs: Core of Singapore Public
Service (the cream of the crop)

Most of them are leaders of the public
sectors

E.g.,: Permanent Secretary, Deputy
Secretary, CEO of Statutory Board, etc.

B MANYANG
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AOs: Core of Singapore Public
Service (the cream of the crop)

» High entry requirements.
* Inter-ministry leadership responsibilities

« Undergo rigorous and comprehensive appraisal
annually; those who could not achieve the targets
have to leave the Administrative Service

» For leadership renewal, fixed term for those who

reach Deputy Secretary or Permanent Secretary
positions

B MANYANG
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The Career Path of Admin Officers

First Year
Appointment as AO (Probation period)
Posted to a Ministry
Assigned a Mentor

Training and Development

Attend Foundation Courses and Civil Service
College Programs (e.g. policy forums)

Participate in Project Teams

Second Year

Interview with the Special Personnel Board, if
eligible for confirmation

Officers who have served NS may also be eligible for
a promotion to the next grade upon confirmation

New opportunities in Ministry work

Posting to another area in the same ministry,
or to a different ministry

Training and Development

Participation in the Community Attachment
Programme

72
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* To increase AOs’ exposure to ground
iIssues, they will also participate in a
four-month Community Attachment
Programme.

« Each officer will be attached to a
Residents' Committee (RC).

» They will attend RC meetings and
assist in the planning and
implementation of projects at the
grassroot level.

B MANYANG
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« AOs are posted to the grass-root
organisations, e.g. a four-month
Community Attachment Programme.

+ Seconded to private or Govn't-linked
companies like Shell and McKinsey.

« Work in other non-Civil Service
organizations like the labour unions.

* Appointed as directors on the boards of
statutory boards.

B MANYANG
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= An AO could also be posted to private sector
companies and government-linked
Companies to better understand businesses
and markets.

+ AOs could work in other non-Civil Service
organizations like the labour unions and
Community Development Councils.

« They may also be appointed as directors on
the boards of government-linked companies
and statutory boards.

nknﬁ u{
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Service Excellence

To have a Public Service that:
* Delights customers

* Engages citizens

» Serves Singapore

e
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Delivering Services with CARE:

« Courtesy
« Accessibility
« Responsiveness

- Effectiveness (‘z/’s‘*) i

%, CARE __ﬂ,‘
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Specialists vs Generalists

* The Civil Service to develop more
specialist leaders with deeper expertise
in specific areas.

+ This will complement AOs who are
‘generalists”.
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Management Associates Program
2002

« Scholarship holders have to work in
two different departments within four
years as Management Associates.

» He/she would only become AOs after
two reporting officers and evaluator's
assessments.

B MANYANG
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PSL Programme launched in 5/2013

« The PSLP will significantly widen and deepen
public leadership corps by developing a pool of
capable leaders who are specialists with deep
expertise.

« Specialist leaders will work with AOs who are
generalist leaders, integrating the work of
agencies across the Government to build strong
teams with a deeper range of governance
capabilities, perspectives and expertise.

B MANYANG
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Details of the PSL Programme

» Focuses on development of leadership
on a sectoral basis, allowing officers to
become specialist leaders with deep
domain knowledge.

« May be given cross-sector postings to
better understand the linkage between
different sectors; e.g. between social
and economic policy making.

B MANYANG
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Details of the PSL Programme

» Officers on the PSL Programme may be
considered for the Administrative Service
should they be more suitable for a generalist
track;

« Administrative Officers may be considered
for the PSL Programme if they want to
pursue a deeper specialised career track.

B NANYANG
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* We are investing more resources and
attention to develop these specialist leaders
so that they can, in turn, train and develop
other officers at various levels.

« This will lift capabilities for the entire Public
Service. From the most junior officer to the
most senior, we want to uplift their
capabilities - give them skills; help them
build a career, so they can feel fully

engaged and take pride in their work.
Head of Civil Service, Mr Peter Ong
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The Civil Service as a whole will be
a "T"-shaped organisation

A wide breadth of experience

Firmly
anchored
In critical
Compet’s
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Thank you!
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