Diversity & Inclusion:
Promoting Integration at the Workplace

Foreword

The Singapore workforce of today is more diverse than ever.
For example, more females and older residents have joined the labour force.
The rate of females' participation in the labour force rose significantly over the decade
from 50.9% in 2003 to 58.1% in 2013, as females became better educated and benefitted
from more employment opportunities in the services sector.
For the same period, the labour force participation rate of older residents (aged 55 to 64)
also climbed to 67.1% in 2013, from 47.3% in 2003. This reflects their better educational
profile, as well as tripartite efforts to raise their employability.
Another area of diversity that needs our attention is that of foreign manpower as it forms about a third of the
workforce. The management of multi-nationalities and their different cultures as well as relations with locals is a key
component of a good HR strategy to develop a productive and harmonious workplace environment.
In May 2013, SNEF launched the Workplace Integration Programme (WIN) to support employers in this particular
area. One of the key objectives of the WIN programme is to equip employers with the skills to manage diversity to
build inclusive workforces.
As part of this effort, a network of Diversity Champions from 11 companies was formed in May 2013. Their role is
to promote workplace integration, develop diversity management strategies and act as sector champions to share
good practices in a series of seminars and industry group meetings with HR practitioners and Diversity Leaders.
This publication captures some of these good practices and the insights from these meetings. It aims to provide
employers with an appreciation of workplace integration from different perspectives, and how it can fit into a
company’s overall diversity management strategy.
While some case studies feature opinions and programmes specific to the integration of locals and non-locals at the
workplace, others attest to the important role that company cultures and values play in building an inclusive work
environment. Each case study is uniquely fashioned so that the reader can appreciate diversity and inclusion from
different viewpoints and approaches.
Finally, I would like to express our thanks to all the Diversity Champions and their companies for their valuable inputs
and contributions to this publication and the WIN Programme.

Mr John Ng
Vice President, Singapore National Employers Federation
Member, National Integration Council
CEO, Singapore LNG Corporation Pte Ltd
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“The background of the
candidates, like nationality
and language, is never a
hiring issue. It is talent and
specialised skill set that we
are looking for.”
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24
“It is the policy of this
organisation to hire people
who have the personality,
talent and background
necessary to fill a given
job, regardless of race,
color or creed.”
“Workplace integration is
integral to a productive
workplace, and also the
hallmark of a great employer
of choice.”

16
“Our objective is to create
‘coachable moments’ and
opportunities for dialogue,
which is part of the hotel’s
overall performance
improvement plan.”

“We fully recognise that
an unbiased and efficient
performance management
system has a powerful
effect on retaining highperforming employees”

"At work, you can feel a
sense of work commitment
and professionalism here.
This is the perfect place to
be!"
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"We value and respect
the different cultures and
lifestyles of our employees"
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“Instead of constantly
emphasising integration,
we talk about collaboration.”

“The Group is what it
is today because of the
diversity of its people”
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The concept of diversity encompasses acceptance and respect.
It means understanding that each individual is unique,
and recognising our individual differences.
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Introduction

Fostering A
Harmonious Workplace
With the inflow of multi-national companies and growth of local companies, Singapore’s economy has
grown significantly over the years.
With globalisation and demographic shifts, it is common to find employees of different ages, genders,
physical abilities, religions, ethnicities, nationalities and other characteristics working alongside one
another in every company. Singaporeans and Singapore companies venturing overseas are also learning
to manage cross-cultural teams.
A well-managed diverse workforce can allow the company to benefit from the different ideas, experiences
and insights offered by employees.
Many leading companies have learnt to harness these benefits by adopting policies and processes
that foster a harmonious workplace where its employees from different backgrounds are able to work
cohesively together as a team.

SNEF’s programme on Diversity
and Integration
To complement the government’s many initiatives on workplace diversity and inclusion, the Singapore
National Employers Federation (SNEF) introduced a programme to foster workplace harmony and
integration between locals and non-locals.
Under the programme, 11 HR practitioners from leading companies were appointed as Diversity
Champions (DCs) to advise and share best practices with other companies from their respective industry
sectors.
The participating companies were IBM, InterContinental Hotels Group (IHG), Jebsen & Jessen (SEA),
KPMG, MOH Holdings, Raffles Singapore, Standard Chartered Bank, Scania Singapore, Starhub,
STMicroelectronics and Temasek Polytechnic.
The DCs met and exchanged their insights and experiences over three workshops. They identified
challenges in managing a diverse workplace and good practices in managing diversity, developing
cultural intelligence and fostering harmony in the workplace.
The good practices summarised in this publication are intended to serve as a guide for employers
that are considering ideas for fostering a harmonious and inclusive workplace. While the scope of the
discussion and the examples cited are by no means exhaustive, they aim to equip employers with some
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insights for initiating their own workplace diversity and integration programme. During the workshop,
DCs were also presented with six common scenarios covering a range of integration issues that could
surface at work. The objective was to document their views and perceptions through candid discussion
and personal sharing, and their recommendations for managing each of these situations and the pitfalls.
The context for the application of diversity and integration practices in the various industries and
companies represented by the DCs are highlighted through case stories. Several local and foreign
employees also shared their experiences of diversity and integration in the workplace.
Despite Singapore’s multicultural communities, managing workplace diversity is still a learning
journey to many employers. While on-going dialogues and communications are key to the successful
implementation of diversity and integration programmes at work, it was a consensus among the DCs
that employers need to consider carefully the impact that a change in company policy and value system
would have, not just on its organisational culture, but also on its business operations.
A good programme would have the capability to work in tandem with different aspects of the
organisational environment, from recruitment and reward systems to leadership and external relations,
and adapt nimbly to change as the company evolves.

Challenges in workplace
diversity management
 Finding the right talent in Singapore’s
shrinking manpower pool due to aging
population, low birth rates, and
tightened foreign manpower policy

 Managing a diverse workforce with a
Singaporean core
 Creating a sustainable workplace 		
diversity and inclusion programme

 Motivating and retaining talent
 Making diversity work for everyone
 Strengthening cultural awareness and
adaptability
 Securing resources and funding to 		
integrate foreign employees, including 		
their dependants
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Good practices and
common challenges
A key objective of SNEF’s workshops was to get participating DCs to share their experiences and knowledge in
initiating Diversity & Inclusion (D&I) programmes in their respective companies.
The DCs exchanged views on the significance of building a business case for D&I, incorporating D&I practices into
business operations, reinforcing fair employment practices, and implementing processes that support D&I while
achieving business goals.
Their ideas and suggestions on policy formulation, people management, process alignment and other good HR
practices were collated. Companies can draw upon some of these ideas for their own D&I initiatives. These ideas
are categorised under a framework consisting of the following components:
a. Organisational Level Initiatives
i. Create organisational structure and support for D&I
ii. Raise D&I awareness
iii. Involve employees in D&I activities
iv. Manage and evaluate outcomes
b. Leadership Level Initiatives
i. Develop culturally adept and inclusive leaders
ii. Establish feedback channels
c. HR Level Initiatives
I. Adopt fair and inclusive employment practices
Ii. Conduct fair performance appraisal and develop all employees

1. Create Organisational Structures
and Support for D&I

Roles of a D&I
Coordinator

•

Define a D&I policy that is aligned to corporate
values

 Advocate workplace integration
and harmony

•

Outline the business
management support

case

 Share and facilitate adoption
of best practices

•

Incorporate workplace
planning process

D&I

•

Appoint D&I Coordinators within the company to
address issues and facilitate programmes

•

for

D&I

objectives

to

garner

into

Form a committee with representation from different
groups to plan and implement projects

the

 Understand the unique
workplace diversity needs
of company
 Implement policies, practices
and other agendas to support
integration
 Monitor compliance with
relevant laws and regulation
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2. Raise D&I Awareness
•

Leverage on staff induction programme to brief on the importance of D&I

•

Conduct regular road shows to raise awareness among employees

•

Solicit inputs and create projects on workplace integration

•

Identify and publicise success stories and achievements

•

Create “everyday heroes” in the workplace

•

Acknowledge and celebrate important festivals and events

3. Involve employees in D&I activities
•

Invite employees of different backgrounds to contribute in key committees and projects, especially those who
promote workplace inclusion practices

•

Organise targeted programmes or work with external groups to promote workplace D&I

•

Assign employees to D&I activities to encourage ownership and active participation

•

Encourage the demonstration of D&I principles in daily work

4. Manage and evaluate outcomes
•

Conduct surveys to assess level of integration, engagement and morale

•

Organise focus groups and exit interviews to surface discriminatory practices

•

Review employees' feedback and surveys to improve the work environment

•

Enlist the support of committees and senior management to steer workplace inclusion outcomes

•

Involve the senior management to conduct regular reviews of workplace inclusion

•

Review policies and processes regularly to ensure relevance to the current workforce demographic

5. Develop culturally adept and inclusive leaders
•

Provide training to leaders on managing diverse teams

•

Provide managers with the opportunities to manage diverse teams

•

Encourage inter-departmental project teams as part of diversity training

•

Provide constructive feedback to improve leadership skills

•

Encourage managers to lead by example
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6. Establish feedback channels
•

Organise Town Hall sessions, create posters, brochures, newsletters and websites for internal communication

•

Set up whistle-blowing hotlines to address grievances and issues

•

Conduct regular employee engagement polls and surveys to identify gaps and new issues

•

Use different platforms, e.g. online employee rating systems, dialogues, social media platforms and
communication sessions with senior management, to gather feedback

•

Organise regular informal meetings with non-local employees, attended by the HR Director and other senior
management team members

•

Rectify inappropriate attitudes and behaviours immediately

•

Encourage disclosure and ensure availability of grievance processes and hotlines

7. Adopt Fair and Inclusive Employment Practices
•

Develop reputation as a fair employer by adopting fair employment practices

•

Ensure consistency in D&I messaging for recruits and existing employees

•

Make sure that job advertisements are non-discriminatory

•

Evaluate job applications fairly and consistently

•

Hire based on skill set and job fit

•

Create buddy programmes to assist non-local employees to understand local culture and communities

8. Conduct fair performance appraisals and develop all employees
•

Appraise performance based on job descriptions and agreed performance targets

•

Equip managers and supervisors with the necessary skills to conduct objective appraisals

•

Ensure advancement opportunities are available to everyone

•

Grant rewards and recognition based on merit and performance

•

Establish desirable behaviours that promote inclusion in performance assessment

•

Offer training and development opportunities for all employees
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Contextualising
the good practices
Through a critique of six common workplace issues, the DCs shared their insights and experiences on the
application of D&I practices in challenging situations. They also discussed the limitations of such efforts, and the
common pitfalls that employers should avoid.

Issue 1: Cliques and social insulation
Companies often find employees of similar backgrounds forming cliques among themselves. They may
speak in their native language at work or erect an invisible social wall that excludes others. Should
employers be concerned?
Cliques can be advantageous in helping new employees to fit in. It becomes a concern when the cliques start
to affect productivity, teamwork and inclusiveness. Rather than breaking up the cliques, companies can provide
more opportunities for interactions between local and non-local staff.
Supervisors and managers should be trained to handle cross-cultural teams and act as role models in fostering
an inclusive culture. Regular and informal exchange between the supervisors and their teams would be helpful in
identifying problematic issues early and surfacing the feedback to management or HR for resolution and assistance.
Companies should provide a grievance handling procedure as well as a transparent platform for mediation and
conciliation. Engage and work closely with the employees/unions to address thorny issues rather than avoiding
them. Create awareness programmes on D&I to actively monitor and drive positive outcomes.
As a practice, encourage the use of language which every employee understands such as English. Sometimes,
native languages could still be used in situations where it can help to facilitate understanding and camaraderie but
should not make others feel excluded. Above all, it is simple courtesy and respect to be sensitive to the people
around you.

Issue 2: Stereotyping and restraining prejudice
Misunderstanding could arise at the workplace due to stereotypes and personal prejudices. This can
often undermine workplace harmony. How could employers deal with such situations?
It can be very difficult to identify and address each and every employee’s concerns. These embedded issues may
be deep-seated and even unconscious to the employees themselves.
Nevertheless, it is possible to overcome hidden emotional legacy and prejudice through regular and open dialogues
that aim at creating a conducive and inclusive workplace. Start by encouraging supervisors to cultivate a cordial
relationship with the teams. Some companies have found it useful to get fresh graduates, interns or staff who is
neutral to chat with the employees and collect objective feedback from the ground.
Define and impart corporate values, starting from the induction process. Reinforce the inclusivity message by citing
staff examples and creating relatable stories that help people overcome stereotypes and biases, and understand
the advantages of diversity. Take advantage of major cultural events to educate employees about the festivals,
customs and beliefs of different races or nationalities.
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Train supervisors to handle conflict situations between co-workers. Firmly arrest all discriminatory words and
actions in the workplace and take disciplinary actions where required. This could be a stern warning or counselling,
depending on the severity of the incident. Provide a grievance handling procedure to address any employee’s
grievance.

Issue 3: Strengthening cultural fit
New non-local employees may find it challenging to fit into the new company. The situation may exacerbate
if their difficulty to adapt is misconstrued as aloofness or arrogance. What roles could colleagues play to
help a new employee integrate?
It is detrimental to dismiss issues by labelling individuals. A more proactive approach would be to organise activities
for teambuilding, where issues can be surfaced and handled at a conscious level.
For a start, pointers on cultural transition and adaptation should be incorporated into a company’s induction
programme for non-locals. Take this opportunity to communicate the corporate values and culture.
Many companies assign buddies to help new recruits overcome their initial feelings of estrangement in a new
environment, while others adopt a “secret pal” or an anonymous colleague who is tasked to look out for the
recruit. Training must be provided to buddies to ensure an effective programme execution.
Showing genuine care is important, and this can be demonstrated by following up with new hires individually or as
a team. The CEO or senior management members could underscore a company’s commitment to its corporate
values by offering to meet and brief new recruits during induction. Create opportunities that encourage employees
to openly show appreciation for fellow colleagues, such as putting up thank you notes on noticeboards.
HR departments could define performance targets to drive behaviours, and track the practice of corporate
values as part of performance appraisal. Many companies also create a direct feedback channel to rehabilitate
unacceptable behaviours.

Issue 4: Managing changes in Workforce Profile
A change in HR policy to cater to the needs of a diverse workforce may make some employees feel
unappreciated. As a HR manager, how would you balance workplace harmony and diversity? How can
employees play a contributing role?
The first order of the day may be to get a handle on the ground sentiments. Understand what is really causing
the division, and clearly communicate the intention and results of major corporate development programmes and
efforts to employees.
Tension and friction arise naturally from diversity and integration. It is inherent in team dynamics and can become
more pronounced the more different each team member is from the other. Promote the mindset that helping
colleagues assimilate into the company is everybody’s role as a responsible employee.
Avoid dismissing every complaint and negative feedback as resistance to change. Instead, try to involve employees
who care enough to provide feedback in the change process and resolve the issues together. In some companies,
employees are given a chance to assume supervisory roles and have a go at understanding the complexity and
considerations that support decision-making. This can garner empathy and rally support for change.
It is important to provide strong and fair leadership, multiple channels for regular feedback and sincere efforts to
incorporate employee ideas during the transition period. Prepare the middle managers and supervisors, especially
those who manage diverse teams, by providing them with quality training programmes that will equip them with
the skill set to engage their teams effectively.
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Issue 5: Building diverse teams and inducing a sense of belonging
Some non-local employees may take the initiative to adapt to the local culture, for example, learning local
lingos and acquiring a taste for local cuisines. Are their efforts at integration necessary, and how can
companies help them?
Such efforts are commendable. Workplace inclusiveness is about understanding, accepting and being comfortable
with foreign colleagues and their differences. Individuals new to Singapore should be provided the space and time
to discover the environment and culture to develop an understanding of local norms, as well as a genuine respect
for the people and their ways of life.
Employers can help by developing a comprehensive induction programme for foreign employees that includes
familiarisation with the local culture and norms. This can include a visit to an HDB home of an employee and a tour
around the neighbourhood’s amenities and facilities. A buddy can be assigned to each foreign recruit, perhaps
someone of similar background to help the person settle in quickly.
There should always be a review with the new recruits a few months later to follow up on the progress and provide
further assistance to any difficulties in their adjustment. This can be an informal exchange with the buddy or a
company-wide survey. It is a common practice today for companies to extend a ready helpline in the form of an
email or hotline, to new employees who need assistance or counselling.

Issue 6: Inclusiveness and unification through active engagement
Many companies are interested to implement successful D&I to support business growth. How could an
employer starts a D&I programme, garners support and ensures its sustainability?
As a first step, be prepared to let go of past successes and proven business models, which may no longer be
suitable.
The organisational culture will have to transform to accommodate the new business direction, operation model
and new blood.  Lead the change firmly by communicating the business objectives, the strategy to get there and
the roles each employee play in realising the new business model.
It is critical to involve and engage all the employees in transforming the company. There will always be a small group
of discontented staff. Identify them and provide counselling and assistance to make the transition. Restructure
and reengineer the processes, if necessary, to enhance the synergy between the existing and new talents.
Develop a strong employer branding to attract good and diverse talents. One way is to demonstrate fair
employment by refining or re-aligning HR processes and systems.
Inculcate new corporate values that are required support the regional requirements of the business operation,
such as teamwork and respect. Track how the employees demonstrate such values at work and incentivise their
efforts with appropriate reward and recognition.
There is no silver bullet to workplace diversity management. Employers and employees need to learn, adjust and
adapt along the way.
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Case Studies

VALUE-BASED CULTURE

Talent management and cultural
assimilation are two of the
most understated and complex
challenges facing today’s global
enterprises. KPMG reveals how
it achieves the feat of balancing
these two management challenges
through
strong
values
and
hardnosed leadership.
Here’s the question: How do you effectively
manage a diverse firm with over 155,000 people
– Most of them experts in their industries and
disciplines, – spread over 155 countries, while
providing audit, tax and business advisory
services to some of the most challenging clients
in the world?
“Diligently, “came the reply from Mr Stephen
Tjoa, Partner and Executive Director, People,
Performance and Culture. This, apparently, is
the kind of challenges that KPMG has to grapple
with on a daily basis in order to deliver value
consistently to its customers.
As one of the largest professional services
companies in the world, and a Big Four auditor,
KPMG operates as an international network
of independent member firms offering audit,
tax and business advisory services to mitigate
risks and capitalise opportunities for its global
clients. Sustaining and enhancing the quality of
this professional workforce becomes a primary
objective for these local firms, each aspiring to
be no less than the professional employers of
choice. To achieve this goal, KPMG Singapore,
like the rest of its sister firms, promotes its
core values relentlessly, and at times, even
dogmatically. These values determine how
KPMG staff interacts with one another, the
clients, and the external world at large.
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The KPMG culture is deeply rooted in its value
system. Trust and collaboration are built through
open and honest communication among its
people. Nimbleness is thus cultivated and
diversity celebrated for infusing the workplace
with variety and innovation, creating a dynamic,
inspirational and conducive environment where
everyone can share knowledge freely while
striving to excel professionally.
“Professional ethics, loyalty and approachability.
These are the values and the reasons why our
customers have continually chosen to partner
with KPMG,” said Stephen.

“The background
of the candidates,
like nationality and
language, is never
a hiring issue.
It is talent and
specialised skill set
that we are looking
for” - Mr Stephen Tjoa
“Our culture extends beyond good business
practices,” he added. As KPMG helps
businesses transform and adapt to the evolving
global economy, it is also committed to fostering
an environment where its people can flourish
and contribute to a sustainable world.
KPMG in Singapore has been regularly
recognised for its effort in alleviating poverty,
supporting education and protecting the
environment. Through responsible corporate
citizenry actions, the firm sees itself developing
the foundation for strong characters among its
people while reinforcing its core values at the
same time.
By creating a meaningful career and offering
work-life balance for its staff, Stephen believed
that these were positive steps towards realising
the firm’s global vision to be employers of
choice, “To advise and lead the best companies,
we need to recruit, retain and develop the best
people.”

A COMMON YARDSTICK
FOR ALL
KPMG used to provide only audit and tax
advisory. The work was predictable and hiring
was easy as there was a constant inflow of
fresh graduates from accounting and business
schools to support operations.
In recent years, the firm ventured into the highly
competitive area of business advisory. It saw a
sharp increase in the diversity of discipline and
talents required to service the wide range of
industries and business functions. Many of the
new hires would be top executives from leading
companies.
“The background of the candidates, like
nationality and language, is never a hiring issue.
It is talent and specialised skill set that we are
looking for,” Stephen commented of the 2,400over employees working at KPMG Singapore,
close to one-third of whom are foreigners who
have stayed with the firm between 3 to 10 years.
Managing such a large team of diverse
workforce requires fair employment practices
to ensure equality and employee engagement.
Having an even mix of foreigners and locals
in its partnership helps to echo the diversity
profile and provide assurance of objectivity in
management and assessment.
The greatest challenge KPMG faces is in the
assimilation of the top talents in the Advisory
group, in particular, those who are managing a
team of professionals.
It is never easy for any executives to slip into
the KPMG culture in mid-career. The level of
trust that comes from years of interaction and
compromise cannot be negotiated by rank
alone. Just as much as the new supervisor
is trying to fit into his new shoes, the team of
highly qualified experts he is managing would
have certain expectation in the way they would
like to be coached and approached by their new
boss. And that can be quite demanding.

“Take humour for example. It can be so easy
for someone to take it the wrong way.” Stephen
shared an incident with a director who had an
acerbic wit that went with, rather unfortunately,
a stoic demeanour, “He is very competent
but his tongue-in-cheek quips were often
misconstrued by others as sarcastic and even
condescending.”
It turned out that no one cared to risk the ire of
the director whom they thought to be arrogant
until a regular feedback session revealed the
discord within the team. The director was
counselled and the situation improved.
“We have to constantly pay attention to the
signals and feedback from the ground, and
tweak things as we go along,” said Stephen.“We
have to manage.”
As a remedial measure and good practice,
Stephen would go on to remind new management
team members of the transparency of KPMG’s
value system and the subtlety of people
management when he welcomed the partners
and managers on their first day of work at the
firm.

THE PROOF OF THE PUDDING

While the corporate values provide the moral
compass for all behaviours within KPMG,
it requires an unwavering resolve from the
management team to implement a common
standard for everyone, as Stephen attested
firmly, “We don’t practice double standards in
KPMG.”
He cited a now-evangelistic example of abuse
of authority by an executive. The executive
decided to gate-crash a company event for
new employees where he knew had free flow of
drinks. When he was turned away at the door
by a staff, he attempted to pull rank to gain
access. The next day at work, the executive
found that he was denied entry into the office
just like the night before. His security pass had
been deactivated.
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The Managing Partner was at the event and
witnessed the incident. The executive was
now required to account for his poor behaviour
the previous night. The action to rectify deeds
that the company considered inappropriate
was swift and decisive. This particular story
has a happy ending with the executive realising
his mistake and eventually became a strong
advocator of the firm’s value system.
In other incidents, staff who departed from
the company’s values had to be counselled.
One such case happened shortly after the firm
implemented a new security system. All KPMG
staff were required to tap their security passes
individually whenever they enter or leave the
office premises. This process was to account
for all personnel movements and enhanced the
security level to the standards required for audit
and client confidentiality.
“However, for some of the colleagues, this
procedure was not just seen as cumbersome
but misconceived as infringement of personal
freedom,” said Stephen. “They refused to be
conditioned.”
On one occasion, a staff working late into
the night forgot to follow the procedure and
was locked out of the office. He triggered
the emergency button to open the door. The
building security and senior management
were immediately alerted according to security
protocol. The company did not take the security
breach nor irresponsible behaviours lightly. The
offender was immediately counselled, and all
the staff reminded to use the hotline if they were
ever trapped outside of the office.
“We believe that everyone in KPMG is important,
but no one is special,” Stephen summarised the
situation succinctly. There is no fuzziness when
it comes to upholding and enforcing the KPMG
values.
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JOURNEY TO BECOME AN
EMPLOYER OF CHOICE

The concerted effort to preserve the company’s
core values paid off. KPMG firms around the
world were consistently recognised as some
of the world’s best employers. It is a goal that
KPMG Singapore is striving towards. To achieve
that, Stephen outlined three areas which the
firm must do well in the years ahead.
Foremost, the firm has to stay ahead of the
business curve. With Business Advisory now
accounting for half of the firm’s revenue, it has
also become more challenging for the firm to
recruit, retain and reward the best talents.
“The focus of Business Advisory is currently
on the Banking, Telco and Healthcare sectors.
These are highly specialised areas that require
practising experts, who are insightful, diligent,
meticulous and entrepreneurial – a rare skill
set,” explained Stephen.
With a large pool of talents, it is equally vital
to keep everyone productively employed and
meaningfully engaged, or risk losing them to
competition. In the past, performance was
based solely on financial results. There was little
room for character development and personal
aspiration at the workplace.
This was transformed when the firm introduced
an additional dimension in the performance
appraisal. Contribution to society in any
form, such as participation in national sports
events, holding a personal art exhibition or
volunteerism at local charities and homes,
can be considered as achievements towards
individual performance.
While the weightage in remuneration is small, it
can be a deciding factor for promotion or key
placement between candidates of equivalent
strength. “It can certainly affect the speed of
career advancement in KPMG,” as Stephen put
it.

Implementation of the system has its fair
share of challenges, mainly in the process to
obtain and incorporate external validation in
the performance appraisal system. But with
practice, Stephen believed that the revised
matrix performance system would be invaluable
in developing all-rounded talents and augment
work-life balance.
The third area was to develop a highly
communicative culture in KPMG, especially
with each new generation of employees joining
the company. The world has become more
connected with social media and with that, a
greater sense of entitlement and expectation by
employees. Although this fits well with KPMG’s
culture, the new paradigm creates constant
pressure for internal adjustment to create an
integrated and harmonious workplace.
“The creative tension can be good for innovation
and improvement,” commented Stephen.
“However, the staff have to learn to accept both
the good and bad of things.”
He shared the example of a regular staff
interaction session with the Managing Partner
where the issue of slow reimbursement process
was shared. Staff would receive payment for
official expenses months later, after the claims
made the rounds of checks and approval.
The Managing Partner was supportive of staff
feedback and progression, and promised a
faster settlement period of seven working days.
A new financial process was promptly
implemented that required upfront approval
with random checks to verify the expenses. A
few months into the new system, discrepancies
were discovered. These issues were quickly
investigated and dealt with. The firm could have
kept to its familiar bureaucracy but it chose
to move with time and co-develop the firm’s
operations with each successive generation
of staff. During the transition, the value system
remains the unyielding yardstick and the
entire firm has to gradually learn to enjoy the
convenience together with the consequence
of the new reality. As Stephen concluded,
“Ultimately, it is a strategy about people – how
to get the best and to keep them.”

KPMG VALUE SYSTEM
These seven common values bind KPMG
into a single, coherent organisation, and
create shared identity amongst the KPMG
employees, defining their behaviours and
guiding their every action.

We lead by example.

At all levels we act in a way that
exemplifies what we expect of each
other and of our clients.

We work together.

Bring out the best in one another and
create strong and successful working
relationships.

We respect the individual.

We respect people for who they are
and for their knowledge, skills and
experience as individuals and team
members.

We seek the facts and
provide insight.
By challenging assumptions and
pursuing facts, we strengthen our
reputation as trusted and objective
business advisers.

We are open and honest in
our communication.

We share information, insight and
advice frequently and constructively
and manage tough situations with
courage and candour.

We are committed to our
communities.
We act as responsible corporate
citizens by broadening our skills,
experiences and perspectives through
the work in our communities.

We act with integrity.

We consistently strive to uphold
the highest professional standards,
provide sound advice and rigorously
maintain our independence.
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TAPPING INTO NEW TALENT MARKETS
FOR IMPROVED PRODUCTIVITY

The need for flexible staffing
options will push hotel operators
in Singapore to innovate their
staff engagement practices and
turn to new sources for talent
recruitment.

InterContinental
Hotels Group (IHG)
14 IHG

is the world’s largest hotel
company
with
678,000
guestrooms in more than 4,600
hotels across 100 countries.
It operates nine leading
global hotel brands including
InterContinental, Crowne Plaza,
Holiday Inn and Holiday Inn
Express, reputed individually
in Singapore for high service
standards. An organisation
with a history of ‘firsts’, IHG
pioneered computerised room
reservations, rolled out the first
and largest loyalty programme,
and set an industry benchmark
by offering free Internet access
for its members.

Engaging people, winning hearts
Employee engagement as a business success
strategy has become increasingly important in IHG
properties worldwide. Core to this is a philosophy
of respecting and treating all employees as
individuals, and recognising the work that they do.
This is manifested in Room To Be Yourself, a staff
commitment brought to life by giving employees
more latitude to be involved in the hotel operations
while fulfilling personal aspirations.
In driving productivity and maintaining workplace
harmony, IHG advocates a set of “Winning Ways”.
These are behaviours that promote a sense of
shared purpose, including Celebrating Difference,
i.e. welcoming different perspectives, listening to
everyone’s ideas, being respectful of all cultures
and looking to learn from others; and Work
Better Together, i.e. developing close working
relationships, considering how one’s actions might
affect others, trusting and supporting each other.

Locally, IHG develops customised on-boarding
programmes to help new employees adapt quickly
to their workplace. For example, to communicate
more effectively with its growing base of employees
from China, Holiday Inn Singapore Atrium in
Singapore produces staff handbooks in both English
and Mandarin. Conversational English classes are
provided for employees who wish to interact more
confidently with guests. An established “buddy
system” offers invaluable emotional support and
workplace assistance to both new and non-local
employees

Focused on people development
Mr Joseph Chu, Holiday Inn Singapore Atrium’s HR
Director, holds the view that there are no shortcuts
when it comes to staff engagement or improving
employee retention in an industry with extremely
high turnover rates.

“A people development strategy was formalised
to drive employee productivity and satisfaction.
Employee engagement scores were boosted
significantly from 66% to 87% over the past four
years,” Chu said.
Underscoring the success of this effort, business
profitability continued to improve over the same
period, while 12% of the hotel’s employees were
promoted in 2012 in recognition of their contribution
and responsibilities. “As part of the people strategy,
every employee undergoes a personal development
plan, which provides opportunities to hone jobrelated capabilities and meet personal aspirations,”
Chu elaborated. “We encourage qualifying
employees to take up Executive Development
Programmes (EDP) funded by the Employment and
Employability Institute (e2i), or apply for I-Grad@
IHG, which is a fast-tracked management trainee
programme to become junior executives.”
Employee communication remains a top priority for
Holiday Inn Singapore Atrium’s management team.
Supervisors are required to communicate with
their subordinates twice a year, outside the regular
performance reviews.
“Our objective is to create ‘coachable moments’
and opportunities for dialogue, which is part of the
hotel’s overall performance improvement plan.”
Chu explained.

Becoming an employer of choice
Separately, the hotel has been beefing up
engagement efforts with interns and potential
candidates from local polytechnics and universities,
providing them a better insight of the hospitality
sector. Over the years, the hotel has worked on
improving the professional image of the industry
by reaching out to the parents of the students, and
instilling pride in new recruits through providing
quality customer service, valued by hotel guests.
The high number of job applicants from local
tertiary institutions is a clear indication of the hotel’s
success in this area.
In fact, Holiday Inn Singapore Atrium was one of
three Best Employers (Hotels) in Aon-Hewitt’s “Best
Employers Singapore 2013” survey. According
to the research, Holiday Inn Singapore Atrium
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achieved an employee engagement score of 98%,
outperforming the Singapore’s market average of
85% for 2013.
“The hotel cultivates a high performance and
collaborative culture with highly engaged
employees, where every employee is motivated to
give their best to the company. Our people lie at
the heart of our business where we bring the guest
experience and our brands to life,” said Mr Sam
Davies, IHG’s Area General Manager for Singapore
and General Manager of Holiday Inn Singapore
Atrium.

Ensuring feedback channels
While the performance-based culture boils down to
meritocracy, IHG ensures that sufficient channels
are made accessible for employees to contribute
their ideas and provide feedback. For example, a
global hotline centrally manned by IHG HQ allows
employees to highlight malpractices, complaints
and disruptive workplace issues anonymously.
Within each hotel, an open door policy is practised
and employees can approach their supervisors
or the HR department directly to surface any
workplace or personal issues. Matters requiring
executive decisions are escalated to the hotel GM
for resolution.
At Holiday Inn Singapore Atrium, an online Employee
Engagement Survey is administered twice a year to
track employee satisfaction levels and feedback on
workplace improvement. Upon results analysis, the
HR team would organise focus group sessions to
gather feedback before mapping out action plans
to address the employees’ concerns.

Managing workplace inclusion
The hospitality industry, by virtue of its business,
embraces cultural diversity. At Holiday Inn
Singapore Atrium, workplace inclusion is managed
with a view towards strengthening cohesiveness
and mutual understanding.
According to Davies, events like town halls, annual
dinner and dance, and even lunches at the staff
restaurant have been used as occasions for sharing
and celebrating multi-national customs, breaking
the ice between locals and the hotel’s 35% foreign
workforce.
“In spite of the employees’ diverse backgrounds
and personality differences, we’ve seen fantastic
teamwork between our local and foreign employees.
I attribute this to IHG’s “Winning Ways” and our
strong emphasis on diversity and respect,” said
Davies.
For example, the hotel provides a prayer room for the
Muslim colleagues, celebrates major holidays and
religious festivals of its multinational workforce, and
organises reunion dinners for Chinese colleagues,
who are unable to return home during Chinese New
Year.
On average, six to ten events of this nature
are organised each year at Holiday Inn Atrium,
promoting harmony, empathy and inclusion in the
workplace. When asked if these activities brought
new insights on diversity at work, Eve Chen, a 25year old Housekeeping Executive from China said,
“I look forward to these gatherings because I get to
know my colleagues and the different cultures from
other parts of the world. I also like being involved
so that I can make new friends from Singapore.”

objective is to create ‘coachable
“ Our
moments’ and opportunities for dialogue,
which is part of the hotel’s overall
performance improvement plan
Mr Joseph Chu, Holiday Inn Atrium's HR Director

16 IHG

”

Affirming the sentiments was Shanne Liong, 24year old Human Resources Executive, who said, “I
have ample opportunities to interact with the new
foreign colleagues and tell them about the customs
and culture of the local lifestyle. I will also have
lunch with them and offer advice and assistance
should they encounter any challenges in adapting
to the local culture especially during the first few
months when they are in Singapore”

Celebrating differences
Also part of workplace diversity is “Celebrate Service
Week”, a global initiative where employees get to
experience different job functions. For example,
front desk officers may experience their co-workers
job in housekeeping to make beds, while admin
executives are roped into guest services.
“It helps people appreciate the importance of
empathy, teamwork and diversity for business
success in the hospitality industry,” Chu observed.
“These individuals have proven to be exemplary
employees, extremely loyal, and we are proud to
have provided goals and meaningful opportunities
to keep them gainfully employed,” Chu added.

Finding the right balance
In a multi-cultural workforce, Holiday Inn Singapore
Atrium’s management focuses on strong leadership,
guest satisfaction, return ratios and low attrition
rates as success factors.
According to Davies, “If we can achieve what we
have with 15% less resources, or if we can improve
our local market share by 10% over the current
competition, that’s success!”
In the next couple of years, the hotel’s strategy for
business improvement encompasses the building
of a flexible workforce to meet demands. “Having
sufficient manning to deliver quality service to our
guests is the way forward. Progressive changes are
made by re-designing existing jobs. It requires effort
and trial and error. I am confident we will succeed
in an innovative talent-on-demand approach which
will be a game-changer,” shared Davies.
The next step involves change management. “It’s
about re-educating hospitality veterans who have
undergone a 180-degree change in the service
landscape to anticipate another 180-degrees of
change over the next three years,” said Davies.
Davies believes that there is no single panacea
to greater productivity. A multitude of actions are
involved when it comes to keeping business costs
low and improve profitability. Executed correctly,
the future promises to be exciting and rewarding
for all of our colleagues, our guests and indeed the
overall business.
“Along the way, we aim to create value for every
stakeholder – from our guests and part-time
employees to our shareholders at IHG,” he said.
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A True
SINGAPORE SPIRIT

How hospitable is a hospitality service to foreign employees?
We learn what it means to be “Raffles”, which like its famous
Singapore Sling, is full of spirit and flavour.

When a hotel has been around for a while to bottle its own exclusive bubbly by the renowned champagne
house Billecart-Salmon, it is reason enough to find out how that hotel, which bear the name of modern
Singapore’s Founder, has achieved the magnificent feat of maintaining its impregnable position as a worldleading luxury hotel in today’s competitive business environment.
The Raffles Singapore. For some, the mere mention of the name incurs images of colonial Singapore with
men in khaki hunting attires complete with helmets. For others, it’s the world renowned Singapore Sling.
Whatever the brand may conjure for each individual, one thing is for sure, the Raffles Hotel name has
consistently stood for indisputable quality and excellent services over the past 127 years.
To help uncover the secrets of Raffles Singapore’s success, two foreign managers shared their on-boarding
experience and how the hotel that was the quintessential employer of choice in the industry had won their
loyalty and devotion through plain sincerity and respect for people.
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Mr Randolph Velasco
Food & Beverage
Operation Manager

“You would have thought that it would not be easy working with 20over nationalities but everyone at Raffles is competent without being
competitive, and always supportive of one another. We are naturally
respectful of one another’s background and differences.”
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Tell us a little about yourself.
Stéphane: I have been with Raffles Singapore

as its Wine Director for more than four years now.
Before that, I have worked as a sommelier at
other hotels in France, New Delhi, Dubai, London,
Paris, San Francisco and New York. I love to
travel and see myself as a citizen of the world.

Randolph: I was working in Dubai for a few years
before joining Raffles Dubai in 2009. I have always
wanted to work in the original Raffles Singapore. So
in 2010, when I saw a vacancy at Raffles Singapore,
I quickly applied for the position and it got me here.
I have always enjoyed the excitement and sense of
adventure discovering new culture and meeting new
people from different places. I am glad that my job
at Raffles allows me to do just that.

Looks like both of you have been in the Lion
City for a while now. Have you enjoyed living
and working in Singapore?
Stéphane:

Having lived in major cities, I can
truly say Singapore is one of the best cities to work
and live in. It has been a pleasure living in such a
beautiful and safe environment where everything is
conveniently located around you. I always believe
the best way to see a place is close up on the
ground. So, I like to cycle around to take in the lush
greenery, colourful shops and wonderful people. At
work, you can feel a sense of work commitment and
professionalism here. This is the perfect place to be!
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Randolph: The people are efficient, helpful and

unpretentious. At work, I can speak my mind freely
and know that my colleagues will be doing the
same. We can work out our ideas quickly and agree
on the best way forward. This is, in a large part, due
to the hotel’s practice of hiring the right people for
each position and empowering them to succeed in
their roles. During my free time, I like to go hunting
for the best food with my friends in hawker centres
and coffee shops. It helps me relax, and learn about
the local culture at the same time.

So, how well have you settled down in
Singapore?
Stéphane: Not yet lah! I only like D24 and go to

Newton Food Centre near my place for satay and
cockles.

Randolph: I live in Simei, love hawker food and
have been to different parts of Singapore because I
like to move around a bit. I have also picked up a bit
of Singlish from my colleagues and friends.

The hotel has an on-boarding programme for
its foreign staff. How has it been useful to you?
Randolph: Besides the briefings and orientation,

my HR colleagues have gone out of their way to help
me locate a suitable accommodation that meets my
budget and family requirements. A buddy was also
assigned to help me settle in quickly.

Stéphane: Likewise. I remember when I first got

Randolph: Many of my colleagues have become

How did they do that, that is, to make you feel
at home?

Is there anything you are still struggling to
adjust to?

Stéphane: The hotel has given me a lot of

Randolph: It’s a shame but after more than two

here more than four years ago, the hotel was very
supportive and took care of all my needs. I feel
welcomed and at home right from the start.

empowerment and also the resources, space and
time to execute my ideas. For instance, I have
bottled exclusive champagne for the hotel’s 125th
anniversary and is now training a strong team of
sommeliers to support our global operations. There
is a conscious effort here to groom and develop local
talent as well. 3 of the 4 sommeliers in my team are in
fact, Singaporeans. The hotel also pampers us with
good programmes for personal development and
welfare like the Raffles Univirtual and Destinations
Travel. I have used the programmes to pick up basic
Mandarin and explore the region. On top of that, I
get to work in a magnificent, historical building.

Randolph: For me, it’s the safety, security, and

my close friends. We go out together frequently and
that has really helped me settle in and increase my
confidence.

years, I am still trying to master my Singlish.

Stéphane: Maybe the thought of giving up my
aspiration as a world traveller now that I have
discovered the ideal place to live and work.

It’s nice that you have found your haven. Is
there anything you missed from home?
Stéphane: I would say the seasons. It’s forever
summer in Singapore.

Randolph: My family is now living together with
me in Singapore. This is our home.

work-life balance. You would have thought that it
would not be easy working with 20-over nationalities
but everyone at Raffles is competent and always
supportive of one another. We are naturally respectful
of one another’s background and differences.

Is there any area which you feel could have
been done differently to help foreign staff
adjust faster to the local environment?
Randolph: Perhaps more information about the

local customs and culture could be provided to help
new overseas employees adapt quicker as well as
to avoid social faux pas. For instance, the religious
fasting months, the practice of burnt offerings
during certain months and that when someone
calls another person “auntie” or “uncle” does not
necessarily mean they are related.

Stéphane: For someone who is new to the city, it

would be useful to know where the essential services
and common facilities, like clinics, supermarkets
and cinemas, are located.

Speaking of which, would having some local
friends help you in understanding the culture
better?
Stéphane: Certainly. I met a fantastic girl shortly

upon arriving in Singapore. She has shown me the
hidden gems in the city, introduced me to her friends
and helped me with my Mandarin.

Mr Stéphane Soret
Wine Director
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The People’s Hotel
Raffles has many stories, from the falling of the last tiger in Singapore to the creation of
a world renowned cocktail, which makes its colleagues proud to draw on the rich Raffles
tradition that has come to mean thoughtful, welcoming, charming and graceful service for both
local and international guests.
To create a team of dedicated colleagues who are uncompromising on excellence, requires an
equally robust human resources system that can match this luxury hotel’s exacting standards.
Raffles manages its diversified profile of colleagues by its Brand Values of Excellence,
Respect, Integrity and Caring. This is supported by structured Recruitment Practices, Training
and Development, Performance Management, Colleague Activities, Colleague Recognition,
Communication Channels, Grievance Handling, and other supportive inclusive practices to
bring about a caring work environment and workplace culture.
In the area of Recruitment Practice, for example, applicants apply through the Fairmont Raffles
Hotels International (FRHI) Talent Acquisition System Career Portal and undergo talent based
selection profiling. The hotel uses a structured selection and interview assessment process
based on core competencies. The hiring managers are trained and provided with interview
guides.
Through the rigorous selection process, successful applicants are selected based on talent and
merit. Upon joining the hotel, they are assured of a fulfilling and successful career, supported
by various training and development, performance and talent management and colleague
engagement programmes.
Raffles’ human resources best practices include being the first hotel to implement flexible
benefits across all colleagues to cater to the various profiles of colleagues with different needs.
In addition, Raffles is an initiator of a portable medical benefits scheme within the hospitality
industry to provide and ensure lifetime hospitalisation and surgical insurance cover for its
local colleagues.
The result is a team of colleagues who are passionate about their work and committed to
delivering the highest standards that the guests have come to expect of Raffles Singapore.
With such a committed team devoted to delivering impeccable service, Raffles has won
numerous accolades as a top hotel brand and one of the best places to stay in the world. It also
has many accolades as an employer of choice over the years including the first hotel to receive
the biennial TAFEP Exemplary Employer Award 2012 that recognises employers for their
effort in promoting fair, responsible and inclusive employment practices.
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5

Longstanding commitments to equal opportunity in the workforce –
What can Singapore learn from IBM’s rich history?
IBM company background
IBM's history in Singapore dates back to 1953, when IBM World Trade
Corporation established a branch office in Singapore to market and
service its range of data processing equipment. Today, Singapore is
home to several thousand IBMers comprising a growing Singapore
team, as well as members of the ASEAN/SA and Asia Pacific team.
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IBM has a long history of commitment to Diversity
and Inclusion. It began as early as the 1800’s when
IBM hired its first Women employees and first
Black employees in 1899. In the 1990s we focused
on equal opportunities, eliminating barriers
and understanding regional constituencies and
differences between the constituencies.
As our demographics changed, we adapted our
workplace to be more flexible and began our focus
with which D&I in IBM are fully aligned to:

S

Dedication to every
client's success.
Innovation that matters
to our company and
for the world.
Trust and personal
responsibility in all our
relationships.

In the early 1950s, as demand exploded for
IBM computers, IBM President Thomas Watson
Jr. sought to build manufacturing facilities in
North Carolina and Kentucky. Of concern to the
resident was how his intention to integrate IBM’s
plants would be viewed by segregated states
in the US, South. Stating his position in a letter
dated September 21, 1953, Watson wrote to his
managers,

It is the policy of this
organisation to hire people who
have the personality, talent and
background necessary to fill
a given job, regardless of race,
colour or creed.

"

"

Thomas Watson Jr.,

IBM President 1952–1971
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Watson’s policy letter #4, as it came to be known,
expressed both personal conviction and company
practice, which had been in effect for decades but
never before codified.
It conveyed without qualification that IBM would not
comply with “separate but equal,” an entrenched
euphemism for sanctioned segregation in the US,
and what would today be considered institutional
racism.
By 1953, IBM had enacted an unequalled string of
progressive workplace programmes and policies,
from hiring the disabled in 1914, to the arrival of
professional women and equal pay for equal work
in 1935, to appointing the company’s first female
vice president, Ruth Leach Amonette, in 1943.

"

How D&I were developed in IBM
over time

… is it not simply a matter of
sound business policy to have in
management a substantial number
whose impressions, reactions and
emotions are most like those of the
majority of your customers?
Ruth Leach Amonette,

"

BM’s first female vice president, giving a speech
in 1943.

Over the decades, IBM’s focus on diversity would
become an integral part of IBM’s overall business
strategy.

IBM’s vision for D&I in a Singaporean
context
The workforce of today is a globally integrated
workforce of multicultural background; and inclusion
in the workplace goes beyond tolerance, it is about
embracing and celebrating the difference driving
“diversity of thought”.
Diversity of thought facilitates inclusion and
collaboration by highlighting a paradox of human
nature: those differences among individuals within a
cultural group are often as significant as differences
between groups.

The concept emphasises awareness of, and
respect for, those personal differences—in
attitudes, beliefs, experiences, traditions and,
most importantly, in thought processes and
problem solving.
Today, IBM takes advantage of the attributes of its
diverse employee mosaic to fuel innovation and
reflect the multicultural character of customers
across the globe. We continue to drive equal
opportunities and “Best Person for the Job”
throughout the hiring, retention and advancement
of our employees. In this challenging global
work environment, we are required to be flexible
in where, when and how work gets done to
respond quickly to the needs of our clients and
the business. As a global leader in flexible work
practices, IBM encourages innovative and flexible
ways of working to enhance productivity and
success.

S

What are the success
factors and common
pitfalls to avoid?

The critical success factors for a successful D&I
practice is the recognition of and commitment by
the corporation’s leaders to make D&I part of its
DNA and to live and practice the values.
The potential pitfall is while D&I is recognised to
be very important, it can, at times, be prioritised
below the more urgent work of a business and
in long term negatively impact the growth and
development of the D&I practice and culture.

It is a journey with experiences you can treasure
and celebrate every day. Always leverage
interested groups to help with the work and you
will succeed.

Reinforce employee
competencies
Training for Employees and Managers
Employers should develop training programmes
to equip employees and managers with the
skills to be more effective in working with and
leading diverse teams. In developing a training
framework for your company, there is a broad
range of training for employees areas which you
can consider
For All Employees:
 Organisational vision, strategy and values in
creating an inclusive and harmonious work
environment

 Self

awareness:
understanding
one's
preference and how it affects their decisions
and relationship with others

 Understanding

others (nationality, culture,
generation, gender)

 Communication skills and strategies
For Managers:
 Coaching and mentoring team members from
different profiles

 Inclusive recruiting, training and performance
management

 Managing employee populations (e.g. mature
As a HR practitioner, how
would you advise a peer
?
who is going to embark on
Question D&I in Singapore?
D&I is growing in importance in the business
world, often it is what tips the scale in attracting
the most outstanding talent or closing that
critical business deal.
Start by understanding your client’s requirements
and then focusing on one or two of the top
priority imperatives before proceed to grow your
D&I practice to include other constituencies or
imperatives.

employees, different nationalities)

In determining the type of training, consider
the issues and/or goals which your company
is grappling with. For example, is there a lack
of understanding of different cultures and
generations, communication and teamwork
skills, or awareness of organisational values?
You can also leverage informal platforms
in addition to formal training. For example,
managers can be encouraged to join employee
networks to facilitate understanding and
interaction.
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Equipping managers and employees to work
in diverse teams at IBM
To support its employees to work well in diverse environments, IBM has put in place the Cultural
Adaptability Programme. This programme aims to help employees enhance their skills in communication,
in motivating others and in managing cross-cultural teams. Key initiatives include:

 Country Navigator™ - This is a web-based tool that provides IBMers with valuable insights on how to

interact with people from different cultures. The tool also provides access to country-specific knowledge
and tools that enable networking across borders.

 Inclusion in the Workplace for Employees - This is a one-day workshop to enhance IBMers awareness,
knowledge and skills for addressing local challenges and opportunities associated with diversity.

 Inclusion Leadership for Managers - Leading in a diverse environment

- A two-day workshop for IBM Managers worldwide. It enhances awareness, knowledge and skills to
enable managers to lead more effectively in diverse environment.

"

IBM’S VISION FOR DIVERSITY & INCLUSION

The employees of IBM represent a talented and diverse workforce.
Achieving the full potential of this diversity is a business priority
that is fundamental to our competitive success. A key element in our
workforce diversity programs is IBM's long-standing commitment to
equal opportunity.

"

– Virginia M. Rometty,
President and Chief Executive Officer, IBM.
Innovative Diversity & Integration Practices
adopted by IBM around the world

Innovative D&I Practices adopted by
IBM Down Under

IBM Australia has been advancing cultural intelligence through innovative
professional development programmes.
For example, IBM manager “QuickViews” are intranet based resources designed
to give managers essential information to conduct business successfully with
clients or colleagues from another country. Topics include culture and business,
and multicultural management.
IBM’s Shades of Blue programme supports managers who lead multicultural
teams or are engaged in cross-cultural business interactions.
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Driving Performance Through
Fair Employment Practices
In the world of automotive manufacturing, a harmonious workplace premised on respect for the
individual could enhance the retention of skilled workers.

Scania in Singapore
The Swedish marque, Scania, is a familiar name in Singapore. Scania
coaches and buses are widely used
by local tour companies and public
transport operators, while their
construction and purpose-built trucks
have been in deployment here since
the 70’s.
Scania Singapore Pte Ltd was
incorporated in 2003 to support
business expansion in the region,
and to serve as the sole importer
and distributor of the brand’s heavy
transport vehicles in Singapore. It also
supplies a range of industrial, marine
and power generation engines, and
offers automotive parts and components
in addition to workshop services.
Located in Woodlands, the unit is staffed by 80 employees comprising an even mix of Singaporeans
and seven other nationalities in managerial, administrative or technical positions.

Workplace Inclusion: How It All Started
Like many enterprises, Scania has to enhance its productivity for continual growth and success.
Scania Singapore achieves this through its range of innovative products and services, and
maintaining a highly skilled workforce for sustainable performance. However, with the manpower
constraints and the shortage of skilled labour for workshop operations in Singapore, its recruitment
outcomes are often less upbeat.
The challenge is made worse in an industry that is traditionally male-dominated. Generally, it is less
common to find auto mechanics who are women – and even less so in Singapore and Asia. With
better qualifications and more job opportunities, local candidates are also less willing to consider a
workshop vocation compared to before.
As a stable base of mechanics is required to carry out the company’s core operations, Scania
Singapore has to complement the local workforce with employees from Malaysia and other countries.
With more Malaysians and other nationalities becoming part of its workforce, the relevance of
managing workplace diversity and inclusion became more apparent. This was balanced with a need
to ensure greater professionalism and productivity at work.
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Fair Employment: From Policies to Practice
“In Singapore, whenever businesses hire non-local
employees to supplement their operations, people tend to
think we’re trying to lower labour costs. Actually, it’s not
the case at all,” said Ms Esther Lim, Manager of Human
Resources and Administration at Scania Singapore.
“To give both our employees and customers confidence
in our products and solutions, the Scania Group is guided
by high ethical and social standards. For instance, we
have a Group policy that requires us to recruit personnel
based on their experience and competency.”
As Esther puts it, all Scania employees are equal,
regardless of sex, age, nationality, lifestyle, religious belief,
ethnicity or disability. From senior management through to
the shop floor, all employees are remunerated according to approved pay scales, based on
the job levels that they perform. “What truly matters is their ability to do the job – which is why,
contrary to expectations; it does not cost us any less to build a diverse workforce. When it comes
to compensation and benefits, it is equal treatment for all,” Esther said.
The same principle applies to staff appraisals, yet another facet of fair employment at Scania.
Esther revealed that all managers are equipped with comprehensive guidelines on the fair conduct
of staff appraisals. She added: “We fully recognise that an unbiased and efficient performance
management system has a powerful effect on retaining high-performing employees.”
All employees at Scania Singapore are also given equal opportunities for career and competency
development. This is carried out through an annual Planning and Development Review between
managers and their subordinates, and results in an individual plan for skills and professional
development.

Accommodating Differences: Going The Extra Mile
To further address its manpower shortfalls, Scania Singapore has been looking for alternative
sources. It supports social projects such as Yellow Ribbon, which gives ex-offenders a second
chance, as well as not-for-profit organisations like Bizlink, which provides employment services for
disadvantaged individuals. It also works closely with the Singapore National Employers Federation
and Northwest Community Development Council to offer job vacancies where available.
The company is open to hiring persons with disabilities for suitable roles. In fact, this had come
about in 2012 when Mr Abdul Majid, 31, who has a partial hearing impairment, was given the
chance to put his Diploma in Mechatronics to good use in Scania Singapore.
At present, Abdul holds a position in after-sales support, where he specialises in warranty
submissions. “I’ve always wanted to be part of this industry. I’m glad I can apply my technical
background, and draw on my stint in operations to improve the customer experience,” he said.
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“I started out here as a technician,” Abdul recounted with a sparkle in his eye. “My colleagues and
supervisors really went the extra mile to ensure my safety at work. To accommodate my different
needs, my employers arranged special training, and made physical adjustments such as installing
safety lights in my section,” Abdul recounted.

Respect For The Individual: DNA for Success
According to Scania Singapore’s Country Manager, Mr Mark Cameron,
‘Respect For The Individual’, one of the three
corporate core values, is a cornerstone in the
shaping of an inclusive work culture. “There
should always be scope for differences, and
in fact, we’ve come to view diversity as a critical success factor,” he said.
“As our DNA, ‘Respect For The Individual’
defines how our employees ought to behave
towards their fellow employees and customers.
By acknowledging each other’s differences
and
leveraging
everyone’s
knowledge,
experiences and efforts to achieve continuous
improvement, we’ve created a business culture
that differentiates Scania from the competition,”
Mr Cameron elaborated.

Walking The Talk: Engaging with Employees
Clearly, the values-driven work culture at Scania Singapore has given the management team good
reasons for proactive employee engagement. An advocate for regular dialogues, Mr Cameron
personally conducts monthly town hall briefings, where he encourages feedback and candidly
shares company directions and financial performance with all staff. The objective: to give all
employees a sense of involvement in the business management.
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Line managers are also responsible for communicating and ensuring that the ethical guidelines are
respected at all times. “Scania does not tolerate any form of harassment or discrimination towards
any employee, contractor, customer or stakeholder. Anyone who feels unfairly treated in the
workplace has a right to raise a complaint to his supervisor, or even to me, without any fear of
reprisal,” Mr Cameron added. The company’s policies and procedures for whistle blowing are made
available to all staff through the company’s shared server.

Staff Satisfaction: Powering Business Improvements
Today, these efforts have translated into greater openness and stronger team spirit in the workplace.
The Singapore office has been taking baby steps in aligning its HR policies and staff development
programmes to the established practices of the Scania HQ.
Esther proudly notes the uptrend in staff satisfaction index since the initiation of these changes
in 2008, pointing out how employees had actually welcomed efforts like pay and annual leave
reviews. She admitted that there is still room for further improvement: “It’s never easy when it comes
to changing people’s mindset. To achieve any form of paradigm shift at work, we’ll just have to
persevere at creating opportunities for two-way communication.”
Moreover, strong teamwork, when coupled with higher satisfaction levels, could offer other business
advantages such as lower staff attrition. For Scania Singapore, staff turnovers have fallen from a
rate of 23 per cent in 2010 to 11 per cent in 2013.
To strengthen workplace integration, Scania Singapore is developing a toolkit for its non-local recruits.
The toolkit will contain relevant information on living and working in Singapore, employment laws
and regulations, as well as social and cultural norms to help them adjust better to work conditions
in Singapore.
Scania is also planning an “Amazing Race” staff event in 2014 to promote integration. The event
is designed to give employees a deeper understanding of the histories and cultures of different
ethnicities, and is expected to bring participants to cultural enclaves in Singapore like Chinatown
and Little India in Singapore. Employees across different backgrounds will be asked to form groups,
and to complete a list of exciting tasks that engender teamwork and tolerance.

Steering Towards The Future
Back in 2010, Scania Singapore had signed a pledge with the Tripartite Alliance for Fair Employment
Practices (TAFEP) acknowledging fair, responsible and inclusive employment practices. Today,
it feels ready to be considered for the prestigious TAFEP Exemplary Employer Award, and had
submitted its application in October 2013.
“We’ve been fortunate to have strong management buy-in when it comes to workplace
integration programmes. We’re also extremely encouraged that we can draw on government
support and funding programmes by the National Integration Council. We will continue to
create awareness and engage our people through regular feedback and communications,” Esther
concluded.
Scania Singapore’s success turns the spotlight on how others, too, can leverage workforce
diversity as a strategy for productivity and performance – one where fair and merit-based
employment practices are core.
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Diversity• Integrated
Diversity is inherent in every company. STMicroelectronics learn to harness it for enhancing productivity and engaging employees. The
key is in empowered leadership, constant vigilance and bonding opportunities.

ST

Microelectronics is one of the world’s largest semiconductor companies. With a gross revenue of over US$8
billion in 2013 and some 45,000 staff worldwide of which 12,000 worked in R&D centres located in 10 countries, the
company generated 16,000-over patents that secured it as a leading integrated device manufacturer.
Within the company, STMicroelectronics has established a successful corporate culture that integrates and engages its people
towards achieving the company’s global vision as a socially responsible leader in semiconductor solutions.
For STMicroelectronics, creating an inclusive workforce is more than an endeavour to attain organisational excellence. For
many years, this pioneer and leader in sustainability has considered the diversity of its workforce to be a major strength that
enabled the company to constantly reinvent itself and keep up with the rapid pace of change. With close to 80 nationalities in
different age groups represented in the company, integrating diversity has become a critical factor for STMicroelectronics in
creating a sustainable global business.
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Leveraging their extensive experience in managing 4 different sites & functions in Singapore, STMicroelectronics’ Organisational
Development Team outlines five useful tips for employers keen on cultivating an inclusive workforce:

#1

Make diversity part of your corporate DNA

Formerly known as SGS-THOMSON, the company was
incorporated in Europe in 1987 following the merger of SGS
Microelecttronica of Italy and Thomson Semiconducteurs of
France. In 1997, it changed its name to STMicroelectronics.
From the start, the company inherited a diverse workforce
with very different workplace cultures and expectations.
To create an effective team, the company implemented
Total Quality Management (TQM) in 1992 to align workplace
differences from leadership style to problem solving
mechanism and training. This was its very first step towards
managing diversity with its presence in Europe, Asia and US.
As it grew into a global company, there was also an increasing
demand for sensitivity, consistency and transparency in HR
practices. In 2006, the company expanded its TQM effort
into a global Sustainable Excellence practice that addresses
D&I, amongst other important factors, in ensuring the
sustainability of its businesses.
With half of the workforce in Singapore being locals and the
other half foreigners, the global Principles of Sustainable
Excellence (PSE), such as ‘Respect for the individual’, have
been instrumental in fostering workplace harmony.

“

Antonio Alvarez, Manager of Training
and Organisational Development.

32 STMICROELECTRONICS

We value
and respect the
different cultures
and lifestyles of
our employees.
As a Group, we
are committed to
ensuring equal
opportunities
and appropriate
representation of
gender, age, race,
disability and
nationality at
all levels of the
organisation.

”

The company firmly believes that the effort in understanding
and aligning the individuals’ aspirations and unique
perspectives to the corporate goals is necessary in making
the company more innovative and competitive in the
global marketplace. The HR policy reinforces this notion by
encouraging people to strive to their full potential through
training and development, and by co-creating a productive
work environment.
In recent years, STMicroelectronics’ strategy for equal
opportunities has focused on gender equality. There is an
increased effort in creating and promoting a favourable
working environment and culture for women in the company.
A Women’s Network was established to support and nurture
the development of women for top leadership roles.
Breaking the stereotype of the woman’s role in the
traditionally male-dominated industry has created many
benefits for STMicroelectronics. The ability to leverage on
the different experiences and fresh insights from female
employees has become a source of competitive advantage
for STMicroelectronics in gaining alternative viewpoints for a
more balanced decision making process.

Some PSE ground rules on ‘Respect for the
individual’:
We will maintain a culture free of discrimination
where individuals are treated with respect and
dignity, independent of religion, race, gender,
nationality, political opinion, sexual orientation and
physical challenges.
All employees at all times will show appropriate
consideration and respect for their colleagues.
ST organisations will enforce a zero-tolerance
approach to incidents of discrimination or
harassment of any kind.

#2

Lead the change with leaders as role models

“Every one of our leaders has the responsibility to effectively engage
our 4000 employees of varying backgrounds to bring out the best
in them. To get all employees to contribute their best whether they
are operators or engineers, is to ensure equity in treatment and to
recognise individuals and teams based on merits and competency.
Our Front-End management team is a diverse one with different
nationalities, seniority and a good mix of men and women. It is not
just a matter of company policy but the actual practice in our daily
interactions with our people that cements diversity and integration as a
key value expected of everyone in STMicroelectronics.”
Dr Mao Bor Yen, General Manager and Group Vice-President,
Front-End Manufacturing, Region Asia Pacific

All employees look to their leaders as role models to guide their behaviours. It is important for leaders at all levels to
act conscientiously and impartially with employees from different backgrounds. This includes paying careful attention to
subtle cultural norms, such as the use of hand gestures where an innocent signal for ’five minutes’ or ‘OK’ can be easily
misconstrued as rudeness in some cultures.
Realising the importance of good communication in avoiding unnecessary workplace misunderstanding and conflicts,
STMicroelectronics provides training and development courses to prepare its young leaders to be more communicative in
building effective cross-cultural teams.
Operations managers and supervisors are taught to stay close to the ground and monitor for signs of workplace tension
and social disparity. They engage the staff in open discussions, and seek ways to motivate the employees. The Singapore
fabrication factories, for instance, have adopted a HEART approach to issues resolution for more than fifteen years now.
HEART is the acronym for ‘Hear Employees, Act Real Time’. During workgroup and town hall meetings, the managers and
supervisors will listen actively to the employees and take immediate actions to resolve these issues of concerns.

#3

Establish different and multiple channels for feedback
There are various channels in place in STMicroelectronics to address employees’ concerns.
For routine operations, the company has laid down a clear process for issues escalation.
Besides the regular feedback channels through the organisational structure and HR Department,
employees can put their suggestions in drop-in boxes found conveniently within the premises.
STMicroelectronics also provides an online feedback platform where the operations staff
can directly write to the Operations Director about any concerns, from staff welfare to living
conditions at the dormitory and workplace conflicts.
While some people favour open dialogues, others may prefer private counselling or anonymous
feedback. The variety of communication channels is important in removing bottlenecks in the
feedback process as well as allowing employees to select a channel they are comfortable with.
STMicroelectronics engender a management culture that enables employees to discuss
concerns relating to adherence to the Principles of Sustainable Excellences in an open manner
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without fear of recrimination. Every employee plays his
or her part in how well they adhere to the Principles. If
employees think that the Principles are being violated, or
if they have a problem applying them, they can discuss
with their Manager, Site Human Resources Manager, or Site
Manager. If they feel they need more support in having their
issues properly addressed, or if they have a suggestion
about STMicroelectronics’ Principles, they can send a mail
to a dedicated e-mail address which will be managed with

#4

The effectiveness of STMicroelectronics’ employee
communication lies in a genuine effort by the company to
remove obstacles and take care of the employees’ welfare.
Ideas and issues are always followed through to a definite
closure and without discrimination.

Provide cross-cultural awareness learning opportunities

The other lever is raising cross-cultural sensitivity.
People learn in different ways. Some like to read and enjoy
serendipitous discovery, while others prefer to be guided
by experts. STMicroelectronics understands this and
provides a variety of initiatives to support its diversity and
integration efforts. These include orientation programmes
for new hires, cross-cultural management training, as well
as a video presentation on workplace integration and a Peer
Training Programme.
New hires hired from non-traditional sources are given
a ½ day pre-departure briefing about living in Singapore
with topics ranging from culture, local laws to standards of
living, before they depart from their home country. Upon
arrival, they attend conversational English classes so as to
better integrate into an English speaking work environment.
In the Peer Training Programme, each new operator is
assigned a senior operator or supervisor as a buddy to
provide job guidance and advice on integrating into the
new work environment. These buddies often became a
confidant to their junior charge.
A dedicated section of the canteen allocated to selling
Indian vegetarian food adds variety to the Chinese, Western
and Malay menu, is another affirmation of the company’s

#5

the appropriate confidentiality measures and this will not
have any adverse work-related consequences to them.

Create opportunities for social bonding

Meaningful social activities have a way of developing
camaraderie and esprit de corps amongst people.
STMicroelectronics recognises this and makes use of
every opportunity at events and gatherings to improve
social bonding and employee engagement. The company
supports departmental and corporate events, Corporate
Social Responsibility (CSR) activities and volunteerism.
At the departmental level, quarterly funding is provided for
social activities where the only criterion is that everyone in
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commitment towards nationality diversity.
Company events such as Dinner & Dance, Family Day
feature a kaleidoscope of activities that take into account
inclusiveness and reflect STMicroelectronics’ diverse
population. For example, the band must be able to conjure
music from various languages and activities are organised
to ensure participation from various nationalities.
Creative themes are purposeful to integrate D&I elements,
for example at a recent Chinese Lunar New Year and
Valentine’s Day, which hailed ‘A Season for Celebration
in Love, Friendship, Affection and Diversities Integrated’.
The event programme was designed with an element
of fun to encourage employee participation, and the
subject of Kopitiam (a Singaporean vernacular for coffee
shop) was used to help foreign employees learn about
the local culture and customs. The participants had an
enjoyable time learning the lingoes to order coffee to taste.
STMicroelectronics deems every learning opportunity as an
investment in the employee’s personal development.
The effectiveness of the learning opportunity is monitored
through a matrix of indicators and surveys.

the department must participate in these activities. Local-wise,
STMicroelectronics organises regular social gatherings and company
celebrations for its employees as well as supports various government
programmes, such as OnePeople.Sg Orange Ribbon initiative.
The company also leverages on healthy lifestyle activities such as sports
tournaments, marathons, fitness classes and mass workouts to promote
employee bonding, and celebrates four major holidays of Chinese New
Year, Hari Raya Puasa, Deepavali and Christmas annually to promote
deeper understanding of cultural diversity and foster bonding.
Another platform that the company frequently uses to involve staff from
diverse backgrounds is the community outreach and giving programmes
under its CSR initiative.
Over the years, STMicroelectronics has participated in numerous blood
donation drives, engaged massage services from the Singapore
Association of the Visually Handicapped, ran for the Hope Marathon,
Home Aid projects and conducted IT training for charity homes and prison
inmates. Employees from different backgrounds volunteered in these
CSR programmes, which have helped them bond with one another and
integrate with the society at large.

The company is now planning to set aside
an International Day to pay homage to all the
nationalities represented in the company.
In the same spirit to celebrate its diversity, it
is also publishing a cookbook with a collection
of recipes from different countries that
employees can easily replicate at home.

A journey without end
Workplace D&I is a constant pursuit for balance and harmony that requires perseverance and vigilance. To ensure its continuity,
STMicroelectronics has identified a set of indicators to monitor the progress of its efforts and adjust the programmes to
manage the diversity of its workforce.
However, creating a robust integration programme requires more than a set of programmes and indicators. It demands
an uncompromising resolve from the leadership to create a fair workplace and skilful managers who are able to respond
constructively to people issues. By clearly stipulating D&I as an essential element in the long term success of its business
operations in its Principles of Sustainable Excellence, STMicroelectronics has reinforced the priority of fair employment
practices and rally its leaders and managers behind the efforts to create an inclusive workplace.
Training to develop cultural intelligence and active socialisation to engage employees are two key channels
STMicroelectronics is using to entrench integration in a lasting and meaningful way. It has created comprehensive
cross-cultural training programmes tailored to different levels of the organisation, and cleverly made use of every occasion
for social gatherings to bolster the unity of its people.
Being sensitive to ever changing industry trends and being able to change in order to adapt remains a challenge within the
company. The company constantly engages its people in dialogues and communication sessions to listen to the feedback
given and takes appropriate actions to re-align itself to the changes impacting its sustainability.
A well-integrated and inclusive workforce engenders a happy and productive workplace. Perhaps the most telling sign of
the success of STMicroelectronics’ integration efforts is in the various greetings in different languages and gestures that
brighten up the day of the employees when they meet one another and approach the daily challenges of their work.
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Bringing Everyone
Onboard the SHIP
A comprehensive immersion programme
to help overseas healthcare professionals
adjust to life in the Lion City.

Tan Kwang Cheak

MOHH’s Director of HR and Talent Management

Public healthcare in Singapore

Shortage of healthcare professionals

Singapore’s public healthcare system has taken good
care of the health and well-being of Singaporeans over
the years. However, this does not come by chance.
The public healthcare system has been developed
with development of modern facilities, careful
consideration for future healthcare needs and tended
by a dedicated team of healthcare professionals,
administrators and policymakers.

Moving ahead, Singapore foresees key challenges of
a growing and aging population and the burden of
chronic and other illnesses. All these mean that the
sector needs to ramp up its public healthcare facilities,
manpower and services significantly, so that it can
continue to provide affordable, accessible and quality
healthcare for Singapore.

As the holding company of Singapore’s six public
healthcare clusters (including Alexandra Health
System, Eastern Health Alliance, Jurong Health
Services, National Healthcare Group, National
University Health System and Singapore Health
Services), MOH Holdings focuses on the key role of
enhancing public healthcare sector performance and
services by unlocking synergies and economies of scale.
It achieves this by addressing systems level gaps in the
public healthcare system, facilitating collaboration
across healthcare clusters and leveraging on synergies
that can enhance the operational efficiency of the
public healthcare sector in the long term.
Among the various strategic initiatives that span across
IT, Infrastructure Finance and HR, MOHH drives
talent attraction and management and coordinates
joint recruitment of healthcare professionals for the
clusters.
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One of the key challenges faced by Singapore’s public
healthcare is to ensure that they continues to attract the
growing number of healthcare professionals required
to power the future of Singapore’s public healthcare
sector. By 2030, the sector requires another 70%
or 32,000 more healthcare professionals, including
doctors, Allied Health Professionals (AHPs) and
nurses. To address this challenge, the public healthcare
clusters turned to overseas recruitment as part of their
strategy to mitigate the shortfall.
When these overseas recruits arrive in Singapore,
the institutions will conduct their own induction
programmes to bring them onboard. However, these
orientation programmes tend to vary in scope and
quality, and based on feedback, what the overseas
healthcare professionals are looking is relevant and
contextual information about the local customs and
norms so that they can interact with the local patients
effectively, as well as settle into their new workplace
and home more smoothly and quickly.

Onboard the SHIP
In 2012, MOHH launched a streamlined and
comprehensive on-boarding programme for overseas
healthcare professionals in mid-2012. The Singapore
Healthcare Immersion Programme, or SHIP as it is
called, set out to achieve three key objectives:
a. Provide adequate and relevant information to
help overseas healthcare professionals understand
how it is like to work and live in Singapore, and
make an informed decision whether to pursue a
career in Singapore.

and visiting an HDB satellite town and its various
amenities. The immersion programme also includes
a visit to an HDB home, sampling of local food and
briefing on local social norms.
All the participants are surveyed six months later on
their progress and assimilation into the Singapore
society. Their feedback helps MOHH to improve and
fine tune the programme.

b. Aims to help overseas healthcare professionals
gain a better appreciation of the local culture
so that they can respond appropriately and deliver
healthcare services that meet the expectations of
local patients.
c. Facilitates the efforts of overseas healthcare
professionals to settle into Singapore and
contribute to the public healthcare sector more
quickly and effectively.
SHIP delivers the information and assistance required
by the overseas healthcare professionals progressively
through five phases (see Figure 1). Before their
arrival, a set of online brochures and content on the
MOHH website provides overseas candidates with
information about Singapore’s public healthcare
system, the institutions they are applying to and
relocation to Singapore.
After arriving in Singapore, the overseas recruits
will join a half-day On-boarding Programme (OBP)
for a first-hand experience on Singapore culture.
This includes a presentation on Singapore and the
public healthcare system, visiting landmarks and
cultural sights, like the Singapore Merlion and PSA
port operations, taking the local public transport

All aboard! All smiles for the excursion.

Setting sail on the SHIP
“The feedback on SHIP has been encouraging. Most
participants have found the immersion programme
useful in introducing them to the local customs and
practices of Singapore,” said Tan Kwang Cheak,
MOHH’s Director of HR and Talent Management.
“In fact, some of them have suggested to extend the
OBP so that they could explore more of Singapore
and the local culture.”
Follow-up surveys with SHIP participants showed
that the immersion programme has achieved its
objectives in providing essential information and
resources to the new emigrants that have helped them

Figure 1: Outline of the SHIP

Phase

Programme

Resource

Phase 1: Upon application of job

Guide to Singapore and our public healthcare
system

Online brochure and web content

Phase 2: Before interview with institutions

Information on public healthcare institutions
(prospective employers)

Online brochure and web content

Phase 3: After acceptance of job offer

Guide to relocation to Singapore

Online brochure and web content

Phase 4: After arrival in Singapore

On-boarding programme (OBP) & cross cultural
training programme

Classroom learning, excursions

Phase 5: After 6 months in Singapore

Survey on overseas candidates’ ability to assimilate
into the Singapore society

Gathering online survey
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Heritage Trail - part of the Immersion Programme

integrate smoothly into the Singapore community
and workplace. The participants found the brief
on social norms and practices particularly useful
in understanding the cross-cultural differences in
behaviours and expectations.
Tan found that the immersion programme has also
reinforced positive mindset and open attitudes between
the local and overseas healthcare professionals. By
being familiar with Singapore culture, beliefs and
values, the overseas recruits have taken a proactive
step towards integration.
“It has helped me blend into the Singapore culture
and life really well,” said Patricia Yeung, a pharmacist
at Changi General Hospital, who arrived in Jan 2012.
The Australian citizen has since learnt to address
elderly people as Aunty and Uncle.
Equally important is the ability of the programme to
help the overseas recruits appreciate the cultural and
other differences not just between themselves and the
locals, but among the locals themselves. This allows
the healthcare professionals to integrate within the
healthcare teams and ensure that optimal care is
delivered to their patients.
Tan was happy to acknowledge that having the
successful relocation programme for overseas talents
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have helped many of them transit better and work
better in their jobs. Through their successful transition,
Tan hoped that SHIP would improve talent retention.
“The programme has been introduced only for more
than 1 year,” Tan shared. “I see areas where we can
provide enhancement and lend greater support to our
overseas colleagues.”
One such area he was thinking of was the alignment
of SHIP with the healthcare institutions’ respective
orientation and onboarding programmes. He cited
the example of Tan Tock Seng Hospital, which
already had a successful programme to orientate its
employees to the facilities within the hospital, as well
as the amenities in the neighbourhood.
“The cultural immersion programme provided by
SHIP can work hand-in-glove with TTSH’s orientation
programme to bring our overseas colleagues onboard
successfully,” Tan said.
While SHIP provides an overall perspective of
Singapore healthcare, customs and practices, the
institutions can familiarise the overseas recruits with
their immediate surrounding and provide mentorship
during the initial months. Ultimately, the chief
beneficiaries of a productive and happy healthcare
team will be the patients they are caring for.

HDB tour - part of the Immersion Programme

Next port of call
Changi General Hospital from the Eastern Health
Alliance was the first to participate in SHIP in
May 2012. Since then, Jurong Health Services and
Alexandra Health System have sent some of their new
overseas recruits to the programme. A year since its
inception, seven OBP sessions have been conducted
for some 150 overseas healthcare professionals.
While the SHIP is extended to all overseas healthcare
professionals working in the public healthcare sector,
participation is optional. With the success of the
pilot programme, MOHH hopes to extend SHIP to
all overseas healthcare professionals working in the
public healthcare sector.

always been on building a cohesive and productive
workforce that took into consideration the diverse
backgrounds, norms and needs of the employees.
“Workplace integration is integral to a productive
workplace, and also the hallmark of a great employer
of choice,” he added.

Other areas that Tan hoped to address are the
enhancement of cross-cultural management skills
of mid-level managers and development of a family
of leading indicators that can assess the level of
integration and harmony at the workplace. These
indicators will use data taken from a variety of
feedback channels such as employee satisfaction
surveys, performance reviews, water-cooler talks and
exit interviews.
When asked about what workplace inclusion meant
at MOHH, Tan replied that the priority and focus had

Ending the day with delicious local food

MOH HOLDINGS 39

Temasek

Nurturing a
Polytechnic Collaborative Community

Temasek Polytechnic (TP)

has been a significant contributor to the
field of higher learning in Singapore since
1990. Over the years, growing demand in
the job market for applied skills in Science,
Engineering, Design, Business, IT and
Humanities saw to TP’s rapid expansion,
so much so that the student enrolment
has burgeoned from an initial intake of
735 to 16,000 in 2013.
To meet the needs of a growing
community, capacity expansions and
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new infrastructure are rampant at the
polytechnic’s 20-year old campus, which
sits next to the scenic Bedok Reservoir.
Supporting Singapore’s third polytechnic
is a workforce of close to 2,000, comprising
both full and part-time lecturers, educators
and support staff. The range of course
offerings include 51 full-time diploma
courses and over 20 part-time courses
in areas which are market oriented and
industry demand driven.

“While we
value diversity
at work, we
don’t necessarily
brandish it
through a
particular HR
initiative or set it
apart from other
manpower
practices.”

on embracing socio-cultural diversity that
extends to all staff.
Today, global nationalities that include
Chinese, Indians, Japanese, Koreans,
Filipinos,
Malaysians,
Americans,
Canadians, Spanish and Italians account
for around 10% of TP’s staff.
“While we value diversity at work, we don’t
necessarily brandish it through a particular
HR initiative or set it apart from other
manpower practices,” said Ms Magdalene
Chai, TP’s Director of Human Resource.

- Ms Magdalene Chai,
TP’s Director of Human Resource.

Workplace integration on
campus
Unlike most businesses and multinational
corporations in Singapore, TP operates
in a unique community setting – a vibrant
campus that encourages people to make
personal connections through a multitude
of activities.
There is an intrinsic appreciation for
holistic learning, where faculty and student
members combine academic pursuits
with on-campus opportunities for handson experience, personal development and
character education.

Magdalene explained that many of the
polytechnic’s foreign staff members have
lived in Singapore for a number of years.
As such, they are familiar enough with
local customs and culture to be able to
integrate readily into the TP community
without much persuasion. However, what
has helped is keeping the communication
channels open, and focusing on TP’s core
values, in particular, ‘Respect for the Dignity
of the Individual’. Magdalene believes that a
collaborative approach is key to the buy-in
when it comes to integration in the campus
setting, “It’s never going to happen because
HR says it’s important!”

To ensure TP graduates develop skills that
are relevant to the global economy, TP
infuses global realities into its programmes.
This includes inculcating a campus mindset
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“Instead of
constantly
emphasising
integration,
we talk about
collaboration.”
Communications that resonate
with the audience

HR facilitators, not instigators
While TP motivates all staff to take personal
ownership for community integration, the
HR department functions as facilitators
by ensuring and tailoring platforms for
networking and interaction.
“TP is a huge family. We’ve been able to
achieve a diverse and well-integrated work
culture thanks to the many campus events
and activities that promote the TP spirit,”
Magdalene said and cited Mr Yuichiro
Kubo as a classic example of successful
integration in TP. Mr Kubo is a Japanese
language lecturer who has been with TP for
nearly 20 years.

Additionally, communication needs to be
translated in ways that are meaningful to the
staff demographic.
“For example, instead of constantly
emphasising integration, we talk about
collaboration,” Magdalene clarified, “this
could range from professional exchanges, to
staff coming together on their own initiative
for social and other good causes.”
In this light, TP has a highly successful
‘Campus Care Network’, where staff and
students work hand-in-hand on a voluntary
basis to raise funds for students in need of
financial aid.

“Kubo-san is so well adapted to the local
working environment that he is not only a
role model to other non-locals, he is also a
spokesperson for the Singapore Community
Chest!” Magdalene exclaimed.

“We also have working groups, such as the
National Education Committee, which is
very well represented by cross-departmental
staff,” she added.

In Kubo-san’s own words, the changes he
made while adapting to Singapore’s working
environment had helped him grow further.

Walking the talk, this committee identifies
ways to strengthen the rootedness of our
young, and encourages them to shape the
character and life of the society they will
inherit.
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“As a Japanese staff member at TP, I have
the privilege to work with the Japanese
community in Singapore, as well as
educational institutions in Japan. These
experiences made me more aware of the
cultural diversities, and I have been able to
serve effectively as an advisor for Japanese
relations, and assist in TP’s collaborations
with Japanese institutions,” he reflected
proudly.

Equipping employees for
integration
Being immersed in TP’s youthful environment,
it is easy to understand why staff can be
so passionate and energised about work.
But to retain talent, the fundamentals for a
good staff orientation programme, market
competitive pay, and well-thought staff
welfare programmes cannot be overlooked.
“Whether or not you are Singaporean, we
don’t practise different standards when it
comes to HR management,” Magdalene
affirmed.
On-boarding programmes are extended to
all new staff, and this includes administrative
briefings and a half-day ‘TP Amazing Race’
that would encompass teamwork and
interaction among new colleagues.
TP is also mindful that coming to work in a
huge campus environment can be a daunting
experience for anyone. As such, ‘buddies’
are assigned to help all new staff, not just
non-locals, with their settling-in process.
‘Buddies’ are typically selected amongst
those who would be working closely with the
new recruit.
Academic professionals involved in more
specialised fields enjoy an additional leg-up in
the form of mentors or coaches, who will show
the ropes on requirements relating to specific
disciplines, or offer practical advice on lecturing
and presentation techniques. Anticipating the
accommodation needs of non-local staff,
the polytechnic offers on-campus residential
apartments at a subsidised rate – a norm for
reputable tertiary institutions. These facilities
hasten the adjustment process, allowing
teaching professionals to focus fully on their
work.

Supportive
leadership and
a cohesive
culture would
be the vital
ingredients for
sustainable
integration.
Measuring success
To bolster success, it is important to provide
effective feedback channels, and to assure
staff that issues can always be surfaced to
HR for swift resolution. “During our annual
staff communications session, our Principal
Mr Boo Kheng Hua speaks candidly about
values and collaboration, and welcomes staff
members to approach him on any matters
relating to their work,” Magdalene shared.  
Not surprisingly, attrition rates at the
polytechnic have always been low.
Magdalene attributes this to a more mature
staff demographic, as well as TP’s highly
conducive setting for fostering strong
bonds. “Satisfaction with the work
environment has always ranked high in our
staff engagement surveys. We believe that
the culture of integration is well embedded
at TP, and will continue to strengthen and
evolve.”
As TP celebrates its 25th anniversary in
2015, supportive leadership and a cohesive
culture would be the vital ingredients for
sustainable integration.
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By Business Unit

By Country

Source: Jebsen & Jessen Group Presentation 2012

Ms Jenny Yam
Senior Manager
of Corporate Finance

Staff volunteering as Sighted Guides for visually-impaired runners during the 2012 Standard Chartered Marathon.

Here for good
An organisation with a large multinational talent pool in Singapore,
Standard Chartered Bank fosters workplace inclusivity by encouraging
volunteerism in sustainability programmes.
With 1,700 branches in 70 countries, Standard Chartered is one of the world’s most international banking
groups. Established here over 150 years ago, it was among the earliest financial institutions to be fully
licensed in Singapore.
Today, the Bank’s global businesses in retail banking, corporate banking and private banking, as well as
functions like Technology and Operations, are being managed from Singapore. Not surprisingly, the group
relies on the skill sets of a large and diverse workforce. There are 70 nationalities represented by the Bank’s
7,600 staff in Singapore.
The Bank considers D&I in the workplace a priority for business sustainability– a commitment that is
intertwined with fostering integration into the communities and markets where it operates. Through staff
volunteer programmes, the Bank brings together employees of different backgrounds, expertise, nationalities
and ethnicities for causes that make positive impact on community and the lives of those in need.
Around the world, such activities have provided meaningful platforms for employee engagement while
creating opportunities for the Bank’s multinational staff to strengthen interpersonal relationships with their
colleagues – a vital ingredient for workplace harmony and effective teamwork.
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Building platforms for personal
growth
The Standard Chartered brand promise
of ‘Here for good’ underscores its D&I
commitment. The Bank’s Country Champion
for D&I and Group Head of Branch Solutions,
Mr Joshua Ho, explained: “Being ‘Here for
good’ encapsulates the Bank’s support for
its clients and the wider economy. It is also
the reason why customers choose to bank
with us, and why employees want to join and
stay with us. For Standard Chartered, D&I
has been a fundamental platform for realising
organisational and personal growth.”
“Being ‘Here for
good’ encapsulates
the Bank’s support
for its clients and
the wider economy.
It is also the reason
why
customers
choose to bank
with us, and why
employees want to
join and stay with
us.”
Mr Joshua Ho, Group Head of Branch Solutions and
Diversity & Inclusion Champion, Standard Chartered Bank.

Globally, Standard Chartered blazes the trail
for two social causes – ‘Seeing is Believing’,
an initiative dedicated to tackling avoidable
blindness; as well as ‘Living With HIV’, an
education and awareness programme which
focuses on AIDS and HIV prevention through
talks and educational resources.
Since the inception of both programmes in
2003, ‘Seeing is Believing’ has financially
supported an estimated 45 million people
around the world through the prevention and
treatment of blindness and visual impairment,
while ‘Living With HIV’ continues to grow in
prominence, in communities where AIDS and
HIV remain a serious challenge, and as a
sought-after workplace education programme
in Singapore.

Reaching out to the Community
Through CSR
Ms Miia Lankinen, Head of Talent with the
Bank’s Group Technology and Operations, is
from Finland. Looking back at 16 years of living
and working in Singapore, Miia felt that being
able to champion a cause like ‘Living with HIV’
here has strengthened her sense of belonging,
while ingraining deeper perspectives about
local customs and cultures.

Ms Miia Lankinen delivering a talk on ‘Living
with HIV’ in Singapore

“As a group of volunteers, we go out to
conferences, schools and even construction
sites to deliver talks. We’ve customised our
info-pack to suit teenagers, Singaporeans from
all walks of life, as well as working professionals.
I’ve always felt that we could do this well
because we’re from such an international
company, with such a diversity of local and
global experiences.
“In the process of engaging different ethnicities
in Singapore, I’ve also picked up on nuances
in local customs, behaviours or religious
sensitivities, which have helped me in the way I
conduct business, or relate to my Singaporean
friends and colleagues,” she said.
Volunteering under ‘Living with HIV’ for 10
years has been Miia’s way of giving back to
the Singapore community, because she feels
education is a simple and effective way to
make an impact. “It’s easy to donate money,
but when you give of yourself, your skills, your
time, that’s when you build real connections in
society and at work. That’s where real change
starts,” she clarified, with pride.
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Setting the stage for inclusiveness
In encouraging staff to volunteer their time and core skills to community work, all employees
are rewarded with three days of paid volunteering leave per year. This has provided some
incentive and flexibility for active volunteering, while giving people the room and opportunity
to discover causes that they can be passionate about.

Volunteers form an organised factory line to create food
packages that are distributed to needy families in Singapore.

In
Singapore,
many
departments
across the Bank have taken advantage
of this privilege to organise bonding
or teambuilding activities centred on
helping the needy. For example, some
teams have adopted the ‘Silver Lining’
community initiative, which is focused on
assisting the elderly, while others have
joined forces to distribute food packages
to underprivileged patients and families
afflicted by AIDS, as an extension of
‘Living with HIV’.

Forging friendships through the ‘Silver Lining’ initiative
The Bank’s ‘Silver Lining’ programme was set up in 2012 to reach out to at least 3,000
Singaporean elderly through home refurbishment assistance, befriending activities and
empowering the elderly to lead active lives through weekly exercise sessions as part of the
Bank’s partnership with Tan Tock Seng Hospital in the ‘Stepping Out into Active Life’ programme.
Ms Joanne Sim, a Corporate Affairs Senior Manager, has been part of this effort together
with her colleagues. She counts her involvement in
the monthly food distribution, and a charity carnival
that benefitted 800 elderly, among the highlights of her
volunteering experience.
“I feel a sense of association with the colleagues whom
I volunteer with; we’re a community with a common
passion. Through the volunteer programmes, I got to
know people, make friends and even build networks with
teams that I’ve never had a chance to work with,” Joanne
shared.

Ms Joanne Sim, Corporate Affairs Senior
Manager for Sustainability, Standard
Chartered Bank.
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Joanne has not allowed her rudimentary Mandarin or
inability to converse in dialects deter her from participation.
“Many of my non-local colleagues are in the same boat,
but all it takes is a simple ‘hello’, a warm handshake or a
reassuring smile. It’s about the willingness to encourage
and be a friend to someone – and this includes many of
my foreign colleagues who are working in Singapore for
the first time. It’s an insight that has proven extremely
useful at work.”

The three-day volunteering leave also
applied to staff volunteers who served
as running guides to visually impaired
participants during the 2013 Standard
Chartered Marathon. “We’ve got staff
who went the distance to train and pace
with a group of visually impaired runners
on a gruelling route. It speaks volumes
about the inclusive culture that our Bank
stands for,” Joshua said
In particular, volunteerism has opened
doors for many of the Bank’s foreign
employees, providing an avenue to
acquire deeper insights on local lifestyles,
culture, and to get involved.

In order to achieve matching running paces during the
marathon itself, sighted guides put in a lot of time and effort
training with their visually-impaired charges beforehand.

“As with fostering friendships, the spirit and willingness behind volunteering needs to come
from the individual. HR contributes by being facilitators, and by creating policies and platforms
to support staff efforts,” he added. The Bank also sets up staff communication channels such
as micro-sites and online portals, where weekly updates on community causes and events can
be disseminated across the board.

Getting things right from the start
In fact, the process of cultural assimilation would begin with employee induction. The ‘Right
Start’ programme is designed to help all new employees settle into their new roles while
understanding the dynamics of the local working environment. It also encourages new
recruits to make new friends by
volunteering for one of the Bank’s
adopted causes.
As Joshua observed, a better
understanding does exist among
employees
who
volunteer
together. “We believe it’s not
the talk, but actions that make
the difference. That’s why we
make volunteering opportunities
available right from the start,” he
said.
To
strengthen
workplace
integration, the Bank is enhancing
the ‘Right Start’ programme by
'Running so others can’ is just one of the many causes that new
introducing volunteer activities
employees are encouraged to volunteer for.
where an overseas recruit can be
matched to a local buddy with similar personal interests or background. “Our new foreign
employees love the idea; they find it a unique and meaningful way to experience a different
side of Singapore. Some foreign employees who have been in Singapore for more than 5 years
also can become a local buddy,” said Joshua. The Bank is currently expanding the ‘matching’
initiative by identifying activities that offer exposure to Singapore’s heritage and culture.
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Championing
financial literacy
amongst youth
Aside from social causes,
the Bank initiated a Financial
Literacy Programme (FLP)
in 2012 to equip secondary
school students with a basic
appreciation
of
financial
concepts. The objective: to
empower them to manage their
savings and budgets more
prudently.
Standard Chartered Bank employees delivering a HIV education session to
construction workers on-site.

Motivated by the outcomes
The team has been heartened by the strong staff participation
in the Bank’s sustainability programmes. “Volunteers tend
to rope in their colleagues, so our programmes can really
scale up and catch on. Many have made it a personal
mission, going beyond the three days of volunteer leave,
or contributing small gifts and cash donations out of their
pockets. It’s been a huge plus all around, considering the
teamwork, goodwill and strong bonds that are formed,”
Joshua noted.
A FLP volunteer engages students
with interactive board games.

Speaking from his experience
as an FLP volunteer, Joshua
said, “I got to work closely
with colleagues of different
nationalities and departments in
planning the interactive games
and quizzes for the curriculum.
We had fun swapping ideas
and expertise outside the work
context. Till today, there’s still
a special camaraderie amongst
those who’ve helped out with
the FLP.”
Despite two short years, the
FLP has already drawn over
450 local and non-local staff
volunteers, helping some 9099
secondary school students in
23 schools.
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In addition to decentralised departmental activities, Standard
Chartered had sponsored seven bank-wide activities in
2013, each endeavour drawing between 80 and 500 staff
volunteers.
For companies aspiring to take the first step with employee
volunteerism, Joshua’s advice is to listen and understand
what the staff are passionate about, and give employees
room to take the lead. Management can also show support
by embracing and sponsoring their ideas. “I personally
found the three days of volunteering leave to be immensely
powerful, but companies can be innovative or start out on a
smaller scale.”
“On occasions, we’ve had friends and families of staff who
request to join in. That’s another possibility, and it’s a win
win for both employers and employees as no one needs to
compromise personal time in order to lend a helping hand.”
Joshua suggested.

Conclusion

Achieving Successful
Workplace Integration
The workforce in Singapore is evolving with shifting social demographics, workforce expectations,
human capital priorities and economic aspirations.
Many companies seeking to gain entry into new markets or competing in the global market are also
finding it necessary to acquire multi-disciplinary and diverse workforce that possesses diverse insights
and skill sets.
However, possessing diversity alone is not enough. The very difference that generates the rich
knowledge is often a latent source of friction that can lead to workplace conflicts, particularly among
people from different cultures and backgrounds, if it is not properly managed. Companies have to be
diligent in leading its people to honour differences and respect individuals as useful team members of
the company regardless of their roles, ranks and backgrounds.
We have invited experienced practitioners in diversity management from 11 leading companies from
different sectors to share good practices and initiatives they have implemented in their companies. All
workplace integration programmes will entail a change in social behaviours, and sometimes, lead to
cultural transformation as well. It is important to practice sensitivity and to bring all the employees on
board to make it a sustainable effort. The Diversity Champions also outlined some of the pitfalls and
common issues employers might face during their journey in managing diversity and building inclusive
workplaces.
We hope these invaluable insights and case stories from the Diversity Champions will serve as practical
references for companies seeking to embark on a workplace integration programme. As every company
has different manpower composition and capabilities that change over time, there can never be a
cookbook approach to workplace integration. Companies are encouraged to continue their learning
journey through pilot projects and practical applications, and share with other employers and HR
practitioners on their lesson learnt.
Nonetheless, some HR principles and best practices in people management will apply in workplace
integration. These include fair employment practices, equal opportunities in career development,
employee engagement and cultural intelligence.
We are deeply appreciative of the 11 Diversity Champions and their companies for supporting this
initiative. It is only because of their active participation and generous sharing of their experience that we
are able to put together this publication. We hope you will find the collection of insights and projects
useful in mapping the workplace integration journey for your company.
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Singapore National Employers Federation
Responsible Employers, Sustainable Business

PRESERVING INDUSTRIAL HARMONY
in SINGAPORE

E

stablished in 1980, the Singapore National Employers Federation (SNEF) is a trade union of employers
dedicated to preserving industrial harmony and helping employers achieve excellence in employment
practices, thereby enhancing productivity, competitiveness as well as the quality of their employees' work
life.
With the support of 3,000 over corporate members, employing more than 700,000 employees, we represent
the interests of employers across all sectors of the economy and enable them to achieve excellence in
their employment practices. SNEF is an active player in facilitating the tripartite partnership among the
government, employers and unions.

FOCUS AREA & SERVICES
è Represent the key interests of employers in consultations and National Tripartite Committees
è Provide industrial relations advisory and consultancy services to corporate members by our experienced
consultants
è Assist employers to develop skilled and competitive workforce through training and productivity programmes
conducted by our corporate trainers
è Facilitate the efforts of the employers to build an inclusive workforce and progressive workplaces through
programmes focusing on Fair Employment, Workforce Diversity, Workplace Flexibility and Workplace Safety
and Health
è Provide reliable and timely research and information on local HR practices and employment issues such as
compensation, employee benefits, workforce challenges and trends

CONTACT US

19 Tanglin Road #10-01 - #10-07 Tanglin Shopping Centre Singapore 247909
Tel: 6827 6955 • Fax: 6733 1644 • Email: mr@snef.org.sg • Website: www.snef.org.sg
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