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 Information HW&SW Design
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Figure 4.1-1 - SDH Performance Measurement System
Evaluate & align SO, [dentify key Select key Evaluate comparative| | Project performance
MW, VOC, DroCesses and periormance IR (aia & establish N or key processes
Oashboard outcomes Measures benchmarks (2.1-3 and measures
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THE MESA WAY
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Current
Benchmark Pericd Current Benchmar kf Figurae
Pillarflndicator Source [Actual) Target Stretch Goals | Referance
Oualiiy
AMI Composite Score ChAS 7.1-3
CHEF Composile Score ChS T.1-18=15G
CAP Composite Score ChS 7.1-5-1
Diabeates Composite Scora HEDIS T1-22_273
Infection Control Composite Scora Multiple T 1-B=12
Patient Safety Composite Score Multiple 7.1-15
Service
Pereentile Rankings: 'r"_,.a":.r"'— AR A
Inpatient Satisfaction Press, Ganay 7.2-2
Emergency Care Satisfaction .-_"rf.“r‘..‘: Craneay 7. 2-4
Clinie Sansfaction A0 A 7.2-6
MercyCare Enrollee Satisfaction MNODA CAFIPS 250
Percent Satisfied Scaores: = .-{'?f Wff’j ﬁf’{’?ff“—{
Inpatient Satisfaciion Press, Ganay 7.1-1
Emergency Carg Satisfaciion _-_"r:.'f.?. CGranay DATA REMOVED 7.1-1
Clinic Satsfaction AMGA 7.1-1
Post-Acute Carg Satisfaction Roll Up Internal 7.1-1
MercyCara Enrollea Satisfaction NOODA CAFPS 7.1-1
Fartnering
Partner Satisfaction-Feeling Valued (%4ile Bank) MNew hMeasures 7.4
Partner Satisfaction-Faaling Valuad (Pct Sat) Moew vl easuras 7.4
Staff Davelopment Hours/ FTE Internal M BA T.4-B
Performance Appraisal Timely Comp letion Toint Commission 7.4-12
Turnowver Bate BMA a1
Cost
Oiperating Margin Moody's 7.3-2
Ceowth in Equity Inganix T7.E-3
Crowth in Wet Revenue Muoody's 7.3-1
Eeov Bud peted Inttiatives Completed Internal -
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STUDIES DESCRIPTION
Informal Benchmarking

Study Visits or Learning * Carried out to gain an undarstanding in the arsas we wish to laorn from
Journeys * Tha visits can highlight potential areas for banchmarking studies

Comparative Analysis * Carriad outfo ossass our parformance against that of our counterparts and beshinclass

organisations fo gauge the affectivenass of our policias and programmes, and to identify
comparative dala or banchmarks fo sat strefched goals

* Conducted by close manitoring of local and international rankings

Formal Benchmarking

Banchmarking Studies * Carriad out for areas that are sirategically important and will result in breakthrough
improvamants

* Conducted by analysing the business processes of our counterparts or baskinclass
arganisafions that dalivar suparior resulfs

Fgure 3-2-2: Criteria for Study Visits or learning Journeys, Comparative Analysis and
Benchmarking Studies
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¢ |dentify areas for benchmarking
* Plan the required resources

* State the expected outcome

* Obtain approval from SMGT

Data Collection | # Define scope and methodology
* Select benchmarking partners

Analysis * Information gathered is analysed against our practices and performance
¢ Findings and proposed recommendations are communicated to senior management

Implement Action | * Develop action plans to implement recommendations

Monitoring and | * Approved recommendations and action plans will be fracked as inifiatives in the
Review division workplans

Figure 3 2-3: Benchmarking Process
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Formation of benchmarking team

Team to identify benchmarks

Planning
Select benchmarking partners

Determine data collection method & collect data

Analyse data & determine performance gap

Analysis _ )
Determine reasons for the gaps

Communicate benchmark findings & gain acceptance via Divisional, Cluster &/or Directorate meeting
platforms

Integration

Establish functional goals for superior performance

Develop action plans
Implement specific actions & monitor progress
Action

Recalibrate benchmarlks

Report final outcome at Divisional, Cluster &/or Directorate meeting platforms

Figure 3.2.2 Four-5Stage Benchmarking Process
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+ Learning Journeys + To explore potential areas of collaboration orlearmning about
policy/process/product/service in other related & non-related
organisations

« Comparative Studies » To ascertain our relative strength/position in terms of
services & processes
» To set target forimprovement or comparison
* To seek out best practices in services &for processes

+ Benchmarking Projects » To seek improvement of processes &/or services

* To achieve breakthrough performance of processes &/
orservices
+ To overcome strategic challenges

Table3.2.1 Objectives & Criteria for Comparative & Benchmarking Information

» Good industry practices in policy/
process/product/service pertaining
to service, innovation, HR &/or
Organisational Learning

ARC principles:
» Accessibility (ease of data collection)
* Reliability (data integrity)
» Comparability (similarity in terms
of characteristics of country or
correctional service)
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PERFORMANMNCE ANALY SIS & IMPROVEMENT SYSTEm

ORGAMNIZATIONAL PERFORMANCE
KEY PERFORMANCE PERFORMANCE IMPROVEMENT DEPLOYMENT
MEASURES REVIEWS TOOLS METHODS
¥ Corporate Strategic + Qua Strategic = Modified Action %-— Communication
PMeasures P Pl"e:xer:lﬁaiewg P Plans P n
— :  tional ews | i p o Process g i Planning Meetings |
People Strategic POA ’ II% f YR
SULUSUE © N D Monthly People | : i i Weekly Update
PO SUQ.PIaI]lI;HEHm t 0 L2 UnE TII' E—ti'\alizld
L R N ;
i Y | WeeklyOperational | | | Emp i | i MESAPortal Presi- :
Profit & Loss VAR anning i T | DevelopmentPlans ( | dentsMessage !
#  Statements : E i P A
RNt : | Projectlessons ! E . NCRCorrective | T |  Town Hal
—= S | & T Adien T | | | NS
i i NCRRootCause | |  BestPractie | | _One-on-One
; Analysis ' 5 Sharing 5 i Communication

Figure 4.1-3 Performance Analysis &
M i $ A Improvement System
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Figure 4.1-2 — Performance Analysis and Review

Methods BOT AT DM MS JAT NL IPC FS VYOL Purpose
JAsHs O . M | W | M| M|[BM| M| M| M| M | Organizational Performance
SO ACTION PLAN Progress on SO and Action
2.2-1,7.1,7.4-22 MM BM | M Plans
DEPARTMENT PROFILES -
1.1-2, 4.1a(1) M M M Department Performance
DEPARTMENT GOALS M M M M Progress on Department Ac-
2.2-1 tion Plans
[PC Action Plan _ _ } S " .
1.1-3, 2.2-1, 3.1b, 5.2a(2) M M M Progress |[PC Action Plan
CORE ?‘E ASURES M| M | M [ M [ BM| M| M| M Quality Processes
Al t“rff"i]h_’;”l; ]]:’“;*]“Sh”“d M | M | M | BM Quality and Finance
Financial SRE"“”** M | BW | BW | SA | BM | BW BW Finance and Productivity
Workforce Satisfaction Employee, Physician,
Reports 1.1-2, 7.3-11 thru 22 A A A A A A A A A Volunteer Requirements
Performance Management Staff and Physician
= oy oy _'\.. N = -
52-1,5.2-3 SA SA I SA SA Performance
Patient Suhstuui_]'un Reports M W W M BM M M W M Patient an_d Customer
3.1-1,7.2 Eequirements

W=Weekly BW=Birweekly M=Monthly BM=Bimonthly Q=0Quarterly 5A= Semi Annual A=Annually
MS= Medical Staft JAT= Joint A-Team DM=Department Manager
IPC= Interdisciplinary Partnership Council FS= Frontline Staff VOL= Volunteers

B(T= Board of Trustees

AT=A-Team
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Figure 4.1-2 Organizational Performance Reviews

Performance Review Purpose Type of Participants
Frequency Analysis

Strategic Plan— A OP, LTG, OS5, | CA,CS All
CIRs reviewed by BOE - A |, LTG, Chg, OP, IM, LTG JCA,CS, 5 AT, 5A, BLT, CT, BOE
SP Action Plan Updates — Q OP, OC, O5, I, IM, 5TG, CJCA, BC, T, GC BLT, SA
Financial -0, A OC, RT CA,BC, T BOE, 5A,CT
Safety/Security — O, A, M 05, IM, FC,T. S SA,CT,S5C
Workforce— 0, A, 05, OP, OC, IM FC, 5, T, H SA,CT
Curriculum -0, A, Q [, 1M P, T, CA, T AC, BLT, BOE, CM, CT
Facilities — O, A OcC, GC, ER, P SA, CT,5C
Customer satisfaction —A, O OP, 05, IM S, T AC, BOE, BLT, CT
Student achievement—0, Q, A JIM CA,PA, P, T AC, BOE, BLT, CT
Technol OgY — A, M, D Chg, OC, 05, 1 CA, BC, PA, 5, T,C5 JAT,CM, BLT, CT

Frequency: O=ongoing, D=daily,

M=monthly, Q=quarterly,

SA=semiannually, A=annually

Purpose: OP=organizational performance; OC=organizational capabilities; OS=organizational success;
I=innovation; IM=improvement; STG=short-term goal progress; LTG=long-term goal progress; C=ability to
address changing organizational needs
Type of analysis: CA=comparative analysis; CS=action step progress check, FC=flow chart; GC=Gantt chart;
P=prioritization, H=histogram PA=predictive analysis; S=survey; T=trends.
Participants: SA=senior-advisors; CM=community members; BLT=building leadership team; S=students;
CT=classroom teacher; AC=administrative cabinet; AT=administrative team; BOE= Board of Education;
SC=safety committee, ALL=all participants listed
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Figure 4.1-3: Orgcanizational Performance Reviews

System Dashboard
and Key System- Deptf
Level Indicators BOD EC wP LG QC COrhwiner

CMES Quality
Patient Safety
OASIS
HEDIS
Hospital Sat
Clinic Sat

Quality

Service

Posi- Accute Sat
MCIC Sat
Turnowver

100 BEST

PPAs'Compet

Partnering

Partner Sat
Grwith Eg/Revw
Op. Margin

Cost

Market Share
S-Aannmnual, B-Bianmual, OQO-Ouarterly, M -MMonth by, O-Oneooino
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ORGANISATIONAL PLANNING AND REVIEW
SWOT Review Risk Performance Comparative
Analysis Analysis Analysis Analysis Analysis

Horizon scans
provide us with
early warnings
or foresights
on external
developments
and sirategic
challenges.
Singapore Customs
identifies threats
and opportunities
and reviews
strengths and
weaknesses to
seek areas for
improvement.

Analytical Tools

After-action and
postimplementation
reviews identify
areas done well/
not done well from
mplementation
of initiatives and
execution of
operations. This
helps identify
learning points
for future plans
to aid continual
improvements,

Figure 3-1-5: Analysis and Use of Information

Risks have the
potential to impact
he performance
of Singapore
Customs and our
ability to meet our
key objectives.
Singapore
Customs conducts
identification of
risks, determination
of their causes and
effects, and review
of existing risk
control measures
for effective
management,

Progress reporting,
KPls monitoring and
analysis of trends
to ensure optimum
performance in
the key planning
areas to support
the development
of new plans, as
well as the review
and adjustments of
existing ones where
necessary.

Close monitoring
of local and
international

rankings to gauge

the effectiveness
of our policies
and programmes,
as well as the
efficiency of
customs operations.
Identify appropriate
comparafive data
or benchmarks to
set strefch goals.
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KMOW LEDCSE MU MAGGEMEMT WISICIM
To have parvasive knowledgesharing in Singapore Customs for better organisation parformance

KMOWILEDGE MAMNAGEMENT (DALS

MURTURE AN EMNVIROMMENT OF KNOWILEDGESHARIMNG

Improve Knowledge Harness Knowlaedge as
Access an Assat

KNOW IEDGE MAMNAGEMENT QUTCOMES

Support Innovative Consistency in Effective Dalegation
Practices Dacisiontaking and Efficiancy

%’-‘
5
:
&

KMNOWILEDGE MAMNAGEMENT INDICATORS

Percentage of key completed Knowledge Management Staft Participation in Knowledge
projects identified and filed Index ([EES) for Sharing Sessions/In-Service
by branchas (Murturing Knowladge Training Sessions
Copture Knowledge & Management Environmeni) {mprove Knowledge Access)

Improve Knowledge Access|

REVIEWW MECHAMISMS

Executiva Commithes Customs Staff Mesting/

Meeting,/PS2 1 Mesting [ﬁﬂlﬂ-guaﬁsfé%li_ﬂm with Surveys (EES)

Intranat,/ Onlina
Discussions

Figure 3-1-5: Knowledge Maonogement Framework
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CRITERIA FOR DENTIFY AREA CONDUCT
LEARNING FOR LEARNING STUDIES

* Meat strategic challanges * Racognise what wa wish fo lsarn ~  Study visits or learning journays

from othars

* Rault in breakthrough improvemants + Comparative analysis

¥ |mprove our processes * Seithe areq offocus for he sudies Banchmarking studies
o be conducted

* Agsist in analysis of our parformance

+ Enhanca our ability fo sat
comparative fargats

Figure 3-2-1: Approach o Learning from Others
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COMMUNICATION TECHNIQUE FREQ OWNER STAKEHOLDER PURPOSE

Waakly a-mails Weakhy CEO SLE Communicate status and share events and recognition

Operational Reviews Manthhy coo SLE Progress review with adjustments

Strategic Plan Reviews Cuarterly coo SL Strategic Planning and progress review

Allcompany staff meatings Bi-annually CEO SLE Communicate strategic direction, share infarmation,
answer questions, address benafite/compansation
55 Las

Lunch & Learn Pericdic CEOC SLE Technical, Baldrige training, general

Telaphone aries Yaries SLEC 8 CM Obtain and share infarmation

E-mail Varies Waries SL,E.C,5CM Obtain and share infarmation

MESA Website Continuous Admin SLEC,SCM Share infarmation

MESA Portal Continuous Admin SLE Share infarmation

Social media Continuous Sr. Comm SLEC 8 CM Share infarmation

Bulletin boards Continuous Varies SLE Share infarmation

Satisfaction Surveys Annually Presidant SLECS Obtain informatian

Conferences/Shows Paricdic Waries SL,E.C,5CM Obtain and share infarmation

Face-to-face mesatings Pariodic Varias C3 Okbtain and share infarmation

Emplovea Banafits Lattar Annually HR SLE Share information

Supplier Latter Annually Matl Mgr s Share infarmation, VMY

Supplier Qualifization Annually Matl Mgr s Share infarmation, current status, parfarmance

Subcontractar Qualification Annually HR 5 Obtain information

Emplovea MAFS Annually HR SLE Share VMV, strategic plan, departmant and parsonal
role

LEAN evants Paricdic Prasidant SLE IMprove processes

MESA newslettars Cuarterly Admin SLE Communicate, share, recognize

Departmantal meetings Wk by Mty Dept Mgrs E Develop action plans, review prograss

Special training evants Pariodic “arious SLE Team building, sales, communication skills, leadar-
ship, safaty. etc.

Emplovea Parfaormanca Raviews Quartarly Mgre/ supar- SLE Comversations regarding parfomance, recognition,

VISOrS areas of improvement
Key supplier meeting Annually Matl Mgr SLE Share informmation and current status, goals
Mew Employee Orientation Bi-annually HR SLE Share vision, values, culture

M ssA Fgure 4.2-2 Communication Methods

22
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DiSSERAIF-LATRC
CHARMELS

SHARIMG PLATRCHRMS

Employeas

Elesetranie

SC OONNECT [Intransd],

Wlnlbite, Lescarnid ng
Charmnad, «=KMMS, HMNE

Publicity Collaterals
Picen e,

= Ewents
MManoagement Adveanes, Waorkplan Seminar, Customas Exchangs, and
IninaiFead

Fooe-to-Foos Sassicons

Cuatermeas. .E-'I:u'H:.I'-.l'u-u-'I-ing. PE2 1 Meading, T Stesring Comermities MMasting,
Sarenegies Discussion Forum, Division /Branch Meaatsing, Townhall/Dialegue
Seasion, HRE Business Parnership AMesting with Divisions, and Mesntor’
Buddhy Scherms

Trailnirng
hisrnal Coursss, On-The-Job Training, In-Service Troining, Knowledgs for
Sharing Sessicns

Learning Clearree|
For aharing work-related fips and lsaming paints

Drirect Markseting Channels
Ernails candd Empl-::q.-&-a- Engoagemsant Suirweyrs

Elesetranie
T it GalBILT Wl

dunnwal Exercises
Buainess Confinagity Exsncisss

Fooe-to-Fooce Sessions
Wisits o Supplisrs, AMestfings with Contralling Agenciss, and Dialegus
Seaaicna

Diiresct Moarkoeting Chonrels
Erneils

Wislbaite, TrodeXchanges™
T by e Fomeme ek,
EChang i App licerticn

Primt Meadia
Handbewesks | Cirey bkoars,
Boreschumrses, [l latiars,
Widas, Madia Relsosss,
Signoges ot Check paints

Informobon

Maoanthly Training Sessions
Custermns. Compeetsncy Progrommess. for Businsssss

Foee-to-Foee Sassians
Account Monogesn Messfings with Trodsrs, Industiry Cutreach, En frsnd
wiith Asasciofions, Dialogue Seasicons, Serminars, Traders' Clinis, ana Fossua
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fgure 3-1-1: Information Management Framework
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: Government
IIE ems l Data / Information Sources IV, Tax Acts,
DATA MANAGEMENT é”%ﬂi‘ﬁé‘.%’é%
CLM /S QOMS DATA
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|
Information I Analysis Software and Toolkit rGgecion
Analysls & Inf ;
. saga nformation
3 INFORMATION MANAGEMENT Management
OPERATIONAL MANAGEMENT CM Policies
| Knowledge
INFOBMATION BREPOSITORY Management
Frameworik

e KM s s S Central
Repository eRegistry Registry

Figure 3.1 IRAS Information Management

Our Taxes. Our Nation. INFORMATION
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"PROPERTY ' ~ METHOD

Integrity ¢ Maintaining source documents
electronically
*  Syslematic, repetitive processes
¢ (Comparison to historical data
*  Hardcopy backup for
sales/customer/financial information
Timeliness e Fstablishing reporting deadlines
¢ Monitoring performance
Reliability ¢  Software/hardware updating
e  Software licensing
* NCR tracking
e [imiting access to system changes
Security * [imiting access to system changes
e Firewall, anti-virus, NTFS
Accuracy * (Collection process design
¢ Systematic collection processes
* (Comparison to historical data
Confidentiality | »  Restricted access to assigned
individuals

Figure 4.2-2 Protection of data, information, and knowledge

Figure 4.2-1, Validating Information Properties

| Property | Validation Process

Accuracy

Traning: limited data entry fields; single-user
data entry at point closest to data; data logic
algorithms; audits; menus; validity checks

[ntegrity and
Reliability

Training; audits: pilots; beta testing: daily
system backup: help desk

Timeliness

Training; electronic reports; web-based data
access: shared network folders: help desk

Security and
Confidentiality

Training; permission process; firewalls:
policies/procedures; password authorization
expiration: audits; off-site system backup;
regulatory compliance; privacy officer




Ensuring
Common
Understanding

Policies
Gaoverning the
management of
information

* Government’s Instruction Manuals
* Customs Departmental Orders
= |T Sacurity Policy

Ensuring
Reliability

Accuracy

Ensuring accuracy of the
information and data
collected

* Stringent processing rules
* Reconciliation of returns
* Validation checks before data are occepted into the information systems

* User acceptance tests before implementation of information systems

Security
Protecting the information

managameant systems

* File traceability with the use of audit trails
* Firewalls and antiwirus software to prevent external intrusion
* Enhancements and requests for change are restricted to authorised

officers only

Accountability
Administering the effective
use of information

* All employees play a role to ensure proper use and housekesping of
information

* Information Technology Branch supports the IT Steering Committes in
oversesing information management in Singapore Customs

* Appointment of a Chief Information Officer for overall occountability
of effective information management within Singopore Customs and
dlignmant with WholeolGovarnment afforts

Ensuring
Availability

3-7-3: E'El'.’ﬂb.’l'.’l'"p‘ and ..-'Juccass.’b.’l'.’f:r-' of lnformation

Confidentiality
Managing sensitive
information

* Classification of information according to appropriate security levels
* Protection clause in email signature to warn about the unauthorised use,
natention, reproduction or disclosure of information contained in emails

Accessibility
Ensuring access to
information

* Accass rights granted according to tha dassification of information

* Business continuity planning fo ensure access to information during crises

* Service level agreements to set out vendors’ commitment to ensure
99.5% service availability for TradeMet* and 99.9% service availability
flor eCustoms

* Accass controls of information management systems
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Fioure 4.2-1 Mechanisms to Ensure Data Properties

T I

Data accuracy | Data entry standards; Quality data analysis;
Automated data capture

Data integrity/ | Anti-spam and anti-virus software; gateways,

reliability heuristics and email filtering; Granular access to web sites
via Lightspeed software Data backups; Redundant data

Data timeliness | Real-time data systerns; On-demand reporting

Data security/ | Secure login protocol and password; Systems security

confidentiality | application; Encryption Firewall intrusion protection; Secu-
rty audits; Monthly data security dashboard reviews




integrated IT System

TPC Staffs TPC Sitaffs
(Operations) (Analysis & Reports)

el E e fhe )y}
it —

= Daily Production WVolume ExeEcilives
: Paper Quality Report

DATA Warehouse

Finance & Accounting
: Balance Sheat
: Financial Analysis Fleport
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n1samn1s Hardware & Software

Figure 4.2-3 Hardware and Software Management

Hardware management Software management
Reliability: Reliability:
Hardware rotation Software preview process
Preventive maintenance Patches and upgrades
Redundant hardware Security:
systemns Access controls including

Security: passwords

Firmware updates Audits

Physically secured User-friendly:

computer rooms User involved in design/ review
User-friendly: Online help

Evaluation of demo units User Guides

Training Training
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