
Housing the Nation
Established in 1960, HDB has risen to the
challenges of public housing by meeting
the unique needs of its time.

Laying the
Groundwork

1960s
Faced with the housing
crisis of epic proportions,
HDB successfully
housed 35% of the
population by the end of
the decade.

1970s
Carved whole new
towns to cater for the
growing demand of
HDB flats.

1980s

Growing Towns

Housed 85% of the
population. Integrated towns
evolved into vibrant hubs of
life and activity.

1990s
Focused on renewal and
regeneration of HDB flats
and towns, creating
added value for older
flats and towns.

Rapidly Developing
Communities

Infusing New Life

2000s
Entered a new phase of
public housing — one of
creative and innovative
expressions.

Innovating for
the Future

2010s &
Beyond

Raising the
Benchmark

Fulfilling aspirations
for homes and
communities all
are proud of.

In building Singapore’s unique public residential landscape, the challenge for HDB is clear: How do we build beyond

houses and create affordable quality homes in vibrant neighbourhoods for Singaporeans to live, work and play?

Embracing a proactive and forward-looking approach, we will continue to adopt innovative strategies and implement

policies and programmes that will exceed past successes, year on year.

At HDB, we thrive on challenge, and we look forward to building beyond, for the future.
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HDB received The Enterprise Challenge
Public Service Innovation Award (Silver) for
its Prefabricated Extensive Green (PEG) Roof
Tray System in 2006

Organisational

Staff

HDB’s Key Milestones

SEEO Christina Lal receiving the
PS21 Distinguished Star Service

Award for demonstrating exemplary
standard of service delivery

Our management’s heartfelt
appreciation for M.A.G.I.C.
Champions and Heroes

First public sector organisation to
be conferred the Singapore Quality
Award (SQA) 1997

Since the 90s, HDB has been a frequent winner of the
BCA Construction Excellence Awards. In 2001, Jurong
West N6 C3 and Geylang RC16A were awarded the
BCA Construction Excellence Awards (Merit)

Sharing our experience in
public housing development

with foreign dignitaries

Lord Geoffrey Filkin,
United Kingdom

Conferred Outstanding IQC Organisation
Award at 2002 International Exposition
on Innovation and Quality Circles
(December 2002)

HDB is the first statutory board to achieve
ISO 14001 Environmental Management
System (EMS) Certification for all its
functions (May 2002)

One of our distinguished foreign visitors
who visited HDB in 2002

HE Wang Guangtao, Minister for
Construction, People’s Republic of China

Delegates from India with
HE Dr Sahib Singh Verma,

Minister of Labour, India

The new HDB Gallery at HDB
Hub set up to showcase the
history of housing in Singapore
(October 2003)

HDB played host to our foreign
counterparts at the 10th

Conference of Housing and
Urban Public Corporations in
Asia (A-HUC) (November 2004)

Dr Orlando Smith, Chief
Minister, Government of The
British Virgin Islands, visiting
our showroom

Mr YB Dato Sri Abang Zohari
bin Tun Abang Haji Openg,
Minister for Housing, Sarawak,
Malaysia

www.place2lease.com website won
HDB an award at the World Summit

Award (WSA) Exhibition in Tunis,
Tunisian Republic (November 2005)

HDB held our first ever
Community Bonding Conference
in February 2005

HDB was awarded the 2005
MIS Asia IT Excellence Award

– Best Business Enabler
(Government) Category

HDB is the first organisation to take on
the Singapore Quality Class (SQC),
Singapore Innovation Class (I-Class) and
Singapore Service Class (S-Class)
certification at one go (January 2006)

HDB made a clean sweep of the top three
awards in the public sector category at
the FIABCI Prix d’Excellence Awards 2006

Sharing with HM Queen Elizabeth II HDB’s
success in providing public housing to the
people of Singapore

Conferred the prestigious Platinum
Green Mark Award for HDB’s
innovative eco-precinct housing
concept (May 2007)

Receiving the Total Defence Award
(Distinguished Defence Partner Award)
and The Home Team NS Award for
Employers (Special Award) in July 2007

HDB received the IBM Innovation Excellence
Award, the sole recipient of the award in
2008 for our continued efforts to promote
innovation excellence in the use of IT

2000-1997
2001

Attained the People
Developer Standard in

recognition of HDB’s
investment in people and
commitment to systematic

staff development
(September 1999)

Received the Sports Award for
Corporations and Employees
(July 1999)

Receipt of the Corporate
Volunteer Award
(Commendation) 1999 (Public
and Government-Linked Sector)

ACIS Innovation Team, the brainchild behind the
foldable incense paper burner. They were awarded
the Eureka Award at International Exposition of Quality
Circles (November 2000)

Winning teams behind the FY01/02 HDB
Innovation Merit Award for Advanced
Concrete Cube Curing System and
FY02/03 Innovation Merit Award for PDA
Wireless Instruction Order Module

Receiving the President’s Social Service
Award for Formal Group / Non-Profit /
Public Sector Category in August 2002

Receiving the Share Platinum Award 2003.
Since the 90s, HDB has consistently received
the SHARE Platinum Award every year from
Community Chest

Green Cross QC received the Million Dollar
Project and Eureka Awards at the 2003
International Exposition of Innovation & Quality
Circles (December 2003)

Renewing Ties, Forging Partnerships
- Reaffirming partnership between HDB
Management and HDB Staff Union with
the inking of a new Collective Agreement

Receiving the 15-Year Outstanding SHARE
Award in October 04 for the consistent and
sustained generosity of HDB staff

SEEO Wendy Chua receiving the PS21
Star Service Award for going beyond the
call of duty to provide quality service to
her customers

HDB Charity Week in January 2005, to
raise funds for the less fortunate

The 42 proud winners of Excellent Service
Awards (EXSA) awarded by SPRING
Singapore (November 2005)

Winners of FY04/05 HDB Innovation Merit
Award : A cross departmental project on
Electronic Polling System

Doing our part for the less fortunate. A
charity concert was organised for the first
time to raise funds for 3 charity homes
under Community Chest (December 2006) HDB emerged champion of 2006 Inter

Statutory Board Games

The team that developed the Prefabricated
Extensive Green (PEG) Roof Tray System

CCK Stn 1 received the Eureka Award
at the 2001 International Exposition of
Innovation and Quality Circles
(December 2001)

CEO’s personal appreciation for staff who
delivered good services to external and internal
customers and were given Staff Of the Moment
/ Good Services Award (August 2001)

2002
2003

2004
2005

2006

HDB is a regular winner of the Singapore
H.E.A.L.T.H. (Helping Employees Achieve
Life-Time Health) Awards since 1999.
In 2006, HDB won its first Gold award

2007

Management and union jointly take part in
housekeeping activities with staff volunteers
at the Canossaville Children’s Home, which
is jointly adopted by the HDB management
and union

2008

HDB received the
Distinguished Public Service
Award in recognition of
HDB’s various achievements
in our Organisational
Excellence journey

Chinese Premier His Excellency Wen
Jiabao visiting Mr Leong Yin’s 35th

storey home at Toa Payoh Town

Appreciation from the Handicaps
Welfare Association (HWA) for Club
HDB’s donation of a passenger van
to facilitate HWA’s transport services
for the handicapped

Public Service Award
for Organisational
Excellence (July 2003)

HDB  received the Work-Life
Achiever Award Trophy at the

Work-Life Excellence Award Gala
Dinner at the Suntec Singapore

Ballroom in August 2008

At the 10th Prism Awards
Ceremony, HDB was awarded the

'Excellence Award' under the
category "Best Public Service

Campaign (Public Sector)" for our
public communication efforts in

Remaking Our Heartland

HDB was conferred the MIS Asia
IT Excellence Award 2008 in the

"Best Bottom-line IT
(Government)" category

HDB was conferred the IES Prestigious
Engineering Achievement Award 2008 in
September 2008. HDB will also be receiving
the ASEAN Outstanding Engineering
Achievement Award at another Awards
Presentation ceremony in November 2008

Mr James Koh Cher Siang, Chairman
(centre) and Mr Tay Kim Poh, CEO (left)
receiving the prestigious United Nations
Public Service Award (UNPSA) on behalf
of HDB in New York in June 2008

At the BCA Universal Design Awards
ceremony in May 2008, HDB was proud
to have The Coris and Ghim Moh
Gardens recognised as exemplary
building projects for incorporating user-
friendly features

HTO Tan Lye Teck receiving the PS21
Distinguished Star Service Award for
demonstrating exemplary standard of
service delivery
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Award (WSA) Exhibition in Tunis,
Tunisian Republic (November 2005)

HDB held our first ever
Community Bonding Conference
in February 2005

HDB was awarded the 2005
MIS Asia IT Excellence Award

– Best Business Enabler
(Government) Category

HDB is the first organisation to take on
the Singapore Quality Class (SQC),
Singapore Innovation Class (I-Class) and
Singapore Service Class (S-Class)
certification at one go (January 2006)

HDB made a clean sweep of the top three
awards in the public sector category at
the FIABCI Prix d’Excellence Awards 2006

Sharing with HM Queen Elizabeth II HDB’s
success in providing public housing to the
people of Singapore

Conferred the prestigious Platinum
Green Mark Award for HDB’s
innovative eco-precinct housing
concept (May 2007)

Receiving the Total Defence Award
(Distinguished Defence Partner Award)
and The Home Team NS Award for
Employers (Special Award) in July 2007

HDB received the IBM Innovation Excellence
Award, the sole recipient of the award in
2008 for our continued efforts to promote
innovation excellence in the use of IT

2000-1997
2001

Attained the People
Developer Standard in

recognition of HDB’s
investment in people and
commitment to systematic

staff development
(September 1999)

Received the Sports Award for
Corporations and Employees
(July 1999)

Receipt of the Corporate
Volunteer Award
(Commendation) 1999 (Public
and Government-Linked Sector)

ACIS Innovation Team, the brainchild behind the
foldable incense paper burner. They were awarded
the Eureka Award at International Exposition of Quality
Circles (November 2000)

Winning teams behind the FY01/02 HDB
Innovation Merit Award for Advanced
Concrete Cube Curing System and
FY02/03 Innovation Merit Award for PDA
Wireless Instruction Order Module

Receiving the President’s Social Service
Award for Formal Group / Non-Profit /
Public Sector Category in August 2002

Receiving the Share Platinum Award 2003.
Since the 90s, HDB has consistently received
the SHARE Platinum Award every year from
Community Chest

Green Cross QC received the Million Dollar
Project and Eureka Awards at the 2003
International Exposition of Innovation & Quality
Circles (December 2003)

Renewing Ties, Forging Partnerships
- Reaffirming partnership between HDB
Management and HDB Staff Union with
the inking of a new Collective Agreement

Receiving the 15-Year Outstanding SHARE
Award in October 04 for the consistent and
sustained generosity of HDB staff

SEEO Wendy Chua receiving the PS21
Star Service Award for going beyond the
call of duty to provide quality service to
her customers

HDB Charity Week in January 2005, to
raise funds for the less fortunate

The 42 proud winners of Excellent Service
Awards (EXSA) awarded by SPRING
Singapore (November 2005)

Winners of FY04/05 HDB Innovation Merit
Award : A cross departmental project on
Electronic Polling System

Doing our part for the less fortunate. A
charity concert was organised for the first
time to raise funds for 3 charity homes
under Community Chest (December 2006) HDB emerged champion of 2006 Inter

Statutory Board Games

The team that developed the Prefabricated
Extensive Green (PEG) Roof Tray System

CCK Stn 1 received the Eureka Award
at the 2001 International Exposition of
Innovation and Quality Circles
(December 2001)

CEO’s personal appreciation for staff who
delivered good services to external and internal
customers and were given Staff Of the Moment
/ Good Services Award (August 2001)

2002
2003

2004
2005

2006

HDB is a regular winner of the Singapore
H.E.A.L.T.H. (Helping Employees Achieve
Life-Time Health) Awards since 1999.
In 2006, HDB won its first Gold award

2007

Management and union jointly take part in
housekeeping activities with staff volunteers
at the Canossaville Children’s Home, which
is jointly adopted by the HDB management
and union

2008

HDB received the
Distinguished Public Service
Award in recognition of
HDB’s various achievements
in our Organisational
Excellence journey

Chinese Premier His Excellency Wen
Jiabao visiting Mr Leong Yin’s 35th

storey home at Toa Payoh Town

Appreciation from the Handicaps
Welfare Association (HWA) for Club
HDB’s donation of a passenger van
to facilitate HWA’s transport services
for the handicapped

Public Service Award
for Organisational
Excellence (July 2003)

HDB  received the Work-Life
Achiever Award Trophy at the

Work-Life Excellence Award Gala
Dinner at the Suntec Singapore

Ballroom in August 2008

At the 10th Prism Awards
Ceremony, HDB was awarded the

'Excellence Award' under the
category "Best Public Service

Campaign (Public Sector)" for our
public communication efforts in

Remaking Our Heartland

HDB was conferred the MIS Asia
IT Excellence Award 2008 in the

"Best Bottom-line IT
(Government)" category

HDB was conferred the IES Prestigious
Engineering Achievement Award 2008 in
September 2008. HDB will also be receiving
the ASEAN Outstanding Engineering
Achievement Award at another Awards
Presentation ceremony in November 2008

Mr James Koh Cher Siang, Chairman
(centre) and Mr Tay Kim Poh, CEO (left)
receiving the prestigious United Nations
Public Service Award (UNPSA) on behalf
of HDB in New York in June 2008

At the BCA Universal Design Awards
ceremony in May 2008, HDB was proud
to have The Coris and Ghim Moh
Gardens recognised as exemplary
building projects for incorporating user-
friendly features

HTO Tan Lye Teck receiving the PS21
Distinguished Star Service Award for
demonstrating exemplary standard of
service delivery



Foreword
The Housing & Development Board (HDB) is honoured to be the only winner conferred the 2008 Singapore Quality
Award with Special Commendation. The award recognises HDB as a global leader in public housing and is a
testament to the high standards of excellence that HDB stands for.

HDB is no stranger to Singaporeans. Housing more than 80% of Singapore’s population, HDB has transformed
Singapore’s housing landscape and created vibrant homes and communities in this part of the world.

HDB was the first public sector organisation to win the Singapore Quality Award in 1997. Since winning the SQA,
HDB has been relentless in pursuing organisational excellence on multiple fronts. HDB achieved the People
Developer Standard in 1999 and became the first public agency to be conferred the Distinguished Public Service
Award in 2000. We were also the first public sector organisation to be recognised as a whole under ISO14001 in
2002 and in 2005, the first organisation to be jointly certified for the SQC, I-Class and S-Class under the integrated
SQA framework.

Our vision to be “An outstanding organisation with people committed to fulfilling
aspirations for homes and communities all are proud of” encapsulates the spirit of
HDB in all that we do. HDB strives to meet the changing needs and aspirations
of our residents through consultative approaches. In recent years, we have also
stepped up our community bonding activities. Through avenues such as dialogue
sessions for residents involved in HDB estate renewal programmes, welcome parties
for new residents, and public talks, HDB is reaching out to heartlanders and
encouraging the growth of active communities.

Beyond building on past achievements, public housing is set to scale greater heights.
As HDB approaches 50 years of public housing in Singapore, the SQA with Special
Commendation is certainly an immense boost for our staff. It will spur us
on to overcome new challenges and to continue to deliver the best
homes and living environment that Singaporeans deserve.

We are honoured and privileged to share our experiences with
you in this executive summary. We hope you will find it useful
as well as gain some insight into the exciting and challenging
role we play as Singapore’s public housing authority.

Tay Kim Poh
Chief Executive Officer
Housing & Development Board



All the good work of the HDB is well appreciated
We hope to learn from the HDB and exchange our
experience for the common good of the people
of Singapore and Hong Kong.

8 Jul 2005
David C Lee, BBS, JP, Chairman
Hong Kong Housing Society, Hong Kong SAR

It is most rewarding to actually visit a legendary
organisation and to try and learn from your
experience the keys to your success.

20 Apr 2005
Dr Chirayu Isarangkun Na Ayuthaya
Grand Chamberlain and Director General,
Bureau of Crown Property, Thailand

Singapore s story is an inspiration to most us.
I hope we can build a long term mutual beneficial
relationship.

20 Jul 2004
His Majesty Leuro Molotleg, King of Bafokeng,
Republic of South Africa

A story of inspirational commitment to attain a
remarkable quality of life for Singaporeans. A very
proud management that is willing to share
experiences and promote best practices among
community.

15 Oct 2007
Mr Babatunde Fashola, Governor of Lagos State
Federal Republic of Nigeria

Very enterprising organisation, bring life into
community and providing wealth creation to the
whole economic development of Singapore. We in
Ghana would love to learn.

4 Apr 2007
HE Stephen Asamoah Boateng, Minister of Local Government,
Rural Development & Environment, Republic of Ghana

HDB really serves the people of Singapore well.
Wishing you even greater achievements.

23 Feb 2007
Mr Yang Jiechi, Vice Minister of Foreign Affairs
People’s Republic of China

Congratulations on being one of the best
organisations that look after the housing demands
in the world.

24 Jan 2006
His Majesty Tuanku Syed Sirajuddin Ibni
Al-Marhum Tuanku Syed Putra Jamalullail
The Yang di-Pertuan Agong XII of Malaysia

Excellent work done here. No wonder you won
the UN Habitat Award!

7 Oct 2005
Her Excellency Lindiwe Sisulu, Minister for Housing,
Republic of South Africa

No other city in the world can
do this, public housing that is
attractive, that is affordable,
that is appealing, that gives a
quality home for every citizen

and gives you an asset which will
appreciate in value and will also

provide for your old age.

14 Aug 2007
Lee Hsien Loong, Prime Minister

The Republic of Singapore (@ the National Day Rally)

Successfully housing people &
building communities has been the hope

of many Nations & Governments.
Singapore has demonstrated that they
are achievable. The success of this
effort has been done, in no small
measure, to the HDB & its staff.

More await to be achieved.
Strive on, HDB, strive on!

17 Jan 2000
HE S R Nathan, President of The Republic of Singapore



Shared Values

Care
We respect each other and show concern for one another’s
well-being.

We have trust and confidence in one another’s ability.

We value and appreciate each other’s contribution.

We are a responsible corporate citizen caring for the welfare
of the community, and our environment.

Learning
We believe in lifelong learning.

We upgrade our skills and knowledge so that we can
give of our best to HDB.

Innovation
We seek new and creative ideas to improve our products
and services.

We consciously implement productivity improvements in all
areas of our work for a fitter organisation.

Quality
Our customers are foremost in our minds.

We strive for the highest professional standards, delivering
our products and services that satisfy our customers.

We also ensure that our products are of superior quality,
affordable and the best value-for-money.

Teamwork
We believe in working as a team, helping each other to
overcome difficult odds and achieve common goals.

Vision
An outstanding organisation with people
committed to fulfilling aspirations for homes
and communities all are proud of.

Mission
We provide affordable homes of quality
and value.

We create vibrant and sustainable towns.

We promote the building of active and
cohesive communities.

We inspire and enable all staff to give of
their best.
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Exciting, Vibrant HDB Living
HDB estates are home to generations of Singaporeans.
Through the years, continuous innovation and upgrading
have ensured that it remains our cherished home.





Corporate Publications
HDB produces a range of publications targeted at staff,
public and visitors. Ranging from e-newsletters,
Annual Report, brochures to newspaper advertorials,
the publications are aimed at communicating corporate
policies and information to HDB’s specific target group.
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HDB is a proud winner of the United Nations

Public Service Awards 2008 for our Home

Ownership Programme. This is the most prestigious

international recognition of excellence in public

service that rewards the creative achievements

and contributions of public service institutions.

Singaporeans with quality homes and living
environments. From planning and design to
construction, and through allocation, management
and maintenance, the housing task is carried out
as a seamless whole to create homes people are
proud of and integrated communities people feel a
part of.

ORGANISATIONAL DESCRIPTION

1. Organisational Environment

When Singapore attained self-government in 1959,
it faced the problems that confronted all young
nations - a rapidly growing population, high
unemployment rate and a critical shortage of housing
for our people. The public housing built by the
former Singapore Improvement Trust was unable
to meet the housing needs of the booming post-
war population.

Basic housing was out of reach for most
Singaporeans. Overcrowded slums and squatter
settlements with no proper sanitation, water or
basic facilities, were the homes for more than half
a million people.

For almost half a century, the Housing &
Development Board (HDB) has been
providing homes for Singaporeans.

The success of Singapore’s public housing programme
is one of the nation’s best known achievements and
a key contributor to nation-building.  As the nation’s
public housing authority, HDB has helped Singapore
become the only country in the world to achieve almost
full home-ownership status.

HDB formulates public housing policies and schemes
that not only meet changing needs and aspirations at
different life-cycle stages. This supports national objectives
such as racial harmony and stronger family ties.

Adopting a total approach to housing, HDB plans,
develops and renews public housing towns to provide



000Today, HDB manages more than
880,000 residential units, which
houses over 80% of Singapore’s
resident population. Almost all (95%)
HDB households own their homes.

Housing & Development Board II

Public housing in Singapore today

Responding to the crisis, Singapore’s newly elected
Government set up the Housing and Development
Board in February 1960, to spearhead the mission
of providing clean and decent homes for the
population. Public housing took top priority, and
HDB was given full financial and legislative support
to carry out its tasks.

Within a short span of 10 years following its
formation, HDB resolved the housing crisis.

Today, HDB manages more than 880,000
residential units, which houses over 80% of
Singapore’s resident population. Almost all (95%)
HDB households own their homes.

Over the years, our housing plans and designs
have evolved and improved in tune with people’s
rising aspirations.

Every HDB town is comprehensively planned with
facilities within easy reach. HDB manages more
than 18,000 units of commercial properties and
12,000 units of industrial properties in the housing
estates that provide amenities and employment
opportunities for residents such as supermarkets,
clinics, hawker centres and flatted factories.

Slums in early days of Singapore
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Our Vision
An outstanding organisation with people committed
to fulfilling aspirations for homes and communities
all are proud of.

Our Mission
We provide affordable homes of quality and value.
We create vibrant and sustainable towns.
We promote the building of active and cohesive
communities.
We inspire and enable all staff to give of their best.

Our Organisation Structure
HDB’s organisation chart comprises of three Groups.
The Building Group carries out the planning of the
towns and estates, delivers the building and upgrading
programmes and advances construction and estate
management expertise. The Estates Group formulates
and implements housing policies and programmes
and provides services in the allocation and management
of HDB properties. The Corporate Group builds a
learning organisation in HDB that inspires creativity
and develops staff to give of their best.

Facilities and Technologies
HDB’s headquarters at HDB Hub provides upstream
services for the sale of HDB flats. It is supported by
a network of 20 Branch Offices and 4 Service Centres
islandwide that provide downstream lease, tenancy
and maintenance administration services.

HDB’s R&D activities are consolidated at the
Prefabrication Technology Centre (PTC) located in
Woodlands. The PTC has developed a superior brand
that is well known in the region. Its major functions
are designing, developing and producing prefabricated
building products. It also researches into advanced
and innovative construction materials and systems.
The PTC also conducts training and licenses its
intellectual property rights.

Leveraging heavily on technology, HDB’s IT focus is to
provide secure, reliable and responsive IT infrastructure
for organisational and cost effectiveness that results
in prompt and effective implementation of Government
schemes and policies.

Regulatory Environment
As the leading property developer and owner in
Singapore, HDB is committed to minimising the impact
of our activities on the environment. HDB supports the
Singapore Green Plan and complies with all applicable
statutory environmental, safety and health requirements
of Singapore.

HDB’s activities are also subject to internal audits that
improve accountability and strengthen access controls.

2. Organisational Relationships

Relationship with Customers
HDB serves three customer groups. The first and major
customer group consists of our residents. We offer a
wide range of options to meet their varying housing needs.

As an established leader in construction technology
and environmental management, HDB has developed
many innovative building solutions for the benefit of
our residents.

Our other two customer groups are our commercial
property tenants and industrial property tenants. We
provide the business premises and infrastructure,
tenancy and maintenance administration services for
our tenants.

Relationship with Suppliers and Partners
In the development of public housing, our major
suppliers come from the construction materials industry.
Other suppliers include contractors whose products
and services HDB procures for our internal operations.

HDB works closely with agencies such as URA
and BCA in our planning process. With our industry
partners, HDB continues to break new ground in public
housing innovation. We actively collaborate in R&D
projects with academia from institutes of  higher
learning. We also share our experience and knowledge
with industry partners.

In implementing our public housing programmes, HDB
works closely with our service partners like the Singapore
Contractors Association Ltd (SCAL), Singapore Institute
of Surveyors and Valuers (SISV), Singapore Institute of
Architects (SIA), Institution of Engineers Singapore (IES)
and Institute of Estate Agents (IEA) to better understand
their needs and obtain feedback.

Gek Poh Shopping Centre at Jurong West
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Recently, our list of business partners in public housing
has expanded to include private developers who take
part in our Design, Build, & Sell Scheme (DBSS).

Creating vibrant towns goes far beyond construction.
Keeping up with the standards of a quality environment
calls for continuous effort. As such, HDB works closely
with the Town Councils who maintain and manage the
common property of the housing estates.

Through dialogue sessions, HDB also maintains close
working relationships with the Federation of Merchants
Association and Industrial Tenants’ Associations to
understand the needs of our commercial and industrial
property tenants.

ORGANISATIONAL CHALLENGES

1. Competitive Environment

As the sole public housing authority in this city-state,
HDB does not face direct competition. The challenge
it faces is to provide high quality housing for the vast
majority of Singaporeans while ensuring that housing
is affordable to them.

International accolades, requests to speak at expert
conferences and visits from foreign counterparts stand
testimony to the remarkable achievements of HDB.

Recognised for its expertise and experience both in
public housing and sustainable building technology,
HDB has been invited to share at several international
forums.

2. Organisational Directions

At the Aug 2007 National Day Rally, the Prime Minister
unveiled a bold new blueprint to transform our HDB
heartland into vibrant homes for Singaporeans. In
conjunction with the launch, a Remaking Our Heartland
exhibition was held to engage Singaporeans and seek
their feedback on the plans.

A distinguishing feature of our new programmes would
be the emphasis on resident participation and
consultation. Singapore’s public housing plays a key
role in promoting social cohesion and community
participation and it is important to build a greater sense
of ownership in the HDB community. More channels

A Glimpse into the future Punggol 21+

of feedback would be institutionalised to provide for a
more deliberate consultation process.

3. Strategic Challenges

Come 2010, HDB celebrates 50 years in public
housing. The key challenges facing HDB are the rising
demand for public housing, diverse housing needs
and ageing towns and flats. In addition, in the face of
globalisation of Singapore’s economy, HDB will need
to provide housing for a more diverse population and
build rooted and cohesive communities.

As such, our focus will be on managing housing demand
and to carry out timely policy reviews to be responsive
to meet different housing needs and aspirations.

With our many years of construction expertise behind
us, we work towards the next phase to create HDB
towns that are environmentally sustainable and promote
sustainable building technology and practices.

For the organisation, we seek to build organisational
capabilities to meet the challenges ahead. We strive
to be a leader in service and innovation excellence
and to be an employer of choice. We seek to develop
HDB as a Learning Organisation and envision a
culture of team learning. By inspiring all staff to give
of their best, we seek to continue our legacy of
excellence as we progress towards our vision to be
an outstanding organisation with people committed
to fulfilling aspirations for homes and communities all
are proud of.
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Category 1.1Senior ExecutiveLeadership

1.1a How senior executives develop the purpose, 
vision and values for the organisation that 
focus on customers and other stakeholders, 
learning and innovation.

HDB Senior Management adopts a leadership framework 
that entails Envisioning, Steering, Communicating, 
Evaluating Effectiveness and Leading by example.

Envisioning
There are three main statements that chart the direction 
for HDB as an organisation; namely vision, mission and 
shared values. Together with the three statements, 
HDB Senior Management also mapped out an HDB 
2010 Plan, which is a 3-year strategic plan.

In 2007, Focus Group Discussion (FGD) sessions were 
conducted to seek inputs from the staff, customers 
and business partners on their vision for HDB and 
how to make HDB a great organisation. Two visioning 
workshops were also conducted to generate ideas for 
the new vision.

At the 2007 HDB Senior Management Retreat, our 
Chairman and Chief Executive Officer (CEO), together 
with the Senior Management and key staff, reviewed 
HDB’s vision and mission statements. The Learning 
Organisation (LO) framework was adopted, to guide 
participants in formulating the vision and mission for 
HDB. At the same time, the Senior Management also 
affirmed the HDB 2010 Plan that maps out the goals, 
strategies and initiatives that HDB hopes to achieve 
by year 2010.

Vision 
The new vision for HDB is:

“An outstanding organisation with people committed 
to fulfilling aspirations for homes and communities 
all are proud of.”

Mission
HDB’s revised mission is as follows:

We provide affordable homes of quality  •	
and value.
We create vibrant and sustainable towns.•	
We promote the building of active and •	
cohesive communities.
We inspire and enable all staff to give of  •	
their best.

Steering

HDB 2010 Plan
The idea of having an HDB 2010 Plan was first  
mooted at the 2006 HDB Senior Management Retreat. 
Senior Management’s objective was to formulate the 
framework for an HDB 2010 Plan that would provide 
a common vision to guide all staff and departments 
in achieving the strategic outcomes for HDB by 
year 2010, the year in which HDB would celebrate 
its 50th anniversary. Following the 2006 retreat, four 
Working Committees were formed to spearhead the 
formulation of goals, strategies and initiatives for the 
HDB 2010 Plan. The four working committees are 
headed by members of the Senior Management.

Figure 1.1.1 HDB Leadership Framework

01 Housing & Development Board

Figure 1.1.2 Reporting Structure of Four HDB 2010  
Working Committees
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(ii) Reinforcement and Demonstration
To instil a good service mindset in our staff, HDB 
organises the Quality Service day (QSD) annually, to 
celebrate quality service in HDB, and to recognise our 
officers for their hard work and dedication to serve 
our customers. On this day, Management affirms its 
commitment to quality service by serving at our frontline 
counters and telephone services. Management also 
carry out impromptu walkabouts to the frontline areas 
to inculcate the importance of service delivery to staff 
and find out about the problems that they face when 
serving at the frontline counters.

Business Partners
(i) Communication
HDB conducts regular dialogue sessions, seminars, 
workshops and talks for our business partners. For 
instance, to cut red-tape and enhance customer 
experience, HDB has implemented annual POWER 
(Public Officers Working On Eliminating Red-Tape) 
sessions since 2003. CEO and Senior Management 
host the POWER sessions to hear the concerns 
directly from the stakeholders and make on-the-spot 
decisions to eliminate rules or procedures that were 
deemed cumbersome by our stakeholders. 

(ii) Reinforcement and Demonstration
To give recognition to our business partners who 
have demonstrated quality in their product/service 
delivery and have contributed significantly to HDB’s 
quality and productivity efforts, deserving partners are 
presented with the prestigious HDB Quality Award by 
our Chairman at the annual HDB Awards presentation 
event. 

1.1c How senior executives evaluate and improve 
the effectiveness of their personal leadership 
and involvement.

Evaluating Effectiveness
Our senior managers adopt several approaches to 
evaluate the effectiveness of their personal leadership 
and involvement.

Covering the four thrusts of HDB’s mission, the  
HDB 2010 Plan focuses on how HDB can evolve to 
meet the housing needs of our increasingly diverse 
population, create a vibrant, sustainable and high 
quality living environment for Singapore, build cohesive 
communities rooted to Singapore, as well as inculcate 
the right capabilities and mindsets in all staff, so that 
HDB can be an outstanding organisation.

Shared Values
In delivering our HDB’s mission, our staff are guided 
by the following shared values:

1.1b How senior execut ives communicate, 
demonstrate and reinforce the organisational 
purpose, vision and values to all stakeholders.

Communicating and Leading By Example
After the Senior Management Retreat, CEO would 
cascade the direction and goals for the coming year 
at the HDB Annual Conference. The HODs would 
then host their individual departmental conferences 
to further disseminate Management’s thinking and 
direction to staff. Senior Management also uses 
various platforms such as conferences, dialogues, in-
house newsletters, in-house websites, personalised 
Lotus Notes messages, to communicate and reinforce 
the organisational purpose, vision and values to all 
staff and stakeholders.

Staff
(i) Communication 
At official functions, Senior Management who grace 
such activities take the opportunity to highlight HDB’s 
organisational directions. 

A regular column, ‘A Word from our CEO’ in our 
in-house newsletter HR Connection is used as a 
platform for CEO to reach out and engage all staff on 
key happenings and directions for HDB.  

CEO serving at frontline Counter (2007 QSD)



Top Management at the 2006 HDB IQC Convention
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Permeating the HDB Culture
Our HDB Culture is permeated through the numerous 
programmes.

Culture of Care
Besides introducing the FISH! philosophy to staff, we 
help them internalise the philosophy and know how 
to practise the principles in daily life. The philosophy 
is further adopted at various boardwide events eg. 
Quality Service Day, residential workshops and get-
togethers. 

Through the many activities and publicity launched by 
the Share and Kindness Movement Committee, the 
message on helping others rings clear. 

Culture of Learning
At the beginning of each year, the Learning Needs 
Analysis Exercise is launched. Staff are invited to 
review their learning needs and select courses that 
match their needs as discussed with their supervisors 
during the appraisal. Staff could also sign up for 
HDB’s sponsorship of certificated courses like degree 
courses, diploma courses. In addition to these, for 
staff aged 50 and above, there is a self-directed 
learning programme where they could receive up to 
$500 reimbursement for courses of their choice.

Culture of Innovation
The tagline – “Innovation for all, by all” is deliberately 
crafted to resound the involvement of everyone 
innovating at work. The launch of the 5 paradigms 
of innovation (product, service, process, policy and 
business model) serves to help everyone in HDB find 
an area where he/ she can contribute. A training video, 
illustrating the 5 paradigms was created for screening 
and sharing at all departments. 

To ensure a wide reach out to staff, we organise 
several programmes throughout each year. IQC 
Convention and Innovation Week/ Day are 2 annual 
highlights, comprising senior management and staff. 
It is a platform where innovative efforts are recognised 
and shared. 
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Core Competency Framework
The Core Competency Framework, implemented 
in 2003 was refined in 2005 to incorporate 
leadership competencies. Two  additional  leadership 
competencies, i.e. Organisational Awareness & 
Decision-Making, have been incorporated.  Behavioural 
descriptors for Senior Management have been refined 
to incorporate leadership elements such as visioning, 
championing and role-modeling.

360-Degree Feedback
As part of staff development, the 360-degree feedback 
system has been implemented in HDB since 1999.  

Leadership Development Training
To enhance the leadership skills of our Senior 
Management, Key Training Programmes are included 
in their Learning Roadmap.

Category 1.2 

Organisational Culture

1.2a How the organisation translates its values into 
policies, practices and behaviour.

 
Our HDB Culture is developed from our 5 Shared 
Values of Care, Learning, Innovation, Quality and 
Teamwork. Our policies are crafted to support 
the HDB Culture. Programmes and practices are 
developed and put in place to inspire the desired 
behaviour in every staff. (See Figure 1.2.1)

1.2b How the organisation permeates a culture 
consistent with its values, and which 
encourages and supports learning, innovation 
and achievement of organisation’s objectives.

 
HDB adopts a 3-step approach of Creating, 
Permeating & Strengthening the HDB Culture in 
line with our 5 Shared Values and consistent with our 
mission :

Creating the HDB Culture
The Shared Values are first instilled in every staff who 
joins HDB during the 4-day orientation programme for 
new recruits. 

Figure 1.2.2 HDB Culture
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The introduction of departmental Innovation 
Champions has helped to ignite and permeate the 
innovative culture at departmental level through their 
efforts in organising department level innovation-
related programmes.

Culture of Quality
HDB emphasises quality in our products and services. 
Staff are always looking for ways to improve our 
products and services e.g. through IQC/SSS, Value 
Management etc. 

Culture of Teaming
The focus on teaming is apparent in HDB as everyone 
is part of a work unit. Besides that, there are many 
activities that require forming of different teams to 
look into the respective challenges e.g. Departmental 
Planning teams, Knowledge Sharing Teams, VM 
Teams and IQCs.

Strengthening the HDB Culture
The HDB Culture is strengthened through regular 
reviews. The methodologies are detailed in 1.2c

1.2c How the organisation overcomes any differences 
between the current culture and the desired 
culture.

 
In HDB, we use the following methodologies to 
identify differences between the current culture and 
the desired one. After the gaps have been identified 
via the tools, we follow up with programmes and 
initiatives to steer ourselves towards the desired HDB 
Culture:

Following up from Staff Opinion Survey (SOS) results
The SOS elicits staff’s opinions on HDB’s culture e.g. 
Satisfaction with working for HDB, whether HDB is a 
caring employer and staff’s opportunities for growth 
and development. 

Learning and sharing on the results from  
customer surveys 
(i) Customer Satisfaction Surveys
 Results from the Customer Satisfaction Surveys are 

shared with frontline departments. This allows good 
efforts to be recognised while giving opportunity for 
weaker performers to improve.  

 In addition, we have started Service Huddles in 
2007 to encourage regular gathering of frontline 
staff (either at the start or end of the day) to talk 
about matters related to service. 

 We have also put in place “Create M.A.G.I.C.” 
and “Groom & Speak” M.A.G.I.C. workshops to 
enhance the mindset and skill set of our frontline 
service staff.

(ii) SERS /BTO Survey 
 Since 2006, a series of surveys was conducted on 

residents of newly-completed BTO/SERS contracts 
as part of the continuous process to improve and 
enhance the quality of our flats. 

Improving from feedback received via Building 
Service Centres (BSC)
BSCs are set up as one-stop service centres, handling 
all post construction feedback and ensuring that the 
feedback is efficiently attended to.

Implementing suggestions from  
Focus Group Sessions
We have conducted focus group sessions amongst 
staff to gather feedback on their perception of HDB 
and how HDB can do better to inspire staff and make 
HDB a great organisation. 

Working on areas of improvement highlighted 
through external assessment 
HDB gained good insights from “areas for 
improvement” raised by external assessors during 
exercises like SQC, I-Class, S-Class application. 

Enhancing Awards Scheme
To encourage staff to have an innovation and quality 
mindset, there are several award schemes available. 

Category 1.3

Responsibility to Community 
and the Environment

1.3a Describe the company’s policies and goals in 
relation to its contribution to the community 
and the environment in which it operates. 

As a responsible corporate citizen, HDB is guided 
by our Code of Public Responsibilities and its related 
goals:

(i) We promote the building of cohesive 
communities and support the goal towards a 
city conducive to gracious living.

(ii) We believe in contributing to the well-being of 
the community and caring for the socially less 
fortunate.

(iii) We will comply with all applicable statutory 
environment, safety and health requirements of 
Singapore.

(iv) We ensure employee awareness and 
responsibility on environmental issues.
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Responsibility to the Community
HDB’s efforts in promoting cohesive communities 
could be seen through:

Organising of Community Bonding Activities
HDB organises welcome parties for newly completed 
Build-To-Order (BTO) projects and collaborates with 
NParks, Residents’ Committee to set up Community 
gardening to build a rich tapestry of community life.

Sharing of Information with local and  
foreign delegates
HDB shares our expertise and experience in the 
area of public housing with housing practitioners in 
Singapore and from overseas. 

Promoting of Gracious Living
To encourage responsible and gracious living in HDB 
estates, HDB holds public talks and prints leaflets on 
“Be a Good Neighbour”. 

Besides putting in place the infrastructure and 
programmes to promote the cohesive communities, 
HDB also reaches out to the “heart” of the socially 
less fortunate. 

Care for the Community
On the social work aspect, committees are formed to 
take care of the less privileged group in the society.  
For example, the Friends of Canossaville Committee 
(FOCC) jointly formed by HDB Management and 
HDB Staff Union since 2001, organises activities in 
aid of the Canossaville Home. 

Responsibility to the Environment
As an ISO14001 certified organisation, HDB is guided 
by its Environmental Policy, to ensure that employees 
are aware of their responsibility on environmental 
issues and are committed in promoting sustainable 
developments in our HDB estates.

Besides looking within HDB, HDB also ensures that our 
estates and flat designs are environmentally friendly. 
HDB looks into enhancing sustainable development 

in our housing developments through R&D efforts and 
engaging our residents and partners.  

HDB also launched its Green Housing Book which 
highlights the various Green efforts that HDB has 
adopted. It showcased HDB’s commitment to 
capitalise on green technologies and innovations, to 
optimise energy conservation, water management 
and waste management for HDB development. 

Use of precast concrete and metal formwork
Our commitment to the environment is also reflected 
in our use of precast concrete building components 
and compulsory use of metal formwork in our building 
projects. This helps to reduce concrete wastages, 
noise and air pollution.  

1.3b How the organisation communicates its policies 
and goals to employees and external parties 
and involves them in achieving the goals

HDB has put in place comprehensive communication 
channels to communicate its policies and goals to its 
employees, customers and business partners. 

Staff
Numerous communication channels are used to 
reach out to all HDB staff to align them towards our 
corporate responsibility. Regular publicity through 
corporate newsletters, leaflets, e-mail, electronic 
databases and intranet websites promotes the 
purpose and importance of activities undertaken by 
the various committees. 

Customers
Various initiatives were introduced in the Eco-Precinct 
in Punggol e.g. sky-rise greening which reduces 
wastage of building materials and meets housing 
needs more efficiently.

Business Partners
Regular dialogue sessions are held with our business 
partners so that they are aware of our expectations and will 
work with us on our design and tender requirements. 

In the area of social work, we also involve our business 
partners in delivering our commitment. For example, 
we collaborated with Singapore Pools for Project 
SPHERE in reaching out to the needy residents.

1.3c How the organisation evaluates and improves its 
involvement and contribution to the community, 
society and the environment in which it operates

Regular reviews are conducted by respective 
committees and departments. Findings are presented 
at meetings chaired by CEO.
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Management & Staff Union’s visit to Brighthill Home
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Figure 1.2.1 How HDB has translated shared values into policies, practices and desired behaviour in every staff
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Departmental Sharing Session in 2008
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Category 2.1

Strategy 

Development & 

Deployment 

2.1a Describe the process for developing and 
deploying the organisation’s short- and long- 
term strategic plans. Include key steps and key 
participants in the process.

An annual cycle is adopted for our corporate planning 
process which is divided into four phases, as depicted 
in Figure 2.1.1.

Phase 1: Analysis of Current Situation
During this phase, issues confronting HDB are 
identified. 

To involve staff in meeting the challenges ahead, 
corporate planning teams are formed, comprising 
middle managers and younger officers. The key role 
of the teams is to compile and analyse the key trends 
which have an impact on HDB.

Phase 2: Review of Corporate Directions and 
Business Strategies
In this phase, Senior Management identifies the 
key challenges ahead and reviews the corporate 
directions and business strategies in the light of these 
challenges. The long-term directions on Singapore’s 
housing are also taken into account when aligning 
HDB’s business strategies.

Phase 3: Business Planning and Execution
Based on the corporate directions and strategies, 
departmental goals and objectives are established 
with work plans during this phase.

(i) Deployment
 Heads of Departments hold their own planning 

exercises yearly to take stock of the department’s 
performance and formulate work plans. 

 Annual sharing sessions are organised at the 
start of each year for departments to share with 
Senior Management and middle managers their 
key achievements and work plans. These sessions 
allow for cross-departmental updates.  

(ii) Approval of Corporate Plan
 HDB’s key achievements for the previous year, and 

plans for the coming year are consolidated into the 
annual HDB Corporate Plan.

(iii) Dissemination of Corporate Plan
 To keep staff informed of HDB’s corporate goals, 

strategies, and work plans under each business 
area, an Annual Conference for staff is held at the 
corporate level. To reach out to staff who do not 
have the opportunity to attend the conference, a live 
webcast of the conference proceedings is screened 
at designated locations in all departments and off-
site offices. The proceedings are also captured in 
a post-conference website hosted within the HDB 
Intranet for all staff to access at their convenience.  

 At the departmental level, annual departmental 
conferences are also organised to disseminate 
departments’ objectives and work plans to staff. 

Group discussion at the Visioning Workshop



Top Management and HDB Staff Union representative 
launching the new Vision and Mission and HDB 2010 Plan
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2.1b Summarise the organisation’s key strategic 
objectives and goals for the short- and long- 
term that arise from the strategy development 
process.

HDB’s strategic objectives and goals for the short- 
and long-term are set out in the HDB 2010 Plan. The 
key thrusts of the plan are to

provide affordable homes of quality and value•	
create vibrant and sustainable towns•	
promote the building of active and cohesive •	
communities
inspire and enable all staff to give of their best•	

2.1c How the organisation reviews its performance 
relative to plans, and how it reviews the relevance 
of plans to reflect business changes.

The implementation of departmental work plans is 
monitored and reviewed regularly at meetings such 
as the weekly CEO’s Coordination Meeting, monthly 
Heads of Departments’ Meeting and at the Board 
Meetings. Quarterly progress updates on the initiatives 
under the HDB 2010 Plan are presented at the Heads 
of Departments’ Meeting.

To keep HDB abreast of business changes, we closely 
monitor the public’s perception and feedback on our 
flats and services, such as the demand for flats and 
the impact of new policies; as well as feedback from 
contractors and business partners.  Feedback is also 
obtained from various channels such as the MCYS 
REACH (Reaching Everyone for Active Citizenry@
Home), customer surveys, POWER sessions (Public 
Officers Working to Eliminate Red-tape) and letters to 
the press and Members of Parliament.  

As HDB’s business affects a large proportion of 
Singaporeans, major business changes are made in 
consultation with the relevant authorities.  An example 
is the recent development of a bold new blueprint 
to transform the heartland into vibrant homes for 
Singaporeans. Tailored to meet the needs of new, 
middle-aged and old HDB towns, the Remaking 
Our Heartland blueprint was unveiled by the Prime 
Minister at the National Day Rally in Aug 2007.

2.1d How the organisation evaluates and improves 
its strategic planning process.

Phase 4: Review of Planning Process
HDB’s corporate planning process is a full-year 
cycle. At the final phase of the cycle (i.e. review of 
planning process), feedback is obtained from Senior 
Management and staff on the effectiveness of the 
corporate planning process. The corporate planning 
process for the next cycle is then presented at the 
Heads of Departments’ Meeting for endorsement. 
Besides the internal evaluation process, comparisons 
are also made with other statutory boards and 
organisations so that improvements can be made.

The POWER session in 2007 focused on reducing and 
simplifying the processes for sale of HDB flats
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Figure 2.1.1 HDB Corporate Planning Process 



Information
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Category 3.1

Management 

of Information 

3.1a How information needed to drive planning, 
day-to-day management and improvements 
to the organisation’s performance is selected 
and collected.  List the key types of information 
and describe how they are related to the 
organisation’s performance objectives and 
goals.

 HDB Information Framework
The corporate information requirements are supported 
by a 3-level Information Framework (IF). 

Figure 3.1.1 Three-Level Information Framework

The highest level, EIS, facilitates policy setting, 
management planning and control. The middle level, 
data warehouse (ICDB), contains monthly snap-
shots of summarised and integrated data extracted 
from operational databases for planning and 
decision-making by middle management. Finally, the 
Operational Systems provide the detailed information 
for day-to-day operations and for collaboration with 
partners and stakeholders.
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HDB Information Systems Planning Process 
Information requirements are reviewed annually 
as part of the HDB Information Systems Planning 
(ISP) Process. This systematic process incorporates 
business and operational changes, with support 
from strategic IT initiatives. It includes feedback and 
review, which are channeled back for policy reviews, 
business changes and operational refinements. It is 
also a key support process in HDB’s integrated set 
of key processes for products and services.

Information Selection Criteria
Information is selected and collected to meet 
the requirements at each level of the Information 
Framework, based on the following criteria:

(i) Planning needs
(ii) Operational needs 
(iii) Performance measurements
(iv) Feedback
(v) Knowledge Sharing

Types of Information 
Various key types of information are collected based 
on the above 5 criteria. These are:

(i) Executive Information
(ii) Customer-Related Information
(iii) Products-Related Information
(iv) Quality-Related Information
(v) Financial Information
(vi) Human Resource Information
(vii) Supplier-Related Information 
(viii) Market-Related Information 
  
3.1b How the organisation ensures that information is 

reliable, accessible and disseminated quickly to 
employees, suppliers/ partners and customers.  
Include how the organisation shares information 
to encourage learning and innovation.

Reliability
We ensure the reliability and timeliness of data and 
information through the following:

Data / Information Management 
HDB fully embraces IM8F and has well-established 
data policies championed by HDB management.  Strict 
conformance to data policies ensures integrity and 
non-duplication of data and information and facilitates 
data sharing across organization and agencies.

Integrated systems supporting end-to-end information 
management 
The enterprise-wide Data and Information Systems 
Architecture enables the information systems to be 
developed in an integrated approach, minimising data 
redundancy and optimising the sharing of databases. 
The corporate information systems are certified under 
the ISO 9001 and CMMI Level 3 framework, thus 
ensuring reliability and consistency upon capture of 
information to the delivery of services.

Security
To ensure confidentiality, integrity and availability, 
HDB’s information systems conform to the 
Government Security Standards and internal security 
policies. Information access is subject to stringent 
access control.
 
Accessibility & Dissemination 
Relevant information is accessible by customers 
and public via extensive channels from anywhere, 
anytime. Information on HDB policies, press releases 
and personalized e-services are available in HDB 
InfoWEB. A wide spectrum of channels is deployed 
for information dissemination. Information can be 
accessed from home, kiosks, and even on the go via 
mobile equipment. 

Figure 3.1.2 Information Systems Planning Process



Housing & Development Board 12

Group Information Channels Employed

A
Customers
(Applicants, lessees, 
tenants, residents)

See Figure 6.2.1 for a detailed list of access channels 
for customers

B

Employees HDB / •	
Department / 
Government 
Intranet 

Corporate •	
Newsletters 
(Houseword, 
Teamword, HR 
Connection)

Divisional / •	
Department 
Newsletters
Management •	
Speeches
E-mail•	
Notice Boards/ IQC •	
Corners
PA System•	
Web cast•	
VPN•	
Portal•	
Mobile Device•	
Conferences •	
/ Seminars / 
Exhibitions

C

Business Partners
Contractors•	
Suppliers•	
Valuers•	
Housing Agents•	

HDB InfoWEB•	
Newpapers•	
Dialogue Sessions•	
E-mail•	
Information Systems Link-up•	
E-Alert•	

D
Others

Investors•	
General Public•	

HDB InfoWEB•	
News and Advertorials in local newspapers•	
News Conference•	
E-Alert•	

Figure 3.1.3 Information Dissemination Channels

Aggregate information of our customers is accessible 
via our Customer Relationship Management System 
by front-line staff, helping them provide quality service 
and accurate advice. The fileless system implemented 
island-wide to store all lessees’ and tenants’ 
records allows staff to efficiently retrieve customers’ 
information so as to provide responsive services to 
customers. The project won HDB the international 
award - ‘2005 MIS Asia IT Excellence Awards – Best 
Business Enabler (Government)’ category.

Knowledge Management (KM) and Sharing of 
Information
HDB’s KM practices are guided by our corporate 
culture and supported by the KM architecture. KM 
initiatives promoting on-going innovation include 
InnoWeb and the active IQCs. Knowledge sharing 
and learning is also encouraged through Knowledge 
Portals, HDB e-learning and M.A.G.I.C. websites.

3.1c How information is analysed and used to 
support organisational planning and review.

The information in our 3-level IF allows for the optimal 
evaluation of HDB in the following areas:

(i) Operational Performance
(ii) Financial Performance
(iii) Product & Service Quality Performance
(iv) Human Resource Management Performance

Information on residents’ needs and their feedback is 
used in formulating new policies or fine-tuning existing 
ones. The 5-yearly Sample Household Survey (SHS) 
provides up-to-date information on the socio-economic 
and demographic profile of HDB residents, their 
lifestyles, changing needs and aspirations. Surveys 
conducted with both residents and applicants help us 
understand their needs, preferences as well as level of 
satisfaction in our flat. Findings are used for marketing 
strategy formulation / refinement and the introduction 
of new initiatives.

3.1d How the organisation evaluates and improves 
its management of information.

HDB evaluates its framework for management 
of information systematically through several key 
processes, namely:

Review of System of Key Performance Indicators 
(KPIs)
HDB reviews the corporate KPIs through the 
various management forums. Management proactively 
looks at key trends, new developments and direct 
improvements to the KPIs.
 
Usefulness of Information
The following processes for managing HDB’s 
information needs are being reviewed and improved 
regularly as part of the ISO 9001 and CMMI certified 
SDLC Process:

(i) Infocomm Technology Portfolio Management 
(ITPM) Process

(ii) Post Implementation Review (PIR) Process
(iii) Change Request (CR) Process

Category 3.2 

Comparison and 
Benchmarking

3.2a How comparative and benchmarking 
information is selected to improve the 
organisation’s performance.

Comparative Information
HDB actively conducts functional comparison with 
organisations known to have the best practices in 
products, services, systems and processes in the 
specific areas of study. These partners can be local 
or international, selected within and outside the 
industry.
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Benchmarking Background & Objectives

Benchmarking Process
In 1995, benchmarking was adopted by HDB as a 
management tool to improve work processes. In 1996, 
a HDB Benchmarking Committee was set up to
 
(i)   identify/select suitable benchmarking projects
(ii) facilitate benchmarking projects
(iii)  conduct an annual review of benchmarking 

activities

The ISO-certified benchmarking process provides an 
overall framework to guide us as we learn from best-
in-class organisations, and identify best practices for 
adoption in HDB.

3.2b How comparative and benchmarking information 
is used to improve processes and to set 
stretch goals and/ or encourage breakthrough 
improvements. Include a summary of comparative 
and benchmarking activities and studies done.

Comparative and benchmarking information is 
used to improve processes and set stretch goals 
for breakthrough improvements in areas such as 
product quality, service quality and human resources. 

An example is the technological improvements 
implemented by HDB for its lift upgrading programme 
(LUP). Many innovative implementations include the 
ferroconcrete wall shafts, shaftless lift concept and the 
development of lift systems which no longer require 
machine rooms for lifts. This resulted in significant 
cost savings, more efficient processes and shortened 
production cycle time. 

3.2c How the organisation evaluates and improves 
its overall process of selecting and using 
comparative and benchmarking information. 
   

The selection of appropriate comparison indicators is 
reviewed at regular management meetings to ensure 
continuous improvements. The HDB Benchmarking 
Committee deliberates on the benchmarking activities 
to evaluate the effectiveness of the efforts and provide 
guidance. Reviews are done regularly to ensure that 
the benchmarking process and methodology remains 
relevant.  

Figure 3.2.1 HDB Benchmarking Process
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Figure 4.1.2 HR Work Plans

HR Work Plans Key HR Programmes

Manpower Planning
& Recruitment

Manpower Planning, Recruitment, Internship, 
Scholarship, Job Evaluation

Organisation 
Development

Organisation Structure, Learning Organisation 
Initiatives

Employee Engagement Engagement Channels (HR Connection, HR 
Dialogue, Staff NewsBytes, HR Intranet, Staff 
Bulletin Board, Dialogue with Top Management, 
Staff Surveys)

Learning & 
Development

Local & Overseas Course Administration, 
Orientation & Refresher Orientation, E-Learning, 
Sponsorship

Career Development Schemes of Service, Review of Key Appointment 
Positions, Succession Planning, Career 
Development Roadmap, Job Rotation, Promotion 
Exercises, Secondment & Attachment, 360 
degree feedback

Work-Life Effectiveness Work-Life Initiatives, Corporate Counselling, 
Leave Benefits, Flexible Work Arrangements 
(Telecommuting, Job Sharing, Part-time 
Employment)

Labour Management 
Relations

HDB Industrial Relations Committee, Management 
Union Workshop, Breakfast Dialogue Sessions, 
Collective Agreement

Performance & 
Recognition

Performance & Potential Appraisal, Performance-
based Remuneration, Salary Administration, 
Compensation Surveys

Figure 4.1.1 HDB HR Planning & Management Framework
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4.1b How the organisation implements and reviews 
its human resource plans.

The key HR programmes under each HR Work Plan 
are outlined in Figure 4.1.3.

Implementation of HR Work Plans
The implementation of HR Work Plans involves 
collaboration and consultation with the leadership, 
operating departments and the HDB Staff Union. 
These consultative discussions help to secure 
understanding and ensure implementation success.

Manpower Planning & Recruitment
To ensure optimal and effective deployment of staff, 
forecasts of manpower needs are carried out annually. 
HDB adopts a proactive stance towards recruiting 
choice candidates through participation in career fairs 
and networking events, as well as publicity in various 
recruitment platforms. 

4.1a Describe the organisation’s human resource 
requirements and plans, based on the 
organisation’s strategic objectives and goals.

The HDB Human Resource (HR) Planning and 
Management Framework is aligned towards realising 
HDB Vision and meeting the strategic thrusts of 
HDB Mission.  We aim to be “An Employer of Choice 
inspiring and developing staff to give of their best 
to contribute to HDB’s success”. The framework is 
illustrated in Figure 4.1.1 and Figure 4.1.2.

The commitment to HR management can be seen 
through the direct involvement of top management, 
head of departments and departmental line managers 
in the formulation and implementation of HR work 
plans and processes.

Figure 4.1.3 Key HR Programmes

Category 4.1HumanResource Planning 



Vision
Mission

Key Strategic Thrusts

We Provide 
Affordable Homes of 

Quality and Value

We Create 
Vibrant and 
Sustainable 

Towns

We Promote the 
Building of Active and 

Cohesive Communities

We Inspire and 
Enable All Staff 
to Give of Their 

Best

Platforms for All Staff Innovation & Teamwork

Corporate Planning & Annual •	
Conference
HR Dialogue•	
Newsletters: HR Connection, •	
Houseword, Departmental 
Newsletters, Staff Newsbytes
HDB InfoWEB & Intranet•	
Orientation & Re-orientation •	
Programmes

Innovation & Quality Circles (IQCs)•	
HDB Project Teams•	
Value Management / Value Engineering •	
Teams
Staff Suggestion Scheme•	
Working Committees with cross-•	
departmental representation (e.g. HDB 
2010)

Platform for Specific Staff Feedback

Tea sessions with management•	

Management walk-abouts•	

Admin Heads Dialogue•	

Briefings, Focus Group Discussion•	

Staff Opinion Survey / Employee •	

Engagement Survey

Focus Groups / Other surveys•	

Open Appraisal System•	

Shared Values: Care, Learning, Innovation, Quality, Teamwork

Figure 4.2.1 Key Employee Involvement Mechanisms
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Organisation Development
Our organisation structure is regularly reviewed to 
ensure alignment with the overall business plan. 
Departments / sections / units are formed or re-
organised to support new corporate or business 
directions. Instituting the Learning Organisation 
(LO) infrastructure and enhancing LO capabilities is 
another key aspect of Organisation Development.

Employee Engagement 
Various communication channels and engagement 
platforms promote sharing of ideas between staff 
and management (see Category 4.2).

Learning & Development 
A comprehensive learning and development system 
is in place to build capabilities and skills (see Category 
4.3).

Work-Life Effectiveness
Our Work-Life Framework enables staff to achieve 
a good balance of physical, emotional and social 
wellbeing (see Category 4.4).

Labour Management Relations
HDB sustains harmonious labour management 
relations through regular programmes to foster the 
strong ties between the HDB Staff Union and our 
management (see Category 4.4).

Performance & Recognition
HDB has an effective performance management 
system and maintains a competitive performance-
based rewards and recognition structure to attract, 
retain and motivate staff (see Category 4.5). 

Career Development
To ensure staff are nurtured and developed to optimise 
their potential, strategies are primed to bring out the 
best in our staff (see Category 4.5). 

Review
HR policies, plans and initiatives are discussed and 
reviewed at various leadership levels, see Figure 
4.1.4. Benchmarking has also been conducted to 
keep abreast of HR plans and best practices. 

Review Platforms Chairperson

Board and Top Management 
Meetings

HDB Chairman

Senior Management 
Meetings

CEO

Departmental & Sectional 
Meetings

Head of Department or 
Deputy Director

Staff Performance & Potential 
Appraisal

Supervisors

Figure 4.1.4 Review Platforms of HR Plans
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Category 4.2 

Employee Involvement 
and Commitment 

4.2a The strategies adopted and the mechanisms 
available to encourage employee involvement 
and commitment in teamwork, innovation and 
the achievement of organisation’s objectives 
and goals.

Figure 4.2.1 illustrates how communications and 
teaming as strategies of employee involvement align 
and contribute towards the achievement of our Vision 
and Mission and are undergirded by the HDB's 
Shared Values.

Communications
Different communication mechanisms to engage 
staff are deployed depending on the desired 
reach and intensity of engagement. Broad-based 
platforms such as staff dialogues and the Annual 
Staff Conference provide information directly to large 
groups of staff. Being well-informed, staff can play 
their part in helping to achieve organisational goals. 
In-house communication channels like “A Word from 
our CEO”, the M.A.G.I.C. Nuggets, and Innovation 
Matters engage all staff on key happenings and HDB’s 
directions.

Surveys and focus group discussions are listening 
mechanisms to seek staff’s feedback. The Employee 
Engagement Survey (EES) formerly known as Staff 
Opinion Survey has been conducted since 1988 to 
find out staff satisfaction with working in HDB. 

Management-Union dialogue sessions have  
allowed management to reach out to staff through 
the Union to get buy-in to initiatives. Targeting at 
smaller groups of staff are regular tea sessions and 
impromptu walkabouts by management recognise 
staff’s contribution at a more personal level.

Teaming 
Innovation and Quality Circles (IQCs), Value Engineering 
Teams, Project Teams and Working Committees are 
set up to promote staff participation to overcome 
work challenges.

The HDB Innovation Promotion Programme cascades 
the importance of value-creation via innovation and 
teamwork. A myriad of initiatives is put in place to 
gear towards the achievement of our goal “To be a 
leader in Innovation Excellence”.  A recent example is 
the launch of 5 paradigms of innovation to help staff 
identify the avenue which they can innovate at work.

4.2b The process of implementation of the 
mechanisms for employee involvement 
and commitment, and the review of their 
effectiveness.

Having departmental representatives in various working 
committees eg. IQC Coordinators, helps garner support 
for the programmes. Top management’s commitment 
and support is also  key to the success of programmes eg. 
BIESC (chaired by CEO) meets quarterly to oversee the 
Innovation, Quality, Service and Learning programmes. 

HDB Innovation Panel, chaired by DCEO(EC) consists of 
directors and managers who spearhead HDB’s innovative 
efforts. To further reach out beyond IQC arena and rally 
all staff behind the “Innovation for All, by All” tagline, 
Departmental Innovation Champions were appointed in 
2007 to drive innovation excellence at departmental level. 
The promotion effort is reinforced by various initiatives 
under HDB Innovation and Quality Programmes.

Staff can gain easy access to innovation-related 
information via InnoWeb. CARES (i.e. Circle Activities 
Review & Evaluation System) captures the participation 
scores of the IQC teams and the results determine 
the annual awards. There is also SSS system where 
suggestions are electronically submitted and evaluated. 
Regular system enhancements arising from users’ 
feedback help ensure wide adoption of these initiatives.  

Team learning through experiential game activity
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Review of the effectiveness of the various employee 
involvement mechanisms is carried out through 
surveys, After-Action Reviews (AARs) and through 
the monitoring of key indicators and trends at 
management meetings.

4.2c How the organisation evaluates and improve 
its overall employee involvement process.

The effectiveness of the employee involvement 
process is measured through key indicators such as 
achievement of our targets, feedback gathered from 
surveys, dialogues and discussions and comparative 
reviews. We also benchmark our employee involvement 
processes and performances with other organisations 
through participation in networking and sharing forums 
like the Statutory Board Circle Network and MND HR 
Dialogue.

Category 4.3

Employee Education, Training 
and Development

4.3a How the organisation identifies the education, 
training and development needs for all.

HDB adopts a systematic learning process to build 
staff capabilities and ensure the effectiveness of staff’s 
learning and development.

Learning Needs Analysis (LNA)
HDB adopts a top-down and bottom-up approach 
in identifying staff learning needs. It takes into 
consideration HDB strategic thrusts, objectives, 
departmental workplans and staff’s specific learning 
needs. The Staff Learning Roadmaps are accessible 
by all staff via the HDB Learning Web in the intranet.

In reviewing the Learning Roadmaps, performance 
gap, new job challenges and staff’s Plan of Action 
for the coming year will be taken into consideration. 
The outcome of the LNA process is an annual HDB 
Learning Plan which caters to the needs of staff and 
the organisation.

Figure 4.3.1 HDB Learning Process

NEEDS ANALYSIS
Corporate Vision, Mission 
Performance Gap 
New System

EVALUATION
Learning Objectives
Course Delivery
Application of Learning
Performance Appraisal

IMPLEMENTATION
In-house Programmes
Public Programmes
E-learning
Certificated Programmes
On-The-Job Training

PLANNING
Learning Strategies
Learning Resources
Programme Development 
Budget

Figure 4.3.2 Linkage between HDB 
Corporate Planning and Learning 
Needs Analysis



Figure 4.3.3 Planning & Implementation Approach
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Refresher Orientation Programme
The HDB Refresher Orientation or “HDB Re-O” is an 
initiative to help staff align and connect with the vision 
& mission of HDB, and to clearly see their individual 
role & contribution to the larger HDB’s “value-chain”.

Developing Learning Organisation Capability
HDB adopts Peter Senge’s 3-legged stool framework 
to develop organisational learning capabilities.

To create a strong learning and sharing culture, 
there are dialogues, learning sessions, focus group 
discussions and After Action Review (AAR) to engage 
stakeholders in generative conversations.

Evaluation of Learning Effectiveness
We review the effectiveness of our learning 
programmes using the Kirkpatrick’s 4 Levels of 
Evaluation Framework.

Evaluation Level Description of 
Evaluation Level HDB’s Evaluation Process

Level 1 ( Reaction)
Assess participants’ 
reaction to the training 
programme

Staff complete on-line evaluation 
after completion of course within 
2 weeks.

Level 2 (Learning)

Assess the extent 
which participants 
improve knowledge 
& skills and change in 
attitudes after learning

Staff undergo tests, assessments 
or exercises during/after course. 
Course participants of overseas 
study trips will submit a learning 
report and share their learning 
points at appropriate forums 
within 6 weeks of their return.

Level 3 (Transfer)

Assess the extent 
which participants 
change their behaviour 
back in the workplace 
after learning

Staff & Supervisor will review 
transfer of learning 3 months 
after the course. Focus Group 
Discussions & Meetings with 
DLCs are held regularly to gather 
feedback on the programmes 
and its effectiveness.

Level 4 ( Results)

Assess the impact of 
training on business 
results

Trend Analysis of results derived 
from major projects, customer 
satisfaction surveys and staff 
opinion surveys are performed.

Figure 4.3.4 Kirkpatrick’s 4 Levels of Evaluation

4.3b How education and training is delivered and 
how education and training effectiveness is 
reviewed.

Planning and Implementation
HDB focuses on both personal and professional 
development of staff. Courses range from internal 
courses, external training to self-paced, E-learning, to 
help staff keep abreast with latest developments. Staff 
can choose courses to build their core competencies 
and capabilities at different stage of their career.

All new recruits undergo the HDB Orientation 
Programme, which introduces them to HDB’s core 
business, culture and values. On-The-Job-Training 
(OJT) equips new staff with the basic functional skills 
to perform their job effectively.

In addition to the suite of courses, there are also other 
development opportunities like overseas study trips, 
job rotation, cross-functional project teams, cross 
posting to other government agencies, job attachment 
to private organisations and sponsorships for 
Certificate, Diploma and Postgraduate programmes.

Continuing Education & Self-Directed Learning
HDB encourages staff to take up sponsorship for 
certificated courses, undergraduate and postgraduate 
programmes. For staff above 50 years of age, they 
qualify under the Self-Directed Learning Scheme, 
where learning credits of up to $500 per year are 
granted to them to attend local courses to meet their 
specific needs.
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4.3c How the organisation evaluates and improves 
its overall employee education, training and 
development process.

HDB evaluates the learning and development process 
via course evaluation results, feedback obtained from 
staff (e.g. through Staff Suggestion Scheme, Employee 
Engagement Survey) and key performance indicators. 
The key improvement measures are the introduction 
of new programmes and sponsorship opportunities, 
improving learning facilities and processes. 

The Learning Effectiveness Report is prepared 
annually to document these feedback and results. 
Through the reviews, we continuously improve our 
learning plans and processes to add more value to 
our learning programme.

Category 4.4

Employee Health 
and Satisfaction

4.4a How the organisation develops a work environment 
that enhances employee health and satisfaction, 
and promotes a harmonious relationship between 
management and unions/ employees.

HDB is committed to promoting work-life effectiveness 
and enhancing staff’s overall well-being in three 
aspects namely, the physical, emotional and social. 
Work-life activities are organised under 3 domains of 
Self, Family and Community to provide a supportive 
work environment for our staff to give of their best.

Figure 4.4.1 HDB’s Work-Life Framework

HDB’s Shared Value

CARE

Individual Well-being

Physical   Emotional   Social

• Pro-family Leave Benefits
•  Medical Coverage for Staff’s 

Dependants
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• BISEC / HOD’s 
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• IRC Meetings
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Meetings

• Benchmarking with Best 
Practices Companies

• HR E-forum / Dialogue

• Utilisation Rates

• Staff Suggestion 
Scheme

Monitoring & Review



Figure 4.4.2 Work-Life Planning & Implementation Structure

HDB Parents Room
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Under top management’s leadership, there is close 
collaboration with the Club HDB Management 
Committee, to promote work-life balance and healthy 
living in HDB.

Focus on “Self” 
These initiatives help staff achieve personal work-life 
effectiveness and well-being. Some examples are 
health and wellness programmes like in-house sports 
and recreational activities, one-hour time-off for 
exercise, subsidised health screening, targeted health 
intervention programmes, regular lunchtime talks.  

Recognising the importance of emotional health, 
HDB sponsors officers for Diploma in Psychology 
Counselling and builds up a pool of trained officers to 
provide counselling to staff when the need arises. 

HDB is among the first in public sector to pioneer a 
Flexible Benefits Scheme, designed to best meet the 
needs of our diverse staff profile, with flexible dollars 
credited directly to staff’s salary. 

Flexible working arrangements such as part-time 
employment, flexible start and end work time and 
telecommuting schemes help staff manage their work 
and family commitments.

Focus on “Family”
HDB offers many pro-family leave types eg. unrecorded/
unconditional childcare leave and compassionate 
leave, etc. to help staff meet their family needs. We 
operate a workplace childcare centre for children 
ranging from age 2 months to 12 years old. Three 
nursing rooms have also been set up for nursing 
mothers.

Other pro-family programmes include HDB’s three 
local/overseas holiday bungalows, annual Family 
Day, corporate cards to local attractions and holiday 
activities for staff’s children.

Focus on “Community”
HDB’s staff care for the community by actively 
participating in charity work, fund-raising and social 
outreach projects organised by committees eg. 
SHARE, Kindness Movement. HDB also recognises 
staff’s involvement in charity work outside office hours 
and grant time-off to officers who perform community 
work for Voluntary Welfare Organisations. 

Achievements and Awards
HDB was a consistent winner of the Singapore 
HEALTH Award (Silver) conferred by the Health 
Promotion Board since 1999 and had attained the 
Gold award in 2006. HDB was also conferred the 
SHARE Platinum Award by the Community Chest 
for the 19th consecutive year in 2007. In the same 
year, we attained the Special Event (Gold) Award 
for having raised an outstanding amount on top of 
regular monthly staff contributions. Being a member 
of the MCYS Family Life Ambassador programme 
epitomises our commitment in promoting work-life 
effectiveness.

Harmonious Labour-Management Relationship
HDB management and union are committed to a 
collaborative, consultative partnership in resolving 
HR-related and staff issues. Harmonious labour-
management relationship is fostered through 
open sharing at regular meetings and workshops. 
Feedback from the union is taken into consideration in 
our formulation and fine-tuning of major HR policies.
HDBSU also serves as a key partner in many corporate 
joint events.  

4.4b How the organisation measures and assesses 
employee satisfaction.

Employee satisfaction level and pride is measured 
by Employee Engagement Survey. Staff’s opinion on 
HDB as a caring employer, satisfaction in promotion 
opportunities, benefits package and physical working 
conditions were also measured. The Employee Needs 
Assessment Survey, started in 2005 assesses the 
work-life needs of staff and gives an indication of 
staff satisfaction. For assessing staff satisfaction on a 
more personal basis, platforms like tea sessions with 
management, management walk-abouts are used. 
The HDBSU is also a valuable source of feedback in 
terms of staff’s satisfaction. 
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4.4c How the organisation evaluates and improves 
its approach to enhancing employee health 
and satisfaction.

Through administering the Employee Engagement/
Employee Needs Assessment Surveys, we gain 
a good understanding of the needs of staff which 
helps in the planning and refinements of initiatives. 
Other indicators like staff resignation rate, evaluation 
of training programmes are scrutinised and prompt 
action taken to sustain high staff satisfaction.  

The Staff Opinion Survey (SOS) was replaced with the 
biennial Employee Engagement Survey (EES) in 2008, 
as a move towards measuring the level of employee 
engagement. The increase in frequency will yield more 
regular feedback and allow timely response with 
relevant measures. 

We benchmarked our approach and schemes 
against other best practices before introducing our 
own schemes for staff. 

Category 4.5

Employee Performance 
and Recognition

4.5a How the organisation’s employee performance 
and recognition systems support high 
performance, innovative and creative behaviour 
and achievement of objectives and goals.

HDB has in place a systematic career development 
approach and an equitable reward and recognition 
framework to attract, motivate and retain a quality 
workforce.  These are supported by a comprehensive 
performance management system.

Figure 4.5.1 HDB’s Performance & Recognition System

Performance Management System
HDB Performance Management System comprises 
an Open Performance Appraisal System and a 
Potential Appraisal System.  

The annual open performance appraisal system 
provides a formal channel for two-way communication 
between supervisors and staff on expected 
performance targets, and enables supervisors to give 
direct feedback on staff’s strengths and areas for 
improvement. 

M/Ps are also assessed on their potential for higher 
level jobs through the potential appraisal system, to 
enable us to effectively develop them by providing 
them with appropriate developmental opportunities.

Both performance and potential of staff are assessed 
relative to their peers to ensure a fair assessment.

Career Development
To maximise staff potential, HDB has in place 
strategies for the career development of our staff. 

We have 5 schemes of service to provide broad career 
progression paths for all levels of staff (Management/ 
Professionals, Management Support, Information 
Services Support, Technical Support and Office 
Support). These schemes are reviewed regularly to 
ensure competitiveness and enhance staff career 
advancement prospects. Promotion exercises within 
these schemes are also conducted annually. 

To inject new perspectives into HDB’s leadership, a 
structured framework was established in Jan 2008 to 
regularly review postings of appointment holders, and 
create opportunities for promising officers to take on 
higher appointments.

Rewards and Recognition System
HDB employs a myriad of monetary and non-monetary 
rewards to attract, motivate and retain quality staff. 
These are described in Figures 4.5.2 & 4.5.3. 

Monetary & Non-Monetary Rewards
HDB has a range of monetary and non-monetary 
rewards to recognise good work performance.



Figure 4.5.3 HDB’s Non-Monetary Rewards
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Figure 4.5.2 HDB’s Monetary Rewards



LSA Presentation Ceremony, 2007
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4.5b How the organisation evaluates and improves 
its performance and recognition systems.

HDB evaluates its performance and recognition 
systems through four main indicators, with appropriate 
measures taken to enhance our competitiveness 
thereafter.

Staff Resignation Rate
Staff resignation rates are monitored quarterly for 
trend analysis, and exit interviews are conducted to 
understand reasons for staff resignations.  

Employee Engagement Survey (formerly known 
as Staff Opinion Survey)
Feedback on staff satisfaction levels with regards 
to promotion opportunities, effectiveness of the 
performance evaluation system and rewards and 
recognition schemes are analysed, and improvement 
measures formulated where appropriate.

Trend Analysis on Staff Promotion
Trend analysis on progression is studied to ensure that 
all exercises are conducted in a fair and consistent 
manner.

Comparison with Other Organisations
Besides benchmarking our HR practices against those 
of other organisations, HDB also participates in major 
surveys to gauge our competitiveness and ensure our 
continued ability to attract and retain talent. HDB also 
conducts periodic reviews on our performance and 
recognition system where stakeholders’ views are 
solicited to ensure their attractiveness and relevance.



Processes



Figure 5.1.1 Innovation Process
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5.1a How the organisation acquires, evaluates and 
implements creative ideas from all sources

Various channels are used to gather ideas in HDB. We 
actively reach out to staff, customers and business 
partners to solicit feedback and ideas. Ideas from staff 
are generated through established means like IQC/
SSS, Project Teams and VE/VM teams. Ideas from 
customers and business partners come in from our 
service contacts like over the counter and telephone, 
as well as through our portals, annual dialogue 
sessions, networking and focus group sessions.

We also set up the 4 Centres of Excellence to engage the 
industry players in a 2-way communication process.

- Centre of Excellence for Contracts Management
- Centre of Excellence for Project Management
- Centre of Excellence for Architecture
- Centre of Excellence for Engineering

Other ideas are gathered through conferences, 
seminars and study visits. 

The ideas are then evaluated at several platforms 
like formal management meetings and respective 
committees. Boardwide, the HDB Innovation Panel, 
chaired by DCEO(EC), was set up in 2002 to drive 
innovation in HDB, and is a dedicated forum to 
deliberate on creative projects by staff.    

Upon evaluation of ideas, implementation is carried out 
at the operational level by respective project teams.   
Before HDB carries out full scale implementation, 
prototypes are developed, and pilot projects are 
identified. The loop is closed where reviews are carried 
out at the appropriate platforms.

Some examples of recent innovative products and 
services include the Eco-Precinct at Punggol which 
was conferred the BCA Green Mark Platinum Award.   
HDB was also the first in Asia to adopt the RFID 
technology for car park management and season 
parking tickets, where HDB motorists no longer have 
to visit the Branch Office to renew their season parking 
ticket.

Category 5.1

Innovation 

Processes
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5.1b How products and services and their related 
production and delivery systems are designed and 
introduced. Include how employees, customers 
and suppliers/partners are involved in the design 
process

Product Cycle Reviews 
Every new flat built goes through a Product Cycle 
Review which consists of a series of steps that obtains 
inputs from stakeholders, holds technical reviews, 
constructs flats and finally hands over the flats.   

Changing customer / market requirements and new 
technology are incorporated to improve efficiency and 
introduce new products and services. This involves 
various parties including our staff, customers and 
business partners.

Examples of involvement by the various parties are 
given below: 

Products / Services Involvement

Lift Upgrading 
Programme (LUP)

Work with Industry Experts to find innovative solutions.

Home Improvement 
Programme (HIP) 
and Neighbourhood 
Renewal Programme 
(NRP)

Consultation with Residents that instills greater 
ownership of the upgrading projects and shapes a 
neighbourhood that residents can call their own.

Internal Wall Partitions Collaboration with Industry Partners that resulted in 20% 
reduction in sand usage.

Alternative 
Reclamation 
Technology

Working with Business Partners to overcome the 
shortage of suitable fill materials required in conventional 
method.

Energy-savings lighting 
devices

Partnership between staff, business partners and 
customers to use more efficient and energy-saving 
lighting devices in new developments.

Remaking of Heartland 
Exhibition

Pro-actively gathered feedback from public and private 
organisations to take holistic approach in studying 
housing needs and flat demand.

Figure 5.1.2 Working with Stakeholders

The HDB Prefabrication Technology Centre 
collaborates with research partners from universities, 
practitioners and suppliers on R&D projects to improve 
our design and construction using innovative materials 
and state-of-the-art technologies.    

We also hold sharing sessions with business partners 
and stakeholders to communicate our requirements 
and obtain feedback. For example, we hold regular 
dialogue sessions with the Institute of Estate Agents, 
the Singapore Contractors Association Limited, IRAS, 
Town Councils, Residents’ Committees, Upgrading 
Work Committees, grassroots organisations, and 
tenants’ associations

5.1c How the organisation evaluates and improves 
the innovation and design processes.

We subject our innovation and design processes to 
regular ‘check and balance’ system.   

Under the ISO 9000 annual Management Review of 
Quality Assurance System, quality and shortcomings, 
together with customers’ feedback, are evaluated for 
improvement. In line with ISO 14001, we continuously 

check that our processes do not contribute to negative 
impact on the environment. 

At our Prefabrication Technology Centre, R&D works 
are carried out to improve flat designs to suit local 
needs. Prototype precast concrete components are 
also produced as part of R&D evaluation. 

For new and innovative services, their effectiveness 
is evaluated based on performance indicators e.g. 
transaction processing time. Quality gaps and customer 
satisfaction are addressed through continuous review.    

At the operational level, reviews are conducted to 
improve and streamline service delivery processes.   
Specific examples of improvements made as a result of 
each evaluation mechanism are shown in Figure 5.1.3. 

Category 5.2

Process Management 
& Improvement
5.2a 

5.2a How the organisation’s key processes for 
production and delivery of its products and 
services (including key support processes) are 
managed to maintain process performance and 
to ensure products and services meet customer 
and operational requirements. 

Key Business and Support Processes
HDB develops quality and affordable homes, and 
commercial and industrial premises. To do this, 
HDB has implemented effective quality management 
systems, processes and procedures in the 5 areas 
of planning, design, construction, sales services, 
and estate management. Internal procedures and 
quality checkpoints at each stage of these work areas 
ensure that all departments work closely together to 
deliver the products and services. Support services 
provided by our Information Services, Legal, Finance 
and Internal Audit Departments ensure that the whole 
process flows smoothly. Figure 5.2.1 illustrates our 
integrated and systematic set of key processes for 
products and services.

Review
and Set
Require

-ment

HDB  Corporate Planning
Strategy Planning / Deployment / Implementation /

Review

Customer, government agencies, business
partners, etc

F
E
E
D
B
A
C
K

Planning

Support Processes
Corporate Development / Information Services / Legal / Finance  /

Internal Audit

Design
Management

Construction
Management

Sales &
Allocation

Management
& Services

Public Housing, Commercial and Industrial Development

Figure 5.2.1 Key processes for products and services
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Figure 5.2.2 HDB 3-Prong Quality Management System
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HDB adopts a 3-prong approach to manage, 
maintain and enhance our process to ensure our 
products and services meet customer and operational 
requirements.

ISO Certification
Since 1993, the major processes of key functions 
within HDB have been ISO 9000 certified and these 
span across all 13 departments in HDB.  

Internal Auditing
Our Internal Audit Department provides independent 
and objective appraisals of controls governing our 
processes through financial, operational, management, 
information system, ‘value-for-money’, and building 
and construction activities audits.

Top Management Reviews
Using the iPAC (electronic management report 
system), HDB Top Management monitors the status 
of our products and services. Such regular monitoring 
ensures that progress is on track and in the desired 
direction.  

5.2b Include a description of the processes and their 
key measurements and requirements

Development Planning Process 
The Building Plans (BP) are formulated to reflect the 
number of developments targeted for tender.  In the 
formulation of the BP, HDB takes into consideration 
the changing customer needs and expectations by 
providing a mix of housing types. 

Design Management Process 
This process involves the employment of consultants 
and working closely with them to achieve the 
optimum design that is within the budget allocated. 
Reviews of the designs are carried out and corrective 

actions taken wherever necessary. This is to ensure 
that our projects are awarded on time. In addition, an 
Architectural Design Panel was set up in 2006. This 
Panel comprises established Architects from private 
practice and academia and enables HDB to obtain 
private sector input to enhance the design quality of 
public housing projects.   

Construction Management Process 
The various control systems are put in place in the 
construction process to ensure that developments 
meet our quality standards in terms of design, detailing, 
materials, cost, delivery, safety etc. Good design 
inputs are also reinforced through this process.

Sales Process 
For flats, the stages include application, selection, 
signing of agreement and collection of keys.  
Commercial and industrial premises are allocated 
through tender.

Management and Services Process 
This process encompasses a range of estate 
management services that are provided by HDB.  
They are: 

(a)  lease and tenancy administration;
(b)  property maintenance and renovation control;
(c)  car parks management; and
(d)  estate renewal administration

Other Support Processes
Support processes ensure that necessary resources 
are enabled and guidelines are put in place to achieve 
organisation objectives.

5.2c How the organisation evaluates and improves 
its key processes to achieve better process 
performance and improvement to products 
and services.

Through its various committees at the different 
levels, HDB continuously identifies new initiatives and 
projects to enhance and improve its products and 
service quality levels. For instance, to improve the 
Construction Management Process, we make use of 
several platforms like Innovation and Quality Circles, 
Value Engineering, and Project Management. 



Figure 5.3.1 Flowchart of how a new item is implemented and 
how feedback on an item is deliberated through the same 
process
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Category 5.3

Supplier & 
Partnering Processes

5.3a How the organisation identifies and selects its 
suppliers and partners. Include a description of 
the key performance requirements for suppliers 
and/or partners and how the relationship and 
partnership fit into the overall strategy of the 
organisation.

Identifying & Selecting Suppliers
Contractors tender for building projects whereas 
consultants tender to provide consultancy services 
to HDB. HDB adopts best practices and methods of 
procurement and evaluation of construction tenders 
and consultancy tenders. These practices include 
the Price Quality Method (PQM), Quality Fee Method 
(QFM) and Tendering Opportunities Scheme.
 
Suppliers of Quality Construction Materials 
In order to ensure a consistent supply of quality building 
materials for all HDB’s construction projects, HDB 
maintains a List of Approved Materials  and Suppliers 
(LAMS) (available from the HDB Intranet) so that 
the contractors could comply with the performance 
standards set forth to ensure no deviation in their 
product quality and requirements.

5.3b How the organisation communicates and 
ensures that its requirements are met by 
suppliers and/or partners and how timely and 
actionable feedback is provided to suppliers 
and/or partners.

Communicate Requirements to Suppliers  
& Partners
HDB defines and disseminates our performance 
requirements to consultants, contractors, suppliers 
and partners through design guidelines and 
specifications in Tender Documents.

Design Guides
Design guides provide a comprehensive list of 
guidelines and checklists for HDB public housing 
development. The guide would also help the 
consultants and contractors to better understand 
HDB’s requirements and specifications for quality 
housing development.

Specifications and requirements 
The performance requirements and quality standards 
for works, services and supplies are translated into 
the tender documents which include the Conditions 
of Contract, Specifications and/or drawings.  

Specification Review Committee (SRC) 
Internally, the SRC consists of representatives from 
different departments who meet on a regular basis to 
evaluate new materials, working methods, design etc 
affecting HDB flats. They would deliberate on time, 
cost and quality aspects of the new item proposed 
before deciding to implement requirements through 
tender specifications.

Performance Standards
Performance standards are established based on 
the need to provide a common quality benchmark 
to ensure that works completed by contractors, 
suppliers or partners meet the required workmanship 
and service delivery standards.

Seminars, Forums and Regular Dialogue Sessions 
The various interacting sessions would serve as a 
good platform for communicating HDB’s mission and 
objectives as well as HDB’s performance requirements 
to our business partners. 

Publications
Three well received publications produced by HDB 
are the Public Housing Design Guide, the Universal 
Design Guide and the Green Book. These publications 
provide relevant information for contractors and 
business partners on good construction practices, 
new procedures, use of new materials, etc. 



Dialogue session with SFMA
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and suppliers in Research & Development (R&D) 
activities.Through this collaboration, HDB has made a 
concerted effort to improve its design and construction 
with new materials, innovation and state-of-the-art 
construction technologies. 

HDB Prefabrication Technology Centre (PTC)
HDB plays the role of promoting R&D works in the 
construction industry to upgrade the standard of the 
industry, improving standard of building maintenance 
of its estates and providing cost effective and 
environmentally friendly solutions. Inaugurated in 
1995, PTC was the first in the region to be set up to 
spearhead the use of prefabrication technology. With 
its own in-house laboratories, it is also the centre 
where most of the multi-disciplinary R&D activities are 
conducted. At PTC, skills and knowledge in precast 
technology are imparted to building contractors through 
training courses to boost quality and productivity. 

Training Courses
Jointly with BCA, HDB has also conducted 
training courses on laying of floor slabs and tiles 
for renovation contractors’ workers. This is to level 
up the skills of the tiling workers in the industry. 
A Registered Renovation Contractors’ Training 
Course has also been introduced to enhance the 
knowledge of renovation contractors.  
 
HDB Accident Frequency Rate (AFR) is lower 
than industry’s AFR and this is attributed to the 
introduction of a robust Safety Management System 
which HDB practises in its construction worksites.  
HDB has also conducted safety courses to its 
business partners. There are also many courses 
conducted to level up the competency of our 
business partners. 

Dialogue sessions
Dialogue and feedback sessions with organisations 
like SCAL, SISV, SIA, IEA, IRAS, SFMA and Insurance 
Association are held to better understand the needs 
of our business partners and obtain feedback. 

Meeting Requirements & Feedback Loop

Registration System
HDB specifies in its construction tender that 
registration under the BCA Contactors Registry is a 
critical criteria. In view of this, only contractors who 
meet certain requirements such as track record, 
financial status and personnel resources are able to 
tender and be considered.

Use of Approved Materials Suppliers 
As mentioned in Category 5.3a, LAMS serves as a 
guide for our technical professionals and contractors 
to incorporate quality building materials into all flats and 
to procure them from accredited suppliers. This list is 
also updated regularly with new materials, technology 
and innovation in the construction industry.
 
Assessment of Performance 
At every stage during the construction and before 
the handing over of completed flats, works are 
checked against the performance standards to 
ensure compliance. Areas of non-compliance and 
improvements are immediately made known to the 
contractors for rectification. Such will constitute 
feedback for the performance of our contractors.

The performance of contractors is also assessed half-
yearly as well as their CONQUAS scores. Contractors 
who have sustained good performance could be given 
an opportunity to undertake more projects.

Valuation 
A comprehensive system of monitoring the standards 
of our valuation consultants was institutionalised to 
ensure accurate and efficient services to our customers. 
Periodic meetings and correspondence are sent 
regularly to valuation consultants on matters pertaining 
to HDB policies, valuation reports, the Valuation of 
Flats System and customer feedback received. To add 
confidence to the professionalism of the valuations 
conducted by HDB Panel of Valuers, lessees/requesters 
may appeal to the Singapore Institute of Surveyors and 
Valuers for a review of their valuations.

5.3c How the organisation works with suppliers 
and/or partners to understand their needs, and 
the plans and processes established to help 
suppliers and/or partners improve their goods 
and services, as appropriate.

Improving Capabilities of Suppliers & Partners 
to Meet Organisation’s Requirements

Collaboration with Business Partners
Prior to introducing new building designs and materials, 
the departments will collaborate with selected industry 
research partners such as academics, practitioners 
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Innovation and Quality Circles 
(IQC) / Staff Suggestion Scheme 
(SSS)

Corporate/ Group/ Department
IQC projects which achieved cost savings >$1m each: 

Grouting of Lamp Post (awarded Innovation Award)1. 
FerroLite Partition Wall System (awarded Innovation Award)2. 
To reduce the time in checking verticality of buildings during construction3. 
To provide a platform to enhance defects management in Building Service Centres 4. 

Value Engineering (VE)

Corporate/ Group/ Department
Cost savings achieved for the following projects:- 

Pinnacle@Duxton•	
Sensory Garden Park in Toa Payoh•	
Eco Precinct : Treelodge@Punggol•	

ISO Certification  Department
Certification by ISO Assessors•	

HDB Prefabrication Technology 
Centre (PTC)

Corporate/ Group
Ferro Concrete Wall Shaft
FerroLite Intern al Wall partitions 
Prefabricated Extensive Green Roof System
HDB’s Spiral Connector System
Cast-in Windows
Laundry Trolley
Ventilated Wall

Project Management 

Group
Green Mark Scheme•	
CONQUAS•	
Buildability Score•	
Accident Frequency Rate•	
Labour Productivity Index •	
Certification of Tiler•	

Information Technology

Corporate/Group/Department
Lessees/Tenants Fileless System (LTFS) to replace the hardcopy lessee and tenant files (recipient •	
of 2005 MIS IT Excellence Award – Best Business Enabler Govt Category)
Enhancement of online bidding using WAP•	

Service Programme

Corporate/Group/Department
Assure 3 scheme provides extended warranty of the quality of flats for our residents
Building Service Centre to provide one stop service for new HDB homeowners
Formation of G8 to provide efficient support and service delivery to BOs / TCs

Systems & Procedures Reviews  

Corporate/Group/Department
Master Tenancy Concept for precinct cluster•	
Credit Assessment Scheme•	
Revamped Walk-in Selection Scheme •	
Space Provision for Outdoor Refreshment Area for newly built eating houses•	
Revitalisation of Shops Scheme•	
Letting of Interim Commercial Facilities•	
BOSL to overcome & replace shortcomings of old Telephone Enquiry System •	

Technology Improvements

Corporate/Group
RFID Technology to replace the current paper season parking tickets•	
Green Roof and Vertical Greening•	
“Core & Trim”  Method  •	
Energy Saving Devices•	
Design Innovation e.g. Duxton Plain, Ubiplex, TreeLodge@Punggol, etc•	
Lift Emergency Telephone System•	

Study Visits, Conferences, 
Exchange,Seminars, Programmes, 
Attachments (Local and Overseas)

Corporate/Group
Machine Roomless Lift•	
Cast-in Windows•	
Stabilised Dredged Fill Method for reclamation•	
Sensory Garden Park in Toa Payoh•	

Corporate: CEO’s Coordination Meeting / Head of Departments Meeting / BIESC
Group: ECGM / BGM / BCM / Management Review
Department: Department Meeting / Project Review

Figure 5.1.3 : Quality Improvement Programme for Products and Services
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Private Sector Participation
To leverage on private sector participation to  meet the 
needs and aspirations of Singaporeans, new schemes 
were put in place to encourage greater innovation in 
building design, greater choice of flats, and better 
value for money for flat buyers. 

The private sector is involved in the building of HDB 
flats through the Design & Build (D&B) and the Design, 

Build and Sell Scheme (DBSS). The schemes provide 
more choices to flat buyers with higher aspirations.

HDB Quality Awards for Business Partners
These awards are instituted to recognise outstanding 
quality performance of our contractors, suppliers 
and business partners, and aim to encourage them 
to strive towards excellence in product and service 
delivery.



Customers



and other industrial activities, quality industrial 
facilities to cater to their needs and a conducive 
working environment to enhance their business 
competitiveness. 

6.1b How the organisation uses different listening 
and learning strategies to analyse current and 
anticipate future and new customer/market 
needs.

We use various avenues to determine our current and 
future customers’ requirements. They fall into two 
broad categories of Listening and Learning strategies.

Listening Strategies
There are various surveys and feedback.

Channel
Listening 
Strategies

Residential Commercial Industrial

Surveys

Sample 
Household Survey

Evaluative Surveys 
(e.g. on SERS 
residents)

Customer 
Satisfaction on 
products

Customer 
satisfaction on 
services

Remaking Our 
Heartland

LUP/MUP polling

SMS phone

Feedback

Customer 
Feedback on 
Products

QSM Line & 
Mailbox

POWER session

Dialogue Sessions 
with residents, 
merchant 
and tenants 
associations

Focus Groups 
discussions

Customer 
Feedback Form

Grassroots 
meetings

REACH

Public Talks and 
Forums (e.g. 
Heartware forum)

e-Alert

Figure 6.1.1 Summary of the Listening Strategies

A young family staying in a HDB flat of their choice

Customer Requirements
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Category 6.1

6.1a How the organisation segments its customers 
and/or markets. State the customer/market 
requirements for each segment.

HDB customers are the HDB flat residents, commercial 
and industrial tenants. Their requirements are:

HDB Flat Residents
HDB has residents who are flat tenants, first- and 
second-timer flat buyers, the lower income and 
middle income groups, those whose flats are affected 
by redevelopment or relocation, the elderly, those who 
want more choices, and young professionals who can 
afford more than an HDB flat but find private property 
out of their reach, etc.   

The requirements of HDB flat residents are an 
affordable home that caters to their lifestyle needs, a 
conducive communal environment and proximity to 
amenities. To meet different requirements of different 
target groups, HDB offers a wide range of housing 
options to its customers.

Commercial Tenants 
The requirements of HDB commercial tenants are to 
have a shop to do business, with quality commercial 
facilities and continual strong support from HDB to 
meet their operational needs. 
   
Industrial Tenants 
The requirements of HDB industrial tenants are to 
have a factory space for manufacturing, production 



Learning Strategies
Learning from best practices and studies are some of 
the strategies.

Channel Learning 
Strategies Residential Commercial Industrial

Learning 
from best 
practices

Attachment 
programme to 
government/private 
organisations

Conferences

Journals & 
Publications

Benchmarking with 
other organisations

Studies

Forecasting of 
Public Housing 
Demand

Study Flat 
Programme

Overseas study 
trips-overseas

Research & 
Development (R&D)

Figure 6.1.2 Summary of the Learning Strategies

Learning from Best Practices
Attachment Programmes
To ensure that our professional staff are kept abreast 
of developments in the industry and stay relevant in 
their professional expertise, HDB has been providing 
attachment stints for its officers in both public and 
private sector organisations. The learning points from 
the attachment experience have helped HDB to fine-
tune our operations.

Study Flat Programme
The ‘Study Flat’ programme started in 2006 to allow 
HDB officers who have little or no experience living in 
an HDB flat the opportunity to live in one. The main 
aim of the programme is to allow them to gain a better 
understanding of HDB living, make observations 
and provide feedback on the physical and social 
environment. 

6.1c How the organisation incorporates customer 
requirements, and future and new market 
needs into strategic and improvement plans.

The customer requirements gathered through the 
listening and learning strategies are discussed at 
various management and departmental meetings, 
and are taken into consideration when formulating 
strategic and improvement plans. Work plans will 
be drawn up by the relevant departments or work 
groups. Monitoring of implementation and review will 
be carried out at the relevant platforms.
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Surveys
Our main surveys are:

Sample Household Survey (SHS) 
This is a five-yearly survey to track the trends over 
the years and to build a profile of our customers. The 
main aims of this survey are to:
(i) obtain the demographic and socio-economic 

profile of residents and to identify their changing 
needs and expectations - for assessment of the 
HDB’s operations and for policy reviews; and 

(ii) monitor residents’ level of satisfaction with various 
aspects of public housing and to identify areas 
for further improvement to the physical and social 
environment in the HDB towns/estates.

Evaluative Surveys 
HDB also carries out applied and evaluative research 
to provide management with value-added analysis 
and feedback on the success of various housing 
programmes. To understand residents’ acceptance 
of the various programmes under the Estate Renewal 
Strategy, we have conducted regular surveys on 
completed Main Upgrading Programme (MUP), as 
well as the Selective En-bloc Redevelopment Scheme 
(SERS) Programme.  

HDB gathers feedback from our customers on the 
design, quality and workmanship of our flats, provision 
of precinct facilities as well as various aspects of 
service delivery by our frontline staff, about one year 
after the completion of all new HDB flats.  

Feedback
Customer feedback via the various channels helps in 
determining their requirements and are incorporated 
in our ongoing improvements to our products and 
service delivery processes.

Customer Feedback on Products
Feedback on building defects identified in flats 
is captured in the Customer Feedback System 
(CFS). Maintenance feedback on the commercial 
and industrial properties is captured in the Rental 
Management System (RMS) and Maintenance 
Services System (MASS).

Customer Feedback on Services
Feedback on services include the various channels 
such as QSM Line, POWER sessions and dialogue 
sessions with the various associations. The feedback 
and suggestions that arose during these sessions 
have been effective in helping HDB to streamline 
and relax our rules to better meet the needs of our 
customers and business partners.



Under the plans for the “Remaking Our Heartland” to 
transform the new, middle-aged and old HDB estates 
into more vibrant homes for Singaporeans, HDB 
actively sought feedback through surveys, face-to-
face interviews with visitors at the exhibitions and focus 
group discussions. Residents, grassroots leaders, 
students and industry professionals were also invited 
to give feedback at a dialogue session to help refine 
the plans and make our HDB heartland more attractive 
and vibrant. HDB will incorporate the feedback and 
suggestions received into strategic and improvement 
plans to meet new and future requirements.

6.1d How the organisation evaluates and improves 
its processes for determining current and 
future customer requirements.

In determining current and future customer 
requirements, we make use of numerous listening 
and learning strategies. Our management holds 
periodic meetings to discuss quality-related issues. 
During such meetings, various processes to address 

Figure 6.1.3 Incorporating Customer Requirements into 
Strategic & Improvement Plans

Incorporating Customer Requirements into Strategic and Improvement Plans 

 
Customers 

 
   Learning Strategies  

Listening Strategies 

 

Review, Discuss and decision-making platforms 
 
BIESC, HODs, CCM, ECG, BGM, MR, PR, ER, BCM, 
UCM, departmental meetings, etc 

 

 
Pilot/ Full implementation 

Monitoring &  
Review 

MND’s approval 

  If required 

Approved 

Not approved 

Development and Implementation of improvement plans by 
dept/ section/ unit/ task force 

customer requirements and expectations are reviewed 
to ensure their continued relevance. 

In evaluating and improving the process of determining 
current and future customer requirements, focus 
group sessions were conducted with customers. The 
inputs from customers have resulted in enhancements 
of the process and survey questions.  

In addition, HDB adopts a consultative approach 
with our stakeholders and customers. For example, 
HDB holds consultation sessions with Advisors, 
grassroots organizations, Town Councils and the 
SERs residents on the provision of common facilities 
for their replacement precinct. For MUPs and LUPs 
we have introduced working committee meetings 
with grassroots leaders to review the gathering of 
customers’ requirements.

Category 6.2

Customer 
Relationship

6.2a How the organisation provides easy access for 
customers to conduct business, seek assistance 
and information, and make complaints. Describe 
key customer contact requirements and how 
these requirements are determined and deployed 
to all people in the response chain.

Our customers can reach us easily at our HDB Hub 
Service Centres, 20 Branch Offices (BO) and 4 Service 
Centres. We provide four main channels (electronic, 
telephone, face-to-face, written) for enquiries and 
transactions as shown in Figure 6.2.1.

Kiosks (SAM, AXS)
Place2Lease
HBiz

Channel Examples Contact Requirements

Electronics  - User-friendly
- Relevance of contents
- Up-to date information
- Ease of understanding 

information
- Wide range of services 

available

Telephone - First call resolution
- Knowledge & competency 

of staff
- Friendliness & helpfulness 

of staff

Face-to-
Face

 

- Short waiting time
- Knowledge & competency 

of staff
- Friendliness & helpfulness 

of staff

Written - Promptness of reply
- Personalised writing style
- Clarity of contents / ease 

of understanding
- Address the customer’s 

concerns

Figure 6.2.1 Main Channels for Customer Communication & Contact Requirements
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Aggregation and Analysis of Complaints
Cases are compiled and analysed for improvements. 
As part of the feedback loop for maintenance defects 
in newer building contracts, we provide one-year 
and three-year report cards. The report cards give 
an overview of the maintenance defects and post-
construction performance of building contractors. 
The feedback on the defects and the building 
contractor’s quality of rectification works/service via 
the one-year and three-year report cards is important 
in facilitating reviews for continual improvements to 
our products from the design stage and operations. 
In this way, the quality of our products and works by 
the building contractors are monitored from the start 
of the development to help minimise the incidences 
of defects after completion/taking over by HDB. We 
also impose tender restriction on building contractors 
with unsatisfactory performance. 

Complaints & Feedback on Service 
Customer feedback forms are placed at our frontline 
counters. There are also online feedback channels. 
All feedback or complaints received will be handled 
by the frontline departments which may contact 
customers for more details so that effective actions 
can be taken. 

CSO Juriah Bte Ali fostering a great relationship with her 
customers at every sales transaction
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Customer relationship is very important to us in our 
entire process of providing products and services to 
meet our customers’ needs. To manage this aspect, 
we adopt a systematic approach to proactively look 
into creating better value in our products and services 
for our customers.

Key Customer Contact Requirements 
The key customer contact requirements are gathered 
through various surveys. HDB regularly monitors the 
performance of these contact points and reports 
to Management. The indicators include customer 
satisfaction levels of our counter services, telephone 
services and written correspondences, number of 
compliments received and counter waiting time.  The 
key customer contact requirements are reviewed 
based on focus group sessions with our customers.  

Dissemination of Customer Contact Requirements
The key customer contact requirements are 
disseminated to the frontline staff through in-house 
training, departmental briefings, service huddles and 
internal emails. Best practices are also shared at 
regular meetings between service centres.

6.2b How the organisation ensures that complaints 
are resolved effectively and promptly, and that 
all complaints received are aggregated and 
analysed for use in overall improvement.

HDB takes complaints and feedback seriously, and 
has in place a comprehensive system to capture and 
attend to complaints and feedback. Once a complaint 
or feedback is received, it is assigned and tracked 
until it is resolved.

Complaints & Feedback on Products
HDB receives a good proportion of feedback on 
property maintenance matters. After our customers 
collect the keys to their flat, or when an upgrading 
programme is completed, there is a process in place 
to address any complaints on the product.

Figure 6.2.2 Customer Feedback Management Process

No 

No 

Yes 

Yes 

Under HDB ? 

Assign to relevant dept to 
follow-up (e.g. site visit) 

Seek relevant authority on 
improvement measures 

Follow-up with 
relevant organisation 

(ZIP) 

Capture in tracking  system (e.g. CMS, 
CFS, CRMS) & Acknowledgement sent  

Complaints received 
from Customer 

Reply to customer & do 
service recovery (where 

applicable) 

Consolidate all complaints & 
analyse for improvements 

Improvement to our 
product/service? 

  



 

CSO Deborah Susheela D/O Thang explaining to customers 
the e-services available in InfoWEB

Figure 6.2.3 HDB M.A.G.I.C. Framework
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Some examples include creating a pleasant service 
environment and showflats for our customers. We 
review our advertorials and public talks to enhance 
the communication channels with our customers. 
Through the various e-services, our customers are 
provided the convenience of accessing information 
and transacting with HDB on-line.

A cross-departmental M.A.G.I.Cians Committee was 
set up in 2005 to drive and oversee the implementation 
of service initiatives and programmes in HDB. The 
M.A.G.I.C. framework was developed to enhance and 
propel HDB’s service excellence to a higher plane. 
To further develop our service mindset and skills, 
HDB launched its service tagline “Making A Great 
Impression on Customers™. That’s M.A.G.I.C!”.

In addition, we have implemented an e-feedback 
database which captures and tracks complaints for 
follow-up. Reports are consolidated and analysed for 
possible improvements to our services.
 
6.2c How the organisation evaluates and improves 

its customer relationship management.

Evaluation
We evaluate our customer relationship management 
based on the feedback gathered through the various 
channels at departmental and management meetings. 
At the BIESC meeting, we evaluate the customer 
relationship management process and determine 
areas for improvement. Service performance reports 
of all service centres are submitted to the BIESC and 
deviations from targets are explained by the respective 
senior managers. 

Regular departmental service delivery meetings also 
monitor the performance levels of each service centre 
and track customer feedback received from various 
channels e.g. QSM Line, customer feedback forms 
and face-to-face surveys. At such meetings, service 
performance levels are reviewed against targets 
and new service improvements are presented for 
endorsement. 

Improvements
Our departments continually improve the customer 
relationship management process by keeping 
themselves abreast with new knowledge in the 
market and learning new ideas and the best practices 
of other organisations. This is done through training 
courses, conferences and periodicals, study visits 
and networking. 

Areas for improvement for the various channels/
contact points are focused on a wide range of 
aspects that impact our relationship with customers. 

Category 6.3

Customer 
Satisfaction

6.3a How the organisation determines customer 
satisfaction

The HDB’s customer satisfaction process starts 
with customer needs as input for our products and 
services. Customer feedback is then incorporated 
into our review for improvements to our products and 
services. 



To determine the level of customer satisfaction, we 
adopt a two-prong approach: surveys and feedback 
channels. 

Besides the surveys described in Category 6.1b, 
we also conduct surveys to determine customers’ 
satisfaction with our products and services. 

HDB conducts a biennial SERS survey on residents 
who were involved in the SERS programmes and 
have moved to their replacement flats. The survey 
aims to determine the satisfaction and support given 
to the SERS programme by our customers. 
 

Figure 6.3.2 HDB’s Approach of Obtaining Customer 
Satisfaction Feedback

 

Happy residents mingling at the communal facilities within 
the estates

Figure 6.3.1 HDB’s Customer Satisfaction Process
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HDB also conducts research studies and surveys 
that include assessing the satisfaction levels of our 
customers. The five-yearly SHS shows the percentage 
of customers satisfied with their flats.

A series of BTO surveys are also conducted on newly 
completed BTO projects. The purpose is to gather 
residents’ feedback on their satisfaction level with 
the design layout of their flats and various precinct 
facilities provided. 

The CSS is an annual survey conducted at all service 
centres in the HDB. The survey looks at the main 
customer contact points of the HDB, namely, counter 
service, telephone service, home/site visits and written 
correspondence and seeks to find out how satisfied 
customers are with these areas of service. 

6.3b How the organisation translates customer 
satisfaction feedback into strategic and 
improvement plans.

Surveys
The periodic reports at the end of every survey 
conducted help us in our regular review of the 
continued relevance of our strategic plans. Findings on 
customer satisfaction with our products and services 
are reviewed at regular management meetings 
against our strategic goals and targets. Areas for 
improvements would then be included into the quality 
improvement plans by the relevant departments.

Feedback
Some of the feedback received is translated into 
improvement plans. For example, residents’ feedback 
on flat design and workmanship is briefed to 
management at various platforms such as BG meeting 
and management review. Accepted feedback is then 
updated and incorporated in the design checklist for 
future projects. 

Another initiative is Assure3 which provides Extended 
Fixed Period Warranties. It came about because 
of customer satisfaction feedback. In our efforts to 
assure residents that their flats are free from spalling 
concrete, water seepage from exterior and leakage at/
around pipes at ceiling, HDB offers Assure3 to all new 
flat owners who apply for HDB flats launched under 
the BTO system and the SERS programme from 2005. 
As HDB is now using better construction materials 
and improved construction methods, complaints and 
problems arising from these defects in new flats are 
reduced. By providing fixed period warranties via the 
Assure3, HDB is enhancing customers’ satisfaction 
and setting clear standards in achieving the desired 
results. 



6.3c How the organisation evaluates and improves 
its overall process of determining customer 
satisfaction.

The BIESC and management meetings evaluate the 
overall process of determining customer satisfaction. 
The main basis of evaluation used is the effectiveness 
of the surveys and feedback channels to obtain 
accurate and timely customer satisfaction feedback 
from the different customer segments as described in 
Category 6.1a.

Surveys
As part of the continuous process to improve the 
process of determining customer satisfaction of our 
new flats, a series of surveys was introduced in 2006 
to obtain feedback from residents of newly completed 
BTO/SERS projects. Residents’ feedback such as 
those pertaining to the flat quality and services by HDB 
are presented to management and follow-up actions 
are taken to address some of the main concerns or 
suggestions raised. 

A comprehensive review of the CSS was carried out in 
2006 to assess its effectiveness and relevance in the 
face of evolving customer needs and rising customer 
expectations. Inputs from focus group discussions 
were sought as part of the review process; the 
discussions were held to hear first-hand what aspects 
of the services we provide are the most important to 
them and how we can improve on these aspects. After 
the review, the questions were designed to reflect 
the attributes laid out in the public service minimum 
service standards.
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Results
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Figure 7.1.3 HDB Customer Satisfaction Survey Results – 
Satisfaction Level for Counter Services

5.5

4.0

5.0

4.5

Scale

Very Dissatisfied Very Satisfied
1 6

2005 2006 2007

4.5
4.7

5.3

M
ea

n 
S

co
re

HDB EXSA Winners
HDB has seen an increasing number of staff being 
conferred the Excellent Service Award (EXSA) at the 
national level.

Category 7.2

Financial and  
Market Results

Residential Flats

Singapore’s Home Ownership Rate
HDB’s successful public housing programme 
has contributed greatly to Singapore’s high home 
ownership rate (for public and private housing 
overall), which had increased rapidly from 29% in 
1970 to 91% in 2007, surpassing that of several 
developed nations.
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Figure 7.1.4 HDB EXSA Winners
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Figure 7.1.1 Residents' Overall Satisfaction with Estate Facilities

Sample Household Survey
From the Sample Household Surveys, a significant 
93.4% of the households were satisfied with the 
existing estate facilities provided, an increase from 
87.2% in 1998. The high satisfaction level reflects the 
success of HDB’s efforts in planning self-sufficient 
neighbourhoods and towns. 

CONQUAS Scores
An index developed by the Building and Construction 
Authority (BCA), the CONQUAS score measures 
the quality of construction and workmanship in the 
completed flats and properties. A consistently high 
CONQUAS score was observed in the last few years, 
which was above the target. HDB projects scored 
favourably when compared with other public sector 
projects.

Customer Satisfaction Survey
HDB conducts this annual survey at all BOs and 
service centres at HDB Hub. The customer satisfaction 
for counter services showed an improvement over the 
years.

Customer 

Results

Category 7.1
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Category 7.3

People Results

Employee Engagement Survey
A comparison of HDB Employee Engagement Survey 
(EES) results conducted this year with the past SOS 
results in the 3 key indicators - overall satisfaction 
level, job satisfaction level and pride level showed that 
HDB has improved in all these areas. Compared to the 
Public Sector EES Norms, HDB also performed well by 
being in the top quartile for the overall index and having 
another 5 out of the 11 categories in the top quartile.

* Include the option ‘neutral’ in the EES 2008 which was not available in the SOS 2005 
for overall satisfaction and job satisfaction level. 

Country Home Ownership Rate (%)

1990 1995 * Year as shown below

Singapore 87.5 90.2 90.7  (2007)

Australia 71.7 67.0 70.0  (2003/04)

United Kingdom 65.6 67.0 70.0  (2003/04)

USA 64.7 64.0 67.8  (1Q2008)

Japan 61.7 61.7 61.1  (2008)

Hong Kong 52.0 52.0 58.0  (2006)

South Korea - - 55.6 (2005)

Poland - - 55.2 (2002)

Germany - - 41 (2000/01)

Source 
* The World Competitiveness Yearbook 2000
*1 Department of Statistics, Singapore
*2 Year Book Australia 2006 & 2007
*3 United Kingdom National Statistics
*4 US Census Bureau
*5 Japan Statistical Yearbook: 2008
*6 Hong Kong Housing Authority

*7 National Statistics Office, South Korea

*8 Poland National Census of Population and Housing

*9 German Federal Ministry of Transport, Building and Housing

Debt-Service Ratio
The affordable pricing of HDB flats and the availability 
of cheap financing are keys to the success of  
our home-ownership programme. In pricing our flats, 
HDB is guided by the Government’s commitment for 
90% of Singaporean households to be able to afford 
at least a basic flat. To ensure that prices remain 
affordable, we closely monitor the Debt-Service 
Ratio of our flat buyers.  The lower the debt-service 
ratio, the better.  Today, the mortgage payments that 
HDB flat owners make are generally below 25% of 
their monthly household income - well below the 
international affordability benchmark of 30%.   

The debt-service ratio is also an internationally-
accepted benchmark on housing affordability.  HDB’s 
home ownership rate compares favourably with other 
countries like the US, Canada, Australia and New 
Zealand. 

Economy Drive
HDB strives to optimise every dollar to maximise the 
social and economic benefits of our work and services 
for the public.  Under the public sector’s Economy 
Drive (ED), HDB has achieved consistently high levels 
of ED savings of more than $7M, demonstrating 
HDB’s ability to get more for the dollar with limited 
financial resources in a time of rising demands.

Figure 7.2.2 ED Savings
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Figure 7.3.1 Comparison of HDB 2008 Employee Engagement 
Survey (EES) with past Staff Opinion Survey (SOS) results
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Figure 7.2.1 International comparison of Home Ownership Rates

We also compared the HDB’s EES results in our key 
categories globally against the results from categories 
used in Mercer’s “What’s Working” studies (Mercer’s 
study’s categories were used as proxy indicators for 
comparison as the actual items may differ slightly 
from our EES). Most of HDB’s scores are above the 
Mercer’s studies findings for the various countries - 
Singapore, US, UK, Japan, France & Germany.
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18.1

15.3



39 Housing & Development Board

6

0

2

4
33

2

5

2006

N
o.

 o
f S

TA
R

 a
w

ar
d

 w
in

ne
rs

2007

Total no. of STAR awards won by HDB

Total no. of STAR awards won by rest 
of public sector

Figure 7.3.2 Comparison of HDB 2008 Employee Engagement 
Survey (EES) at International Level – Mercer’s study

Performance of IQCs at national conventions
HDB’s IQCs have received many accolades at national 
level e.g. HDB represented MND at the PS21 ExCEL 
Convention for 3 consecutive years and emerged 
champion in 2007 and 1st runner-up in 2005-6. Our 
IQCs have also consistently done HDB proud by winning 
STAR awards in every National IQC Convention.

Another global comparison with the Towers Perrin-ISR 
Global Civil Service Norm 2007 revealed that HDB fares 
better in areas like leadership, rewards, training and 
engagement. Just like Mercer’s study, these categories 
are used as proxy indicators for comparison as the 
actual items may differ slightly from our EES survey.

 Category  EES Category
HDB EES 

2008

Towers Perrin - ISR 
Global Civil Service 

norm 2007    

 Leadership  Leardership/   
 Climate

73% 56%

 Benefits

 Pay & Rewards
 Rewards 64%

63%

36%

 Training
 Learning & 
 Development

77% 63%

 Engagement  Engagement 74% 69%

Category 
from Mercer’s 
studies

Leadership & 
direction

Benefits
Compensation

Leadership/
Climate

Rewards

73% 49% 52% 51% 27% 41% 45%

Employee
Engagement

Engagement 74% 41% 64% 57% 31% 59% 64%

Satisfaction Specific item 
under 
‘Engagement’*

78% 46% 69% 65% 41% 68% 72%

Training & 
development

Learning & 
Development

77% 44% 48% 48% 29% 43% 40%

64% 58% 68% 53% 38% 62% 61%

39% 53% 47% 34% 40% 46%

EES 
Category

HDB 
EES 
2008

Results from Mercer’s ‘What’s 
Working’ studies

S’pore US UK Japan France Germany

NB: Percentage used above denotes percentage of favourable scores obtained for that 

category.

*Item: “Considering everything, how satisfied are you with HDB at the present time”

The Towers Perrin - ISR Global Civil Service Norm 2007 was based on 37 organisations 
and randomly collected data from Civil Service staff in Australia, Canada, Germany, UK, 
Hong Kong, Singapore and US.

Figure 7.3.3  Comparison of HDB 2008 Employee Engagement 
Survey (EES) at National Level – With Global Civil Service Norm

(Source: Singapore Productivity Association)

Category 7.4

Operational
Results

Tender Price Index
Our tender prices are monitored closely to ensure 
that the selling prices of HDB flats remain affordable 
to most Singaporeans and results show that HDB’s 
tender price index is lower than the private sector and 
that of the Hong Kong Housing Authority.
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Figure 7.3.4 HDB’s STAR Performance @ NIQC 

Figure 7.4.1 Tender Price Index

Buildable Score
The buildable score index is derived from the scores 
measured from a sample of 10 projects using BCA’s 
Buildable Score Appraisal System and it measures 
efficiency of construction technology and use of labour. 
The table below shows that HDB’s Best Buildable Scores 
have consistently outperformed that of the private sector. 

 Year
BBDA Winners (HDB 

Projects)
BS 
Pts

BBDA Winners (Private 
Projects)    

BS 
Pts

 2007
 Queenstown RC14 
 Sengkang N2 C32

89
93

 Butterworth 33*
 Leonie Studio

87
84

 2006  Toa Payoh RC 30 90
 Savannah Condo Park*

 The Esparis*
88
87

 2005
 Kallang Whampoa RC
 20A

89

 Changi Rise Condo*

 Goldelnhill Park Condo*

 Park Green Exec Condo

81
76
75

Figure 7.4.2 Buildable Scores



Housing & Development Board 40
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% Participation

91.97 92.31 92.59 92.00

Average Monthly Contribution 
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$1.00

$0.000.00%

Contribution to the Community

Sharing of Information With Local and Foreign 
Delegates 
HDB shares our expertise and experience in the 
area of public housing with housing practitioners in 
Singapore and from overseas. There has been an 
increasing trend in the number of visiting groups and 
visitors to HDB for the last 5 years.

Site Safety 
HDB’s robust Safety Management System in the 
construction worksites has resulted in an Accident 
Frequency Rate (AFR) much lower than the national 
standard. In line with the Ministry of Manpower’s 
legislations, HDB introduced the stringent Risk 
Management System in the construction worksites. 
Project teams also conduct safety audit on 
construction worksites to ensure compliance with 
the safety provisions onsite. These measures enabled 
HDB to maintain good construction safety records 
throughout the years and achieve accident frequency 
rates lower than our national level and Japan.

Figure 7.4.3  Accident Frequency Rate

Figure 7.4.5 Sharing of Information with Local and 
Foreign Delegates

Figure 7.4.6 SHARE Programme Participation 
and Contribution

Pre-Cast Components 
The HDB Prefabrication Technology Centre 
(Engineering Materials Laboratory) has successfully 
converted to the ISO 14001:2004 since 2005 and 
the HDB Prefabrication Centre (Engineering Materials 
Laboratory) is also OHSAS 18001 certified.

Our commitment to the environment is reflected in our 
use of precast concrete building components and metal 
formwork in our building projects. The chart shows that 
HDB’s use of pre-cast components far exceeds the 
national level and that of other countries.  
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SHARE Programme
HDB participates actively in the SHARE programme. 
It is relatively on par with the other SQA companies in 
terms of SHARE contribution.

Figure 7.4.4 Comparison of Implementation Programme 
for Precast Concrete Components in Public Housing
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FIABCI Prix d'Excellence
Awards (2006)
HDB won the top three awards
in the public sector category at
the FIABCI Prix d'Excellence
Awards (2006).

Recent International Accolades

United Nations Public Service Award (2008)

Mr James Koh Cher Siang, Chairman (centre) and Mr Tay Kim Poh, CEO (left) receiving the prestigious
United Nations Public Service Award (UNPSA) on behalf of HDB in New York in June 2008.

ASEAN Outstanding Engineering Achievement Award (2008)
HDB was conferred the IES Prestigious Engineering Achievement
Award 2008 in September 2008. HDB will also be receiving the
ASEAN Outstanding Engineering Achievement Award at another
Awards Presentation ceremony in November 2008.

MIS IT Asia Excellence Awards (2008 and 2005)
HDB was conferred the MIS Asia IT Excellence Award 2008 in the
"Best Bottom-line IT (Government)" category. HDB was also
conferred MIS Asia IT Excellence Award 2005 in the "Best Business
Enabler (Government)" category.
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AAR After Action Review
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Committee
BG Building Group
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ZIP Zero-In Process (No Wrong door)



Housing the Nation
Established in 1960, HDB has risen to the
challenges of public housing by meeting
the unique needs of its time.

Laying the
Groundwork

1960s
Faced with the housing
crisis of epic proportions,
HDB successfully
housed 35% of the
population by the end of
the decade.

1970s
Carved whole new
towns to cater for the
growing demand of
HDB flats.

1980s

Growing Towns

Housed 85% of the
population. Integrated towns
evolved into vibrant hubs of
life and activity.

1990s
Focused on renewal and
regeneration of HDB flats
and towns, creating
added value for older
flats and towns.

Rapidly Developing
Communities

Infusing New Life

2000s
Entered a new phase of
public housing — one of
creative and innovative
expressions.

Innovating for
the Future

2010s &
Beyond

Raising the
Benchmark

Fulfilling aspirations
for homes and
communities all
are proud of.

In building Singapore’s unique public residential landscape, the challenge for HDB is clear: How do we build beyond

houses and create affordable quality homes in vibrant neighbourhoods for Singaporeans to live, work and play?

Embracing a proactive and forward-looking approach, we will continue to adopt innovative strategies and implement

policies and programmes that will exceed past successes, year on year.

At HDB, we thrive on challenge, and we look forward to building beyond, for the future.
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