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Foreword

We are deeply honoured and proud that SSMC has received the 
Singapore Quality Award. This is the result and testimony of our 
1,300 staff whose commitment, passion and dedication have made 
the difference. For SSMC, the SQA is an important milestone in our 
race towards Business Excellence. It endorses that we are running 
in the right direction, although we all know that the race does not 
stop here and that we have to reach beyond the performance levels 
that have helped us qualify for this award.  

We are grateful for the insights and values we derived from the 
SQA framework to challenge us in our quest for excellence. In the 
process, it has brought out the team spirit and the best in us.  I am 
convinced that with the culture and the ambition to excel in all we 
do, we can advance further in the years to come.

We are pleased to share our experiences through this summary 
of our SQA application report.  We hope that it will benefi t your 
organization, in one way or another, in your journey towards 
business excellence.  

Fred Rausch
Chief Executive Offi cer
Systems on Silicon Manufacturing Company Pte. Ltd. 
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Organizational Profi le

SSMC, manufacturer of advanced semiconductor 
wafers, was founded in Singapore, by the joint 
collaboration of Royal Philips Electronics (Philips), 
Taiwan Semiconductor Manufacturing Corporation 
(TSMC) and the Economic Development Board of 
Singapore (EDBI) in December 1998.

SSMC  offers  0.25...  0.18...  0.14  micron 
technology. Key device features include dual 
gate oxide, low leakage, high speed, low power, 
mixed mode and embedded fl ash. Various 
options are also available for each of these 
nodes, for example, polyimide coating for stress 
relief, thick top metal for power management 
and redistribution layer for bumping packaging 
process, high resistivity substrate for noise 
suppression and RF applications.  

As a dedicated foundry, SSMC has continued to 
harness innovative solutions and technological 
advances from our parent companies to meet 
the customers’ needs for faster time-to-market, 
short lead times and the highest possible quality 
of semiconductor wafers.

Our top quality deep sub-micron wafers with 
world-class yields are delivered for a wide 
range of products – communications, data-
communications, computer-related, industrial, 
consumer electronics and many more. To-date, 
SSMC has taped out more than 200 products 
for its customers.   

In addition to our core service offering, we 
continuously introduce new services to meet 
and exceed our customers’ expectations. Other 
services offered include: expedited manufacturing 
cycle time and in-house and subcontracted 
wafer test services, including laser repair and 
die identifi cation and others. Furthermore, pre-
tapeout design verifi cation, wafer test programme 
development for fl ash, multiple product wafers 
and multi layer reticles are established to help 
customers save cost in prototyping.

SSMC’s VISION, MISSION AND CORE 
VALUES

Vision

Going the extra mile to be the preferred source 
of advanced semiconductor wafers. 

Mission

To deliver best-in-class foundry services.

Core Values

• Integrity 
• Develop People 
• Open Communication
• Quality in All Aspects of Our Business 
• Customers and Suppliers as Partners
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Employee Profi le

SSMC taps on its people’s expertise to harness 
innovative solutions and technological advances 
to meet the customers’ needs for faster time-
to-market, shorter lead times and the highest 
possible quality of semiconductor wafers.

The 1300-strong staff comes from different parts 
of the world, creating a culturally diverse and 
highly energized community. The proportion of 
staff in the various categories can be seen as 
follows:

Major Equipment, Facilities and 
Technologies

As SSMC is always on the frontline of 
technologies, the organization has a complete 
range of equipment and facilities that are 
aligned with advanced modules. It also houses 
state-of-the-art support analysis and fully 
equipped reliability, failure analysis and chemical 
labs for process and product assessment. Located 
in Pasir Ris Wafer Fab Park, SSMC occupies an 
area of 78,000 m2  and a total build-up area of 
92,000 m2. It contains 10,000 m2 for 8” wafer 
manufacturing.

Regulatory Environment

SSMC complies with all global technology 
standards, applicable legislation and regulations 
and requirements of international standards 
such as Environmental Pollution Control Act & 
Regulations, Environmental Public Health Act & 
Regulations, Factories Act & Regulations, Fire 
Safety Act & Regulations, Radiation Protection 
Act, Financial Statutory Requirements, Strategic 
Goods Control Act, National Safety Standards, 
Labour Laws and others. In fact, in many aspects, 
SSMC internally sets standards far beyond 
legislation.

Organizational Relationships

SSMC has a very close working relationship with 
its parent companies, Philips and TSMC. SSMC 
harnesses the manufacturing strengths of its 
parent companies – from on-going transfers to 
co-development of manufacturing processes and 
technologies.  

SSMC ships tested and untested wafers to Philips 
and TSMC customers located in America, Europe, 
Asia Pacifi c and serves customers in the following 
market segments:
• Consumer
• Automotive
• Computer
• Communications

Relationship with Suppliers and/or 
Partners

SSMC procures products, resources and services 
from more than 300 suppliers and subcontractors 
both locally and overseas. There are three 
main groups of suppliers namely equipment, 
materials and product related services. SSMC 
selects suppliers based on a set of transparent 
qualifi cation criteria and technological capability.

Organizational Profi le

Category %Type

Indirect (IDL) 8%

23%

19%

Managerial

Executive

Associate

Direct (DL)
50%

Manufacturing 
Assistants (MA)
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1.1 SENIOR EXECUTIVE LEADERSHIP

Describe the senior executives’ leadership, 
personal involvement and visibility in guiding the 
organization towards excellence.
 
The success of SSMC is attributed to a committed 
team of senior management, also known as 
Management Team (MT), characterized by a 
strong vision, active leadership and dedicated 
personal involvement.  

Vision 

Going the extra mile to be the preferred source 
of advanced semiconductor wafers. 

Mission

To deliver best-in-class foundry services.

The vision statement contains two key points:

i. “Going the extra mile” refl ects the spirit of 
pleasantly surprising and delighting our 
customers 

ii. “Preferred source” symbolizes technological 
advancement, uniqueness and innovation, as 
well as customer’s choice.

The mission statement, on the other hand, 
challenges the organization to be the best, not 
just in manufacturing but also in services.  

The vision, mission and core values are reviewed 
annually at the strategic planning workshop to 
refl ect the changing business environment and 
to confi rm the direction for the organization.  

Senior Executive Personal Involvement

Our management team strongly recognizes the 
importance of cascading and reinforcing the 

mission, vision and core values through active 
participation and role modeling. With these 
guiding principles, a three-level communication 
structure was established: company, divisional 
and individual.  

Company Level

At the company level, our management team 
personally participates and spearheads the 
reinforcement right from the start. In year 2000, 
our management team held communication 
workshops to share and create awareness for 
the mission, vision, and core values. These 
mission, vision and core values were further 
entrenched amongst employees in 2004 
through the core values workshops. At these
workshops, all members of the management team 
took turns to present to the participants their 
expectations and the meaning of our mission, 
vision, and core values. In addition, they also 
shared how they personally incorporated them 
into the daily work of their divisions.

Divisional Level

At the divisional level, the divisional work-plans 
and goals are formulated to support the mission, 
vision and core values and to achieve company 
goals and objectives in a concerted manner.

Individual Level

At the individual level, the management team 
members take it upon themselves to lead by 
example through some of the following channels 
and platforms: 

• CEO lunch 
• CEO & divisional town meetings
• Keynote addresses at company-wide, supplier, 

customer as well as community events
• Chairmanship, advisor or member of internal 

and external committees

Leadership
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In addition, a number of rewards and recognition 
schemes were introduced to encourage the 
desired behaviour among employees. These 
include Employee Recognition Scheme (ERS)
where awards are given to staff Going the Extra 
Mile in Service and Operational Performance, 
Best Equipment Personnel and so on. 

SSMC management team also recognizes the 
importance of cascading our mission, vision and 
values to other stakeholders such as shareholders, 
customers, suppliers and the community. 

The cascading to the other stakeholders is 
achieved through their participation and 
involvement in various activities such as: 
customer day, customer business reviews, 
suppliers’ day, supplier executive reviews and 
hosting and sponsoring community events. 

Leadership Effectiveness

The personal involvement of the management 
team members in activities refl ects their 
responsibilities as role models in the organization.  
They regularly evaluate and improve the 
effectiveness of their leadership and personal 
involvement through the various mechanisms: 

1.  Performance Appraisal 

 The performance appraisal measures how 
effective the management team member 
has been in setting and meeting company 
objectives and performance.

2.  Assessment & Development Tools

 Framework and tools such as leadership 
competency model, personality system 
analysis profi ling tool and 360deg feedback 
tool are used to strengthen the leadership 
effectiveness further.

3. Employee Engagement Surveys 
(EES)

 Employee engagement surveys are 
employed as a key means of feedback to 
assess the perception employees have 
of the management team’s leadership 
effectiveness.

Leadership
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Leadership

Figure 2 – Core Values Deployment and Monitoring Framework

Phase 1:

Introduce mission, vision and 
core values during New Hires 
Orientation programme & 
distribution of Policy Card   

INDUCTION

Mission, Vision &
Core Values

Desired Culture
Assessment via EES

Actions to 
close gaps

Phase 4:

 

 
 

 

REINFORCEMENT & REWARDS
Mechanisms used include
performance appraisal, 
promotion opportunities, 
hiring guidelines, employee 
recognition scheme   

Phase 2:
COMMUNICATION/AWARENESS
Enhance via publicity and
promotional mediums: Take 
Flight employee magazine, 
posters, intranet, town 
meetings to all levels   

Phase 3:
TRAINING
Organize workshops such as 
“Walking our Values towards 
Business Excellence” and 
other value-based trainings

1.2  ORGANIZATIONAL CULTURE

Describe how the organization develops a 
culture that is consistent with its values, which 
encourages learning, innovation and achievement 
of organization’s objectives. 

Our management team strongly believes that the 
foundation of our journey to business excellence 
is to have strong organizational values that 
guide the behaviour of all mployees, not only in 
their daily work activities but also to manifest 
the mission and vision of the organization when 
dealing with customers, suppliers and other 
stakeholders (see Figure 1 for details).

To inculcate and reinforce the SSMC core values 
to all employees, the management team adopted 
the four-phase approach as depicted in Figure 2.



Leadership

Figure 1 – SSMC Core Values, Behavioral Anchors, Policies and Practices
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Core Values Behavioural Anchors Key Policies Practices (Key Actions)

Live up to our commitments through 
dedication and accountability
 
Represent ourselves and our work 
with professional honesty 

Respect and protect the intellectual 
property rights of all our partners

Integrity Comply to all legal and government 
regulatory requirements

Company and Human Resource 
policies

Demonstrate honesty; Keep 
commitments; Behave 
consistently; Take a position; 
Take responsibility

Customers and 
Suppliers as 
Partners

Recognize their success as our own
 
Listen to understand their needs 
and build win-win relationship
 
Cultivate lasting relationship based 
on co-operation, mutual respect 
and teamwork

Customer Touch-point Management
 
Customers' & Suppliers' Partnership 
Programmes

Explore partnership opportunities; 
Seek to understand partners; 
Build rapport and collaborative 
relationships; Take action to meet 
partner needs and concerns; 
Facilitate agreement

Quality in All 
Aspects of Our 
Business

Quality is the responsibility of 
each and every employee
 
Continuously evaluate and improve 
the quality of service to meet and 
exceed customers’ expectations

Preserve and conserve our 
environment and the 
well-being of society

Adhere to all policies stated in the 
Company Manual

Integrated Management Policy on 
Quality, Environment, Health & 
Safety, Information Security and 
Business Continuity Management 
Systems 

Assess opportunities; Take action; 
Implement effective improvement; 
Set standards for excellence

Challenge paradigms; Leverage
diverse resources; Think 
expansively

Open 
Communication

Foster an open culture where our 
people communicate freely

Actively seek for and provide 
constructive feedback to drive 
continuous improvements

Listening and sharing of 
information and views across all 
levels of our organization

Open door policy where employees 
at all levels can discuss and give 
feedback freely without fear 
of reprisal

Learning & sharing platform at 
company, divisional and/or 
departmental levels

Open discussions effectively; 
Ensure understanding; Clarify 
the current situation; Comprehend 
communication from others

Develop others' and own ideas; 
Disclose own position; Remain 
open to others, Address personal 
needs of others

Develop 
People

Value people as key assets

Provide challenging environment 
which promotes personal 
development and growth

Encourage a culture where our 
people are motivated and proud to 
work for our company

Internal job application and posting; 
Promote from within company

Annual review of career, training 
and development plan
 
Education sponsorship programmes

Guide the learning & development 
of self & others; Create a learning 
environment; Encourage others to 
take responsibility

Target learning needs; Seek 
learning activities; Maximize 
learning; Apply knowledge 
or skill; Take risks in learning



Phase 1: Induction

All new hires are introduced to the SSMC 
mission, vision and core values by the 
management team during the New Hires 
Orientation programmes.  These are further 
reinforced through the department induction 
checklist when the new hires start his/her 
On-the-Job Training (OJT) programme.

Phase 2: Communication & Awareness

All employees are constantly reminded through 
the various posters, employee magazines, 
intranet and at the various CEO, divisional and 
departmental town meetings.

Phase 3: Training

The management team conducts keynote 
address for “Walking our Values towards 
Business Excellence” workshops to emphasize 
the importance of having consistent values in our 
daily work activities.  

Phase 4: Reinforcement & Rewards

SSMC uses a number of positive reinforcement 
mechanisms to institutionalize the culture in 
the organization. Examples include Employee 
Recognition Scheme (ERS), promotional 
opportunities, performance appraisal, recruitment 
process, bonus system and others. 

1.3  RESPONSIBILITY TO COMMUNITY  
 AND THE ENVIRONMENT

Describe how the organization addresses 
its responsibility to the community and the 
environment. 

SSMC has long maintained a responsible attitude 
to environmental issues. In our capacity, we strive 
to have a positive impact on our environment and 
community through continuous attention to our 
daily work practices.   

Key initiatives & programmes include:
• EcoVision: The emphasis of this programme 

is to defi ne aggressive targets to reduce the 
use of materials, specifi cally materials that 
generate waste wherever possible. Examples 
include energy, water, chemicals, and 
hazardous substances.

• Collaborative projects with Institutes of 
Higher Learning (IHL) such as the analysis of 
electro-migration test data that may result 
in joint publication where the learnings are 
shared with the relevant industry.

• Meaningful community activities and 
projects. Key activities include partnership 
with Student Care Services (SCS), Hougang 
branch to sponsor and organize activities 
that are educational, inspirational, character 
and confi dence building for the school-going 
children & young people under its care.  

12 
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SSMC continuously seeks ways of sharing its 
business achievements with our society by giving 
back to society through contributions and welfare 
volunteerism and involvements. Below are some 
mechanisms used to communicate and involve 
internal and external parties in our environmental 
and community activities:

Employees

In addition to the policy and awareness sessions, 
objectives and projects are identifi ed and 
deployed at respective departments.

Suppliers

Suppliers form a critical element in our 
responsibilities towards the community and 
environment. SSMC encourages its key suppliers 
to be ISO 14001 certifi ed and work with them 
to achieve this goal and engages them in our 
EcoVision programmes.

Community

Communication and involvement are achieved 
through the various committees with the SSMC 
community partners such as blood donation, 
book prizes, hosting visits, Student Care Centers 
and other programmes.

13
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Planning

2.1  STRATEGY DEVELOPMENT AND  
 DEPLOYMENT

Describe the organization’s strategy development 
process to strengthen organizational performance 
and competitive position, and the deployment of 
strategies and goals.

SSMC has in place a well-integrated and 
hierarchical Strategic Planning Process which 
maps out the strategic directions and goals for 
the organization and enables it to monitor our 
organization’s performance both in short-term 
and long-term.

Guided by our mission, vision and core
values, SSMC conducts an annual planning 
using the Strategic Planning Framework where 
the short-term and long-term strategies are 
formulated. This framework (shown in Figure 3) 
has four phases: 

1. Strategy Planning
2. Strategy Deployment
3. Operational Performance & Review 
4. Strategic Learning 

Phase 1: Strategy Planning

In this phase, key information (both external and 
internal) is used as input to assess the operating 
environment and formulate the business 
plan and strategy. Information used includes 
macro-economic developments, competitive 
landscape, shareholders expectations, customer 
requirements as well as performances and 
employee related information.  

Based on the SWOT (Strength, Weakness, 
Opportunity & Threat) and its strong knowledge 
of the business environment, the team sets the 
strategic direction for the next 3 years, consistent 
with the company’s vision, mission and core 
values. 

The strategic direction is then translated into the 
Business Balanced Scorecard (BBS) approach 
where KPI (Key Performance Indicators) and 
targets as well as strategic initiatives at the 
company level are established and communicated 
to all department heads and employees.

The SSMC BBS, or key strategic objective goals 
for the short-term and long-term that arise from 
the strategic planning process, can be broadly 
characterized into four categories:  fi nancial, 
customer, process and learning & growth. These 
objectives are announced prior to the beginning 
of each Financial Year and reviewed on a regular 
basis to ensure continued relevance.  

15



Planning

16

Figure 3 – Strategic Planning Framework

Strategic Review

Management Team (MT)
+ selected Directors

Management Team 
& Directors

Company Level 
& Division/Department Level 

Phase 1: Strategy 
Planning

SSMC 
Vision and Mission

Operating Environment
Assessment
SWOT
Scenario Planning

Business Plan
Strategy
Strategic Measures/Targets

BoD Approval  

  

  

    

  

        

Phase 4: Strategic Learning

Phase 2: Strategy  

Deployment

Implementation
Action Plans (CIT, owner, 
Individual etc)

Deployment
Communicate to all
Department BBS

Balanced Scorecard
Company BBS
Strategic Initiatives

Budgeting

Phase 3: Operational 
Performance & Review

Dept BBS Review
Progress & Recovery Actions 
(if any)

Company BBS &
Initiatives Review
Progress & Recovery Actions 
(if any)     

Key 
Participants

Key Inputs

External Info:

Internal Info:

General Industry
Customers
Requirement
and Expectations
Competitors
Landscape
Shareholders’ 
Direction
Others

Manpower
Operational
Performance
Capacity Plan

Employee Related
Information

Technology
Roadmap

Phase 2: Strategy Deployment

Division and department heads develop their 
department BBS based on the company BBS 
and strategic initiatives (established in Strategic 
Planning Phase) to drive their day-to-day business. 
Action plans are then established to achieve the 
targets for each key performance measure, which 
must align to support the company level BBS and 
division plans.

Upon confi rmation of these objectives and 
performance measures, the division or 
department heads communicate them to their 
employees who incorporate them into their job 
goals. Division and department heads ensure 
that employees align their job goals to the 
departmental BBS so that strategies can be 
driven down from company level to individual 

level. This process also encourages dialogue 
between managers and their employees.  

Phase 3: Operational Performance and 
Review 

SSMC reviews its performance relative to plans 
at the following levels: company level, division/
department levels and individual level.  

• Company Level 
 This review is carried out on a monthly basis 

by the management team and all directors 
to review performance to target as well as 
changes in the business environment.



• Division / Department Level 

 Department BBS review mirrors the process 
taken at the company level where respective 
department head reports to the division and/
or management team on their activity or 
action plans to achieve their Key Performance 
Indicators (KPI).

• Individual Level 

 Employees are appraised on their actual 
performance against their respective work 
goals.  

In short, performance reviews relative to plans 
are consistently and continuously carried out at 
all organization levels to ensure that targets and 
objectives are achieved.

Phase 4: Strategic Learning
The management team evaluates the strategic 
planning process (Phase 1-3) annually before 
embarking on a new cycle. This is to ensure all 
improvements are incorporated into the new 
cycle and benefi ts gained.

17
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Information

3.1 MANAGEMENT OF INFORMATION

Describe how the organization selects and 
manages information for planning, day-to-day 
management and performance evaluation.
 
SSMC is in a very competitive wafer foundry 
business and a rapidly changing business 
environment. Thus, we fully appreciate that the 
value of information to an organization may be 
lost if the information is not available in the right 
format, the right time and to the right people. It is 
with this appreciation for the value of information 
that SSMC conscientiously mobilizes the whole 
organization to select, collect, create, structure, 
store, analyze, disseminate and use information 
that aligned with our mission, vision and core 
values as well as the strategic initiatives of our 
organization.

Given the scope of our operations, there are 
essentially three levels of information within 
SSMC that are crucial to the management and 
operations of a wafer foundry. These three 
levels are differentiated by their focus, level of 
aggregation as well as complexity:

Management Information 

This group of information is relatively high level. 
It provides our management team with regular 
updates of SSMC key performance indicators 
by aggregating and summarizing information. 
Structured along our strategic objectives and 
initiatives, it also forms the basis for senior 
management to make timely and informed 
strategic decisions as well as to monitor and 
control the results of business performance.  

Comparative Information

In order to drive ourselves to the next level 
of manufacturing excellence, SSMC makes  
a conscious effort to conduct comparative 

and benchmarking studies to explore and 
fi nd new areas in which we can improve our 
competitiveness. 

Day-to-Day Information

This level of information plays a critical role in 
the operations of SSMC. At this level, information 
collated, transmitted and used is extremely 
detailed and time sensitive.  

Information Reliability

SSMC aims for information fi duciary (i.e., 
effectiveness, effi ciency, reliability and legal 
compliance). To ensure that information is 
reliable, SSMC’s philosophy is that those who 
drive the business process must own and take 
the pro-active lead in collecting and managing 
vital data and information within their business 
processes. In addition, stringent accounting 
controls are imposed to ensure fi nancial 
information is reliable and sensitive data is 
independently validated. 

 Mission, Vision, Core Values
Business Objectives and Initiatives

Figure 4 – Information structure to support business objectives 
and initiatives
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Information

Information Accessibility & Dissemination

SSMC recognized that having processes and 
systems to collect and ensure information 
reliability is not suffi cient for our successful 
management of information, unless that 
information is disseminated to relevant parties in 
a timely and secure manner.  

All authorized users, which include employees, 
customers, suppliers and general public, 
have selected access to SSMC news, events, 
procedures and policies of the organization via the 
intranet, internet, email system and newsletter.  
Employees are also given IT accounts to access 
relevant information from authorized application 
systems to execute their daily functions in a 
timely manner.  

Knowledge Management

SSMC has embarked on a number of Knowledge 
Management (KM) initiatives such as Sharing 
and Learning platforms at company and division/
department levels and a portal where employees 
can fi nd and subscribe to critical business 
information quickly and easily with an alert 
functionality. 

These initiatives promote the sharing of 
information amongst employees and to 
encourage continuous learning and innovation in 
the organization. The ultimate aim, of course, is 
to manage our knowledge assets.  

20
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Information

TOP DOWN

Management Team 
Information 

Requirements

Divisional, Departmental 
Information Owners 
Committees, Task
Forces and others 

BOTTOM UP

Evaluate Current 
Information 

Management Process

1. Selection of Information

2. Collection Methods

3. Supporting IT/Manual 
    System

4. Integration Issues

5. Report needed 

Implement Projects &
monitor till closure

Improvement Areas
(IT & Non IT)

Strategic Project
Tactical Projects

 

Analyze Requirements

Figure 5 – Information Management Evaluation Framework

Information Management Evaluation 
Framework

SSMC recognizes that to stay competitive, we 
continuously need to review our information 
management system to stay ahead and that we 
will require a more effi cient process of managing 
our information. Hence, we proactively evaluate 
the needs of the organization with regards to 
the management of information. The evaluation 
framework used is shown in Figure 5:

In general, the reviews focus on the following 
principles:

• Selection of information relevant to 
SSMC’s current and future needs (eg., new 
performance indicators, new applications)

• Collection of new data and information 
sources

• Supporting IT and integration related 
system issues to improve the timeliness and 
accessibility of information; 

• Types of analysis and reports required for 
decision making



3.2 COMPARISON AND BENCHMARKING

Describe how the organization selects and uses 
comparative and benchmarking information to 
achieve performance improvements. 

SSMC believes strongly in the need to improve 
our organization excellence through constant 
comparative and benchmarking studies. Setting 
and implementing high standards is crucial to our 
mission to offer “best-in-class” foundry services.

Figure 6 shows the 4-phase comparative and 
benchmarking process employed for selected 
areas.

Phase 1: Plan

Identifi cation of the needs and methods/
organization for comparison and benchmarking. 
Some of these needs arise from the following:

• areas related to strategic objectives and 
initiatives

• areas of high cost and waste 

• areas which are important to our customers

• process bottleneck and ineffi ciencies and 
ineffectiveness

Figure 6 – Comparative and Benchmarking Process

PLAN 
1. Identify WHAT - needs 
2. Identify WHO - companies 
3. Identify HOW - gather data 

ANALYZE 
4. GATHER & ASSESS - data 
    & information 
5. Identify GAPS - current &  
    realistic opportunities 

APPROVE 
6. SHARE - findings & 
    improvement plan 

IMPLEMENT 
7. Execute ACTIONS PLAN 
8. Monitor & verify results
9. Update policy,  
    procedures or targets 

4-Phase 
Comparative & 
Benchmarking 

Process 
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Phase 2: Analyze

Based on the data and information collected, gaps 
are identifi ed in the current process. From these 
analyses, realistic opportunities of improvements 
will be identifi ed and recommended for 
implementation.

Phase 3: Approve

A summary of the fi ndings and improvement 
recommendations will be presented to the 
sponsor(s) and shared with other divisions 
impacted by the respective study in order to gain 
acceptance during the implementation phase.

Phase 4: Implement

Once the recommendation (targets, changes 
to the process, policy and others) is approved, 
implementation actions are executed and 
monitored.  

Comparative and benchmarking studies are 
important for SSMC to set new targets during our 
strategic planning process and to challenge the 
organization to learn new ways to do things more 
effi ciently and effectively.  

Key platforms used are Cluster Teams and 
Best Known Methods where benchmarking 
activities and best practices between SSMC and 
motherfabs are shared. SSMC will analyze these 
best practices and propose an activity plan. Upon 
approval, best practices will be implemented 
and controlled via the Engineering Qualifi cation 
Review Board and Change Control Board.  

Other vehicles used by our respective divisions to 
challenge themselves are:  visits to world-class 
organizations, parent companies, use of available 
best practice databases such as SPRING and 
information from international Sematech and 
others.
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People

4.1 HUMAN RESOURCE PLANNING

Describe how the organizationís human resource 
strategies address the needs and development of 
its workforce. 

SSMC human resource’s broad strategic theme 
is to build on a High Performance Workforce, 
focusing on two main thrusts: to build high 

employee engagement and thinking workforce, 
supported by six inter-related HR processes, as 
shown in Figure 7. 

The HR team develops the HR plan with input from 
strategic planning, line managers, and employees 
to meet our HR needs and requirements. Figure 8 
provides an overview of HR key plans for 2005.
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Figure 7 – HR Planning Framework

Figure 8 – Examples of 2005 HR Key Plans

HR Plans

Manpower Plan

Headcount Prepared by respective 
Division/Dept based on the Annual 
Operating Plan  

Human Resource Plan
Key Focus Areas
HR Activities and Events

Employees Involvement Plan
Key Focus Areas
Activities and Events

Thinking Workforce

People Excellence Objective:
To Build a High Performance Workforce

High Employee Engagement

Performance 
Management & 
Recognition  

Employee Wellness 
& Relations 

Training & Organisation 
Development  

Talent Management 

SSMC Mission, 
Vision and Core Values

Strategic Direction,
Objectives & Goals

Operational Needs 
& Environmental Scan

Manpower Planning 
& Recruitment  

Remuneration & 
Benefits 

Key HR Processes:

Manpower Planning & 
Recruitment 

Performance 
Management &
Recognition  

Employee Training & 
Organization 
Development   

Remuneration & Benefits  

Employee Wellness 
& Relations   

Talent Management 

Set up a talent pipeline to support hiring needs.

Incorporate a set of core competencies into the performance management system.

Enhance work goals setting to highlight employee involvement objectives.

Enhance training needs analysis. 

Continue to embed SSMC values via Culture workshop, Think Customers and 
Customer Relationship Management Workshops.

Review and enhance variable bonus formula to enhance cost improvement and 
productivity focus. 

Focus on three main employee wellness programmes: Sports and Recreation,
Workplace Health Promotion, and Work-Life balance practices. 

Divisional skip-level dialogue to further enhance employee and management 
relationship.

Strengthen the monitoring process.

2005 HR Key PlansHR Process



4.2 EMPLOYEE INVOLVEMENT AND 
COMMITMENT

Describe how employees contribute to the 
achievement of organization’s objectives and goals.

SSMC has adopted two 
key strategies, namely, 
continuous improvement 
&  i nnova t i o n  and   

representative involvement to encourage 
employee involvement. Figure 9 summarizes 
the strategies and mechanisms.    

• Continuous Improvement and Innovation - 
To solicit employees’ ideas and suggestions 
for ways to improve current organization 
performance and challenges through 
continuous improvement or innovative 
means.

Figure 9 – Employee Involvement Mechanisms and Objectives

e-Suggest An electronic suggestion system for employees to propose improvement ideas, such as  

cost reduction, productivity, etc. to improve efficiency within or outside their work.

Continuous
Improvement  

Team

  
Technical Paper

Publication  

Best Known
 Method (BKM)
 

Patent A channel for inventions to be properly evaluated for patent filing and also for encouraging 
inventions and rewarding inventors.

Innovation Teams Focused teams to identify and implement breakthrough ideas on short and long-term challenges 
facing SSMC.

Committee Committees are usually commissioned to address company-wide initiatives such as Sports 

Safety, etc. The member tenure usually last  1 to 2 years and the members 

are from across the organi ation.

safety, 

CITs, made up of cross-functional or natural team, are guided by 8D (8-Discipline) process to develop
effective and/or innovative solutions for sectional, departmental and organizational challenges.   

 (CIT) 

 
A scheme to encourage and recognize employees for their contribution to relevant technical journals 
and publications. 

A platform to encourage employees to focus on improvement on cost, wafers per hours, cycle time
and yield. The accepted BKM are also communicated to our parents’ fabs for their implementation.  

& 

Recreation, s

z

Mechanisms Key Objectives

People

• Representative Involvement – To drive 
employee engagement and teambuilding by 
involving employees at all levels on teams 
and committees that are driving company-
wide initiatives.

A Transform committee, consisting of 
representative Department Heads, meets on 
an annual basis to review the overall employee 
involvement process i.e., the adequacy of 
strategies and mechanisms in place, the 
improvement in the various mechanisms and 
other policy or infrastructure required to better 
support these involvement processes.

26



4.3  EMPLOYEE EDUCATION, TRAINING  
 AND DEVELOPMENT

Describe how the organization determines 
employee education, training and development 
needs.  Describe how education and training is 
delivered and reviewed.

One of the top HR priorities is to provide learning 
and development opportunities to employees 
so that they are equipped with the necessary 
skills and knowledge to perform their roles well 
and to achieve the organization’s objectives 
and goals.  The key processes in managing 
employees education, training and development 
are summarized in Figure 10. 

SSMC uses three levels of effectiveness review: 
Participants’ Reaction, Learning & Application and 
Impact to Business (See Figure 11 for details).

To review the effectiveness of the overall 
employee education, training & development 
process, an evaluation and review meeting is 
carried out annually by the Human Resource 
Department. Key performance indicators such 
as training hours, training expenditures, and 
average training hours per employee are used to 
access this process.  

People

27

Figure 10 – Training and Development Framework

Pre & Post Course Review
Feedback to/from Dept Heads
Training Effectiveness 
Evaluation
Review of Training Plan 
& System

Strategic Learning Direction
Job Performance & 
Development Gaps
Training Matrix (functional, 
safety quality and soft-skill)

Business Objectives & Goals

Implement TLP
Communication of TLP and 
Individual Learning Plan (ILP)
Mid-year TLP Change Review 

Training Investments
Training Realization, 
Training Hours & Training Places
Training Evaluation

Figure 11 – Levels of Training Effectiveness Evaluation

Participants’ Reaction Employees are encouraged to provide feedback after attending the 

various training programmes to assess the quality of the training.

Learning and Application For skill-based, On-the Job training and selected courses, we use the 

Pre-Post 3months evaluation process (PP3) to maximise learning 

and application.

Impact on Business Department Heads assess the impact of the training delivered against 

their respective department BBS and the Management Team on 

company BBS.     

ImplementationLevel of Effectiveness   
Evaluation

In addition, employees’ feedback collected via 
informal and formal means is taken into account 
at the review to enhance the overall process. 
Other aspects included in the annual review 
are: Learning needs analysis process, Career 
development system, Resource allocation, Modes 
of communication and Awareness to employees.



4.4  EMPLOYEE HEALTH AND   
 SATISFACTION

Describe how the organization determines 
employee education, training and development 
needs.  Describe how education and training is 
delivered and reviewed. 

SSMC attributes its achievement largely to its 
engaged and motivated employees. Besides 
having the abilities and competencies to carry 
out the assigned jobs and contribute towards the 
achievement of the organization objectives, we 
believe in providing employees with a conducive 
work environment to enhance the health and 
satisfaction of employees. Three key factors 
considered are:
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• Employee Wellness & Care – focuses on 
enhancing physical and mental health of our 
employees.

• Employee Relationship – focuses on 
cultivating mutually respectful and trusting 
boss-subordinate relationship.

• Personal Growth and Development – focuses 
on providing opportunities to grow and 
continuously learn new things.

Figure 12 illustrates how we review and 
improve our approach in employee health and 
satisfaction.

People



Figure 12 – Employee Satisfaction Feedback Mechanisms

People

• CEO Town Meeting
• CEO Lunch Dialogue
• Div/Dept Dialogue
• MA Quarterly Dialogue
• Exit Interviews     

Ad hoc/Monthly/Quarterly

Dialogues

Periodic “Mood” barometer
Conducted quarterly:

• Have a feel of employee mood
• Interim follow up on post
• EES’ areas of concern 

  

Examples of Mood questions:

  “I feel motivated”
“I feel happy”
“I manage stress well”
“I feel I can take on

 more challenges”
“I want to stay on in

 SSMC for another 
2 years”

PULSE Survey

Review Employee 
Feedback

Yearly survey to involve 
employees in shaping wellness 
programmes

Employee Wellness 
Survey

Once in every 2 years
EES category 2004 includes:

• Leadership & Management
 Style
• Management Team
• Training & Learning
• Supervision 
• Personal growth & 
 Development
• Pay & Benefits
• Employee Care & Wellness
 Engagement
• Communication
• Culture    

Employee Engagement 
Survey (EES)

• To ascertain employee needs  
 with regards to Sports,  
 Recreation, Workplace Health,  
 Employee Welfare matters.  
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4.5  EMPLOYEE PERFORMANCE AND  
 RECOGNITION 

Describe how the organizationís employee 
performance appraisal, recognition, promotion, 
compensation, and reward systems encourage 
employees to achieve high performance, aligned 
to the organization’s objectives and goals. 

As illustrated in Figure 13, SSMC evaluates 
employee performance based on work goals 
achievement as well as core competencies. The 
core competencies, derived from our core values, 
describe the desired behaviour or key actions that 

are expected of all employees (refer to Figure 1 for 
details). Each individual’s performance level, after 
calibration process, will determine one’s rewards 
such as salary increase, performance bonus 
or others.

SSMC also recognized that rewards, recognition 
and appreciation for employees’ performance 
and contribution are essential for our journey 
towards building a high performance workforce. 
Figure 14 illustrates the key mechanisms we 
adopt to provide employees with encouragement 
and motivation to keep on striving to achieve 
individually and collectively.

Figure 13 –  Performance Management System
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Organisation’s Objectives & Goals

Talent 
Development

Performance Ranking
Calibration

Individual
Performance Bonus

Salary increases
& Promotion

Corrective
Performance Action

Training &
Development Needs

Deploy

Clear Work 
Goals

Input to Compensation 
& Development Decisions

Work Goals
Achievement

Core
Competencies

Performance Evaluation

Company BBS 
& Initiatives

Dept BBS & 
Initiatives 

Individual
Work Goals

Deploy & Align
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Figure 14 –  Reward and Recognition Mechanisms

People

Reward high performance and potential for 
higher responsibility.

In line with the approach of paying more for
better performing staff.

Reward achievement on productivity, utilization 
and financial performance.

Reward achievement in 4 perspectives of BBS.

Recognize participation and achievement 
in various employees involvement mechanisms.

These awards (with token cash) are meant 
to drive operational performance in the fab.

To be used at any time to recognize desired
behaviour and significant contribution of 
employees.  

Annual budget is allocated to department heads 
for purpose of organizing team-building outing 
or celebration with their staff to show 
appreciation of their contribution.

For appreciation and bonding across 
organization.

Appreciate the service tenure of employees.

Merit salary increase / promotions

Annual individual performance bonus

Quarterly bonus

Annual Business Balanced Scorecard bonus

Various recognition award for CIT, e-Suggest, 
Patent, Technical paper publication, etc.

Operations schemes - Monthly Fab Operations 
Top Performer Awards, Equipment Team 
Awards, Operations Quality Scorecard, etc.

Employee Recognition Scheme

Department Social fund

Corporate events - examples Dinner & Dance, 
certain milestones celebration 

Anniversary awards (5 years)

Rewards

Recognition

Appreciation

Category Mechanism Objectives
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Processes

5.1 INNOVATION PROCESSES

Describe how the organization harvests ideas and 
its design processes for products and services 
and their related production and delivery systems 
and processes.

Figure 15 shows our Continuous Improvement 
& Innovation system to acquire, evaluate and 
implement creative ideas from all sources: 
employees, customers, parent companies, and 
suppliers.  For details of each mechanism, please 
refer to section 4.2 Employee Involvement and 
Commitment.

A Transform committee meets on an annual 
basis to review the Continuous Improvement & 
Innovation system based on company strategy 
directions and business requirements. This 
committee also has the responsibility to avoid 
duplication of resources and ambiguity, and to 
ensure alignment in the respective mechanisms 
(e.g. eSuggest, CIT, Best Known Methods and 
others).

Figure 15 - Continuous Improvement & Innovation System
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Figure 16 - Business Processes

5.2 PROCESS MANAGEMENT AND 
IMPROVEMENT

Describe how the organization manages and 
improves its production/delivery processes 
(including support processes). 

The key business and support processes of SSMC 
are described as follows (see Figure 16):

• Business Management
• Technology Creation
• Production Introduction
• Business Acquisition
• Business Fulfi llment
• Business Support

Processes

Delivery

Forecast

Orders

Input Satisfaction

Technology Creation

Product Introduction

Business Fulfillment

Business Acquisition

Business Support

Business Management

Release

Release

Forecast

Review
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u
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o

m
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C
u
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o
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Business Management Process

This process focuses on the formulation of 
business plans and strategies annually at the 
Strategic Planning workshop. Strategic objectives 
and goals as well as initiatives formulated will 
be deployed to the organization.  Business plan 
is based on the market analysis and customer’s 
current and future needs and expectations.

SSMC performs a 1-3 year strategic/business 
planning cycle annually; incorporating system, 
product, competence, technology, capacity and 
resource roadmaps. It also balances roadmaps 
against resources, producing a yearly operational 
(budget) plan and key initiatives.

Technology Creation Process

The Technology Creation process focuses on 
the introduction and the release of technologies 
according to technology roadmap, customer 
request and market opportunities.The process 
generally begins with a New Technology Request 
that assesses the business needs and technology 
requirements as well as costs and benefi ts 
evaluation. The technology introduced could 
either be a direct transfer from mother fab or 
developed in-house.

Product Introduction Process

The Product Introduction Process looks at the 
implementation and releasing of customer 
products according to customer requirements. 
It starts with an evaluation of the product in 
prototype form, followed by evaluation to check 
functionality over at the customer site, reliability 
assessment and ends when product is qualifi ed 
and Released To Production.

Business Fulfi llment Process

Business Fulfi llment Process oversees the 
operational supply chain. The process covers the 
demand forecasting & planning, order take-in, 

production scheduling, manufacturing activities 
and fi nally shipment of customer’s products to 
the designated wafer sort location or assembly 
houses.

Business Acquisition Process

This process concentrates on the activities 
with respect to the commercial liaison with the 
customers and the various activities that are 
carried out to fulfi ll customer expectations, 
manage customer relationship and satisfaction 
as well as proactive selling to acquire new 
business.

Business Support Processes

The support processes include: Human Resource 
Management, Supply Chain Management, 
Information Technology Management, Finance 
& Accounting, Integrated Management Systems 
and Facilities Management. 

These key and support business processes are 
reviewed at the strategic and tactical level.  

Strategic Level

SSMC recognizes the criticality of the key 
business processes to the support of the strategic 
objectives and goals. As a result, key processes 
are reviewed annually at the Strategic Planning 
Workshop for supporting company’s future 
directions.  

Tactical Level

At tactical level, the process performances are 
rigorously reviewed and improved through 
benchmarking as well as process and system 
audits.  A taskforce or CIT team will be 
formed to drive for recovery or breakthrough 
improvement.

Processes
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5.3 SUPPLIER AND PARTNERING 
PROCESSES

Describe how the organization manages its key 
suppliers and/or partner interaction processes. 

To be successful in meeting customer’s 
requirements on quality, cost and delivery, we 
believe that supplier’s support is also part of the 
critical success factors. To further strengthen this 
relationship with supplier,  ‘Suppliers as Partner’ 
has been chosen as one of our core values.

SSMC segments its suppliers into three main 
categories based on the type of products and 
services rendered:

• Equipment (OEM) – Original designer and 
manufacturer of equipments

• Materials – refers to all types of materials that 
are required for use in the manufacturing of 
wafers

• Product Related Services (subcontractor) 
– such as eSort services and the like.

New suppliers are shortlisted based on the 
requirements defi ned in the Request for Quotation 
(RFQ).  Shortlisted suppliers are selected and 
qualifi ed based on pre-determined criteria. 

Successful suppliers will be awarded approved 
vendor status. Once they are engaged, their 
performance will be monitored & reviewed 
through scheduled review and quality audits and 
assessment. 

Additional platforms such as Supplier Rating 
System and Executives Meetings are established 
for its key and strategic suppliers to facilitate 
exchange of ideas & plans, to strike cooperative 
breakthrough and continuous improvement. 

Processes
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Customers

6.1 Customer Requirements

Describe how the organization determines 
requirements of customers and markets to ensure 
the relevance of current product/services and to 
develop new opportunities and/or markets. 

SSMC manufactures, sells and supplies tested and 
untested ICs in wafer or die form to Philips and 
TSMC exclusively.  The tested and untested wafers 
are then shipped to Philips and TSMC customers 
located in America, Europe,  Asia Pacifi c and other 
countries serving a wide segment of the global 
markets such as Consumer, Communications, 
Computer, and Automotive.

Our customers’ requirements and segmentation 
are greatly infl uenced by the end market 
requirements.  Thus, SSMC has put in place market 
and customer intelligence to provide detailed 
information about the end market requirements 
to proactively identify new process technologies, 
product functionality and use, commercial 
necessities and logistics requirements.  

These customer and market requirements provide 
key inputs to increase our Technology Portfolio.  
Figures 17 & 18 provide a portfolio overview for 
Philips and TSMC.

Figure 17 - Philips Technology Portfolio

Key Features

Optional

Technology C050 CM0S18 CMOS18Shrink CMOS14

F/HM

F/HL

2.5V

2.5/3.3V

1P 5/6M

Polyimide

Q/F/HL (R/RF)

Q/F/HLV (R/RF)

1.8/3.3V

1P 4/5/6M

Polyimide

High-R 

substrate

RF

Embedded 

Flash

Q/F/HL (R)

Q/F/HLV (R)

1.8/3.3V

1P 4/5/6M

Polyimide

High-R 

substrate

Embedded 

Flash

Q/F/HL 

Q/F/HLV 

1.8/3.3V

1P 5/6M

Embedded 

Flash
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Understanding Future Customer/Market 
Needs

Listening and learning about our customers’ 
needs have always been an integral part of our 
marketing and business development strategy 
because by understanding customers’ and our 

end customers’ expectations and requirements 
of products and services, we will be able to 
anticipate and meet their future needs.  Various 
approaches are used to listen and learn about 
customers and market needs (see Figure 19 
below): 

Figure 19 -  Listening Posts/Mechanisms

Figure 18 - TSMC Technology Portfolio

Customers

Key Features

Optional

Technology C022 C018 C015

G/E/MM

Borderless

2.5/3.3V

2.5/5.0V

1P 3/4/5M

Polyimide

G/E

Borderless

2.5/3.3V

2.5/5.0V

1P 3/4/5M

Polyimide

Thick TM

G/LP

1.8/3.3V

1P 4/5/6M

Polyimide

Re-distribution

Layer

C025

G/LV

1.5/3.3V

1.2/3.3V

1P 5/6/7M

C016 
(C018Shrink)

G

1.8/3.3V

1P 6M

Customer Interactions 

Customer Audit

Customer Survey Customer Satisfaction Survey rating is a key element of assessing customer needs as it 
generates quantitative measurements on product performance versus current requirements,
relative level of interest in new offerings.

Customer Visit & 
Business Review

Customer visits and business reviews are scheduled on a regular basis. Key topics covered 
include product roadmap, demand forecast, expectations, improvement plans and future 
business. 

Customer audit is a mechanism to assess the readiness of SSMC in meeting customer needs 
for manufacturing as well as an opportunity to gauge our standing in the eyes of the customer.
Valuable feedback from the customer in areas of improvement has enabled us to continuously 
improve and raise the level of performance. 

Listening Posts/
Mechanisms

Purpose

Customer interactions from the various customer-facing staff generate important information 
on the customers with regard to their needs and expectations. The interactions can be the 
daily contacts through phone, email and/or face-to-face meetings, regular weekly conference 
calls, and ad hoc feedbacks. This information is captured and channeled to the relevant 
parties to take action.  
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Figure 20 Customer Requirements & Future Market Needs Review Process
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SSMC recognizes that customers’ requirements 
and future market needs are instrumental in 
formulating strategic and improvement plans.  
Information gathered from the various listening 
posts, customer and market requirements are 
reviewed and analyzed thoroughly. The results 
of analysis are new technology or options, new 
service offerings such as hyperfast prototype 
service and remote dial-in for real time test 
debug, new tape outs, or modifi cation to the 
customer development plan. Figure 20 shows an 
overview of this process.

SSMC believes in continuously evaluating and 
improving its processes to meet market needs 
and requirements. This review is done at least 
annually to determine the effectiveness of the 
various listening strategies and the process and 
service planning cycle.  

6.2 CUSTOMER RELATIONSHIP

Describe how the organization manages its 
relationship with customers for repeat business 
and/or positive referrals. 

Our customers are vital to the continuity of 
SSMC’s business and we recognize that the 
relationship with our customers goes beyond 
sales. As a manufacturing company certifi ed 
to the Service Class, SSMC continues to strive 
to excel both operationally as well as providing 
excellent service to our customers. 

Direct Contact

To facilitate customers in conducting their 
business and seeking information, SSMC offers 
a one-face interaction with the end customer 
through a dedicated account manager in order 
to create a focused and consistent personal point 
of contact.



Customers

The account manager is the main liaison and is 
well supported by a dedicated Customer Support 
Team. This team comprises of members from 
Account Management, Customer Engineering, 
Product Engineering, Process Integration, 
Planning & Order and Quality are formally listed 
in the contact matrix for all key customers to 
enhance accessibility. The Customer Support 
Team meets regularly with the end customer via 
teleconferencing or face-to-face meetings. 
Our Marketing and Business Development 
department also provide regular newsletters and 
presentations to our customers. They help keep 
the customers informed of the latest offerings 

and developments in SSMC, as well as provide a 
communication channel to maintain a consistent 
presence and strong share-of-mind among our 
customers.  

In addition to providing our customers ways to 
ease their day-to-day business dealings with us, 
our management team initiated the customer 
partnership programme to further enhance and 
build long-term relationship with our customers.
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Customers

e-Enabled

SSMC employs state-of–the-art technology to 
enable its ease of doing business for customers. 
Customers are able to access useful information 
such as WIP (work in progress) information, 
retrieve relevant documents such as reliability 
monitoring data and others through the 
Vfab (Virtual Fab) or TSMC Online websites. 
This information is available real time and 
confi dentiality is maintained through access 
privileges. 

Customer Touchpoints 

Standards are also established for all our 
customer-facing employees to ensure that the 
services we provide are consistent and excellent. 
These requirements are determined based on 
direct feedback and the results from various 
customer interactions as well as customer 
satisfaction surveys.

To meet these requirements, our customer-facing 
staff are oriented with the service excellence 
framework and Think Customers mindset.  In 
addition, they are fully trained with the necessary 
customer relationship management skills.

Complaint Handling Process

In SSMC, every complaint is treated with high 
priority and is assigned to a dedicated team to 
effectively handle and resolve the problem. The 
Customer Complaint Handling (CCH) fl ow is 
defi ned in Figure 21.

All complaints are acknowledged within 24 
hours by our customer-facing employees and 
followed up by the Quality Systems department 
for investigation and resolution. A containment 
action report will be given to our customers within 
24 hours to ensure that the problem is under 
control. A systematic 8-Discipline problem solving 
methodology is used to ensure root causes are 
identifi ed and eliminated with effective corrective 
and preventive solutions.  

Complaints are tracked and monitored on a weekly 
basis to ensure every customer complaint or 
dissatisfaction is handled and resolved promptly.  
All complaint data are summarized and analyzed 
quarterly for repeated incidences.  
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Figure 21 - Customer Complaint Handling Process
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6.3 CUSTOMER SATISFACTION

Describe the organizationís system of determining 
customer satisfaction and how this information is 
used to improve its operations. 

Customer satisfaction is the extent to which 
customer requirements are met or exceeded in 
terms of both products and services. Customer 
satisfaction is measured primarily through surveys 
conducted separately by Philips and TSMC.  

The customer satisfaction survey is administered 
by the parent company. The survey questionnaires 
are categorized and assessed in the following 
areas:

• Overall image 
• Manufacturing quality 
• Time to market
• Responsiveness
• Meeting customers’ expectations
• Customer Service Manager contact
• Improvement

The customer satisfaction survey is conducted 
on a half yearly basis. The results are collated 
and feedback to SSMC for analysis and 
improvements.  In addition to the formal survey, 
SSMC also extracts valuable information on 
customer satisfaction from the end customer 
supplier rating system (SRS) and quarterly 
business reviews (QBR) for Philips and TSMC end 
customers respectively.

Results from the customer satisfaction surveys 
are collated and used as inputs to align and 
develop future strategic plans of SSMC as well as 
improvement to the overall satisfaction process.
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SSMC business excellence journey began in 
2000 with the introduction of Business Balanced 
Scorecard (BBS) where the senior executives 
personally cascade and align the company’s 
mission, vision and core values to employees. 
Since then, the pervasive culture of innovation 
and excellence have been further strengthened, 
resulting in many achievements – ISO 9001 and 

ISO 14001 (2001), OHSMS/SMS 18001, ISO/
TS16949 and BS 7799 (2002), Singapore People 
Developer Standard and Singapore Quality 
Class (2003), Singapore Service Class, Business 
Continuity Management Certifi cation and 
Singapore H.E.A.L.T.H Gold Award (2004) and 
now, the nation’s highest recognition for business 
excellence, the Singapore Quality Award (2005).  

   
Key milestones achieved in SSMC

• 2001
 ISO 9001
 ISO 14001

• 2002
 OHSAS/SMS 18001
 ISO/TS 16949
 BS7799
 NIQC (1 Silver Award)
 Singapore H.E.A.L.T.H Award (Bronze)
 Annual Safety Performance Award (Merit )

• 2003
 People Developer Award
 Singapore Quality Class
 NIQC (2 Silver, 1 Bronze Awards)
 Singapore H.E.A.L.T.H Award (Silver)
 Annual Safety Performance Award (Silver)
 Sony Green Partner
 Eureka Award

• 2004
 Singapore Service Class
 Business Continuity Management 
 NIQC (1 Star, 4 Gold, 1 Bronze Award)
 Singapore H.E.A.L.T.H Award (Gold) 
 Annual Safety Performance Award (Silver)

• 2005 (YTD October) 
 IEIQC - Million Dollar Project Award 
 (2 Teams)
 NIQC (1 Star, 4 Gold, 6 Silver Awards)
 Singapore H.E.A.L.T.H Award (Gold) 
 Annual Safety Performance Award (Silver)
 Corporate Nutrition Award
 Singapore Quality Award 



Results

7.1 CUSTOMER RESULTS

The satisfaction of our customers has been central 
to our organization’s growth.  We use surveys to 
fi nd out and compare the level of satisfaction our 
end customers derived from our products and 
services. 

Figures 22 & 23 shows our end customers’ 
aggregated survey ratings over the last four 

years in the following areas: overall image; 
manufacturing quality/wafer production, reliability, 
time to market, responsiveness, meeting customer 
expectations, customer service & technical support 
and technology.    The maximum survey rating is 
10 (Philips customers) and 7 (TSMC customers) 
respectively. 
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Figure 22 – Customer Satisfaction Rating (Philips customers)

Figure 23 – Customer Satisfaction Survey Rating (TSMC customers).  
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7.2 FINANCIAL RESULTS

One of SSMC’s strategic imperatives is to achieve 
healthy fi nancial performances.  Financial results 
are tracked in the company BBS.  Targets and 
stretch targets are set at the beginning of each 
fi nancial year.  Actual results are generated by the 
Finance & Accounting division and reviewed by 
management team against targets.  Performances 
in key indicators such as return on equity, return 
on total assets, net income, sales per employee 
from 2001 to 2004 had shown positive trends.

7.3 PEOPLE RESULTS

SSMC uses various indicators to gauge employee 
involvement, satisfaction and development results 
such as, but not limited to, number CIT teams, 
number of patents, number of suggestions, 
training hours per employees, employee turnover, 
and employee engagement surveys. Performance 
indicators for these areas had shown positive 
trends since 2001.

Figure 24 shows the number of CIT teams 
chartered over the last four years, from 8 in 2001 

to 272 in 2004, to meet 
department and company 
objectives.  Members of the 
CIT come from suppliers, 
internal SSMC employees, 
as well as customers.   

The number of improvement 
ideas suggested by our 
employees has also increased 
sharply from 118 suggestions 
in 2001, when the scheme 
was fi rst launched, to 2613 
in 2004 (see Figure 25).  The 
sharp increase since 2003 
was the result of review and 
improvement to increase the 
participation and contribution 
from our workforce.  

Figure 24  - Number of Continuous Improvement Teams (CITs)

Figure 25 – Number of Suggestions for Improvement 
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Average Training Hours per Assistant Staff 
(Direct Labor)
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All SSMC employees are equipped with functional, 
soft skills, safety, IT and quality related skills 
that are required to help them perform better on 
the job. The average training hours per employee 
per year has been consistently meeting the 
target of 40 hours and performing better than 
the National Average (from People Developer 
Standard certifi ed companies) over the last fi ve 
years (see Figure 26).   

The average training hours per assistant staff 
(direct labor) has also been consistently meeting 
target of 40 hours and performing better than 
the HRDC (Human Resource Development 
Committee) average over the last four years (see 
Figure 27).

  

Results

Average Training Hours per Employee
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Figure 26 – Average Training Hours per Employee

Figure 27 – Average Training Hours per Assistant Staff (Direct Labor)
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7.4 OPERATIONAL RESULTS

Key performance indicators for SSMC operations 
include fab yield, cycle time, defect density, 
supplier performances, safety incidences, waste 
reduction, energy reduction and many others. 

SSMC has long maintained a responsible attitude 
towards environmental issues.  Key programs 
such as EcoVision has defi ned aggressive targets 

to reduce consumption in fi ve key areas:  energy, 
water, waste, hazardous substances, and relevant 
substances. Figure 28 shows the goals and results 
achieved in these areas. 

Results 
EcoVision Program 

 
Goals* 2002 2003 2004

Energy Reduction

Water Reduction

Waste Reduction

Harzardous Substance Reduction

Relevant Substance Reduction

20%  
 

67% 84% 86%

 20% 
 

65% 82% 84% 

 
30% 49% 73% 77% 

50% 49% 58% 61% 

  30% 68% 81% 84% 

* Targets defined by parent Company using 2001 as the reference year

Figure 28 – Goals and results for EcoVision Program
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 ACRONYMS DESCRIPTION 

 8D 8-Discipline Problem Solving or Improvement   

  Process 

 AM Account Management 

 AOP Annual Operationg Plan 

 BBS Business Balanced Scorecard 

 BCM Business Continuity Management 

 BKM Best Known Methods 

 BoD Board Of Directors 

 BRM Business Review Meeting 

 BS 7799 Information Security Management System 

  Certifi cation 

 CCH Customer Complaint Handling 

 CDP Customer Development Plan 

 CIT Continuous Improvement Team 

 CMOS Complementary Metal Oxide Semiconductor 

 CRM Customer Relationship Management 

 DL Direct Labor 

 ECN Engineering Change Notifi cation 

 EES Employee Engagement Survey 

 EHS Environmental Health & Safety 

 ERS Employee Recognition Scheme 

 FA Lab Failure Analysis Laboratory 

 H.E.A.L.T.H Helping Employees Achieve Life-Time Health 

 HR Human Resource 

 HRDC Human Resource Development Committee

 IC Integrated Circuits 

 IDL Indirect Labor 

 ILP Individual Learning Plan 

 IMS Integrated Management Systems 

 ISMS Information Security Management System 

 ISO 14001 Environmental Management System 

  Certifi cation 

 ISO 9001 Quality Management System Certifi cation 

 ISO/TS 16949 Quality Management System Certifi cation 

  - for Automotive 

 KM  Knowledge Management 

List of Acronyms
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 ACRONYMS DESCRIPTION 

  MA Manufacturing Assistants 

 MISS Manufacturing Improvement Suggestion 

  System  

 MT Management Team  

 NIQC National Innovation and Quality Circle 

 NTR New Technology Request 

 OEM Original Designer and Equipment Manufacturer 

 OHSAS 18001 Occupational Health and Safety Management   

  System Certifi cation 

 OJT On the Job Training 

 PDCA Plan Do Check Act Cycle 

 PP3 Pre-Post-3months Training Evaluation Process 

 QBR Quarterly Business Review  

 QMS Quality Management System 

 RDL Redistribution Layer  

 RF Radio Frequency Application   

 RFQ Request for Quotation  

 RMA Return Material Authorization  

 SCS Student Care Services  

 SDCR Sales Debit and Credit Request  

 SEA South East Asia  

 SMS Safety Management System   

 SRC Sports and Recreation Committee  

 SRS Supplier Rating System  

 TLP Total Learning Plan  

 TSMC Taiwan Semiconductor Manufacturing 

  Company Ltd  

 TTD Technical Transfer Department  

 Vfab Virtual Fab  

 WHP Workplace Health Promotion  

 WIP Work In Progress  
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Systems on Silicon Manufacturing Co. Pte. Ltd.
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