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Four Strategic Objectives and Six 

Strategic Thrusts, born out of the 

Business Excellence framework, guided 

our growth since we won the Singapore 

Quality Award in 2002. These objectives 

and thrusts clearly spelt out our goals 

and objectives and set us in quest for 

the Singapore Quality Award with 

Special Commendation 2007.

ST Engineering is indeed very honoured 

and privileged to be a pioneer recipient 

of the prestigious Singapore Quality 

Award with Special Commendation 

2007, which bears testimony to our 

continuous efforts in scaling greater 

heights of excellence. The win further 

attests to our attainment of world-class 

business excellence standards and 

places us in good stead to compete 

amongst the best in the world.

Foreword

ST Engineering’s business is global and reaches 

out to the global marketplace for customers, partners, 

shareholders as well as employees. To strengthen 

our market position, globalisation naturally becomes 

a key growth strategy.

However, to galvanise a common collective mindset 

is never easy, especially in a global context. In our 

instance, it requires concerted efforts from all our 

over 18,000 employees worldwide to subscribe to 

the same vision, mission and values. Nonetheless, 

the SQA win in 2002 spurred us on as we benefited 

significantly from that win. We learned about our 

gaps, addressed them with better systems and 

processes and leveraged the processes to gain 

better success with our acquisitions and new 

businesses in the past five years.

We have come a long way since we last won the 

Singapore Quality Award in 2002. In 2002, we were 

a $2.6bn company but today we are more than $5bn 

in revenue, doubling in 5 years. In 2002, 72% of our 

revenue came from Asia (largely Singapore) but today 

almost 50% of our revenue is outside Singapore. We 

now have geographical diversity in our revenue stream 

and a global customer base covering 70 countries. 

The Business Excellence framework helps us 

put best practices in place in our global operations 

and provides us with a systems approach to high 

performance and value creation, which are essential 

elements for our continued competitiveness. The 

Singapore Quality Award with Special Commendation 

is the next leap in our growth strategy and will help 

us scale new heights. 

The winning spirit begins with the will of the 

management and is realised in the collective 

mindset of our employees. It is this spirit and the 

“can-do” attitude of our people that have led us to 

our achievement. We are able to achieve better 

performance; create synergies; institute ideas to 

lower costs; reduce time-to-market for our products, 

solutions and services; build a global reputation; 

attract and retain top talents and most importantly, 

“wow” our customers.

By sharing our success with the business community, 

we hope to also inspire the players to leverage a 

customer-centric culture and holistic approach to 

business excellence for greater success. 

My best wishes to all applicants. While the journey 

may be challenging, the rewards are definitely 

sweet.

Tan Pheng Hock
President and CEO
ST Engineering
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Singapore Technologies Engineering Limited is an integrated engineering group providing solutions and services 
in the aerospace, electronics, land systems and marine sectors. It has over 100 subsidiaries in five continents 
spanning 20 countries and 35 cities with a customer base covering over 70 countries.

Main Products and Services are: 

• Design & Development (D&D) and Manufacturing

Design, development, manufacturing, upgrading 
and engineering services for military aircraft, vehicles, 
ships, armaments, sensors, communication and 
software systems

• System Centric Engineering 

Integration/installation of communication, 
microwave, traffic management, intelligent building 
systems, weapons, avionics and electronics systems

• Maintenance, Repair, Overhaul (MRO)

Maintenance, servicing, repairs and overhauls of 
defence and commercial vehicles, aircraft, 
ships/vessels, simulators and components 

• Managed Services

Comprehensive solution to manage and support 
infrastructure, services, applications and equipment 

• Agency Sales

Agency related business, defence and commercial

Organisation’s purpose:

To build and leverage on its multi-sector capabilities 
in offering one-stop innovative solutions and services 
in the aerospace, electronics, land systems and 
marine businesses. Concurrently competing globally 
and meeting the demanding immediate and long term 
needs of strategic partners.

Employee Profile

ST Engineering has more than 18,000 staff (including 
some 4,600 engineers) worldwide. About 10,200 are 
employed by various business sectors supporting 
operations in Singapore.

Vision

To be a Global Defence and Engineering Group

Mission

We are an integrated engineering group, we bring 
value to our customers and partners through our 
delivery of total, integrated quality solutions and 
support.

Core Values

Integrity, Value Creation, Courage, Commitment and 
Compassion

No of StaffEntity %

ST Engineering Corporate

ST Aerospace

ST Electronics

ST Kinetics

ST Marine

ST Dynamics

ST Synthesis

TOTAL

Staff Category 

Managers

Executives

Non-Executives

TOTAL

78

4,365

2,631

2,228

888

28

72

10,290

419

5,250

4,621

10,290

0.7

42.4

25.6

21.7

8.6

0.3

0.7

100.0

4.1

51.0

44.9

100.0
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Organisational Structure and 
Governance

ST Engineering practises a sound system of corporate 
governance processes that regulates the conduct of 
Board affairs, the Board's accountability to 
shareholders and management's accountability to 
the Board. Corporate governance processes and 
activities in the ensuing year with specific reference 
to the principles of the Singapore corporate 
governance code are presented in the Annual Report 
to shareholders.

Key Customers, Stakeholders and 
Market Segments 

ST Engineering has a global customer base which is 
segmented into defence and commercial categories: 
these include armed services, government 
agencies/authorities, OEMs of all the four business 
sectors, airlines, rail operators, mining, construction 
and distribution companies, leasing companies,   
building owners, telecommunication companies, 
ship owners from public and private organisations. 

Major Markets and 
Principal Customer Types

ST Engineering’s markets span across Asia, the 
United States, Middle East, Europe, Australia, S. 
America and Africa. The proportion of sales from its 
commercial business has been increasing steadily 
from 43% in 2002 to 69% in 2006. The characteristics 
of the defence and commercial markets are influenced 
by their specific needs, key requirements, security 
sensitivity and operational plans. 

Key Requirements of Customers

The key customer and market requirements for 
defence and commercial segments are similar. These 
requirements are Quality, Responsiveness and 
Timeliness, Safety, Security and Confidentiality and 
Value for money. However, defence customers have 
stringent requirements on accessibility and security 
of information and personnel and compliance to 
military specifications.

Role of Suppliers and Partners 

As it expands globally, it is essential for ST Engineering 
to leverage on partners, whether technology, marketing 
or supplier, to build up its strategic capabilities and 
extend market reach. Positive relationships with 
partners play a key role in ensuring continual 
improvement in the delivery of quality products and 
services to its customers.  ST Engineering therefore 
has a partnership management framework, where 
partners are segmented into technology, marketing 
and supplier partners. Due to the diversity in business 
amongst the four businesses, ST Engineering has 
many partners of which large percentages are supplier 
partners.  

Partnering Relationships
ST Engineering’s partnerships comprises mainly 
alliances, joint ventures, project partners and 
customers with, for example OEMs like Boeing and 
HP and universities. In the local context, we are a 
strategic partner of MINDEF (who is also a key 
customer), actively collaborating with them in their 
transformation into a 3rd Generation Force. Such a 
strategic partnership facilitates not only new equipment 
and solution purchases but also long term strategic 
sourcing of maintenance contracts. On the technology 
front ST Engineering leverages on technology partners 
to broaden the sources of technology and innovation, 
and enables the quick acquisition and know-how to 
produce value-added solutions for customers. 

On the marketing end, ST Engineering works closely 
with marketing partners to leverage on each other’s 
strengths to gain market access in certain countries 
and regions.

Competitive Position

All ST Engineering’s businesses are amongst the top 
in the local and global markets and many of our 
products and services are world’s first or the only of 
its kind. ST Engineering competitors are major players 
in our businesses globally. We compete directly with 
major OEMs, maintenance bases, leading third party 
service providers in the US, Asia and Europe; and 
global defence companies.
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Changes taking place that affect competition such 
as growing global competition include:

• Increasing consolidation in the defence industry 
puts more pressure on ST Engineering as larger 
competitors are able to invest more in R&D and 
achieve better economies of scale

• Merger of defence companies, i.e., more markets 
becoming protective 

• Euro Market; More trade barrier for importing 
products

• Turnaround time and quality products are customer 
minimum requirements

• Higher standards of compliance demanded by Civil 
Aviation Authorities

• Government-to-government relationship for 
defence/military businesses

Challenges

Some challenges for ST Engineering’s ability to 
embrace rapidly changing technologies, markets and 
customer expectations include:

• Integration of New Entities
Finding appropriate personnel to spearhead our 
global growth strategy, integrating new acquisitions 
with our culture and managing overseas operations.

• Innovation & Sustenance
With the increased emphasis on turnaround time, 
quality and capability by both defence and 
commercial customers, ST Engineering needs to 
continuously innovate in process cycle 
improvements, offer value adding solutions, bring 
on new products and services to increase customer 
satisfaction and results in improvements in our 
bottom line.

• Risk Management
As the business grow in a competitive global 
business environment, it is crucial to anticipate and 
practise risk management to protect and enhance 
value for stakeholders. 

• Customer Centricity
Customers seek products and systems that suit 
their purpose best in terms of price, performance, 
quality, customised needs. ST Engineering adopts 
a customer focused approach in its business as 
a key strategy for its long term continual growth 
and sustainability.

ST Engineering - Organisational Profile
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Senior Management, as the Senior Executive 
Leadership at ST Engineering, sets the pace and 
direction to create a customer centric culture which 
address the needs of all stakeholders with a clear 
vision, mission, core values, four strategic objectives 
and six strategic thrusts. The management is involved 
in creating strategies, developing plans, systems, 
and approaches for achieving excellence, stimulating 
creativity and innovation, as well as building knowledge 
and capabilities. The strategic objectives, thrusts and 
core values help to guide all activities and decisions 
in ST Engineering as a Group. Through their leadership 
and personal involvement roles in planning, 
communicating, reviewing performance, developing, 
engaging and recognising our people, Senior 
Management serve as role models, demonstrating 
and reinforcing core values, behaviours and 
expectations, building leadership and championing 
customer focused initiatives.

Senior Management sets the Group’s direction using 
the ST Engineering Integrated Strategic Planning 
Process with ST Engineering Leadership System 
which provides the framework and is guided by the 
Stakeholder Satisfaction Model. The leadership 
system is a series of independent processes that 
enhances individual and Group’s performances - 
a flexible and iterative system that does not require

sequential movement. At the centre of the leadership 
system are ST Engineering’s stakeholders. Senior 
Management work closely with stakeholders to 
understand their requirements and expectations, 
spending up to 50% of their time working directly 
with customers. 

Understanding and acting on inputs from its 
employees is another aspect of the leadership 
system. Senior Management is visible and 
accessible to employees. Gathering of inputs 
through communication and review platforms, 
including Employee Opinion Surveys, provides 
feedback to the leadership system.

The management spend time interacting with strategic 
and key partners, suppliers, business and community 
stakeholders to understand their requirements. 
Based on stakeholders’ expectations and 
requirements, the organisation’s direction and short 
and long term goals, which encompass the vision, 
mission, core values, policies, behaviours and 
practices, they create an environment that imbue an 
innovation seeking mindset in a customer centric 
culture. When integrated with the specific roles and 
responsibilities of all levels of employees, the system 
is designed to achieve business excellence for 
stakeholders’ satisfaction.

ST Engineering Leadership System

Set Direction

Organise, plan 
and align

• Communications
• Strategic and operations planning

• Thrusts and measures

Perform to plan
• Process management
• Plan implementation

• Performance and management review

Develop, reward and recognise

Customer
People

Suppliers/partners
Community • Shareholders

Stakeholders

Stakeholder 
requirements and 

expectations

1Innovate, Involve and 
Communicate

2 • Vision, Mission & Values
• 4E strategic objectives and 6 strategic thrusts

• Policy / regulatory requirements
• Innovation and excellence

• Challenges

3

4
5

6Learn and Improve
• Lessons learned for improvement

• Management review
• Continuous improvement plans

• Employee development and Engagement 
• Appraise & guide

• Performance recognition & rewards
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To realise the Group’s Vision and Mission, Senior 
Management periodically reviews the Core Values for 
relevance. These core values are critical in influencing 
thoughts, decisions, judgement and actions. They 
provide the foundation to building a customer centric

culture, robust systems and operational excellence 
in ST Engineering’s efforts to build world-class people, 
systems and processes to ensure excellence and 
produce superior results in support of its Vision & 
Mission.

Leadership

Vision To be a global defence and engineering group

Mission We are an integrated engineering group.  We bring value to our customers 
and partners through our delivery of total, integrated quality solutions and 
support

Core Values Integrity, Value Creation, Courage, Commitment and Compassion

Vision, Mission and Core Values

Stakeholders’ Satisfaction

Stakeholders’ Satisfaction Model Framework

Objective:

Achieved through

4 Es STRATEGIC OBJECTIVES

• Enlarge Strategic Capabilities
• Expand Global Network

• Embrace Partnerships
• Enhance Business Excellence

Driven by

SIX STRATEGIC THRUSTS

•People Excellence
•Technology Edge

•Safety & Quality First
•Financial Strength

• Customer Focus
• Operational Excellence

Implemented through

• Organisational Assessment / Corporate Governance
• Plans Deployment / PI Targets / Balanced Set of Measures
• Best Practices / Continuous Learning and Improvement / Risk

• Creativity & Innovation • Capability Development • Technology and  IP Management

PLANNING AND PROCESSES

To achieve
BUSINESS EXCELLENCE

• Customer Centricity
• Teamwork, Employee Involvement and 

Empowerment
• Recognition and Reward
• Employee Development and Engagement
• Programme Management

• Process Management
• Communications
• Supplier and Partner Management
• New Products / Capabilities
• Enabling Technologies

Measured by
KEY PERFORMANCE INDICATORS

• Business Excellence (SQA and BE Niche Standards Assessment)
• Customer Focus Measures
• Safety and Quality First Measures
• Technology Edge Measures

• Operational Excellence Measures
• Financial Strength Measures
• People Excellence Indicators

Guided by

VISION, MISSION AND CORE VALUES
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Stakeholders’ Satisfaction Framework

Senior Management adopted the “Stakeholders’ 
Satisfaction Model” framework to permeate the Core 
Values and articulate the Vision and Mission to its 
people.  The framework enables a customer centric 
culture of excellence, continuous improvement and 
innovation amongst its employees. It also 
complements the leadership system when articulating 
strategic objectives and thrusts, goals, deploying 
strategies, short and long term targets and plans as 
part of the Integrated Strategic Planning Process.

Strategic Objectives for the Group and 
Strategic Thrusts for Business Sectors 

To ensure that efforts of its people are directed to 
achieve stakeholders’ satisfaction, Senior 
Management reviewed the strategic perspective of 
the Group, the four strategic objectives to articulate 
the Group’s intended objectives as its globalisation 
efforts accelerate to a new pace. Concurrently they 
also reviewed its set of Six Strategic Thrusts for the 
business sectors. These strategic thrusts provide a 
balanced perspective of the critical areas to support 
business success in meeting the satisfaction of its 
customers, people and other stakeholders. Strategic 
Objectives are established and translated into short 
and long term goals and targets, and key performance 
indicators are identified for each of the six Strategic 
Thrusts in support of the Strategic Objectives. The 
strategic thrust “Technology Edge” was adopted in 
2006 to enhance focus on our acquisition, leveraging 
and exploitation of technology efforts, while the 
existing five thrusts were retained but fine-tuned for 
relevancy.

Communicating, Demonstrating and 
Reinforcing Vision, Mission and Values 
to All Stakeholders

Senior Management both at ST Engineering and 
business sectors reinforce the vision, mission and 
values to all stakeholders through a wide range of 
communication channels and use them as basis for 
essential business decisions and actions. Senior 
Management at all levels communicate and reinforce 
priorities through various platforms and methods.

To develop, reward and recognise employees as part 
of the leadership system, the development of all levels 
of employees is facilitated through Employee Opinion 
Surveys, performance appraisal and analysis of people 
excellence trends and results. Compensation 
strategies are designed to reward performance in 
areas that are important to ST Engineering’s business 
and to reinforce customer focus, innovation, 
teamwork, integrity, value creation, courage, 
commitment, and compassion.

Senior Management serve as role models in the ST 
Engineering business excellence journey.  There are 
well deployed BE activities, Innovation Programmes, 
awards and employee recognition systems which 
reinforce the organisation’s core values and customer 
centric business priorities.

The BE Assessment feedback, introduced to the 
business sectors, has been used to drive continuous 
improvement at the business sector levels.
Through these channels and means, Senior 
Management are able to explain, discuss and seek 
feedback on issues concerning the Vision, Mission, 
Core Values and business objectives to specific 
groups of employees and external parties via a more 
focused approach.

The visionary leadership and commitment of the 
senior management in providing direction and 
reinforcing the importance of teamwork, excellence, 
innovation and continuous improvement are 
demonstrated by their personal involvement in driving 
the major phases in ST Engineering’s business 
excellence journey.

Effectiveness of Leadership and 
Personal Involvement

ST Engineering senior management are evaluated 
for their personal involvement and leadership 
effectiveness at various platforms via various tools 
and methods on an on-going basis. The various tools 
and systems are reviewed and finetuned continually 
to meet stakeholders’ satisfaction. ST Engineering 
has identified eight leadership competencies for 
effective leadership in today’s global business 
environment. Senior Management takes reference to 
these 8 competencies in evaluating their development 
needs and acquisition of relevant leadership 
competencies.
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Leadership

The more established approaches to evaluate and 
improve the effectiveness of the Senior Management’s 
personal leadership and involvement in maintaining 
an innovative and customer excellence environment 
include:

• Employee Opinion Survey (EOS)
The EOS is conducted at least once in two years 
to provide feedback to Senior Management on 
their effectiveness as leaders, as well as to identify 
areas for improvements in providing leadership 
in aligning its people to be team players, innovative, 
customer focused and always seeking to 
understand customer requirements and needs.

• Executive Resource Compensation 
Committee (ERCC)
The ERCC, chaired by a Board Member, reviews 
and assesses performance of senior management 
against targets and recommends plans to improve 
their personal effectiveness. Remuneration is also 
discussed to recognise demonstrated leadership 
and performance.

• Leadership Enhancement Portal (LEAP)
LEAP was introduced to three levels of leadership 
via an e-portal to facilitate self-assessment against 
the leadership competencies at the various 
management levels. The objective is to strengthen 
leadership competencies across the Group and 
develop a leadership pipeline.  Senior management 
identified leadership competencies necessary at 
the various levels across the Group for today and 
into the future.

Organisational Culture

A “customer centric culture” for excellence is the 
Group’s desired culture. ST Engineering Business 
Excellence Council provides the overall direction for 
a customer centric culture in the Group. Senior 
management and staff at both ST Engineering 
Corporate and Business Sectors are involved in 
translating the ST Engineering core values into policies, 
practices and behaviours. 

As a holistic value system, the business sector Senior 
Management develop customised strategies / 
philosophies to accelerate the internalisation of the 
ST Engineering core values in its people e.g. 

• SEAL in ST Aerospace 
• Action oriented and customer oriented philosophy 

in ST Electronics 
• STK Way in ST Kinetics and 
• STEP in ST Marine

Over the years, various committees have enabled 
ST Engineering to evolve its excellence journey.  This 
brought about rationalisation of these committees 
e.g. TQC, TMC and IPR. The ST Engineering Business 
Excellence Council has provided the direction in 
steering business excellence related activities. 

Senior Management has adopted a four-pronged 
strategic approach to permeate the desired culture 
to all levels and functions of employees. The approach 
comprise:
• Leadership Involvement
• Communication and Facilitation
• Total Learning and Development 
• Rewards and Recognition

On the part of the senior management, senior and 
more experienced staff guide, mentor and serve as 
role models for those with lesser experience. There 
are various communication channels / forms, which 
include company in-house newsletters, senior 
management speeches and meetings. Employees 
are also assessed at the annual performance appraisal 
on their alignment to the core values, innovation and 
creativity and are rewarded and recognised 
appropriately.

The approach sets the basic system, which promotes, 
encourages innovation, teamwork and supports active 
participation and learning by all categories and 
functions of employees.

ST Engineering Leadership Competencies

Business 
Acumen

Speed & 
Focus

Forging 
Partnerships

Mastering 
Change

Decisive 
Leadership

Organisational 
Teamwork

Continuous 
innovation

Customer 
Intimacy
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Courage
Try the seemingly 
impossible, to break 
out of the mould and 
to start over again. 
Courage to 
overcome the fear of 
change, promote out-
of-box thinking and 
hence, innovation 
and creativity.

• All to participate in BE activities, 
Kaizen, IPR and Innovation activities

• All employees to adopt 
benchmarking, learn from the best, 
adopt best practices and innovate

• Undertake feasible R&D 

• Exploit technology

• Be responsible and accountable for 
every aspect of our work

• Be adaptable to changes. Admit 
mistakes, build on successes and 
learn from failures 

• Be creative and innovate. Speak up 
confidently, share knowledge and 
ideas

• Submit invention disclosures, seek 
patents for value creation

• Exploratory Incubation Fund 
(EIF)

• Innovation Awards

• IPR 

• Patent filing targets

• Kaizen projects

• CRM - empowerment 

• Benchmarking activities 

• Adopt best practices

• Introduce new products/ 
services

Commitment
The determination 
and energy to 
succeed, to complete 
all tasks and strive to 
achieve excellent and 
sustained results

• Attract, retain and develop people 

• Challenging targets 

• Reward for performance

• Comply to management systems 

• Behavioural Based Safety (BBS)

• “Can-Do” Spirit, going the extra mile. 

• Always look for ways to make a 
positive impact. Ensure safety and 
quality in every aspect of our work. 
We attain customer satisfaction by 
striving for excellence in everything 
we do

• ISO 9001, ISO 14001

• OHSAS 18001,

• PD, Innovation and Service BE 
Niche Standards 

• Organisational performance 
reviews 

• National and international 
awards

• PI targets and reviews

• Scholarships

• Individual performance 
appraisal

• Pay for performance

• GLOW / Energy awards

Compassion
Empathise and 
support others in 
need - rally around to 
solve any problems 
and actively help 
others with our time, 
energy and money

Support all charitable efforts:

• Employees to participate in charity 
programmes

• Donate generously

• Employee and family friendly policies

• We value our diverse workforce . 
Treating each other with fairness, 
dignity, and compassion

• Being responsible to our 
stakeholders and community

• SHARE programme

• Home adoption

• Blood donation

• Donate in cash /kind for 
worthy causes

• Bursaries/grants

• Extended medical benefits 
option

• President's Challenge

• Tsunami relief efforts

• Various sponsorships

Value Creation
Bringing value to what 
we do consistently - 
each time more and 
better than the last

• All businesses to adopt the EVA 
methodology

• All to participate in Employee 
Involvement, BE activities, Kaizen, 
Value Innovation, IPR and Innovation 
activities

• All efforts to be directed towards 
teamwork and synergy creation to 
meet strategic objectives, goals and 
strategic thrusts

• Reward value creation

• Proactively listen to and understand 
the needs of our external and internal 
customers 

• Seek consensus through teamwork. 
Look for ways to contribute, learn 
and support. 

• Seek and adopt best practices 
creatively

• Active participation in EVA projects 
and activities

• Kaizen / Value Innovation

• 6 Sigma 

• IPR

• EVA projects

• Employee engagement 
activities 

• Seminar/forums

• Customer feedback

• Supplier involvement

• Short and long term goals and 
KPIs 

• Continuous training

Values Policies (Direction/Guidelines) Desired Behaviours Practices

Integrity
The way we do 
business – with 
honesty, 
trustworthiness, 
dedication and 
responsibility

Compliance to:

• Policies, regulatory requirements 
and meeting customer requirements

• Accreditation and certification bodies

• Code of ethics and conduct

• Equal employment opportunities

• Being honest and responsible both 
as professionals and co-workers

• Keep promises, commitments and 
maintain confidentiality Speak up 
when you feel something is not right

• Customer Audit

• Supplier Audit 

• External Audit

• IT Audit

• Internal Audit

• Corp Governance practices

• QC Checks 

• Independent Checks 

• System Safety 

• Risk /Project reviews

Core Values, Policies, Desired Behaviours and Practices
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Leadership

Corporate Citizenship 

As ST Engineering grows, commitment to Corporate 
Social Responsibility (CSR) initiatives and best 
practices are adopted to further strengthen our existing 
practices to make Corporate Citizenry a way of life 
in the Group.  The Group’s CSR efforts span from 
the way we do business, preserving the environment 
and active engagement in community programmes. 
 As the Group globalises, good corporate governance 
has also become more important. 

Senior Management articulates a Corporate Social 
Responsibility (CSR) Policy that reads:  

“To be exemplary citizens of each of 
the communities in which ST 

Engineering operate by participating 
actively in achieving the communities’ 

goals.”

To engage staff, the CSR policy is translated into 
policies, goals and programmes to facilitate 
participation and directing related efforts in four key 
areas: 
• Environment
• Total Defence
• Engineering and Business Community 
• Community at Large

Corporate Governance 

ST Engineering is committed to attain excellence in 
governance through continued self-inspection, 
obsession with conceptual integrity, attention to 
effective processes and rigorous definitions of 
accountability. The Group regularly considers how its 
current and future products, services, facilities, or 
operations are likely to affect stakeholders and the 
public, with the aim of reducing or eliminating potential 
problems/hazards. 

Processes are put in place to meet regulatory 
requirements and are reviewed for effectiveness and 
improvements. The Group constantly reviews its 
efforts and seek best practices e.g. implementing a 
Risk Management Framework and Whistle Blowing 
process in 2004 and 2006 respectively.
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Corporate Social Responsibility - Four Key Areas, Policy, Programmes and Goals

Areas Policy Programmes Goals

Environment • Full compliance to relevant regulatory 
requirements on environment

• Certification to ISO 14001 and OHSAS 
18001/ Equivalent

• Maintain EHS Management System

• Participate in National Clean & Green 
Week

• Zero non-conformance

• All SBUs to be certified within 
three years of formation or 
acquisition

Total Defence • Full support for National Service, 
National Defence initiatives and 
MINDEF related activities

• Participate in SAF Day re-dedication 
ceremony

• Take part in NDP, PRIDE Day, Services 
open house, etc.

• Participate in National Education 
programme

• Sponsor at least two activities

• Participate in PRIDE Day

• Swift response to national 
emergencies

Engineering 
and Business 
Community

• Actively participate in regional and 
international forums and exhibitions

• Be a responsible corporate citizen

• Contribute to tertiary institutions

• Participate in major exhibitions

• Present papers or chair discussion 
panels in key seminars

• Corporate Governance processes and 
activities 

• BCP and ERM Framework  

• Serve on boards of tertiary institutions/ 
professional bodies 

• Lecture and mentor students

• Host industrial visits

• To sit on boards of several 
tertiary institutions/professional 
bodies 

• Comply to principles of 
Singapore Corporate 
Governance Code Guidelines  

• Compliance with BCP and 
constant update for relevancy

• Conduct Risk Assessments for 
projects 

• Deliver at least four papers

• Conduct at least 40 hours of 
lectures

Community 
at Large

• Promote a caring and giving society 
in support of “Compassion” core value

• Promote sports and the arts

• Develop our youths

• Support community and related 
educational programmes

• Participate in SHARE and blood 
donation drives

• Adopt and visit charitable 
organisations

• Carry out annual charity drives through 
President's Challenge

• Encourage staff to contribute towards 
disaster relief programmes, e.g. 
tsunami 

• Promote sports and the arts

• Offer places for industrial attachment

• Raise safety awareness through 
Safety@Work Creative Awards

• Train and participate in SQA, BE and 
Niche Standard assessments and 
contribute expertise e.g. as SQA GC 
and MC members, Best Practice 
Sharing locally and overseas

• 100% staff involvement

• Adopt a minimum of two 
charitable organisations

• 80% contribution to SHARE

• Conduct at least four NEP for 
our youths

• Offer at least 200 industrial 
attachment places

• Sustain Safety@Work Creative 
Awards

• Participate annually in National 
BE Efforts through Councils/ 
Committees/ Assessments/ 
Partnerships / Best Practice 
Sharing etc
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ST Engineering’s Vision is to compete as a Global 
Defence and Engineering Group steered by four 
Strategic Objectives (4Es) and six Strategic Thrusts. 
 This includes the setting of:

• Long term targets (8 years)  
• Short term targets (3 years)  
• Annual Operating Targets – Yearly targets in 

support of the 6 strategic thrusts for business 
sectors and the Performance Indicators targets

Integrated Strategic Planning Process 

The integrated strategic planning process is to set 
direction and achieve the Group’s Vision by setting 
 appropriate strategic objectives and short term 
and long term goals, cascading down to the 
Strategic Business Area (SBA) level as Strategic 
Thrusts, while remaining in alignment with the 
Strategic Objectives.

Key Steps and Participants

ST Engineering Integrated Strategic Planning Process

Annual & 
Regular Reviews

Scenario Planning

Analyses of:
• Stakeholders' expectation, objective & 

control
• Business Environment
• Competition
• Resources

Development of Plans

Development of Strategic Objectives /  Goals
• Enlarge Strategic Capabilities
• Expand Global Network
• Embrace Partnership
• Enhance Business Excellence

Development of Strategic Thrust
• Customer Focus, Safety and Quality First, 

People Excellence, Technology Edge, 
Operational Excellence, Financial Strength

Deployment and 

Communications of Plans

• Retreats
• Corporate Groups
• Executive Committee
• Senior Management Meeting 
• Board Meeting
• Oversight and Monitoring

Business Sector Analysis and 

Development of Plans

Analyses of:
• Stakeholders' expectation, objective & 

control
• Business Environment
• Competition
• Resources

Development of Growth Plans

Alignment of Strategic Objectives and Thrusts

Alignment of Goals and KPIs
• Set Performance Indicators
• Short and Long term Targets

Business Sector Deployment 

/ Execution of Plans

• SBA / SBU Plans
• Divisional / Program Plans
• Dept. / Team / Individual Plans
• Resource and Budget Requirements
• Risk Assessment
• Newor Revised Operational Strategies
• Newor Improved Business Process
• Communication Plans

Annual & 
Regular Reviews

Quarterly & 
Annual Reviews

Scenario Reviews 
~10 - yearly
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Planning - Steps, Participants, Frequency and Description

Steps Participants Involved Frequency Description

Group Level Planning

Analyses Long Term (Scenario) Planning

• External parties e.g. business leaders
• Corporate Senior Management and Advisors
• SBA Presidents and Senior Management 
• Corporate Departments, i .e. CTO, 

International Marketing, HR, M&A/Business 
Development, Finance, Corporate 
Communications, IT etc.

As required Long term planning covers  5-year plans and a series 
of meetings/ visits/interviews with visionaries, 
consultants, prominent defence and corporate 
individuals, etc, and then analysing information (to 
develop probable scenarios and plans), such as:

• Stakeholders' expectations - will affect the acceptance 
level of the strategic plans to be implemented by 
management

• Business Environment - will affect the overall vision and 
mission

• Competitiveness - will affect market position and 
acceptance

• Resources - will affect deployability and future growth 
needs

Strategic Business Retreats

• ST Engineering Senior Management and 
Advisors 

• SBA Presidents and senior management 
• Corporate functions, i.e. HR, Business 

Development, Marketing, IT etc.

Annual / 
biennial

Retreats involving all key corporate management, 
corporate functions, presidents of each business sector 
(and business units) and consultants (when required) 
are organised to allow the top management dedicated 
time to review and deliberate key strategic objectives 
like capabilities and global network, and issues relating 
the development and alignment of long term plans.

Development 
of Strategic 
Plans

Deployment 
of Strategic 
Plans

RegularCorporate Groups

• International Business Organisation - focus on 
expanding global networks 

• Defence Business Group - focus on embracing 
partnerships 

• Technology Management Committee  - focus 
on enlarging strategic capabilities

Although each group focuses on certain strategic 
objectives, during deployment of the plans, key thrusts 
undertaken may include:

• Customer Focus 
• Safety and Quality First
• People Excellence
• Technology Edge
• Operational Excellence
• Financial Strength

Business Sectors Level Planning

Analyses

Deployment 
of Strategic 
Plans

Development 
of Strategic 
Plans

Growth Planning

• Senior Management including HR, IT, 
Marketing, Finance, Legal, etc

• SBU working groups

Annual Analyses are done prior to retreats. Participants will 
review assumptions, 'brainstorm' and improve on 
recommended plans.

• Business Consultants work with Senior 
Management, Sector Work Groups to achieve 
growth

Annual

Annual

Regular

Business sector work groups are formed to review annual 
and 5-year business plans of their respective units.

Adjustment to 
Strategic Plans

Booz Allen, Mercer and others, provided longer-term 
market assessment and competitive studies.

External Consultants 

• to provide extra and broader dimensions

The business sectors/units propose improvements to 
strategic plans

Sector work groups 

• Improve plans
• Management Meetings
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PLANNING

4E's Strategic Objectives

Strategic Objectives Description and Examples

Enlarge Strategic 

Capabilities

It is vital to stay ahead of the competition, and meet customers' needs, by growing 
strategic capabilities which will generate reliable products and systems, cost 
competitiveness and exceptional service experience:

- Development of unique capabilities and technologies
- Acquisition of key new capabilities that are not available internally

Embrace 

Partnerships

Expand Global 

Networks

Enhance Business 

Excellence

Expansion efforts overseas have produced substantial results by  
- Developing new customers in new or untapped markets and staying close to existing 

customers and driving value-add ceaselessly.
- Increasing our operations and talent management into US, China, Europe and the rest 

of the world

Partnerships and alliances are important to complement our own capabilities or 
shortcomings, and to achieve sound risk mitigation, for example,

- By entering into strategic partnership and alliances in global market, including technology 
access, market access and supplies access.

- Via joint ventures, co-developments and other investments, involving complementary 
products, services and processes.

All staff to be engaged towards achieving the six Strategic Thrusts / targets, in support 
of ST Engineering's Business Excellence journey. This is achieved through

- The Inculcation of customer centric culture, adaptation of best practice and a “Can-
Do” mindset.

- Creating an enterprising environment that spurs a winning spirit, leveraging on 
technology through creativity and innovation.

S/N Strategic Thrusts

A

1

2

B

1

2

C

1

2

Customer Focus

Customer Satisfaction Survey (%)

No. of Complaints

Safety and Quality First

Maintain QMS Standard (%)

Maintain OHSAS Standard (%)

People Excellence

Team Activity Participation (%)

Suggestion Implementation Rate (%)

S/N Strategic Thrusts

Technology Edge

No. of Patents Filed

New Products/Offering/Capability

No. of R&D/Innovation Ideas

Operational Excellence

Corporate Governance (GIA Findings) 

No. of M&A and New Business Activities

Financial Strength

Financial key performance indicators

D

1

2

3

E

1

2

F

1

Six Strategic Thrusts with some example of KPIs



15

Performance Management Framework

ST ENGINEERING
Top - Down Deployment

STRATEGIC BUSINESS AREAS

STRATEGIC BUSINESS UNITS

Enlarge Strategic 
Capabilities

Expand Global 
Network Embrace Partnership Enhance  Business 

Excellence

4Es

2010 & 2015 Goals

6 Thrusts

KPIs

Customer Focus Safety & Quality 
First

People 
Excellence Technology Edge Operational 

Excellence Financial Strength

Performance Review to Ensure 
Relevance of Plans to Reflect Business 
Changes

At the business sector level, key performance 
indicators are tracked, monitored and reviewed at 
various platforms such as monthly management 
meetings where actual performances of the various 
businesses are evaluated against planned targets. 
Deviations of actual performance from plans are 
analysed and checked for relevancy and business 
changes. 

At the Group level, management reviews of 
performance issues may be conducted through 
platforms such as the Corporate Groups (e.g. Defence 
Business Group), Senior Management Meeting, 
Executive Committee, Board Committees and retreats.

Evaluating and improving the strategic 
planning process

The Corporate Planning group reviews key aspects 
of planning, especially business development – 
resources are built up to shore this up, as necessary.
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ST Engineering manages its information across its business sectors using a systematic process of selecting, 
collecting, validating, processing, analysing and disseminating information to support planning, management 
and business operations.

Management Information System

ST Engineering deploys world-class Enterprise 
Resource Planning (ERP) systems like SAP and Oracle 
so as to adopt proven best practices from world-
class companies in the industry. The systems are 
well integrated to create an efficient enterprise for 
each of our businesses. 

We have developed a suite of innovative applications 
i.e. e-CRM, e-HR and B2B e-Business gateways 
which leverages on technology to achieve greater 
efficiency in our business processes.

Management of Information Process

Management Reports
Shareholders Report

Quality Analysis
Operation Analysis

Email Reports

Direct Interface
Manual Entries

Electronics Clocking
Office Automation

Barcoding

SBA Strategies
Six Strategic Thrusts:

• Customer • People
• Safety • Operational
• Financial • Technology

SAP, Oracle, OA
Human Resource and eHR

Messaging
Electronics Storage / Archival

Analysis / Reporting / 

Distribution

Internal Financial 
Data

External Data 
Stakeholders 

Global Cutomers 
Biz Environment

Processing

Validation & Entries

DATA Filtering & 

Selection

Source Data Acquisition

Validation

Reports

Information System

Check ST Engg 
Strategic Direction 

and Objectives

Data Inputs

real-time 
operational 

numbers

Selection and Collection of Information

The information needed to drive the planning, day-
to-day management,  improvements and 
benchmarking activities are selected based on the 
following:
• Strategic analysis needs
• ST Engineering’s four Strategic Objectives and six 

Strategic Thrusts

Key Types of Information

The key types of information used by ST Engineering 
and its business sectors are linked to the ST 
Engineering’s four Strategic Objectives and six 
Strategic Thrusts.
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Management of Key Types of Information

Key Customer satisfaction, Costumer Feedback, Global 
performance, New Technologies, New products / market 
performance, SQA Assessment, New Key Customers, 
Market M&A Activities, Budget Variance to Plan, 
OEM activity, Exhibitions / Trade Shows, VIPs / Visits 
People info

Finance, Corp Comms, Defence 
Business, New Business, 
Business Sectors, CIO, Biz 
Excellence, Strategic Planning, 
Oversea Operations, Human 
Resource, Corporate Secretariat

Financial / Accounting 
Information, Operation 
Updates and Information 
Quality Data, Email based 
reporting and Confidential 
Information

Request for quote, Capability listing, Job status inquiry, 
work graphical schedule, Company Profile, Contact 
Profile, Trip Reports, Customer Satisfaction, Customers 
Retention, Industry Trends

Senior Management, Marketing 
Business Development

Data entry, SAP / ERP, 
Reports, Internet, Publications

Equipment calibration status, Safety Review findings, 
Safety Information

Safety Committee, Quality 
managers. Safety Officers, Line 
Managers

Production / manufacturing, 
QA Dept, Business excellence

Skill profiles, Age spread, Employee involvement, Training 
information, Employee satisfaction, Knowledge Sharing, 
Manpower planning

HR Dept
QA Dept

HR Dept
TTC Dept
QA Dept

Market Intelligence, M&A Targets, Technology 
Development, Technology Companies Acquisitions

Senior Management. Business 
Development, International 
Business Organization, Strategic 
Plans, CTO office

ST Engineering Regional 
Business Units, Analyst 
Reports, Trade journals, M&A

Customers warranty, Purchase history, Supplier 
information and performance, Material requirements, 
Partner Performance, Profitability info, Cost / Budget 
info, Programme info

QA Dept, supplies, Purchasing, 
Finance, Programme Managers, 
Senior Management

Service Dept, production 
Dept, Material Dept, Sales 
dept, Finance Dept, Library / 
IRC

Financial info, Competitive Performance Senior Management, Finance Finance Dept

Data and Information (Key Types) Owner Source of Data / info
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Reliability, Accessibility and Dissemination

ST Engineering has a robust and comprehensive system to ensure that the information is reliable, readily accessible 
and disseminated in a timely manner to the users.

Reliability, Accessibility and Dissemination of Information

S
T

 E
n

g
in

e
e
ri

n
g

S
B

A
 L

e
v
e
l

Key Type of Info / Data Ensuring Reliability Ensuring Accessibility

Financial / Accounting 
data, Business / Industry 
Intelligence, Operations' 
updates and information, 
Quality Data, email based 
reporting and Secured, 
Confidential information, 
Employee self help 
information

Reliability is ensured by 
the following means:
• Load sharing and 

backup servers
• Timely upgrades and 

updates
• Data backup and 

secured storage
• Disaster recovery plan 

supporting BCP
• UPS and redundancies
• Security and audits

Detail Operations data, 
Accounting and Financial 
data from SBU, 
Engineering information 
on Services, Products and 
Projects, Industry / 
Professional information, 
Operations status 
updates and reports, 
Sales and Marketing 
information, Quality & 
Safety reporting, 
Employee self help 
information

Senior Management, 
Sales and Marketing, 
finance Department, Legal 
Department, Corporate 
Communications, Risk 
Management, Defence 
Business, COO, 
Operations, Quality and 
safety Department, 
suppliers, customers and 
employees

Our Messaging system is 
outsourced under 
stringent Service Level 
Agreements that ensure 
high availability, 
accessibility and reliability. 
Paper based 
dissemination is often 
used through circulation 
or notice board posting 
or daily operations 
meetings.

Users of Information

CEO, Senior 
Management, CFO, Sales 
and Marketing, President 
of International Business, 
Risk Management, 
Internal Audit, President 
Defence Business, 
Corporate 
Communications, Investor 
Relations, CPO, 
Customers, employees, 
investors

Timely Dissemination

Financial Information is 
accessible at the desktop 
through reliable and 
integrated computer 
systems. Many of the 
textual information is 
available through 
encrypted access using a 
high available messaging 
system in the office and 
remote sites.

Messaging system is 
outsourced under 
stringent Service Level 
Agreements that ensure 
high availability, 
accessibility and reliability.

Financial Information is 
accessible at the desktop 
through reliable and 
integrated ERP computer 
systems. For operations 
data, we use the 
operations' hardcopy 
reports are circulated. 
Electronic media like email 
system and intranet 
websites are also used.
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Sharing and Learning

The main avenues and platforms used for sharing 
and learning to encourage innovation are:
• Training 
• Team based activities
• Benchmarking and searching for best practices. 
• SPRING best practice sessions, INSIGHT 

programmes
• Conferences and seminars
• Knowledge warehouses
• Project presentations
• Lessons learnt sharing sessions 
• BE Criteria Assessments and feedback

Analysis and Review

Information is analysed and reviewed by the relevant 
users at all levels both at ST Engineering and the 
business sector level, and at various intervals to 
support their planning, target settings, operations 
and improvement activities.

Evaluation and Improvement

ST Engineering adopts both the “top down” and 
“bottom up” approaches to evaluate and improve 
management of information. The “top down” approach 
is executed via strategic planning sessions while the 
“bottom up” approach comes from training, customer 
and staff feedback.

Management Of Information

Information System Planning Process

Strategic IT Plan
ST Engineering Strategic Plans

Business Strategic Plan
Technology Scans

Initiative for New Economies of scales

Corporate and SBA Information 
Requirements

Review IT System's 
Architecture

Review Information / 
Data Architecture

IT Work Plans

Develop / Redevelop IT Systems, 
Applications and Databases

Planning
• Identify practices
• Gather information

• Determine performance gaps
• Set desired outcomes or results

• Establish goals and targets
• Develop action plans
• Implement action plans

• Review results
• Review against desired 

outcomes

Analysis

Review

Implementation

Four-phase Benchmarking Process

Enhancements and improvements were made to the 
management of data and information process at ST 
Engineering as a result of the evaluation and reviews 
carried out at the strategic planning sessions, 
management reviews and from users’ feedback.  
These include:

• Electronic Customer Relationship Management 
Systems (e-CRM)

• Electronic Human Resource (e-HR)  
• Integrated Electronic B2B interfaces with strategic 

customers (e-Business)

Recent Recognition and Awards

In March 2007, ST Engineering was conferred the 
‘Best Upgrade Project’ award by SAP for adopting 
the latest technology.  The success of the project 
was attributed to strong partnership, good risk 
management and senior management ownership 
and drive. 

Competitive Comparisons and 
Benchmarking

Quest for Excellence

The search for and use of best practices gained 
widespread adoption with the inaugural induction of 
our businesses as Singapore Quality Class (SQC) 
companies (1997). Our staff had been actively involved 
in the pioneer SQC Best Practices Network (both the 
manufacturing and service sector networks) and we 
benefited tremendously in understanding the 
methodology and the search for best practices. 
Today we have implemented many best practices, 
and achieved leading performance and world class 
standards in many areas.  We have also hosted 
many best practices sharing sessions with local 
and overseas participants.
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Benchmarking Process

We have today adopted a Four Phase Benchmarking 
Process which provides an overall framework that 
serves as a guide in our search for best practices. 
However, Business Sectors are free to adopt or 
customise the approaches to ensure practicality and 
relevance to the benchmarking activities being 
undertaken. 

Selection Criteria

Our search for best practices and benchmarks and 
comparative information is guided by the following 
criteria:
• Strategic fit to our business and operational needs
• Best practices or benchmarks of world class 

standards
• Value add to customers and stakeholders

Types of Benchmarking

• Competitive Comparison and Benchmarking
Comparison with the best of our competitors. 

• Internal Comparison and Benchmarking  
Comparison among operational units of individual 
business sectors

• Functional Comparison and Benchmarking
Comparison of practices with leading 
organisations having the best practices in specific 
systems and processes. These organisations 
could be in different business or industry.

Setting Stretch Goals
Stretch goals are systematically established. Based 
on performance expectations, the management 
discuss with the relevant working group to identify 
leading performance levels as benchmarks and use 
a consensus approach to establish meaningful and 
challenging stretch goals. For competit ive 
benchmarking, our benchmarking projects are used 
to provide the impetus to set the stretch goals for 
the business sectors.

Periodic reviews are conducted with the relevant 
management level to assess and re-calibrate goals. 
This process is consistently deployed through all 
levels of our activities ranging from goal setting in 
Strategic Planning sessions, through SBA work plan 
reviews, and down to operational and process goals 
for Kaizen projects.

Encourage Breakthrough

We have in place an innovation process that 
encourages breakthrough to better our performance 
against our competitors. Benchmarking activities are 
integrated with the innovation process. 

Evaluation and Improvement

ST Engineering business sectors have their own 
benchmarking structure to ensure continuous 
improvement in their processes of selecting and using 
comparative and benchmarking information.

The senior management deliberate on benchmarking 
activities at management meetings to evaluate the 
effectiveness of the benchmarking efforts and provide 
direction and guidance.

Senior management also conduct reviews on the 
process and methodology of the benchmarking 
activities with the Business Excellence Council to 
ensure continual relevance and suitability.

Improvements

Some of the recent improvements made to the 
benchmarking processes, approach and tools include:

- Adoption of niche standards framework criteria 
(People, Innovation, Service) in 2005 

- Adoption of the generic Four Phases Approach for 
benchmarking in 2005

Integration of the comparative and benchmarking 
process with BE criteria using the six Strategic 
Thrusts to enable a more balanced and 
representative approach in 2006.
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The HR Planning Process provides the framework to meet ST Engineering’s HR needs and requirements. It takes 
into consideration internal and external inputs, and formulates HR strategies with active involvement of functional 
and line managers. These functional/line managers provide feedback and take ownership for the implementation 
of these plans and cascading them to their work areas.

HR Strategies

The following strategies have been adopted in support of ST Engineering’s strategic thrusts and objectives:

• Competitive Employer
Position ST Engineering as a preferred employer

• Competent Resources
Build critical skills and develop leadership competencies, for now and for the future, for leaders to be effective 
both locally and globally.

• Conducive Working Environment
Create a conducive environment to promote engagement, productivity and enhance learning and development 
of all employees

The HR strategies, requirements and plans are drawn up and deployed/implemented through the following 
five HR Systems:
• Workforce Planning and Staffing
• Employee Involvement and Commitment
• Education Learning and Development
• Employee Health and Satisfaction
• Performance Management and Recognition

HR Planning Process

Inputs

Internal
• Vision & Mission
• Core Values
• Strategic Objectives
• Strategic Thrusts

HR Mission
To Develop a world class workforce through proactive 
and strategically aligned HR plans, programmes and 
systems, in partnership with business managers in 
support of the company's strategic objectives and 
thrusts.

HR Framework

HR Requirements
• Culture     • Competencies     • Commitment

HR Strategies
• Competitive Employer
• Conducive Working Environment
• Competent Resources

HR Systems
• Workforce Planning & Staffing
• Employee Involvement & Commitment
• Education Learning & Development
• Employee Health & Satisfaction
• Performance Management & Recognition

Outcomes

People Results
• Employee Team 

Participation
• Employee Involvement /  

Innovation / Wellness / 
Community Programmes

• Learning Effectiveness
• Employee Resignation
• Length of Service
• Employee Satisfaction
• Safety records
• Share Ownership Scheme
• Succession Plan

Business Results
• Customers
• Safety
• Technology
• Operational
• Financials

ERCC
Senior HR 
Committee 

Meeting

Talent Devt 
Committee 

Meeting

Group HR 
Meeting

SBA / SBU HR 
Meeting

External
• Environmental 

Scanning
• Legislation e.g. labour 

laws & regulations

SBA / SBU Snr 
Mgt Meeting

Monitoring & Review
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HR Systems, Plans & Programmes

Strategic Objectives HR Systems Goals

• Enlarge Strategic 
Capabilities

• Expand Global Networks
• Embrace Partnerships
• Enhance Business 

Excellence

HR Strategies Key HR Plans / Programmes

Education, Learning 
and Development

Workforce Planning 
and Staffing

• Competitive Employer
• Competent Resources 
• Conducive Working 

Environment

Right number of people 
with the right skills at the 
right time

Recruitment, Talent 
Management and 
Development Framework 
(TMDF), Scholarships, 
Succession Plan

Employee 
Involvement and 
Commitment

Promote and encourage 
employee involvement and 
commitment in teamwork 
and innovation

EVA, Kaizen, TRIZ, InnoValue, 
Staff Suggestion Schemes, etc

Build strategic capabilities 
and enhance people 
excellence

L&D Model, LEAP, LRG, TMDF, 
Leadership Development, 
Programmes, Development 
Coaching and Mentoring

Employee Health 
and Satisfaction

Enhance employee health 
and morale

Health and recreational 
activities, Safety Programmes, 
welfare benefits

Performance 
Management and 
Recognition

Attract, reward and retain 
employees

Monetary and non-monetary 
rewards

HR Systems

Workforce Planning and Staffing

The Workforce Planning and Staffing system addresses 
both short and long term manpower requirements. 
It is underpinned by our main strategic consideration 
to support our expansion of businesses both locally 
and overseas. Short term manpower plans address 
and include areas such as recruitment, learning and 
development, job redesign, overseas posting, 
outsourcing, open resourcing, sub-contracting, award 
of scholarships and others. These are brought about 
by changes in our business needs and requirements, 
attrition and retirement.

The long term plan takes into account the company’s 
strategic objectives and plans, and the changing 
business landscape. The emphasis is on grooming 
and developing leaders which is key to our continued 
success. Leadership competencies that are required 
by our leaders to do well both now and in the future 
are taken into consideration. It also takes into account 
our global expansion and the growth in our businesses.

Employee Involvement and Commitment

ST Engineering has rolled out various mechanisms 
under the direction of various committees within the 
Leadership and Innovation Structure of the Group 
since its formation in Dec 1997. ST Engineering’s 
employee involvement initiatives has since evolved 
and a recent rationalisation has brought these 
committees, e.g. TQC, TDMC and IPR, under the 
ambit of the ST Engineering Business Excellence 
Council (BE Council), which now provides a holistic 
framework for excellence which includes employee 
involvement in teamwork and innovation.  

The strategies adopted to encourage employee 
involvement and commitment in teamwork and 
innovation are: 
• Leadership Involvement 
• Communication and Facilitation
• Learning and Development 
• Rewards and Recognition
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Line managers are assigned mutually agreed and yet 
challenging targets, and given the necessary 
resources e.g. training, facilitation etc., to facilitate 
effective implementation. Status of progress of plans 
and achievements against targets monitored and 
reported at business sector senior management 
meetings, e.g. EVA committee, BE Council, etc. 
Achievements and challenges are discussed and the 
effectiveness of the various mechanisms and the 
overall strategy for employee’s involvement and 
commitment are deliberated. The BE Council would 
review overall progress of its excellence journey that 
includes employee involvement, teamwork and 
innovation annually.

People

Overall Employee Involvement Framework

• Six Sigma
• R&D / IPR
• Innovation
• EVA Projects
• Inno Value Projects
• Kaizen
• Safety

• Technology Sharing
• IQC
• SSS
• Benchmarking
• 5S Housekeeping
• Focus Groups
• Wellness and 

Recreational Activities

• Leadership involvement
• Communication and Facilitation
• Total Learning and Development
• Rewards and Recognition

Strategies

BE Council

• Provides directions and reviews

Review

Mechanisms, Champion, Participants and Objectives

Mechanism ParticipantsChampion Objective

EVA Projects EVA Steering Committee Implementation of EVA action plansFinance, senior / line 
managers

Kaizen Team BE / EVA / Kaizen Committee All employees
Promote breakthrough and continuous 

improvement

TRIZ CTO Engineers Promote creativity and out of the box thinking

Operations staff

All employees

All employees

EVA CommitteeValue innovation Teams / 
6 sigma

Promote value creation efforts

BE / EVA CommitteeQAT / IQC Team Promote Continuos improvement

EVA Committee / Quality 
Department

Staff Suggestion Scheme Encourage improvement ideas from 
individuals

HR DepartmentWellness Activities Promote healthy lifestyle

Quality DepartmentFocus Month Activities focusing on critical processes and 
promote safety and quality awareness

CTO & R&D SecretariatR&D ideas Encourage Innovation

Safety DepartmentEHS / WSH / Safety Promote safety improvements

HR DepartmentHome Visits and Donations Promote compassion & good citizenship

All employees

Engineers

Operations staff

All employees

All employees

IPR CommitteeIPR Activities Promote Protection of Intellectual 
Property Rights, InnovationEngineers

Operations Department5S Housekeeping Promote conducive and safe working 
environment

All employees

Employee Education, Learning & Development

ST Engineering is committed to develop its people. 
All our business sectors are People Developer’s 
Standard certified. Staff at all levels are provided with 
continuous learning and development opportunities 
to ensure they stay competent and relevant in today’s

competitive business environment. The learning and 
development framework systematically identify learning 
needs, implement and facilitate the learning plans, 
monitor and review the outcome, effectiveness and 
impact learning has on the business
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Broad learning directions are charted to support the Company’s strategic objectives and 
thrusts, and to build competent resources. Learning needs analysis is carried out annually 
by individual staff, together with their supervisor, to map out the staff’s development needs 
using the learning and development (L & D) model as a guide.

To further assist executives in learning about their 
leadership development needs, they are encouraged 
to use the Leadership EnhAncement Portal (LEAP) 
to assess themselves against ST Engineering’s eight 
leadership competencies for their own management 
level. LEAP is an interactive and on-line system that 
also offers a range of learning activities such as self-
study materials, in-place activities, development 
support and coaching, related projects/assignments 
and others.  It assists executives in developing their 
leadership competencies by allowing them to chart 
out a Personal Development Action Plan (PDAP). 
This works towards empowering the executives to 
take charge of their own learning and development 
in today’s dynamic and evolving business environment.

Leadership Foundation and Excellence Courses have 
been customised in line with the leadership 
competencies and core values to support the growth 
and business directions of the company. To support 
global growth, cross-cultural talks/seminars, EQ 
courses, Certification in Commercial Laws, language 
classes and overseas executive education 
programmes in the world’s top 10 business schools 
have been put in place. Overseas stints, which include 
postings and attachments, are also part of our plans 
to familiarise and orientate our employees to different 
cultures and equip them for the expansion of our 
businesses.

Education, Learning and Development Framework

• Inputs from HOD

• LNA Exercise

• LEAP

• PDAP

• Annual Appraisal

Education & Learning Needs 
Analysis

Strategic Objectives

Learning & Devt Model

• Total Learning Plan

• Learning Approach

• Pre Course Discussion

• Post Course Discussion

Implementation
• Learning Effectiveness

• Impact on business results

• Course Evaluation

• Staff feedback

• Feedback from customers

Systems Reviews

• Transfer of Learning

• Target Achievements

Outcomes

A Talent Management and Development Framework 
(TMDF) has been established to build and develop 
a pool of talents to form the leadership pipeline and 
populate the Succession Plans. New Top Talent (TTs) 
are identified and nominated half yearly by SBAs and 
are assessed at Development Centres (DC) conducted 
by consultants. Their development and performance 
are regularly monitored and reviewed by the top 
management. Specific development plans identified 
for the TTs include leadership courses, mentoring, 
developmental coaching, grooming positions, 
challenging projects and executive coaching.

Vision / Mission

Strategic Objectives 

& Thrusts

Leadership Competencies

Functional Competencies

Foundation Competencies

Learning & Development Model
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Employee Health and Satisfaction

The Employee Health and Satisfaction Framework, 
which incorporates key factors for enhancing health 
and satisfaction, provides ST Engineering with a 
holistic approach towards creating a conducive 
working environment that impacts employee health 
and satisfaction. The framework enables assessment 
of satisfaction levels, and the review of the overall 
approach for effectiveness and opportunities for 
improvement. In support of the core values and needs 
of our workforce and the Group’s commitment to be 
a preferred employer by developing competent 
resources and creating a conducive working

People

environment, the following have been identified as 
key factors contributing to enhancing employees’ 
health and satisfaction:

• Employee Feedback and Open Communication
• Work-Life Balance
• Competitive Compensation and Benefits 
• Continuous Learning and Development
• Safety at Work
• Conducive Work Environment
• Harmonious Union/Management Relations

Employee Health and Satisfaction Framework

• Employee Feedback & Open 
Communication

• Work - Life Balance

• Competitive Compensation & 
Benefits Pkg

• Continuous Learning & Devt

• Safety at Work

• Conducive Work Environment

Factors Contributing & Enhancing 
Employee Health & Satisfaction

• Employee Opinion Survey

• Share Ownership / Option Scheme

• Employee Resignation / Exit 
Interview

• Open Communication / Dialogue 
Session / Staff Feedback

• Open Performance / Appraisal 
System

Methods for Assessing Employee 
Satisfaction

• Survey Results

• Participation in Share Ownership / 
Option Scheme

• Resignation Rate

• Safety Records

• Absenteeism Rate

• Participation in Wellness / RC

• Length of Service

• No of awards awarded by Union

Measurement of Employee 
Satisfaction

• HR - Line Manager Meetings

• Groups, SBA / SBU HR Meetings

• Groups, SBA / SBU Mgt / Senior 
Mgt Meetings

• BE Council Meetings

• Open Performance / Appraisal 
System

Review Mechanisms
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Activities and Initiatives for Employees' Health and Satisfaction

Factors Activities/Initiatives

Employee Feedback and 
Open Communication

• Sunburst Alpha/monthly newsflash/ 
circulars/emails/pop-ups

• Dialogue sessions with Senior Management

• Open performance appraisal

• HR and Line Managers' meetings, union and 
management meetings

• Enterprise Information Portal (EIP)  and CEO 
corner

Work-Life Balance • Sports activities

• Social and recreational activities

• Wellness programme

• Community service activities

• OHSAS 18001

• Childcare centres

• Performance-based rewards

• Share ownership/option schemes

• Comprehensive staff benefits scheme - medical, 
insurance, etc.

Competitive Compensation 
and Benefits Package

• Promotion exercise

• Long service award

• Employee recognition award

• Continual workforce upgrade

• Learning and development roadmap

• Sponsorship for professional development

Continuous Learning and 
Development

• LEAP

• Leadership development activities

• Overseas and China Scholarships

• Empowered Self Development

• Safety seminars

• Safe working environment through good 
housekeeping and safe practices (OHSAS 18001)

Safety at Work • Conducting safety risk assessment regularly

• Appointment of registered Safety Officers

• Employee involvement activities

• Comfortable physical environment catering to 
employees' needs

• Enhance learning environment through 
coaching and mentoring

Conducive Work 
Environment

• Union/Management meeting

• Informal gatherings with union members

Harmonious Union/ 
Management Relations

• Unions are represented on various committees at 
ST Engineering SBA/SBU levels such as Canteen 
Committee, Sports & Recreation Committee, 
Wellness, EHS/Safety Committee

The effectiveness of our employees’ health and 
satisfaction framework and activities are periodically 
evaluated for effectiveness at various forums such as 
SBA/SBU HR and line manager meetings, Group and 
SBA/SBU HR meetings, Group SBA/SBU 
management/senior management level and the BE 
Council meetings. Inputs to the evaluation are sought 
through various listening, learning and communication 
platforms and tools that include:
• Employee Opinion Survey
• Share Ownership/Option Scheme
• Communication/Dialogue Session/Feedback
• Open Performance/Appraisal System
• Employee Resignation/Exit Interviews

Employee Performance and Recognition

ST Engineering’s performance management and 
recognition system is designed to inculcate a customer 
centric culture for excellence, to reinforce positive 
behaviours and practices. This system is aligned with 
our HR strategies to become a preferred employer 
and to build competent and committed employees.

In line with ST Engineering’s strategic objectives and 
thrusts, short and long term business targets are 
identified and cascaded down as Performance 
Indicators (PIs) and objectives to companies and 
departments. Open appraisal is practised when 
employees and supervisors agree on goals and 
objectives that will contribute towards achieving the 
PIs. Individuals are assessed based on their 
performance, efforts, contributions on the job and 
towards innovation, quality, safety and teamwork.
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People

ST Engineering places strong emphasis on individual 
as well as group performance in the reward and 
recognition formula. There is a range of monetary and 
non-monetary rewards and recognition schemes. 
Monetary awards are in the form of bonuses, Share 
Ownership Scheme, Executive Share Option 
Programme, cash awards and incentive payments, 
while non-monetary awards would include Kaizen 
award, Model Employee award, safety award, 
housekeeping award, appreciation/acknowledgement 
letters and others.

To ensure that the performance and recognition system 
is effective and aligned to the HR Strategies that 
contribute to people excellence, Senior Management, 
HR and line managers continuously review the system 
through formal mechanisms such as EOS, 
management reviews and review against industry 
practices; and through informal channels such as 
discussions with employees, tea sessions and 
suggestion schemes.

Performance Management & Recognition Framework

• Targets ( Eg: Delivery Targets, Sales 
Targets, No. of completed projects )

• Performance Reviews 
(Yearly & Half - yearly)

• Performance Ranking

Performance Management

ST Engineering Strategic 

Objectives / Thrusts

Monetary

• AI / AWS / VB • SOS / ESOP

• Incentive Payment

Non - Monetary

• Model Employee Award

• Long Service Award

• Appreciation Note

Rewards & Recognition

• Benchmarking

• Employee Opinion Survey

• Mgt Review

• Group HR Meeting

• Union / Mgt Meeting

Systems Review

• Employee Resignation Rate

• EOS Results

Effectiveness Measurement

• Company / Department Objectives / PI & EVA

Goals & Targets Setting
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5PROCESSES

Innovation Processes

ST Engineering’s leadership is committed to the promotion of innovation culture and sees 
innovation through four areas: product, process, organisation and market innovation.

ST Engineering has, over the years, continually improved upon its existing processes, 
based on the Business Excellence Standard, to enhance its value adding capabilities to 
customers and achieve its Strategic Objectives and Goals.

ST Engineering Innovation Framework

LEADERSHIP

R&D Board TMC BEC Senior 
Management

Drive Innovation 
Culture

Align to Strategic 
Objectives

Allocate 
Resources

PROCESS

Idea Management

Product 
Innovation

Process 
Innovation

Organisation 
Innovation

Market 
Innovation

INTERNAL 
DRIVERS

Customer 
Focus

Quality & 
Safety First

People 
Excellence

Technology 
Edge

Financial 
Strength

Operational 
ExcellenceINFRASTRUCTURE

Communication 
& Education

IPR 
Protection

Enabling 
Resources

Reward & 
Recognition

EXTERNAL 
DRIVERS

Product & 
Technology 

Trends

Competitive 
Landscape

Customer's 
Evolving Needs

Supplier

Regulatory 
Changes

ST Engineering acquires creative ideas from our 
people, customer, suppliers and partners through 
different domains and develops these ideas into 
valuable intellectual assets for the company.

Our idea management process, from generation to 
implementation, is as follows:
• Identifying the source and encouraging the 

generation of ideas;
• Screening the submitted ideas and evaluating the 

selected ones;

• Refining the selected ideas for further improvement 
and if applicable, protecting them through filing of 
patents; and

• Developing them into product, process, organisation 
or market innovations as the case may be.
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PROCESSES

The development process for product innovation 
which covers all phases of the design and development 
activities for our solution offerings to our customers 
is as follow:

New Product/ Service/ System Developmental Process

Idea

Requirement

Concept 
Development

Requirement 
Review

≈Feasibility 
Study*

Design & 
Development

Prototype / Pilot 
/ Demo

Engineering / Process 
Design / Integration / 

Qualification

Productionalisation & 
Reliability TestingDelivery

Design reviews (preliminary, intermediate, critical etc) 
including risk assesment, quality and safety checks

*Includes related production and delivery system

Our design process involves all stakeholders 
(employees, customers, partners and suppliers) in 
various phases at reviews, trials, demonstrations and 
testing to surface problems and expectation 
discrepancies as early as possible. This ensures that

we fully satisfy customer’s requirements in 
performance, schedule, cost and deliverables. The 
parties involved in the documentation of the design 
process are tabulated.

Phases Parties Involved

Customer Requirements Management, sales and marketing staff and direct 
customer contact staff

Statement of needs, tender documentation, technical 
requirements and minutes of meetings

Market Needs Analysis Management, marketing staff and agents Market need analysis paper

Engineers, production staff, QA engineers, customers 
and major suppliers

Technical and Capability 
Evaluation

Capability set-up file, maintenance manual, tools and 
equipment listing and technical evaluation report

Programme managers, designers, LSA engineers, 
production staff, customers and major suppliers

Design Programme management plan, reliability & 
maintainability program plan, quality assurance plan, 
design records and design analysis reports

Programme managers, designers, engineers, production 
staff, customers and major suppliers

Prototyping Engineering drawings, test plans and procedures, safety 
assessment report for trial and FRACAS reports

Programme managers, production staff, QA engineers 
and customers

Production plan, safety assessment report for in-service 
usage and quality acceptance plan

Commissioning and Full Scale 
Production

Related Documentation

Parties Involved and Related Documentation in Design Process

Programme managers, designers, production staff, 
customers and major suppliers

Pilot Run Engineering drawings, test reports, bill of material, 
safety critical item lists and characteristics
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Innovation processes are evaluated and improved upon through project meetings, relevant 
committees, or suggestion scheme. The objective is to continuously improve and streamline 
the processes to maximise success rates for innovation, reduce the time-to-market for 
new products and to engage stakeholders effectively

Process Management and Improvement

ST Engineering groups processes into management processes, key processes and support 
processes. These are put in place and integrated purposefully to support the quality and 
on-time delivery of our products and services across all business sectors. 

This integrated business process framework, is aligned with our  Key Performance Indicators 
(KPI) to ensure that the respective business units remain focused on investing their time 
and resources to continually meet, if not exceed, these KPIs (especially those aligned with 
Customer Focus, Safety and Quality First, Technology Edge and Operational Excellence) 
to achieve excellence in our operational performance.

MANAGEMENT PROCESSES

KEY PROCESSES

SUPPORT PROCESSES

M&A / New 
Business

Partnership 
Management

Corporate 
Governance

Strategic 
Planning

Management 
Reviews

Innovation 
Management

Sales & 
Marketing

Safety 
Management

Design 
Development

Manufacturing Program 
Management

Sys Centric 
Enggrg

Managed 
ServicesMRO Quality 

Assurance
Agency 
Services

Facilities 
Management

ProcurementRisk 
Management

Information  
Technology

Security

FinanceLegal EHS
Human 

Resource

C
U

S
T

O
M

E
R

 R
E

Q
U

IR
E

M
E

N
T

S

C
U

S
T

O
M

E
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A

T
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C

T
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ST Engineering Integrated Business Process Framework
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PROCESSES

Management Processes Requirements

Innovation Management • Customer requirements
• Market trends
• Strategic Thrust/ Objective

• No. of new product/ offering / capability
• No. of patents filed/granted
• No. of R&D projects
• No. of innovation ideas

Management Reviews • Market information

• KPIs

• No. of management meetings in a year
• No. of Performance / Safety Reviews in a year
• Annual review of processes

• Strategic Objectives
• Strategic Thrusts

Strategic Planning • Yearly review of short and long term plans

• Business growthMerger & Acqusition / New 
Business

• No. of  M&As completed in a year 
• No. of new business initiatives

• Strategic ObjectivesPartnership Management • No. of new technology, marketing and supplier 
partnerships established

• Compliance and transparency • No. of non-comformance (high and medium) 
in internal audits

Corporate Governance

Performance Measures

Management Processes - Objectives, Requirements and Performance Measures

Support Processes Requirements Performance Measures

Security • Strict compliance • % of staff attended Security Awareness 
Programme

• % of staff attended Security Brief as part of 
induction programme

Risk Management • Compliance to Enterprise Risk 
Management framework

• Business Continuity 
Management Policy

• No. of ST Engineering Risk Review Committee 
meetings in a year

• No. of SBA Risk Management meetings in a 
year

• No. of projects implementing Programme Risk 
Management in a year

• No. of BCM risks reviewed, at least once a year
• No. of BCP tests conducted, at least once a 

year

• Responsiveness
• Alignment with business 

Objectives and processes
• Reliability and security
• Integrity

Information Technology • Successful application of IT to enhance 
business performance/operations/solutions

• IT/MIS network Downtime
• Readiness of Disaster Recovery Plan

• Price
• Quality
• TAT

Procurement • Supplies Rejection Rate (%)
• Supplier On-Time Delivery
• AVL Retention Rate (%)

• Availability of resource for 
operations

Facilities Management • Plant System Availability (%)

• Strict compliance
• Timeliness

• Compliance to using CLP checklistLegal

Support Processes - Objectives, Requirements and Performance Measures

• System effectivenes
• Strict compliance

• Accident Frequency Rate
• Accident Severity Rate
• No. of Safety Management Reviews
• No. of Audit Findings
• Certification to ISO 14001/OHSAS 18001 or 

equivalent standards

EHS

• Data integrity
• Useful and timeliness of 

information
• Meet statutory reporting 

deadlines

• Findings from Internal Audits (Finance)Finance

• Refer to Category  4 - People • Refer to Category  4 - PeopleHuman Resources



31

Key Processes Requirements Performance Measures

Support Processes - Objectives, Requirements and Performance Measures

Sales and Marketing • Business growth • New Orders secured
• Order Book
• Customer satisfaction
• Customer retention
• New customer
• New market development

Programme Management • Profit margin
• Quality
• Schedule

• Warranty claims (% of Sales)
• Liquidated Damages (% of Sales)

• Compliance
• Transparency

Safety Management • Compliance with review requirements; 
contractual/ regulatory requirements (System 
safety/Project safety/equivalent)

Quality Assurance • System Effectiveness
• Customer Requirements

• No. of audit findings
• Maintenance/renewal of QMS Certification
• Maintenance of regulatory 

licences/certifcations specific to business 
requirements

System Centric Engineering • Customer Requirements
• Quality

• Customer Acceptance Rate
• Liquidated Damages (% of Sales)
• Top 10% Customer Retention Rate (%)

• Customer Requirements
• Quality

Manufacturing • Customer Acceptance Rate
• Warranty Claim (% of sales)
• Liquidated Damages (% of sales)
• Turnaround Time Compliance(%)
• Top 10% Customer Retention Rate (%)
• Safety Reviews

• Customer Requirements
• Quality

MRO • Customer Acceptance Rate
• Warranty Claim (% of Sales)
• Liquidated Damages (% of Sales)
• Turnaround Time Compliance(%)
• Top 10% Customer Retention Rate (%)
• Safety Reviews

• Customer Requirements
• Quality

Managed Services • Customer Acceptance Rate
• Warranty Claim (% of Sales)
• Liquidated Damages (% of Sales)
• Turnaround Time Compliance (%)
• Top 10% Customer Retention Rate (%)
• Safety Reviews

• Customer Requirements
• Quality

• Order Book and New Order
• Customer Satisfaction
• New Customer/Market  Development

Agency Sales

ST Engineering constantly reviews its processes to 
achieve better process performance and improvement 
to its products and services. Reviews are conducted 
via four main approaches as follows:
• Employee Involvement 
• Customer Engagement
• Internal Processes
• External Sources

Continual engagement and communication are 
essential traits of our dealings with partners. We listen 
to our partners to understand their requirements 
through a variety of listening and learning channels. 
Such listening helps deepen our understanding and 
provide better insight into our partners' needs.
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PROCESSES

ST Engineering Partnership Framework

LEADERSHIP

CTO Senior 
ManagementCMO CPO

Allocate 
Resources

Drive 
Partnership 

Culture
Align to Strategic 

Objectives & Strategic

IDENTIFICATION OF PARTNERS

Technology Marketing Supplier

SELECTION / DUE DILIGENCE PROCESS

FORMS OF PARTNERSHIP

Alliance AgentJV Distributor Customer Supplier

PARTNERSHIP MANAGEMENT PROCESS

Relationship Key Communication Content

Technology 
Partners

• Project Progress
• Product Development Status
• Technology Capabilities
• IP Ownership and Protection
• Commercialisation
• Licensing Rights

• Programme Review Meetings
• Design Review Meetings
• Company Visits
• Joint Seminars

Marketing 
Partners

• Products and Markets
• Customer Needs
• Marketing Plans
o Contracts Won
o Orders Received
o New Product Improvement
o Budget Plans
o Project Updates

• Regular Meetings and Visits
• Reports
• Overseas Offices
• Mailing List for Company
• Publications/Magazines
• Joint Exhibitions
• Sponsorship

• Long Term Supply Contract
• Technical Specifications
• Price Schedule
• Delivery Milestones
• Commercial T&Cs
• Quality Assurance
• Inspection Results
• Quality Feedback

Supplier & 
Supplier
Partners

• Supplier Partnership Forums
• Safety Committee
• Print Reviews
• Joint Project Meetings
• Quality Audits
• Source Inspection

Communication Platforms Key Contact Points

• Programme Manager
• CTOs
• R&D Managers
• IPR Committee Members

• Country Managers
• OBU Managers 

(OBU-Overseas Business Units)
• Customer Service Support Staff
• IBU Managers

(International Business Units)

• Procurement Officers
• QA Engineers
• Design Engineers
• Manufacturing
• Warehouse

Communication between ST Engineering and Partners
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6CUSTOMERS

Customer focus is one of ST Engineering's key 
strategic thrusts. Our customer focus strategies are 
fully integrated with internal processes such as 
strategic planning, information management system, 
human resource system, quality management system 
and they fully support our Vision, Mission and strategic 
objectives. 

Over the years, ST Engineering has established a 
strong presence locally and internationally, offering

a wide range of services and products to meet the 
requirements of its customers. We help our customers 
to understand and believe in the value of our offers 
by demonstrating our capability, robust processes 
and experience to back the value proposition. The 
media clips illustrate some of the long term contracts 
of significant value awarded to the various business 
sectors. They reflect the customers' satisfaction and 
confidence in ST Engineering.

Long-term Contracts of Significant Values - 

Outcome of Customer Satisfaction & Confidence 

in ST Engineering

Segmentation of Customers and 
Markets

ST Engineering's customer and market segments 
are Defence and Commercial in the local and 
international markets respectively. Segmentation 
allows us to gain valuable insight, better understand 
the differing needs of the customers and provide 
better solutions and value propositions to fulfil the 
needs of the customers.

 Commercial Customers

√D
efence Custom

ers

Markets

Market and 

Customers 

Segmentation

Engineering Operations across the Globe

Vancouver

Virginia

Richardson
Monterrey

San Antonio

Mississippi

Panama

Quebec

Massachusetts

North Carolina

Alabama

London

Copenhagen

Chengdu

Kazakhstan

Qatar

Botswana

Guangzhou

Guiyang

Delhi
Dubai

Singapore

Perth

Beijing

Qingdao

Seoul

Shenyang

Tokyo

Shanghai
Hangzhou

Taipei

Hongkong

Bangkok

Auckland

Kuala Lumpur

Shenzhen
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CUSTOMERS

Customer and Market Requirements 

The key customer and market requirements for all 
segments are similar except defence customers who 
have stringent requirements on compliance to military 
specifications and security of information and 
personnel. The key customer requirements are:

Listening and learning strategies

The key learning and listening strategies adopted by ST Engineering to understand customers' requirements 
are established.

Customer Requirements
•  Quality
•  Responsiveness and timeliness
•  Safety
•  Security – confidentiality
•  Value for money

Listening and Learning Strategies

Market Local International

Customers

Customer survey and feedback

Multi-level Account Management

Participation in customer activities

Market research

Participation in exhibitions and conferences

Participation in Business Federation

Joint studies and development projects

Feedback from walk-in customers

Overseas agents and offices

Network with foreign embassies

Defence DefenceCommercial Commercial

Listening and Learning Channels

Mr. Tan Pheng Hock 

and Mr Seah Moon 

Ming with customers 

at Global Security 

Asia exhibition

Mr See Leong Teck 

with happy customers 

of ST Marine
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Incorporating Customer Requirements 
into strategic plans

A structured process is put in place to determine 
customer and market requirements. The process 
enables us to anticipate future requirements of 
customers and position the organisation to pre-empt 
and seize emerging opportunities. For example:

a. In response to the call from our government, ST 
Electronics jointly developed the Infrared Fever 
Screening System (IFss) with its strategic partners 
to combat the spread of SARS. The IFss was 
widely recognised for its innovativeness and its 
contribution to the nation and the world. It was 
named the 'Coolest Invention 2003' by Times 
Magazine and awarded the prestigious US Tech 
Museum Award in 2004.

b. During a dialogue session, a key customer 
sketched his idea of a Tracked Fire Fighting Vehicle 
(TFV) for fighting bush fire. ST Kinetics responded 
to the customer's idea by submitting a proposal 
that resulted in the award of a contract to convert 
four units of BV206 vehicles to  TFV. It tranformed 
the customer's idea into reality.

Customer Relationship Management

To foster better relationships with the customers, a 
variety of communication channels are adopted and 
contact points established to provide easy access 
for customers and potential customers to seek 
information, feedback, lodge complaints and conduct 
transactions with us. The physical, virtual and 
information access points enable us to gather timely 
information from customers about issues that are of 
real concern to them. Contact information including 
key appointment holders and senior management 
are given to our customers to ensure we are 
contactable, 24 x 7.

Customer Requirements Management Process

Infra - Red Fever Screening System

Tracked Fire Fighting Vehicle

Customers

Translate into 
KPI for 

working level

Listening and Learning Channels

Analyze and understand customer requirements

Discuss Strategic plans With Customer

Incorporate into Strategic Plan;
macro and micro level

Evaluate & improve processes of determining 
customers' current and future requirements

Heat Seeker
Inventor: Singapore Technologies Electronics 

and the Singapore Defence Science and 
Technology Agency
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CUSTOMERS

Key Customer Contact Requirements

Through the listening and learning platforms, key 
customer contact requirements have been derived 
from customer expectations. The service standards 
ensure that the key customer contact requirements 
are met.

Customer contact personnel involved in responding 
to customers are trained and briefed to understand 
these requirements. Contact performance is tracked 
by the respective business sectors which developed 
their own monitoring systems to suit their business 
specific needs.

Complaints and Feedback Management 
Process

Customers' complaints are handled promptly and 
effectively through a 3-pronged approach:

• Effective complaint and feedback management 
process

• Prompt escalation of complaints  
• Comprehensive complaints tracking

We have in place an effective complaint management 
process to investigate and promptly resolve customer 
complaints and feedback.

Complaints Resolution Management Process

Customers

3 - pronged approach:
• Effective complaint 

resolution process
• Prompt escalation of 

complaints
• Comprehensive tracking 

and review

Senior 
Management

Customer Relationship 
Manager

Sales & Marketing
Projects
Products
Services

Quality Assurance

Check for major concerns Complaints / Feedback

Acknowledgement / 
Resolution

Customer Survey / Feedback Acknowledgement / 
Resolution

Update 
Status

Empowerment 
Activation

Complaints to Senior 
management

Escalation of 
Concerns

Activation

Escalation of Concerns

Escalation of Complaints / Feedback

The Customer Relationship Manager is responsible 
for escalating major complaints to senior management. 
All valid complaints or concerns raised by customers 
that cannot be resolved by customer contact

personnel would be escalated to senior management 
via phone calls or e-mails for prompt decision-making 
within 24 hours depending on the level of urgency.

Interface Points Customer Contact Requirements

Responsiveness Call response in <20s

Responsiveness Contactable 24 x 7
Within stipulated response time

Responsiveness Within stipulated / agreed response time

Quality
 Turnaround time

Compliance to Specifications
Within stipulated turn-around time

Safety & accessibility Compliance to safety standards
Customer requirements

Service Standards

• Call Centre

• Service / Operations  
Activation

• RFI, RFQ and RFP

• Products and Service 
Acceptance

• Quality / Safety Audits

Key customer contact requirements
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c. Business Results
• Customer retention
• Value and duration of contracts

We believe that ST Engineering's ability to attract 
major customers and to retain them over many years 
is a good reflection of customer satisfaction. Generally, 
a healthy sales growth indicates customers are 
satisfied with our products and services.

Translating customer 
satisfaction feedback into 
improvement plans

Based on customer survey results, commendations, 
complaints, performance indices, sales growth and 
customer retention rate, each business sector develop 
action plans to address the area of concerns. 
Analysis of customers' feedback and improvement 
plans by each business sector are reviewed at 
ST Engineering level. Objectives of this review are
two fold.

Operational Improvement

To ensure that improvement plans from the business 
sectors are well coordinated and consistent at Group 
level. If required, the business sector's improvement 
plans will be further refined or new action plans may 
be initiated. 

Strategic Improvement

Customers' feedback may drive a strategic decision 
to realign operations, to acquire the necessary 
technology or expertise to establish partnerships, to 
improve products and services or to create new 
products and services etc. These critical decisions 
will be formulated into actions and incorporated into 
strategic plans. 

For units with different business models, a different 
approach is adopted to incorporate customer 
feedback into the strategic plans.

Complaint Aggregation, Review and 
Analysis

Department meetings and management meetings 
are some of the platforms to review complaints or 
feedback information for evaluation and use in overall 
organisational improvement. Members of such 
platforms include senior executives who are GM/VPs 
of SBUs. The more serious complaints are discussed 
and reviewed at Senior Management meetings.

A yearly review of all complaints and customer 
feedback are aggregated and analysed to determine 
trends and future actions. The findings are presented 
to senior management and key customers.  These 
reviews and root-cause determination lead to effective 
elimination of causes of complaints, hence improving 
customer satisfaction.  

Customer satisfaction

ST Engineering determines its customer satisfaction 
through:

a. Stakeholders Input
• Feedback from staff in contact with customers
• Feedback from customers 

b. Implied and Expressed Customer Expectations
• Implied Customer Expectations 
• Customer satisfaction survey
• Written compliments and complaints
• Expressed Customer Expectations:
• Customer acceptance Rate 
• Turnaround Time 
• Warranty claims 
• Customer audits discrepancy rate  
• Performance bonus from customer
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Process for Translating Customer Satisfaction Feedback into Improvement Plans

Customers 
Focus

Sales Growth Customer 
RetentionCommendationCustomer Survey 

and Feedback
Performance 

Indices

Analysis by 
individual SBA

SBA Improvement 
plans

Reviewed at ST 
Engineering

Strategic Plan

Work Instructions

Procedure 
Improvements

New Procedures

Staff Training

Process 
Improvements

Product / Service 
Improvements

Implementation

Extend 
Strategic 

Capabilities

Enhance 
Business 

Excellence

Embrace 
Partnerships

Expand 
Global 

Network
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7RESULTS

7.1 Customers

Key measures and indicators of customer results are:

Customer Satisfaction and Retentiont Product and Service Performance

Customer Satisfaction Survey (%)

Number of written complaints

Number of written compliments and awards 

Top 10% Customer Retention Rate

Customer's Acceptance Rate

Turnaround Time

Warranty Claims

Customer Audits Discrepancies Rate

Key measures and indicators of customer results

Some of the performances of key customer indicators 
are illustrated in the following charts.
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Customer Complaints 

ST Engineering views Customer Relationship 
Management as a crucial factor for the 
success of its operations. Customer 
complaints are diligently monitored, 
processed and promptly resolved by the 
respective business sector. Despite strong 
business growth, the number of complaints 
has reduced or kept to an acceptable level 
of not more than 4 complaints per year for 
each of the business sector from 2004 to 
2006.
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Awards Presented by Customers

ST Engineering received many awards and recognition 
for its performance in delivery world-class technical 
support, expertise, service and solutions to customers. 
The most prestigious among these awards is the 
Defence Technology Prize (DTP) Award. The DTP 
Award is presented by MINDEF in recognition of 
scientists and technologists who have contributed 
significantly to the development of defence technology 
capabilities in Singapore. In the commercial sector, 
some of the prestigious awards presented by 
customers include:

Awards Presented by Customers

ST Electronics receiving the CISCO Best 
Customer Satisfaction Award in 2006

ST Aerospace receiving the Supplier of the 
Year Awards from Boeing in 2005

a. In 2005, the Aerospace sector was awarded Boeing 
Supplier of the Year (Aerospace Support) through 
SASCO.

b.In 2006, the Electronics sector was awarded the 
dual honour of Cisco Systems’ prestigious Gold 
Partner Certification and Best Customer Satisfaction 
Achievement Award.

Top 10% Customer Retention Rate

Top 10% Customer Retention Rate is computed based on the top 10% customers in terms of revenue for the 
previous years compared to the number of them being retained in the current year.
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Customer Acceptance Rate

Customer Acceptance Rate measures ST Engineering’s 
performance in meeting products and services quality 
requirements and their perceived value. Results show that 
customer acceptance rate has been better than the target set.
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Turnaround Time Compliance

Turnaround time conformance measures the timeliness and ability 
in meeting the schedule and delivery requirements of our 
customers. 

Results show that customer acceptance rate has been better 
than the target set.

Customer Acceptance Rate (%), Commercial
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Comparative Comparison of Customer Results

The Table below compares ST Engineering Customer KPI results against some of the local, UK and Baldrige 
Business Excellence Award winners.

Comparison of Customer Results

KPI Comparative Organisation

Performance

Comparative
 Organisation

Customer 
Satisfaction

SQA Winner 2005
Local Company A

86%

(2006)

Customer 
Retention 
Rate

ST
Engineering

Baldrige Winner 2006
US Company B

Baldrige Winner 2005
US Company C

UK Business Excellence Award Finalist 2005  
European Quality Award 2006 

European Company D

Competitor 1

Repeat Baldrige Winner  1998 and 2004 
US Company E

UK Business Excellence Award Winner 2005
European Company F

88%

(2005)

85%

(2004)

90%

(2005)

89%

(2006)

86%

(2003)

90%

(2005)

> 95% (2006)

Repeat European Quality Award Winner 
1999 & 2004
European Company G

75%

(2005/2006) > 95% (2006)

Turnaround 
Time 
Compliance

Repeat Baldrige Winner 1999 and 2003
US Company H

95%

(2002)

> 97% (2006)
Baldrige Winner 2006
US Company I

85%

(2004)

Singapore Company J 90-95%

(2006)
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7.2 Finance and Markets

Results and trends in Key Performance Indicators (KPI) are used to measure and report 
performance.

1997     1998     1999     2000     2001     2002     2003     2004     2005     2006
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3,33
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Actual: 15%

Turnover
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m

Turnover illustrates the ability of ST Engineering 
Group in capturing markets for its full range of 
solutions, products and services. Group turnover 
increased from $1,477m in 1997 to $4,486m in 
2006.  Despite the 9/11 attack, SARS and Iraq 
war from 2001 to 2003 which contributed to a 
slowdown in major economies and posed a 
difficult operating environment for the Group, the 
Group achieved a CAGR for group turnover from 
1997 to 2006 of 15%, matching the target set.
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Key Measure of Financial 
Performance

• Turnover
• Profit After Tax
• Return on Sales
• Return on Equity
• Economic Value Added
• Order Book and Order Book to Sales Ratio
• Cash Flow from Operations

Profit after Tax is a good measure of value creation. 
The Group set a growth target of 20% per annum 
to drive the Group to move towards operational 
excellence. ST Engineering has met this target 
for the period from 1997 to 2000 and saw its PAT 
growing by a respectable compounded annual 
growth rate of 34%.  Although FY2006 PAT set 
another profit record at $445m, performance in 
2002 and 2003 was dampened by the weak 
global economic environment. The Group resumed 
its growth with PAT of $354m in 2004. The Group’s 
PAT CAGR of 18% from 1997 to 2006 was close 
to the target of 20% growth rate.
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The ROE measures the returns in the form of NPAT to shareholder’s funds. 
It demonstrates the ability of the Group to deliver a return for its shareholders. 
ROE of the ST Engineering Group has been increasing from 14.8% in 1997 
to 28.4% in 2006 over the last ten years.

Benchmarking for Comparisons

Sales and Profit after Tax CAGR (1997 to 2005)
Sales CAGR PAT CAGR

ST Engineering

SembCorp Industries

BAE Systems

General Dynamics

Lockheed Martin

11%

11%

  8%

17%

  4%

16%

16%

17%

13%

  4%

Sales and Profit after Tax CAGAR (1997 to 2005)

For Sales, the Group exceeded the growth 
performance of two of the benchmark companies 
and matched the growth performance of one of the 
benchmark companies (SembCorp) for the period 
from 1997 to 2005 with the exception of General 
Dynamics, reflecting positive performance versus its 
peer group.

For PAT, the Group exceeded two of the benchmark 
companies’ profit growth with the exception of BAE 
Systems in period 1997-2005.

Return on Sales (ROS) and Return on Equity (ROE)

ROS ROE

ST Engineering

SembCorp Industries

BAE Systems

General Dynamics

Lockheed Martin

12%

  7%

    -

  6%

  4%

12%

  4%

  4%

  7%

  5%

26%

21%

   -

17%

18%

27%

15%

20%

18%

23%

2004              2005 2004              2005

For both ROS and ROE, the Group exceeded the 
performance of all the benchmark companies in 2004 
and 2005.

Key Measures of Market-place Performance

• Moody’s Rating – Aaa (since June 2002)

• A component stock in over 180 market indices

• Market Capitalisation - $9.07b; 9th largest in SGX 
at end 2006

• Awards
- Asia Brand – Ten Most Prospective Brands 

Awards
- Golden Circle Award (Overall Winner – 2000 to 

2003); Transparency Excellence Award in 2003 
(SIAS)

• Market / Industry Position
- Defence revenue volume ranking (52nd in 2005 

vs 68th in 1998)
- Top 20 companies in Singapore International 

100 Ranking 2006 (IE Singapore)
- World’s largest 3rd party commercial airframe 

MRO service provider in 2004 and 2006
- 30% market share in VSAT RF world market 

and 40% in microwave motion sensor modules
- World leader of 40mm weapon systems solutions
- Market leader in Singapore for naval defence 

products and services and dredgers repair

• Market Development
- Awarded US$635m contract (12 years) by Airbus 

to provide TAS for Skybus
- 1st breakthrough into China – awarded the AFC 

system contract for Guangzhou Metro Line 4 in 
2004

- Acquired BZK, GJK, VT SVC and VT LeeBoy to 
become a global specialty vehicles player in 
areas of construction, distribution and urban 
service vehicles

- Acquired and positioned VT Halter Marine – to 
tap US shipbuilding market
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7.3 People

Employee Involvement

ST Engineering is committed to developing its people 
into creative, thinking and innovative individuals and 
team players working to meet business objectives 
and goals. Employees are experts in their own 
work and are best positioned to contribute ideas and 
make improvements in their work processes. ST 
Engineering's success in rallying its people is reflected 
in the high participation rate in the various mechanisms 
offered.  Key measures include:-

• Participation in Team Activities 
• No. of Team Projects Completed
• Staff Suggestion Implementation Rate 
• Value Creation (EVA)
• No. of ST Engineering Innovation Award Applicants
• No. of *Teams at National IQC Convention (*Gold 

and Star)
• No. of ST Engineering Team Excellence Awards
• Number of Events and Participants for Wellness 

and Community Projects
• SHARE Participation
• Community Chest Award

Employee Learning and Development

ST Engineering places great emphasis on learning 
and development of its people to ensure a ready and 
competent workforce. Learning and development 
opportunities are available across the board for all 
categories of employees. Key measures include:  

• Average learning hours 
• Average learning places
• Learning utilisation rate 

Employee Satisfaction

ST Engineering develops a work environment that 
enhances employee satisfaction. Employee opinion 
surveys are conducted biennially to assess employees’ 
satisfaction levels on various aspects of working in 
the organisation. Key measures include: 

• Employee Opinion Survey Satisfaction Level
• Employee Resignation Rate
• Employee with five or more years of service
• Accident Frequency Rate
• Accident Severity Rate
• Share Ownership Scheme Participation Rate

Some Key Performance Indicators in 
chart form:

Impact of Projects/Suggestions Implemented

Cost savings/value creation resulting from the various 
employee involvement activities has shown a general 
positive trend.

Average Learning Hours

Our results across the Group have consistently 
exceeded the target of 45 learning hours per 
employee. The data presented does not include the 
learning activities such as coaching, mentoring and 
other supportive activities. In addition, a comparison 
with a global competitor of a similar nature shows 
that our average learning hours are significantly better.

2004     2005            2006

50

40

30

20

10

0

23.73
20.26

43.45

Va
lu

e 
C

re
at

io
n 

(S
$M

)

Organisation                                2004                 2005                2006

ST Engineering 

Competitor   

US Exellence
Award Winner

60 58 68  

36 30 31 

 -                   38 -

80

70

60

50

40

30

20

10

0

60 58

68

A
ve

ra
g

e 
Le

ar
ni

ng
 H

o
ur

s

Result                National Average (Manufacturing)              Target

45 45 45

2004     2005            2006

Average Learning Hours

Comparative Data



46

RESULTS

Average Learning Utilisation Rate

The utilisation rate for learning has increased over 
the years and has been in the 90% range, which 
consistently exceeds the set targets.
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Employee Opinion Survey Results

Employee Opinion Survey (EOS) is conducted 
biennially to assess our employees’ satisfaction levels 
on various aspects of working in the organisation. 
The surveys conducted showed that the satisfaction 
level of our employees is good, indicating that they 
are happy and satisfied at their work place.
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7.4 Operational Results

Some key performance measurements of the Design, 
Production, Delivery and Support processes are:

• No. of Patents Filed/Granted
• New Product / Offering / Capability
• No. of R&D Projects
• No. of Submitted Innovation Ideas
• Safety Review Per Operating Unit
• Security Awareness
• Maintenance of QMS and EHMS certifications
• Merger & Acquisition / New Business Activity
• No. of Risk Management Review / Activity
• Plant System Availability %
• Turnaround Time Compliances (%)
• Liquidated Damages (% of Sales)
• Customer Acceptance Rate (%)
• Warranty Claims (% of Sales)

Some key measurements of Suppliers and Partners 
Performance are:
• Supplies Reject Rate
• Supplier On-time Delivery
• AVL Retention
• Technology and Market Partners 

- meeting partnership requirements

Presented below are some of the abovementioned 
KPIs.

Maintenance of QMS and EHMS 
Certifications

All Business Sectors have maintained their ISO 9000/ 
14001/ 18001 or equivalent certifications over the 
years, and have put in place proper processes and 
operating systems to facilitate the running of daily 
operations.

Security Awareness

Safety Awareness is part of the induction programme 
for all new employees and since 2002, all SBAs have 
achieved 100% for this indicator annually. 

Safety Reviews Per Operating Unit

All SBAs achieved their targets to conduct at least 
12 safety reviews annually from 2002 to 2006. Our 
commitment and emphasis on safety at work, has 
allowed us to achieve an accident frequency rate 
comparable to the national rate and an accident 
severity rate below the national rate.
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No. of R&D Projects

ST Engineering’s leadership is committed to 
stay ahead of the competition, and meet 
customer’s needs by growing our strategic 
capabilities. Over the years, we have 
continually invested time and resources in 
R&D projects to achieve new products and 
services. 

No. of Patents Filed/Granted

ST Engineering’s leadership is committed to 
the promotion of innovation culture and the 
leverage of technology to enhance the 
competitiveness and performance of our 
products and services. This has enabled a 
growing number of patents to be incorporated 
into our products and services to our 
customers.

New Product / Offering / 
Capability

This indicator measures the efficiency of our 
design and development processes, as well 
as realisation of R&D and innovative ideas in 
meeting customer needs. All SBAs have 
continued to surpass their targets and 
enlarged their range of product, services, 
offerings and capabilities.

No. of Submitted Innovation Ideas

Over the years, ST Engineering has put in 
place many mechanisms to promote 
employees’ involvement and commitment in 
innovation. The growing number of innovation 
ideas submitted to the ST Engineering 
Innovation Award / Idea Competition over the 
years are evidence of our successful efforts 
to encourage R&D and innovation.
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Merger & Acquisition / New 
Business Activity

ST Engineering has been constantly exploring 
and developing new markets to grow our 
business in both defence and commercial 
segments across the four business sectors 
via M&A and New Business activities. At Group 
level, we have realised successes every year 
and gained access into new markets.

No. of Risk Management Reviews 
/ Activities

ST Engineering has, over the years, 
established and employed risk management 
system as a proactive measure to effectively 
implement, manage and review processes 
and plans to mitigate enterprise and business 
risks. All SBAs have met the annual targets 
of conducting reviews and implementing 
activities to mitigate /reduce our risk exposure 
and ensure business continuity.

Supplies Reject Rate

ST Engineering achieved an average reject 
rate of 4% in years 2002 and 2003 which 
reduced 3% from 2004 to 2006.  The higher 
supplies reject rates at ST Kinetics from 2002 
to 2004 were due to the commencement of 
new major programmes. By working closely 
with the suppliers, the reject rate was greatly 
reduced from 2005 onwards.

Supplier On-Time Delivery 

The average results at ST Engineering level 
depicted a positive increasing trend in 
suppliers’ delivery performance from year 
2002 to 2006. The positive trend is testimonial 
to ST Engineering’s various plans and 
processes to help suppliers/partners improve 
their goods and services.
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Partnerships

We use KPIs for suppliers to also measure supplier 
partnerships since they are relevant and closely 
related.  As for technology and marketing partnerships, 
due to their diverse nature and relatively longer term

Results of Partnerships

Types of 
partnership

Performance
Requirement

Measurement 
of Success

Significant Success

Technology • Technology Cutreach

• Technology Knowhow

• Technology Leverage

• Access to new 
technologies

• Acquisition/ access to 
use of IPs

• New Products/ services

• Cooling body suits (ST kinetics licensing technologies 
from DSO) 

• Master R&D Agreements between ST Engineering/ SBAs 
with DSO (classified projects)

• Global Energy Manager (GEM) (ST Kinetics leverages on 
partner’s software components)

Marketing • Market Knowledge

• Strong Presence

• Responsiveness

• Industry Reach

• Level of Activity

• Familiarity to Customer

• Market access

• Market Share

• Contracts or Purchase 
Orders

within a stipulated time

• Number of new 
customers

• To become a prefered 
vendor Invitations to 
Tender

• Participation level in new 
program

• Working with more than one strategic partner to offer 
Falcon One solution worldwide. 

• Selected by more than one OEM and vendors to be a 
regional or international service centre (e.g.with Honeywell, 
Parker, Eaton and Rolls Royce)

• VT Halter Marine develops partnership relationship with 
Bollinger Shipyard lockport which led to a successful 
contract to supply to the USA market

• ST Kinetics partners Beijing Heavy Duty Plant to from 
BZK to develop commercial automotive business

• Working with our partners, ST Electronics is the top 
Intelligent Transportation Management System provider 
in the Asia Pacific region with almost 80% market share

• ST Engineeringventured in Kazakhstan through JV with 
Kazakhtan Engineering. First contract achieved very 
shortly with MMLs to schools across the country

Supplier • Quality

• Delivery Schedule

• Performance 
Consistency

• Supplies Reject Rate

• Supplier On-Time 
Delicery

• AVL Retention Rate

• See results in Page 49

returns, there is no standard performance indicator 
to measure success.  However there exist many 
success examples of such partnerships.

ST Engineering’s CSR performances are reported for 
4 four areas namely:

1) Environment

We are committed to full compliance to relevant 
regulatory requirements on environment, and 
certification to ISO 14001 and OHSAS 18001/ 
equivalent.

In support of our commitment, all our operating units 
have the Environmental Management System (EMS) 
in place and are certified to ISO 14001 or its equivalent 
standards and are committed to maintain this 
standard. Our units are also OHSAS 18001 certified 
and operationally integrated the systems to support 
our Environment, Health and Safety (EHS) efforts.
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Results                            2004            2005            2006

Aerospace 

Electronics   

Land Systems  

Marine

Group

12 19 23

 5 6 7

 4 5 6

 2 2 2

43 91 121

Results                            2004            2005            2006

Aerospace 

Electronics   

Land Systems  

Marine

Group

0 0 0

0 0 0

0 0 0

0 0 0

0 0 0

No. of Environmental Management ActivitiesNo. of major non-compliance

2) Total Defence

Some of the Total Defence activities we participated 
in are:  

• MINDEF/Army/RSAF/RSN PRIDE Day, Open House 
and educational visits

• Overseas SAF exercises, UN missions, engagement 
in National Crisis and National Relief efforts

• Sponsorships and participation in NDP and SAF 
Day Re-dedication Ceremony

3) Engineering and Business 
Community

ST Engineering is committed to be a responsible 
corporate citizen. We actively participate in regional 
and international forums and exhibitions and contribute 
to the engineering and business community and 
tertiary education efforts.      

Members of National Bodies/Councils /Boards/ 
Agencies, e.g.:    

Tan Pheng Hock
Chairman, Board of Governors, Nanyang 
Polytechnic; Member of SQA Governing Council; 
Patron, Singapore Productivity Association; 
Chairman, Singapore Workforce Development 
Agency

Wee Siew Kim
Chairman, Singapore Quality Institute Executive 
Council; Member of Singapore Standards Council; 
Chairman, Management Systems Standard 
Committee

Seah Moon Ming
Chairman, Board of Governors, Temasek 
Polytechnic; Member of SQA Management 
Committee; International Advisory Panel of the 
National Infocomm Technology Australia; Member 
of Network India Steering Committee of IES; 
Executive Council Member of the China Council

Collaboration with Institutions/ Professional 
Bodies and Government Agencies, e.g.:  

• NTU and ST Engineering jointly set up R&D in 
intelligent systems “IntelliSys”. 

• Partner with EDB in manpower training to facilitate 
career transition for Republic of Singapore Air Force 
(RSAF) technicians joining the aerospace industry. 

• System Safety Society – established the Singapore 
Chapter in 2003 

Activities / Talks / Forums / Exhibitions, e.g.:

Hosted/ participated in best practice sharing sessions 
locally and internationally e.g. Asia HR Conference 
– Talent Management 2006, Global HR Forum – 
2006, Korea, Mexico and Latin American Quality 
Congress 2005 and 2006, SPRING Best Practices 
– Insights Programmes Business Excellence, 
Innovation and EVA Implementation and SPRING, 
Civil Service, SPA and Asia Productivity Organisation’s 
activities locally and overseas.    

Corporate Governance (GIA Audit Discrepancy)

We emphasise on transparency and compliance to 
good corporate governance processes and practices. 
Annual audits for compliance and adequacies of our 
system and processes are conducted.

Below shows the number of programmes / activities 
in support of maintaining and improving the ISO 
14001 efforts, and also the number of major non-
compliance registered from audits conducted on ISO 
14001 and regulatory requirements by relevant 
authorities.

To promote and recognise EHS efforts, the EHS 
Award was introduced in 2004 with its first winner 
in 2005.
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Comparison Table of ST Engineering Various World-class Organisations

KPI Comparative Organisation

Performance

Comparative
 Organisation

% Systems 
Availability

98%

(2005)

ST
Engineering

Baldrige Winner 2005

SQA Winner

93%

(2002)

7.35%

(2006)

Ave 97.3% (94.8% - 100%)

(2006)

Repeat Baldrige Winner 1999-2003Supplier on 
Time Delivery

Ave 93.7%

(2006)

Supplies 
Reject Rate

Ave 2.6% (0.9% - 4.5%)

(2006)

52

RESULTS

4) Community at Large

ST Engineering is committed to promoting a caring 
and giving society. Some of the activities undertaken 
by our business units in support of this commitment 
are: 

SHARE Programme

• Adoption and visits to charity homes
• Direct donations to needy students and families, 

blood donation drives, charity bazaars and Food 
fairs, visits to the Moral Home, President's Charity, 
Walkathon, Hurricane Collection, etc

Safety@Work Creative Awards

• No. of entries submitted increased from 185 in 
2005 to more than 200 in 2006

• No. of participating institutions increased from 
seven to ten between 2005 and 2006 

• A total of 11 awards were presented for the Digital 
Animation and Poster Designs since 2005

Arts 

• Sponsored the Esplanade’s “Lunchbox” series in 
2004 and 2005 and the NUS Yong Siew Toh 
Conservatory of Music in 2005 and 2006

• No. of Industrial Attachments increased from 362 
in 2004, to 422 in 2005 and 520 in 2006

GIA Audit Discrepancy



Awards / Accolades
ST Engineering is recognised for its visionary leadership business 
management, operational excellence, corporate governance, transparency 
and technical achievements. Its awards and accolades include:

• Singapore Quality Award with Special Commendation 2007

• Mr Tan Pheng Hock, President and CEO, was presented the 
Walter L. Hurd Executive Medal 2007 - for personal leadership 
at ST Engineering and its influence on organisations throughout 
the world. 

• 6th International Management Action Award conferred on 
Mr Seah Moon Ming, Dy CEO, ST Engineering and President, ST 
Electronics by Chartered Management Institute and SPRING 2006

• Life Long Learner Award 2006 – ST Kinetics

• Silver of the Best Annual Report Award 2005 

• International Asia Pacific Quality Award 2005 - Best of its Class 
Distinction Category 

• Associate of the Arts Awards 2005 from the National Arts Council, 
Singapore

• 5th International Management Action Award conferred on Mr Tan 
Pheng Hock, President and CEO, by Chartered Management 
Institute and SPRING 2005

• Ranked 6th for Best Corporate Governance in Asia's Best 
Companies 2004 by Finance Asia

• Partner of the Year Award for Business Excellence from SPRING 
 – 2004

• 1st SIAS Transparency Excellence Award – 2003 

• Singapore Innovation Excellence Award 2003

• Golden Circle Award and Most Transparent Company in Singapore 
in 2002, 2001, 2000

• Patron of the Arts Award 2003 from National Arts Council, Singapore

• Singapore Quality Award 2002 by SQA Governing Council
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