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Singapore

A Government is probably the biggest service provider within the country it serves and residents are captive recipients of whatever services it offers, no matter how good or how bad.  In Singapore, it is our commitment to place customers at the center of our focus.  The core of Customer Relationship Management (CRM) is the government’s vision and priority to reach out, service, delight and retain customers. 


The Singapore e-Government Action Plan II¹, which was launched in July 2003, highlighted “Delighting Customers” as one of its key outcomes.  Superior service delivery is a key strategic imperative.  The foundation has been laid through the first Action Plan, which has already led to the delivery of most feasible e-services.  
 

In the quest to provide more customer-centric services to its citizens, future developments will result in more integrated e-services, which will reduce the number of interactions between customers and different government agencies.  Integration requires a change in mindset as most agencies are set in their ways and dictate the rules of the interactions.  They define how long it will take to process the application, what information is required and what supporting documents are needed.  The next agency may ask for the exact same thing. Agencies therefore need to make things as convenient as possible to the customer, rather than make things easy for themselves.  There are tremendous opportunities to present more services from a consolidated web front and shield internal organizational boundaries from the customers, as defined in the “Many Agencies, One Government” vision.

By July 2004, setting up a business will be a breeze with a one-stop shop that meets all licensing needs.  A businessman will be able to check the licenses needed, apply and pay for them online.  The average processing time will be reduced significantly through rules review and more importantly, the collaborative efforts among different licensing agencies.


The basic one-site-fits-all website can be brought to a higher plane through personalized services.  Personalization is customizing interactions based on the customer’s explicit preferences and selections. Service delivery will be a unique experience for each individual.  CRM can be used to present a citizen with relevant e-services at the right time. For instance, library services could capture a reader’s preferences for the purpose of enriching their service offerings to that individual.   

The My.eCitizen² pilot phase, launched in 2002, is an opt-in service.  It gives citizens pre-defined choices of e-services organized by five segmented profiles - student, homemaker, working adult, business person or senior citizen. Citizens can also subscribe to a variety alert services, ranging from library book reminders to approaching due dates for road tax renewals.  These alerts can either be sent to an e-mail account or a mobile phone.  To uniquely identify an individual, login using SingPass³ is required and this enables participating agencies to determine if there are outstanding transactions that need the customers’ attention. 


My.eCitizen requires minimal customers’ information for the delivery of services of their choice.  In the next phase, customers will have more flexibility to pick, choose and replace services over time.  This obviates the need for detailed analysis to understand customer behavior patterns and predict their future needs.  
  

Today's populace is better educated and more sophisticated; thus expectations for the provision of better government information and e-services are higher.  The annual e-Government Customer Perception Survey conducted in June 2003 showed a favourable response to government services.  Four in five of the 75% of respondents who transacted electronically with the government at least once expressed satisfaction with the quality of service.  It is important that the government continue to improve its service provisions by providing more integrated e-services, improving the eCitizen portal and further personalizing offerings.  In the process of enhancing our services, customers’ insights and views will continue to be sought and requirements validated regularly, to ensure that the relationship with the customers continues to be maintained at an optimal level. 


 e-Government Action Plan II (2003 – 2006). Available Online: www.egov.gov.sg
2 My.eCitizen is personalization offering of the eCitizen portal, http://www.ecitizen.gov.sg/
3 SingPass is the defacto ID and password that can be used to gain access to different government e-services requiring single factor authentication. Available online: www.ecitizen.gov.sg

The IDA is a dynamic organization with an integrated perspective to developing, promoting and regulating info-communications in Singapore. In the fast-changing and converging spheres of telecommunications, information and media technologies, IDA will be the catalyst for change and growth in Singapore's evolution into a vibrant global info-communications technology center. For more information about IDA visit IDA website is at www.ida.gov.sg.   For more information, contact Leonard Cheong via e-mail at Leonard_Cheong@IDA.gov.sg or via phone at +65 6211-0888.
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