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SAFETY AND RELIABILITY 

MAINTAINABILITY OVER 
LIFECYCLE 

SUSTAINABLE FINANCING FRAMEWORK 

AFFORDABILITY 

MANAGEMENT OF PUBLIC EXPECTATIONS 

AVAILABILITY 

TIMELINESS OF RENEWAL  

COST-BENEFIT OF SERVICES AND QUALITY  

SUBSIDIES FOR NEEDY 
GROUPS 
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CONGESTION 



SMRT’s Transformation Journey 
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…The MRT is much more than a 
transport investment... The boost it will 

provide to long term investors’ 
confidence, the multiplier effect 
and how MRT will lead to the enhancement of 
the intrinsic value of 
Singapore’s real estate……… 

“ 

” 
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GROWING COMMERCIAL PROFITABILITY 

[CAT
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RY … My  

Briyani House 
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Comparison of Fares with Major Cities 

Source: COS 2014 
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Stagnating Fares vs Escalating SMRT Trains Costs 
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Trains Business Operating Profit 
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NEW INDUSTRY FRAMEWORK 

New Bus Contracting Model  New Rail Financing Framework 
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PUBLIC 

SHAREHOLDERS STAFF 

BUSINESS PARTNERS GOVERNMENT 

Media / Commuters 

Union / Employees 

Commercial & International 
Partners 

Regulators 
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On Board: Going back to basics with our shared 
 vision, mission and values 

On Track: Focusing on 
commuter as part of a 5-prong strategy 

On Top: Inspiring a service   
 excellence culture 

People 

1 

3 

2 
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BACK TO BASICS 
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ALIGNING VISION WITH STRATEGY 

Operational performance 
excellence is achieved with high 
standards and continuous 
improvements in safety, 
reliability, availability, 
maintenance, readiness and 
service delivery that preserve 
high public confidence in SMRT. 
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Positive customer experience 
is achieved through a service 
excellence mindset, by 
improving customer 
touch-points, delivering more 
convenience and value, acting 
responsively and 
communicating effectively  to  
meet the needs of our 
external and internal 
customers.  
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Workforce health is achieved 
through a high performance 
and people-oriented 
workplace culture; a 
workforce that is optimally 
sized, competent, 
collaborative and continually 
learning; and people who are 
valued, committed, engaged 
and cohesive. 
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Organizational excellence is 
achieved through continual 
learning and capacity to 
change, in alignment with 
maximum productivity and 
value generation, and 
adaptability to a changing 
environment while ensuring 
good governance.  

ALIGNING VISION WITH STRATEGY 

GETTING US BACK TO HEALTH 



Sustainable growth is 
achieved by driving 
revenue and profit growth 
on a sustainable basis, 
supported by an 
entrepreneurial spirit, an 
innovative mindset and 
dynamic organization to 
deliver shareholder value 
over the long term. 

ALIGNING VISION WITH STRATEGY 

GETTING US BACK TO HEALTH 



ALIGNING STRATEGY WITH PEOPLE 
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Benchmarks 

Availability 1 

3 

2 Reliability 

Safety 

Service Adherence 

Fleet Availability  

Mean Time Between Failure 

Failures causing >10min delay 

Injury Rate 

Total Operating Income per Operating Cost  

Actual car km/ scheduled car km 
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Walking distance 
to station 

Waiting time 
to next train 

Crowdedness 

Punctuality 

Benchmarks 

1 

3 

2 

4 

Passenger 
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180 km of rail 

140 stations 
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3 million passenger journeys a year 

Cumulative Train distance of twice 
around the equator 
per day 

99.8% average train availability 
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More than 
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Enhancing Commuter Touchpoints 
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STARiS 2.0 

Improving Passenger Information Services 
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Improving Passenger Information Services 
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Processes Structure 

Culture 
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DRIVING A SERVICE EXCELLENCE MINDSET 



Collaboration 

Communication 

Continual Learning 

Critical Thinking 

Customer Focus 
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DRIVING A SERVICE EXCELLENCE MINDSET 
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DRIVING A SERVICE EXCELLENCE MINDSET 

GETTING US BACK TO HEALTH 

“What are you thinking?”  



SERVICE EXCELLENCE 
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DRIVING A SERVICE EXCELLENCE MINDSET 
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DRIVING A SERVICE EXCELLENCE MINDSET 
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Train Withdrawals 

2012 2013 2014 

Threefold 
improvement from 2012 

levels 

2015 (Jan – Jul) 
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Train delays lasting more than 5 mins 

2012 2013 2014 

Half the rate from 
2012 levels 

2015 (Jan – Jul) 

1.21 1.19 

0.73 

1.54 

De
la

ys
 p

er
 1

00
,0

00
km

 

GETTING US BACK TO HEALTH 



ISO 55001 CERTIFICATION FOR ASSET MANAGEMENT 
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IMPROVING BUS OPERATIONS 

Operating Profit 
 

Service quality 
 

Punctuality 
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THE SMRT TRANSFORMATION JOURNEY 

ORGANISATIONAL CLIMATE SURVEY 

[V
A… 

[CAT
EGOR

Y 
NAM

E] … 
9% above Transport Industry 

7% above Singapore Norm 

10% above Global Transitional Companies Norm 

INSTITUTE OF RISK MANAGEMENT 
GLOBAL RISK AWARDS 2015  

MAY DAY PLAQUE OF 
COMMENDATION (GOLD) 
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Thank You 
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Conclusion 
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