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JAN
24

WhatsApp with MOH official

Happy new year! (Kinda) Got a question for 
you.

Are you aware of any contact tracing 
mobile app solution currently?

If you think this is worth looking into, some 
of my devs are trying to figure it out.

how it all started

Source: Channel NewsAsia
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Image: https://www.signalbooster.com

how it all actually started

Source: Reuters
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2015

2020

how it all actually started

Government 
Digital
Services
hive.gov.sg

A team of thinkers and doers working with code, pixels and people

Source: Camilla Schaeffer
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how TraceTogether works

device A said

Apple
Apple
Apple
Pencil
Car
x94nfY
…

device A heard

Bird (near)
Bird (far)
Bird (near)

device B said

Bird
Bird
Bird

device B heard

Apple (near)
Apple (far)
Apple (near)

1

2 data stored on device; wiped after 25 days
- only shared with MOH when user actively 

submits data

“nicknames” are temporary
- prevents tracking

- only MOH can match 
nicknames to users
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how TraceTogether works

privacy-preserving, community-driven 
contact tracing

C+ person 
uploads data

(based on the data) 
close contacts get informed 
to take early precaution

close contacts off 
the “network” may 
not be informed  😢
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the TraceTogether journey

Work begins

JAN

1st prototype

FEB

MTF launches TT

MAR

Tokens to be 
produced

JUN

70% adoption target

OCT

SafeEntry 
integration

JUL

Vaccination 
integration

APR

Test result 
integration

AUG

Green pass / oTTer

NOV

TraceTogether-Only 
SafeEntry

MAY

~100% adoption; >½ of 
close contacts from TT

JUN

Vaccination 
Differentiated SMM

OCT

TT parliament 
debate

JAN

Maybe can do some thumbnail images?

2020

2021
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I anyhowly found this. Is this an award?
https://awards.design/NOW/project.asp?ID=19503

Add other stuff?

Gartner Eye on Innovation Awards for Government 2020
World IT Software Association Global ICT Excellence Awards
Singapore Computer Society IT Leader Awards (Pathfinder) 
2021
IDC Smart City Awards (Public Health & Social Services) 2021
OpenGov Recognition of Excellence 2021

Eye on Innovation Awards 2020
(Government)

Global ICT 
Excellence Awards 2020

IT Leader Award 2021
 (Pathfinder)

Recognition of Excellence 2021 Smart City Awards 2021
(Public Health & Social Services)

Singapore Good Design 2022
(SG Mark - Digital Solutions)

recognition for TraceTogether

https://awards.design/NOW/project.asp?ID=19503
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BlueTrace technical white paperBlueTrace manifesto

thought leadership

Linux Foundation Public Health’s 
open-sourced Project Herald

OpenTrace reference implementation
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inspiring the future

Cases

Classrooms

MBA – Public EntrepreneurshipMPP – Policy Design and Delivery
MPP – Digital Government: Technology, Policy 
and Public Service Innovation

TraceTogether Digital Product Management under Extreme Uncertainty: 
The Singapore TraceTogether Story for COVID-19 
Contact Tracing
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looking back

partnership
adoptionlearn

agility

pr
ep

ar
e
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agility

3 months (i.e. SARS)Outbreak 
duration

Almost 3 years

Adoption / 
coverage

Objective

40k-400k after 1 week
500k (10%) / 1%

(targeted)

500k in 24 hours
5.7m (~100%) / >50%

(actual)

Proof-of-concept
Socialise people to unfamiliar tech

Fully operational capability
Key pillar of pandemic response
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agility

Adoption

Effectiveness

(10%, 1%)

(30%, 9%)

(90%, 81%)

(60%, 36%)

Images: Sergiu Pocan, INTERFOTO/Alamy
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inter-disciplinary partnership

Bluetooth ranging

using heterogeneous mobile 
devices to accurately measure and 

log duration and proximity of 
interactions between users; 

balancing false negatives with false 
positives to “do no harm”

Integration with core outbreak 
systems

Automating interfaces with evolving MOH 
systems, streamlining contact tracer workload, 
enhancements to support changing 
protocols/policies

Privacy

Protecting user data from malicious 
attackers; obtaining valid consent and 
allowing withdrawal from system; balancing 
between privacy and public health

03 

01 02 

Pushing the 
Envelope 
Together
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inter-disciplinary partnership

Public health and 
medical profession

Technologists

Governments

Privacy 
Advocates



Singapore Healthcare Management Congress 2022

thinking about adoption

“Any sufficiently advanced technology is indistinguishable from magic”

- Arthur C. Clarke

we were doing something unprecedented, unfamiliar and unproven

so why did so many people download and use TraceTogether?
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trust

Hope requires trust/faith… Trust

Empathy

Expertise

Transparency Commitment

Source: Daniel Diermeier

Hope
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trust

Trust

Empathy

Expertise

Transparency Commitment

Protect ourselves

Protect our loved ones 
and friends

Protect our community
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trust

Trust

Empathy

Expertise

Transparency Commitment

Images: Straits Times, sgmatters.com
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trust

Trust

Empathy

Expertise

Transparency Commitment

Images: Smart Nation & Digital Government Office
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trust

Trust

Empathy

Expertise

Transparency Commitment

Images: Edelman, Channel NewsAsia
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learn

?

!

TraceTogether will help us contact trace strangers 
who were exposed to COVID-19 patients, and 
might otherwise become unlinked cases.

Actually, manual contact tracing is pretty 
comprehensive, but takes time.

We learnt that the real value proposition 
for TraceTogether was not coverage, but 
speed. So, we tweaked the upload process 
to nudge users to upload sooner.

Source: Straits Times
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learn

The median time elapsed 
from a positive COVID-19 test result 
      → app users uploading data 
      → identification of close contacts
      → to notification SMSes being sent
            to the user’s close contacts

… was only about 30min.

This led to much more timely isolation 
of infected persons, potentially even 
before they begin to shed virions!

Source: Luca Ferretti, et al
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learn

Source: Ghib Ojisan (https://youtu.be/-MLqE6PWdLA)

The median time elapsed 
from a positive COVID-19 test result 
      → app users uploading data 
      → identification of close contacts
      → to notification SMSes being sent
            to the user’s close contacts

… was only about 30min.

This led to much more timely isolation 
of infected persons, potentially even 
before they begin to shed virions!
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My wishlist for digital contact tracing 

Association for Computing Machinery article

Private Automated Contact Tracing

Community of international digital contact tracing experts

prepare

● Steward the Technology
○ Preserve trust above all

○ Adopt emerging technologies appropriately

● Public Health Comes First

○ Adapt as medical knowledge evolves

○ Avoid tech push, especially dogma/triumphalism

○ Privacy is a constraint, not the goal

● Engage Stakeholders Across Domains

○ Values encoded in system design should reflect 
sovereign preferences – not those of tech firms

○ Promote open standards, frameworks, and 
modular implementations

○ Global multi-stakeholder governance model
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some thoughts on digital transformation
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You are CEO of a company that makes widgets, and sells to retail stores. You want to 

transform the sales organisation, to take advantage of digital channels to improve sales 

yield. You must choose one of the following candidates to lead this transformation.

William Sarah Sophia
Company insider with 12 
years of experience in 
marketing, through 
in-person visits to retail 
stores, but readily 
admits to not knowing 
much about digital.

Young digital guru with 7 
years experience 
working for Amazon, 
leading successive 
product category 
expansions and tailoring 
business models to 
customer journeys.

McKinsey associate 
partner who has 
consulted and advised 
companies on digital 
transformation across a 
range of industries.

leading digital transformation
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Learning Anxiety

Resistance to learning 

something new and 

unlearning something 

old; reluctance to fail

Survival Anxiety

Realisation that not 

changing will incur costs 

to survival in future

Source: Schein Edgar H. (2010), Organizational Culture and Leadership, Jossey-Bass; 4th edition

Principle 1
Survival anxiety/guilt must be 
greater than learning anxiety 
to “unfreeze” behaviour

Principle 2
Instead of increasing survival 
anxiety, reduce learning anxiety

a model for transformation

Sources: Edgar Schein, Kurt Lewin

https://sciencetheory.net/organizational-culture-and-leadership-by-schein-edgar-h-2010/
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● Sarah’s transformation vision scared engineers and 
engendered resistance

● Became impatient with mainstream

● Started standalone innovation unit outside of main business 
lines

● Resources diverted to skunkworks team, which showed 
early promise

● Bifurcation with core business resulted in incoherence and 
inability to proliferate mindset changes

● Transformation effort eventually failed

sarah’s experience



Singapore Healthcare Management Congress 2022

● William had in fact fiercely resisted digital, and had a feisty 
personality, but was driven

● Kept Sarah’s entire digital team, and connected the tech 
with the needs of customers and the company

● Redesigned the digital strategy to balance sales across 
traditional and online

● Brought digital as a tool to empower incumbent sales force 
to hit their own targets

● Worked with each product manufacturer client to push 
products through both channels

● Companies that pick insiders to lead transformation succeed 
80% of the time (N=50)

● Insiders have credibility to tip the balance towards survival 
anxiety, whilst also having the empathy for, and the tools to 
reduce learning anxiety and create psychological safety

william’s experience
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Digital Transformation

“Digital transformation is often less about a 
radical rethinking of the business than about 
learning how to use digital tools to better serve 
customers… 

“It is as much about organisational change and 
leadership as it is about digital.”

Source: Schein Edgar H. (1992), Invited address to the World Economic Forum, Davos, Switzerland 
[https://dspace.mit.edu/bitstream/handle/1721.1/2399/SWP-3409-45882883.pdf]

not about digital nor technology

Digital Transformation
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Source: Schein Edgar H. (1992), Invited address to the World Economic Forum, Davos, Switzerland 
[https://dspace.mit.edu/bitstream/handle/1721.1/2399/SWP-3409-45882883.pdf]

reflections

Empathy > Technical skills

Reduce learning anxiety

Reduce power-distance

Find William
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