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Raising Service Competence to World Class Standards

In today’s increasingly competitive global market place, delivering excellent service is what sets
organisations apart. From a frontline team attending to customers, to managers planning and
implementing service standards, each point along the service chain defines the service principles
of the organisation.

Ronald Yee, Manager, Human Resource Development
NTUC Income Insurance Co-operative Limited

In line with the Go-The-Extra-Mile for Service (GEMS) Movement, WDA has embarked on a
journey to identify the competencies that will help organisations raise their service standards and
transform their service culture.

These competencies have been validated by industry partners and benchmarked against
international best practices. They form the basis of the Service Excellence Workforce Skills
Qualifications (WSQ) and are set to shape the way in which organisations, regardless of industry
sectors, train and mould their staff to deliver excellent service.

What is Singapore Workforce Skills Qualifications? (WSQ)

The Singapore Workforce Skills Qualifications (WSQ) is a national qualification system that trains,
develops, assesses and recognises adult workers for competencies that enhance their employability.
WSQ caters to working adults and complements the pre-employment training delivered by
schools and education institutions. WSQ benefits everyone, including individuals without academic
qualifications. This is possible because WSQ recognises past trainings, work experiences and
current credentials in addition to academic achievements.

What is Service Excellence WSQ?

Service Excellence WSQ is a nationally recognised, competency-based training and assessment system
that provides a structured and comprehensive approach to equip service professionals with relevant
skills set to deliver excellent service.

Under the Service Excellence WSQ, 19 competency modules have been identified for service staff at
the Operations, Supervisory and Managerial levels. Learners undergoing any Service Excellence training
will be assessed on their ability to perform the competencies taught and will receive a Statement of
Attainment (SOA) upon successful completion of each module.

The competencies are also aligned to the SPRING Business Excellence Niche (Service) Standard®.
Some of the competency modules from the Service Excellence WSQ have also been adopted into
specific industries’ WSQ qualifications such as Retail WSQ, Tourism WSQ and Security WSQ.

Augustine Png, Vice President (Corporate Services),
Singapore Cruise Centre Pte Ltd

1 The SPRING Business Excellence Niche (Service) Standard assesses an organisation’s performance in the 6 categories of the business
excellence framework, namely, Leadership, Planning, Information, Customers, Results and People, whilst facilitating benchmarking of its own
service management systems and practices. Fulfilment of the standard criteria and score of 400 points or more through an assessment by
SPRING leads to the certification of the organisation for the Singapore Service Class (S-Class).



Lee Lee Thiam, James, Deputy General Manager (Corporate Planning Centre)
Hitachi Elevator Engineering (S) Pte Ltd

What are the benefits of Service Excellence WSQ?

1. COMPETENCY BASED TRAINING
Service Excellence WSQ is a competency-based training programme that focuses on the
learner’s ability to perform specific tasks at the workplace.

2. INDUSTRY RELEVANT SKILLS
The competency modules are developed in close consultation with industry partners from
the services and manufacturing sectors.

3. FLEXIBLE MODE OF TRAINING
Service Excellence WSQ provides a flexible mode of training that can be adapted to suit
different business and work environments.

4. OPEN ACCESS
There are no academic pre-requisites for entry into the programme. Enrolment is based on
recommendations and decisions made by the employer and employee.

5. QUALITY ASSURANCE
WDA monitors the quality of training providers and the delivery of training programmes to
ensure training effectiveness that meet industries’ and organisations’ needs.

How can organisations benefit from Service Excellence WSQ?
1. Organisations can leverage on the modular system and enrol service staff for relevant training
to address any skills gaps.

2. Enrol service staff in selective Service Excellence training modules as part of attaining industry
specific WSQ qualifications.

3. Service Excellence WSQ is closely aligned to the SPRING Business Excellence Niche (Service)
Standard. The competencies identified equip organisations with the service capabilities,
geared towards the Service Class award.

What are the Service Excellence Competency Modules?

Service Excellence WSQ has rationalised the research and studies on international and
local best practices into 19 competency modules:

1. 12 competency modules at the Managerial Level,

2. 4 competency modules at the Supervisory Level and,

3. 3 competency modules at the Operations Level

Table 1 lists the various competency modules and how they are aligned to the SPRING Business Excellence Niche (Service) standard.

CATEGORIES LEADERSHIP PLANNING INFORMATION CUSTOMERS RESULTS PEOPLE
Managerial* Lead A Provide A Interpret And  Develop and  Manage Manage
Customer Quality Service Analyse Customise Service Human
Focussed Environment ~ Customer Service Improvement Resources To
Organisation Intelligence Offerings Achieve
Set Up and Manage Service
Implement Develop And  Manage High Performance Excellence
Systems And  Implement Volume Management
Strategies That Process to Customer Processes
Support Benchmark Contact and
Service and Measure Communicati Manage
Innovation Service on Service Supply
Standards Chain
Manage
Service
Operations
Lead A Service Implement Coach Service
Supervisory Team? Continual Teams And
Improvements Individuals
Build in Service
Relationships  Delivery*
With
Customers®
Operations Provide GEMS Service

Deliver Service Excellence

Offer Customised and Personalised Service

* The higher number of competency modules identified at the Managerial Level reflects the importance of the management’s role in developing

a service infrastructure and the leadership to support service culture in an organisation.

? Lead a Service Team also covers certain aspects of People, Planning and Leadership categories.
? Build Relationships with Customers also covers certain aspects of Information and Leadership categories.
* Implement Continual Improvements in Service Delivery also covers certain aspects of Information, People and Customers categories.




Managerial Level
The managerial level comprises of 12 competency modules, each addressing the fundamental
requirements of an organisational management role in order to achieve service excellence.

1. DEVELOP AND CUSTOMISE SERVICE OFFERINGS
This module trains participants to develop customised service offerings. It includes planning,
developing and implementing a range of services to exceed customers’ expectations, and
improving the overall service standard.

2. MANAGE HIGH VOLUME CUSTOMER CONTACT AND COMMUNICATION
This module trains participants in managing high-volume customer contacts. It includes target
setting and addressing problems associated with high-volume service delivery operations
and managing queue systems.

3. MANAGE SERVICE OPERATIONS
This module trains participants to develop sound plans to meet internal and external customer
requirements by ensuring the effective delivery of quality service, monitoring and reviewing
of customer service delivery.

4. INTERPRET AND ANALYSE CUSTOMER INTELLIGENCE
This module trains participants to manage and analyse customer data to establish customer
needs. This includes analysis and application of customer intelligence to service procedures,
service innovation and service marketing.

5. DEVELOP AND IMPLEMENT PROCESS TO BENCHMARK AND MEASURE SERVICE STANDARDS
This module trains participants to determine all benchmark requirements, from the planning
and implementation of an organisation’s customer service process, to managing improvement
arising from benchmarking implementation.

6. LEAD A CUSTOMER FOCUSSED ORGANISATION
This module trains participants to lead the development and communication of a customer
focused vision, mission and values by creating a culture of regular evaluation and improvement
at the organisational and personal level.

7. MANAGE HUMAN RESOURCES TO ACHIEVE SERVICE EXCELLENCE
This module trains participants to develop plans for various HR operating procedures and
reward strategies to empowering customer-focused staff, in recognition of excellent service
efforts.



10.

11.

12.

PROVIDE A QUALITY SERVICE ENVIRONMENT
This module trains participants to develop a friendly and hospitable service environment by
incorporating health and safety aspects into the design, implementation and management
of the service environment.

SET UP AND IMPLEMENT SYSTEMS AND STRATEGIES THAT SUPPORT SERVICE INNOVATION
This module trains participants to integrate innovative practices into the organisation. It involves
implementing management practices and procedures that promotes innovation and learning
opportunities.

MANAGE SERVICE IMPROVEMENT
This module trains participants to review the service environment, conduct research and
evaluation on service developments and market influences as well as managing service
innovation and improvement.

MANAGE PERFORMANCE MANAGEMENT PROCESSES

This module trains participants to develop performance management tools and standards
by implementing a performance management system aimed at improving the overall performance
in service delivery.

MANAGE SERVICE SUPPLY CHAIN
This module trains participants to manage the service supply chain. It involves reviewing of
organisational business, supply chain effectiveness and implementing continual improvement
within the service supply chain.

Supervisory Level

The supervisory level comprises of 4 competency modules, each designed to assist the supervisors
of frontline service staff in the delivery of service excellence. It provides participants with skills
and knowledge to establish and maintain an effective team, achieve customer retention and
assess service levels for continual improvement.

1.

LEAD A SERVICE TEAM
This module trains participants to lead a small service team to meet expected service outcomes
by collaborating with organisational line management and promotion of team effectiveness
to improve service.

BUILD RELATIONSHIPS WITH CUSTOMERS

This module trains participants to establish strong relationships with customers by gaining
the customers’ confidence, maintaining and developing relationship with customers and
handling of difficult customers.



Preska s/o Machap, Assistant Store Manager
Home-Fix DIY Pte Ltd

3. IMPLEMENT CONTINUAL IMPROVEMENTS IN SERVICE DELIVERY
This module trains participants to implement continual improvements in service delivery by
engaging the service team in planning, executing, monitoring and evaluating the delivery of
service excellence for future improvements.

4. COACH SERVICE TEAMS AND INDIVIDUALS
This module trains participants to perform coaching roles in an organisational service
environment and monitoring the results based on the level of service.

Operations Level
The operations level comprises of 3 competency modules, each designed to provide comprehensive
trainings in service excellence for frontline service operatives

1. PROVIDE GO-THE-EXTRA-MILE (GEMS) SERVICE
This module trains participants to apply the philosophy of GEMS service at their workplace.

2. DELIVER SERVICE EXCELLENCE
This module trains participants to communicate effectively to provide excellent service to a
diverse range of customers and colleagues by applying the organisational service system.

3. OFFER CUSTOMISED AND PERSONALISED SERVICE
This module trains the participants to be proactive in offering personalised service to customers
by facilitating access and communicating product and service information. Participants will
also learn how to make recommendations to meet customers’ personal needs, and exceeding
their service expectations.



What are the Financial Support available?

Employers can obtain funding assistance through the Skills Development Fund (SDF) and the
Skills Redevelopment Programme (SRP). To be eligible for funding, trainees must meet the
following criteria:

1. Either Singapore Citizen(s) or Permanent Resident(s) of Singapore,
2. Have achieved at least 75% attendance, and
3. Have attended all assessments.

Skills Development Fund (SDF) Rates

SDF Rates Workers below 40 yrs old Workers 40 yrs old and above
(with ‘A" Level Qualifications or below)
Publicly conducted course ~ 80% of course fees & assessment  90% of course fees & assessment
fees, capped at $7 per hour fees, capped at $11 per hour
In-house trainer $7 per hour

For more information, please visit the SDF website at www.sdf.gov.sg

Skills Redevelopment Programme (SRP) Rates

Workers below 40 yrs old Workers 40 yrs old and above
(with ‘A’ Level Qualifications or below)

$6 per hour capped at 80% of $6.80 per hour capped at 90% of
hourly basic salary hourly basic salary

For more information, please visit the SRP website at www.srp.org.sg

How do | Sign Up for Service Excellence WSQ?

In-House Training
If you would like to conduct staff training in-house, kindly contact WDA directly at 6883 5885
or email to wda_seta_enquiry@wda.gov.sg for further enquires, or

Through a WSQ Accredited Training Organisation & Institute

Please visit the Service Excellence WSQ section at wsq.wda.gov.sg for the list of Accredited
Training Organisations and their contacts. Alternatively, you may visit the ‘Library of Courses’
under the Skills Development Fund (SDF) website at www.sdf.gov.sg, for an update of the latest
units available by WSQ accredited Training Organisations.







