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Objective of SMART 
• To help SMEs develop their business management capabilities to enhance their 

competitiveness  

Launched in Oct 2006 

SMART INITIATIVE / Background

BACKGROUND

Approach 
• A qualified consultant works with an SME for up to 6 man-days* over a 1 to 2 month 

period to develop a roadmap to build capabilities 

• After the roadmap has been developed, the SME can initiate improvement projects in 
the areas of priority identified in the SMART Roadmap

Participation
• Some 170 SMEs have participated in SMART since 2006

* 6 man-days include both on-site and off-site work undertaken by the consultant
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BUSINESS EXCELLENCE FRAMEWORK

SMART INITIATIVE / Business Excellence Framework
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INNOVATION
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People
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DRIVER SYSTEM RESULTS

LEARNING

Senior executives set 
organisational directions

System comprises a set of 
well-defined processes for 
meeting the organisation’s 
performance requirements 

Results deliver an ever-
improving customer value & 
organisational performance



BENEFITS

The SMEs that have participated in SMART shared the following benefits:

� Strengthened the core team’s common understanding of managing and improving 
the business 

� Helped SMEs identify and adopt practical solutions to address key gaps or areas 
for improvement 

SMART Initiative/ Benefits
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for improvement 

� Provided SMEs with a better appreciation of which government incentive schemes 
could support them in the adoption of the solutions



SMART / Benefits

“The SMART initiative has enlightened us and 

BENEFITS – GOLDEN BRIDGE FOODS 
MANUFACTURING
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made us focus on enhancing the processes, and 
not just the results; to make continuous 
improvements, rather than manage by 
exceptions”

Mr Ong Bee Chip
Managing Director

Golden Bridge Foods Manufacturing

Solutions implemented 

•Improved its information flow and processes – implemented Enterprise Resource Planning system to help 
integrate function such as logistics, distribution, accounts and production    to facilitate real-time tracking of the 
business

•Enhanced its strategic business plan 

•Identified ways to enhance its competitiveness by engaging in competitor analysis, enhancing its R &D efforts 
to create new products in anticipation of growth opportunities



SMART  / Benefits

BENEFITS – ARTFORM GROUP OF COMPANIES

“The SMART initiative has helped us identify 
areas for improvement as well as maximise our 
potential so as to meet the challenges in the 
global market.”

Mr Lee Choy Ken
Managing Director

Artform Group of Companies
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Artform Group of Companies

From left: 
Mr, Lee Choy Yuon, Director, Mr. Lee Choy Ken, 
Managing Director, Mr. Lee Song Gao, Assistant 
Marketing Manager and Mr. Li Dai Feng, Manager
from Artform Group of Companies

Solutions implemented 

•Enhance its staff engagement programme
- introduced new activities to promote teamwork and bonding among staff.
- witnessed greater synergy between staff

•Implement the ISO 9001 Quality Management Systems 



Libra 2002 Pte Ltd

A leading supplier of quality products and 
services in heat transfer equipment, Libra 
has benefited from SMART by 
developing:

Libra 2002 Pte Ltd

A leading supplier of quality products and 
services in heat transfer equipment, Libra 
has benefited from SMART by 
developing:

Excel Hardware

Founded in 1998 as a wholesale 
distributor of furniture parts

“SMART got us to write things down 

SMART Initiative/ Benefits

BENEFITS-EXCEL HARDWARE & LIBRA 2002 PTE LTD
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developing:

• key performance management 
indicators for measuring individual work 
and business improvement 

• HR management system including a 
training framework

• focused information system on 
industry and customers for making 
enhanced business decisions

developing:

• key performance management 
indicators for measuring individual work 
and business improvement 

• HR management system including a 
training framework

• focused information system on 
industry and customers for making 
enhanced business decisions

“SMART got us to write things down 
and systemize them, which is a positive 
thing, because many things that they 
say in presentations – the business 
excellence framework for example – we 
were already doing, but didn’t know we 
were on the right path”.

Mr Kaden Choa
Operations Manager



Univonna

Founded in 1993 and now an established 
furniture manufacturer with a plant in 
Malaysia, four retail showrooms in Singapore 
and customers in Asia, Australia and Europe.

Weiken.com

Interior Design Company founded in 1997.

SMART Initiative / Benefits

BENEFITS – UNIVONNA & WEIKEN.COM

“In the past, our decisions were made purely 
based on gut feel. Through SMART, we learnt 
that business information is critical to decision 
making… We realise we cannot continue to 
run our business the traditional way. The 
programme showed us how we can change to 
stay relevant and remain competitive in a 
fiercely competitive market”.

Mr Simon Kong
Operations and Marketing Manager
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“ SMART gave a lot of advice on how to grow 
your business, how to have a focus point, 
how to take care of your staff, how to train 
your staff” 

Mr Vincent Neo
Director



APPROACH

SMEs can embark on:

(a) SMART (5 man-days) OR

(b) SMART & IMPACT (Integrated Management of Productivity Activities)               
(6 man-days)

SMART Initiative / Approach
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(6 man-days)

The IMPACT framework was developed by SPRING Singapore in 2010 to guide 
enterprises to manage and sustain productivity in a systematic manner.  

The IMPACT framework complements the Business Excellence framework which helps 
businesses strengthen their management systems and processes to achieve high 
business performance.



APPROACH - ROADMAPPING

Consultants work with SMEs over a 1 to 2 month period (total of up to 6 
man-days) to develop the business management roadmap by:

� Assessing their business management capabilities

� Identifying gaps using a simplified assessment tool based on the business excellence   
framework

SMART Initiative / Roadmapping
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framework

� Identify the productivity gaps of the company

� Prioritising gaps identified

� Drawing up a roadmap on solutions



APPROACH - ROADMAPPING

SMART Initiative / Roadmapping

STEPS DURATION ACTIVITIES
1.  Introductory 

Meeting with 
Company

2 hrs a) Consultant briefs the company on the SMART initiative. Company 
provides an overview of the company. 

b) If both parties are comfortable, a contract is signed to appoint the 
consultant for the SMART project.

c) The company to confirm who will be in the company’s SMART team.

SMART (5 man-days)
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c) The company to confirm who will be in the company’s SMART team.

d) The consultant to assist the company to complete the SMART 
application form

Diagnosis Stage
2.  Introduction 0.5 day a) Consultant explains objective, benefits and value/ outcome of 

SMART initiative

b) Consultant introduces the tools and explains how they will be used 
in the Self-Review

3.  Facilitated Review 2 days for 
Steps 3 to 4

a) Consultant guides the company to assess and identify gaps

4. Verification of Key    
Gaps

a) Consultant reviews documents, interviews relevant staff and 
conduct visual checks on the processes and operation to clarify and 
verify the findings in Step 3



APPROACH - ROADMAPPING

SMART Initiative / Roadmapping

STEPS DURATION ACTIVITIES

Design Stage

5.  Presentation of   
Findings

2 days for 
steps 5 to 7

a) Consultant and company’s SMART team present findings of the 
Diagnosis stage to the management team

6.  Define and 
Confirm

a) Consultant and company’s SMART team to define and confirm 
solutions for the prioritised opportunities

SMART (5 man-days) Cont’d
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7. Development of 
Roadmap 
Document

a) Consultant work with the Company’s SMART team to develop 
roadmap document, incorporating the findings of the Diagnosis 
and Design stages

8.  Closing Meeting 
with Consultant, 
Company’s 
SMART Team, 
Company’s 
management and 
SPRING  

0.5 day a) Consultant and Company’s SMART team present roadmap to  
company management and SPRING for consideration and 
approval

Note: For SMART & IMPACT (6 man-days), more time is required for the Diagnosis and Design stages   



APPROACH – ASSESSMENT TOOL

SMART Initiative / Assessment Tool

PART I: ORGANISATIONAL PROFILE

ORGANISATIONAL DESCRIPTION

1.Organisational Environment

1.1 Main Products and Services
What are your organisation’s main products and services?
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What are your organisation’s main products and services?

_____________________________________________________________________
_____________________________________________________________________

1.2           Organisations Mission, Vision and Values
What are your mission, vision and values?



APPROACH - ASSESSMENT TOOL

SMART Initiative / Assessment Tool
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PART II: ORGANISATIONAL SYSTEMS
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1
Identify key competency gaps of senior leaders and provide 
learning and development opportunities to enhance their 
competence in growing the business

2 Identify & Prepare key employees for leadership roles

What we do well Areas for Improvement



APPROACH - ASSESSMENT TOOL

SMART Initiative / Assessment Tool

G    Performance Indicators
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PART III: INDICATORS AND RESULTS
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25 Financial Indicators 

26 People Indicators 

27 Operational Indicators 

List Current Key Indicators

Customer (e.g. Customer satisfaction ratings)



APPROACH – PROCESS IMPROVEMENT AND 
REVIEW

SMART Initiative / Process Improvement and Review

� Participating SMEs implement roadmap

� Participating SMEs learn best practices in specific areas from the consultants

� Consultants advise SMEs on relevant financial assistance schemes
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IMPACT Assessment / IMPACT Framework

� � �� � ���� �	

 �� 
 � � ��� ���

� � � ��
� � � � ��� �

� � � �� � � � � 	

� � �� � �	 � 	 � ��

 	 ��� �� � � � 	 �
� � � ��� � � �	 �

IMPACT FRAMEWORK
• Establish productivity 

management structure

• Set overall productivity goals

• Mobilise employees

Implement:

• Monitoring 
Mechanisms

• Employee 
Incentive Schemes
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� Assess performance

� Identify priority areas to 
address

Identify:

• Best practices

• Specific actions to be taken

Incentive Schemes

E.g.

• Measure customer satisfaction 
using Compliment to Complaint 
ratio 



ELIGIBILITY

SMART Initiative / Eligibility

Applicants should meet all these criteria:

a) Registered or incorporated in Singapore 
b) 30% local shareholding  
c) In operation for at least 3 years 
d) Group annual sales turnover of S$5 million to $100m  
e) Employ 10 - 200 employees  
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e) Employ 10 - 200 employees  

*  Computed on a group basis i.e. checking up to three levels for corporate shareholders holding   
20% - 100% of the total shareholding in your company and one level down where your 
company owns 51% - 100% of shareholding in a subsidiary company.



INCENTIVE SUPPORT

SMART Initiative / Incentive Support

� SPRING will support up to 50% of the actual qualifying cost for consultancy incurred by the 
eligible company on the project during the qualifying period
a) SMART: 5 man-days ($5,000 consultancy cost.  Maximum support of $2,500)
b) SMART & IMPACT: 6 man-days ($6,000 consultancy cost.  Maximum support of $3,000)

� On completion of the Roadmap, participating SMEs can initiate improvement projects in the 
areas of priority identified in the SMART Roadmap, such as:  
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a)  Download free management toolkits 
(e.g. SME Marketing Toolkit, Customer Service Toolkit, HR Capability Package)

b)  Attend seminars, conferences and courses organised by various associations and 
training providers 
(e.g.  Workforce Skills Qualifications Courses, briefings by business associations and 
Enterprise Development Centres)

c)  Implement improvement projects with government assistance 
(e.g. iSPRINT, HR Capability Package, Tax Incentives)

(Note: Some improvement projects are eligible for Government assistance. However, SMEs must meet the eligibility criteria    
of such schemes. More information can be found in the EnterpriseOne website http://www.business.gov.sg)



HOW TO START

SMART Initiative / How to Start

� Identify a SMART consultant from the list of approved SMART consultants 
in the SPRING website (www.spring.gov.sg/SMART)

� Complete the SMART application form and return it to SPRING

� Form a core team of about 3 key employees and commence the SMART 
project with the consultant 
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project with the consultant 



SMART APPLICATION

SMART Initiative / Application Submission 

Please submit your application to:  

Ms Sam Choon Yuen
Senior Manager
Business & Service Excellence Division
SPRING Singapore
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SPRING Singapore
Solaris
1 Fusionopolis Walk
#01-02 South Tower
Singapore 138628 

Contact Details
Tel: 6279 3937, 9231 3830
E-Mail: sam_choon_yuen@spring.gov.sg
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