
Once again, 

with flying colours.

With a clear vision, flexibility in operations, energy of our staff and support from our 

customers and business partners we overcome all odds and soar to greater heights.

SQA Executive  

Summary Report 2011



Teckwah Sites         Alliance Sites

Global Access,
Local Supply





02 Foreword  |  03 11 Leadership  |  19 Planning 
23 Information  |  29 People  |  39 Processes  |  45 Customers    
50 Results  |  64 Appendix



In the history of our company which spans more than 40 years, we have garnered several  accolades but none 

that commands the prestige and recognition of the Singapore Quality Award. Being conferred the prestigious 

SQA in 2006 and in 2011, is, therefore, a rare achievement and a great honour. 

We embarked on the Business Excellence journey towards achieving the SQA in 1996 to improve our 

management systems and processes and to enhance our performance standards. We were recognised for 

Since then, we have stringently implemented and adhered to the framework covering all the areas necessary 

to achieve business excellence which is aligned with our strategies for long term growth and sustainability. 

The framework enabled us to assess our organisational performance using objective and tested benchmarks 

based on internationally accepted criteria for world-class standards of excellence in the areas of leadership, 

planning, information, people, processes and customers. We were able to formulate and then implement 

processes and systems to address the areas for improvement in our organisation.  

Aside from processes, systems and benchmarks, one of the key components of success in navigating this 

journey to business excellence is the commitment of everyone in the organisation towards attaining higher 

standards of performance. At Teckwah, this commitment to excellence has been embraced at every level 

of the organisation. We were each challenged within our own spheres, be it at a leadership level or at a 

purely operational level. We had to continuously set higher targets and achieve those targets through a strict 

to undertake and one that necessitated much discipline on the part of every one. On the hindsight, I would 

say that it was worth the effort and we have become stronger for it.

of our experiences and those of other SQA recipients. 

I wish all applicants the very best in your endeavours towards achieving the SQA.

Thomas Chua Kee Seng

foreword
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1. Organisational Environment
 
1.1 Main products and services

Teckwah was established in 1968 in Singapore to produce 

packaging boxes. Our focus on staying relevant with time 

and customers’ ever changing needs has resulted in our 

evolution into a group of companies providing full suite 

of services that make strategic differentials to the supply 

chain of our customers. 

Our services are segmented into Print-Related Business 

and Non-Print Related Business. While Print-Related 

Business remains as our core business, Non-Print Related 

Business is gaining increasing importance as a growth 

contributor to the Group.

 

Print Related Business includes:

 

  (click solution™)

Non-Print Related Business includes:

customers globally. Teckwah’s global network is charted in 

the map below:

Organisation Profile

1.2 Organisation’s Purpose, Vision and Values

Our Purpose 

To build an organisation that creates values to stakeholders 

including customers, shareholders, staff and community.  

Our Vision 
Teckwah will be The Preferred Business Partner of Global 

Our Core Values
Teamwork

Initiative

Commitment

Continuous Improvement

Our Pledge  
Teckwahers are committed to:

Total Quality

E
Customer Oriented

Keeping up with changes

Workers’ Participation

Advanced Operation System

H

etched into the operating mindset of the organisation.

1.3 Core Competencies

Teckwah has transformed from a family business to a 

professionally managed global company; from a simple 

packaging box manufacturing company to a service 

provider creating and delivering best-in-class supply chain 

solutions to global companies worldwide. Our continuous 

ability to transform and to compete on the global stage is 

the testament to our core competencies as follow:

 

  to suit the unique requirements of our customers,  

  individually. 

1.4 Employee Profile

Teckwah Group has a total workforce of 1,410 employees 

 

in Singapore.

 

generation, cross-cultural and wide range of educational 

1.5 Major equipment, facilities and technology used

As a capability driven organisation, Teckwah invests in 

technology extensively to enhance and differentiate our 

business operations. 

Knowledge and information management in Teckwah is 

facilitated by a comprehensive and multi-dimensional 

IT applications architecture. Teckwah has embraced 

cloud computing since 2004 by creating our suite of 

solutions. This suite of solutions integrates the business  

information of our customers, partners and Teckwah’s 

Operations. We also have web-enabled B2B ERP 

manufacturing requirements.
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Automatic Storage and Retrieval System (ASRS) for logistics management services, etc.

Primary or 

Below

T
e
rt
ia

ry
 

Secondary & Post Secondary 
65.2%

11 - 20 years 

4 - 10 years 

3 years or less 52.2%

Generation Y (born in 1981 
& above) 45.5%

Generation X  

(born in 1965-1980)

Baby Boomers (born in  

Traditionalist (born in 

Education Level

Length of Service

Age Group
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Teckwah is one of the early adopters of the Singapore 

Business Excellence framework and was conferred the 

Singapore Quality Award (SQA) in 2006 and 2011.

2. Organisational Relationships
 
2.1 Corporate Structure
 

Japan, Thailand and Australia. Singapore serves as the 

business and operational headquarters for the Group, it is 

also the main revenue generator for the Group.   

Corporate Structure

  

 

 

Teckwah Trading 

 

Teckwah Trading

PT Teckwah Paper 

Products Indonesia 

Wuxi Teckwah Printing 

Teckwah PharmaPack 

Solutions Sdn Bhd 

Teckwah Packaging 

Systems (Shanghai) 

Teckwah Packaging 

Systems (Suzhou) 

Teckwah 

Packaging Systems 

Teckwah Paper 

Products Sdn Bhd 

Tompac Industrial Sdn 

Bhd 

Packaging (Johor) 

Sdn Bhd 

Gemstar Sdn Bhd

Teckwah Online  

 

1.6 Regulatory Environment, Occupational Health  
      and Safety

Being listed on Singapore Exchange (SGX), Teckwah is 

Teckwah’s operational environment in Singapore are 

developed and managed based on:

 

 

Shanghai Jointac 

International 
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Type

Approved Suppliers

Partner Suppliers

Key Suppliers

Suppliers

Strategic Partners

Approved Suppliers are commodity suppliers who have 

value of a commodity.

Partner  Suppliers are suppliers involved in joint 

sharing mutually with Teckwah.

Teckwah.

who jointly participate with Teckwah to secure new 

contracts to serve our global customers.

b. The most important types of suppliers and/or  
    partners.

The raw material suppliers; licensees, alliance partners 

and joint marketing partners are of utmost importance to 

our businesses. The suppliers provide raw materials and 

The licensees and alliance partners provide services to 

our customers globally in accordance to method, systems 

and quality level prescribed by Teckwah.

As a joint partner in securing new contracts, our joint 

marketing partners are critical in our ability to secure new 

In
d
u
s
tr

y

Services

- Quality Performance

- Inventory Accuracy

- Responsiveness

- Ability to ride their business cycles

c. Special relationship with Key Customers

Over the years, with the commitment and adaptability 

shown by the leaders and staff, Teckwah has forged a 

strong relationship with key customers. The relationship 

has grown beyond supplier-customer relationship; 

it has become a strategic partnership relationship.  

Our key customers frequently request Teckwah  

to participate in their strategic re-engineering of their 

global supply chain model, as well as after market care 

services to their end customers.

With our proven track records, our key customers have 

also become our “promoters” by referring Teckwah to 

other global companies. 

2.3 Relationship with Suppliers and/or Partners

a. Number and types of Suppliers and/or Partners

As a solution provider, Teckwah’s suppliers and partners 

play an important role in the delivery of services to our 

customers.

business segments of Teckwah is summarised in Table 

based on the nature of business relationship Teckwah has 

with the respective parties.

2.2 Relationship with Customers

a. Organisation’s major markets and principal  
    customer types

Teckwah serves well known global companies from  

b. Key customer and market requirements for Products  
    and Services

The key customer requirements for Teckwah’s products 

and services are consistent across the three industries we 



Teckwah has embraced “coopetition” strategies since 

new markets with our global coopetition partners. At the 

core of our successful coopetition strategy is Teckwah’s 

with the coopetitors.  This ability coupled by the availability 

of systems, know-how and business networks which 

Teckwah has developed to achieve the desired outcomes 

for our customers.

The competitive position that Teckwah has today is 

attributed to the visionary leadership and the corporate 

culture that gels everyone in the company to strive for the 

common destiny. 

c. Changes taking place that affect competition 

Teckwah has anticipated the changes in the economic 

pillars of Singapore in the early years of the 21st century. 

Industry, growth of the Biomedical sector and Green 

Technology sector will have impact on the competitive 

landscape of Teckwah. This early insight has been 

acquired through active listening of what the Government 

has shared on the strategic directions of the country and 

future economic development directions.

The key impact of these macro-economic changes include:

Increased in demand for high end packaging 

solution produced in environmentally controlled 

production facilities with good manufacturing 

practices. This change pushed out the low to mid tier  

packaging  companies.

A new wave of re-invention of many products and 

their related packaging, incorporating green materials 

and green technologies into the new products. This 

change creates new opportunities for interested 

players in the industry, as well as other industries, 

to participate in the creation and design of new 

materials, products and packaging.

On the same note, supply chain models are being 

re-designed to minimise the carbon footprint and the 

total supply chain cost in the delivery of products and 

ensuring end-consumer satisfaction. This change 

encourages product owners to near shore their supply 

logistics service providers have to establish in-county 

presence, global reach networks and infrastructure.

corresponding growth in the demand for web-based 

growth seeks for service providers who are able to 

deliver customerised solutions for the brand owners.

allowed Teckwah to develop and deploy both mid and long 

term competitive strategies to ready Teckwah to compete 

on the world stage.

c. Limitations or special relationships with suppliers  
    and partners

closely with suppliers who were nominated by our 

customers. These suppliers could be our competitors. 

Therefore, Teckwah has to balance between the needs 

of the customers and the sensitive relationship with  

such suppliers.

On a similar note, our joint marketing partners are also 

competitors for the respective services jointly rendered. 

Teckwah has successfully created these coopetitive 

models to achieve the desired outcomes for our 

customers.

3. Organisational Challenges

3.1 Competitive Environment

a. Number and types of competitors

The combined services of the two business streams of 

Teckwah result in a unique end-to-end global supply 

extended supply chain management service scope, 

implemented on a regional scale, has few peers globally.

Customer 
LoyaltyRemarketing

Print Solution

Assembly 

Postponement

RETURN DELIVER

DEMAND PLAN & SOURCE MAKE

 

i.

ii.

iii.

iv.

b. Organisation’s competitive position

in our end-to-end supply chain management service 

scope, with very few competitors with equal capabilities to 

deliver the same set of solutions to global customers at a  

regional level. 

With our accumulated knowledge, the trusted reputation 

we have implanted amongst our global customers, and 

Teckwah is not just competing for market share in the 

existing markets but for the opportunity share in the future 

markets of the print media industry. 
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3.2 Strategic Challenges 

Teckwah adopts a blue ocean strategic mindset by 

new markets so as to avoid head-to-head competition with 

competitors.  Based on this strategic premise, Teckwah 

has these key challenges to manage:

markets which have ample opportunities for growth.

and business networks to create distinct value 

propositions for target markets.

Attracting, grooming and retaining a pool of talents 

equipped with the knowledge and skills to perform 

on the world stage. The pool of talents requires 

complementary competencies to pursue the targeted 

markets, create and deliver Teckwah’s distinct 

services at both regional and global level. 

as Teckwah steps up to operate in multiple 

geographies, push multiple service lines, reach out 

to new markets and face a varied set of competitors. 

This challenge necessitates Teckwah to operate with 

relevant scale and expertise to bear in any business 

operation, keep it there as long as needed, and move 

on when the next opportunity presents itself. This 

limited resources of Teckwah.

3.3 Organisational Directions

The recent years of economic events have shown that to 

survive, companies today must have both the ability and 

dexterity to anticipate, react and manage change. Teckwah 

constantly seeks every means to improve our operations 

through increased automation and improved processes. 

While these are the more immediate measures we adopt, 

our strategy for growth on the longer term will focus on:

considering and pursuing workable alternatives

 

value chain

Expanding our non-print related business 

exponentially via strategic alliances and acquisitions

i.

ii.

iii.

iv.

To do this, Teckwah strive to: 

Strengthen the current competencies of the staff 

and to provide the platform for them to acquire new 

competencies to meet new and future requirements 

of customers and market

global competition

Attract and retain required human resource talents 

who are ready to meet the business needs regionally 

and globally

Increase the number of global companies as our 

strategic objectives of the organisation 

i.

ii.

iii.

iv.

v.

3.4 Performance Improvement System

Performance improvement is embedded in our core values 

of constantly challenging current practices so as to 

systematically seek improvement or breakthrough. 

Teckwah has chosen to leverage on proven improvement 

systems to inherently build a solid foundation of 

continuous improvement.  These improvement systems 

The adoption of the Singapore Business Excellence 

Section 1.6 has allowed Teckwah to enjoy these key 

Assured of the best and current practices accepted 

world wide

External validation of our systems by the expert 

practitioners of the standards implemented

A common language of recognised standards to 

share with Teckwah’s customers and business 

partners, globally

i.

ii.

iii.

iv.

i.

ii.

iii.
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b. Balanced Scorecard System

c. Strategic Planning Process

    standards listed in Section 1.6

Area of Application

An excellent business operational framework for Teckwah Group

Review and improvement of Teckwah business models

Robust and adaptive operational systems to deliver the key requirements of 

our customers

Staff Initiated Improvement Systems

10
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The 90s was the period of transformation for Teckwah with 

be the dream of just one person and be kept to one person. 

They have to be developed and owned collectively by 

selected supervisors and executives participated in 

into how the organisation started, the challenges that the 

organisation had to overcome and his desire to build the 

organisation that will be everlasting. 

following: 

 

  since Teckwah was established

 

   the implications

 

  and deal with in order to bring it from the current state  

  to the future state.

participants at the workshop. 

Leadership

1995. The revision was made when necessary. 

Vision

Best 
Market

Best 
Solution

Best 
People

REVIEW 
MECHANISM

Business

Excellence 

ENABLERS

5S

Benchmarking

4 Perspectives
 

Internal Business Processes,

4 Core Values

our business excellence journey.

1.1 Senior Executive Leadership  

1.1a How senior leaders develop the Purpose, Vision and Values for the organisation.

12



1.1b How senior executives communicate, demonstrate  
        and  reinforce the organisational Purpose, Vision and  
        Values to all stakeholders.

Senior leaders use several platforms to communicate 

Appendix 1-1. 

1.1c How senior leaders evaluate and improve the  
        effectiveness of their personal leadership and  
        involvement.

methodology biennially to receive feedback on the 

effectiveness of their leadership and involvement. 

External consultant was engaged for this exercise.   

Purpose

Strategies

To build an organisation that creates value to customer, community 

and all stakeholders

Participative Style

worldwide

 

 

 

Business 

Reviews and 

Notice Board

Website

Teckwah Redbook

New Join Breakfast

Walkabout

Training

Experiential 

Stakeholders

R
e
q
u
e
s
t 

fo
r 

fe
e
d
b
a
c
k
 o

n
 l
e
a
d
e
rs

h
ip

 e
ff
e
c
ti
v
e
n
e
s
s

subordinates and superior on their competencies through 

receives feedback from members of the Board. Based on 

areas for improvement and action plan to close the gap, 

if any. 

another platform to evaluate leadership effectiveness  

and involvement. 



leadership effectiveness from rest of the staff through 

1.2   Organisational Culture

1.2a How the organisation translates its values into policies,  
        practices and behaviour.

that they are consistently understood by all staff and for 

to achieve excellent customer experience and move as a 

desired behaviour is communicated to all stakeholders 

(See Item 1.1b). 

Teamwork

improvement projects, continuous improvement projects 

the teams contribute and work symbiotically to achieve the 

objectives of the projects, which are aimed at satisfying 

the customers.

Initiative
Every staff in Teckwah works with customers in 

partnership, not only to meet their requirements, but to 

go beyond in taking initiatives to provide innovative and 

differentiated solutions for them. We build on the belief 

that the person doing the job knows how to do it best.  

Teckwah provides the necessary environment that brings 

are two programmes which were set up to encourage staff 

to suggest improvements and business ideas. 

Commitment
Everyone in Teckwah is committed to serve the customers 

while staff have their off-day and rest on rotation basis.

Continuous Improvement
To be able to evolve with time, changes and stay 

with the changes in technology, market, economic and 

political climate. It is also common for them to take up 

self-improvement courses. Systematic approach in 

and re-trained so as to upgrade themselves to meet  

new challenges.

1.2b How the organisation creates and permeates a  
         culture consistent with its values, and which  
         encourages and supports learning, innovation,  
         and achievement of organisation’s objectives.

Teckwah believes in the strong correlation between core 

values, behaviour and organisational culture. To have the 

desired culture, the core values have to be accepted and 

embraced by every staff. 

of staff. And it will manifest into organisational culture or 

commonly expressed as “it’s how we do things here”. 

Through the years of inculcating the desired behaviour of 

staff, our organisational culture is shaped and embodied 

Identify Ratee

Select Raters

Raters provide feedback

 

 

Ratee’s Superior

Ratee’s Action Plan Setting

Superior monitors  

Ratee’s Performance

Review on 

Action Plan
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4 Core Values

External Customers:
We act together as 

a team to assure 

our customers of a 

seamless service 

experience.

Internal Customers:
We work towards 

Teckwah’s success 

sense of urgency 

to the needs of our 

colleagues across all 

our network

Teamwork

External Customers:
We take personal 

responsibility and go the extra 

mile to delight customers by: 

Exceeding customers’ 

expectations

 

effective (differentiated) 

solutions

Proactively engaging them

Internal Customers:
We are proactive and take 

personal responsibility in:

Sharing relevant 

information, resources and 

knowledge

Satisfying internal 

customers

corrective actions

Initiative

External Customers:
We serve with passion. 

We honour our service 

commitment with 

integrity and fairness.

Internal Customers:
We work with passion, 

perseverance and 

sense of urgency.

Commitment

External Customers:
We dare to take on new 

challenges and constantly 

seek breakthrough 

ideas and improvement 

initiatives.

Internal Customers:
 We constantly challenge 

current practices so 

as to systematically 

seek improvement or 

breakthrough.  

 We continuously seek a 

hollistic approach to self-

improvement.

 We actively pursue an 

entrepreneurial way of 

doing things.

Continuous Improvement

 

  Appraisal System

BE
HA

VI
O

UR
PR

AC
TI

CE

every staff shall strive to exude. The translated English 

version is as follows:

Towards Customers

 

 

Towards Staff

  - Applying wisdom, benevolence, courage, integrity 

 

 

involved in many staff activities, especially those which 

are aimed at promoting and instilling corporate culture 

(See Item 1.1).

Promoting and instilling corporate culture is also the roles 

and responsibilities are included in their job descriptions. 

for all job levels. Staff is appraised on the behaviours 

during the annual performance review. 
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1.2c How the organisation overcomes any differences  
        between the current culture and the desired culture.

Employing the right candidates is vital in achieving 

the desired culture. Teckwah puts great emphasis on 

assessing the behaviour of the candidates during the 

selection interview. Only candidates with the desired 

without the desired behaviours will not be selected.

noticeable diversity, everyone is working closely.  This is 

achieved through continuous education that creates the 

awareness of generation differences and diversity. 

participants experienced the importance of knowing 

the style of each generation and how to co-exist with  

other generations.

Teckwah has in place a process for monitoring, testing and 

are able to detect the gaps between the current and 

desired culture through several channels. These channels 

If gaps observed are detrimental to the organisation’s 

culture, corrective actions are initiated. These actions can 

platforms for group based reinforcement of the desired 

culture, while counselling and coaching are commonly 

used for individuals who require more hand holding to 

assimilate into our organisation.

challenges, some things remained unchanged, and that 

Teckwah has a series of training programmes, which 

are held throughout the year to foster interpersonal 

relationships and facilitate the display of our corporate 

To remind staff of the need to be innovative,  Teckwah 

functions are strongly encouraged to constantly question 

is not just doing the usual mundane task of recruitment 

and staff welfare, but goes on further to think of innovative 

ways to attract, retain talent and build a work environment 

that brings out the best in all Teckwahers. 

the corporate culture and how the culture has become 

an integral and important part of the organisation. Every 

staff received a copy of the book during the celebration. 

Thereafter, all new executive staff and above are 

encouraged to read.

our development phases, our emphasis on training and 

development, as well as our concern for the community 

and the environment. 

16



Teckwah is committed to maintaining a safe working 

environment for our staff (See Item 4.4); ensuring business 

continuity for our customers in the face of the unexpected 

(See Item 5.2); adopting environmental friendly business 

practices; and giving back to the community in which we 

operate.

Giving Back to the Community
 (pronounced as 

“gong rong” which means sharing the fruits of our labour 

and wisdom with all stakeholders), Teckwah actively 

advocates a wide variety of educational and community 

activities. Teckwah exhibits this particular trait and perform 

our corporate social responsibility through partnerships 

is carried out structurally and with greatest transparency. 

Appendix 1-2 tabulates the various community activities 

undertaken by Teckwah.

Environment

stakeholders and the environment by adopting processes 

that identify, assess and manage all Quality, Environmental, 

activities, products and services. In 1999, we embarked 

2000. 

Any Gaps between the  

Analyse what caused

the gap

 

  building the desired culture

Is the Gap detrimental to 

organisation’s Purpose  

regularly

No

At Teckwah, we choose to source our raw materials 

standards, Teckwah has operationalised environmental 

protection within our processes. 

Within our workplace, recycling bins are prominently 

located to encourage proper disposal of waste for 

recycling. 

worked with the National Park and planted 40 trees in the 

taken by Teckwah to encourage our staff to protect the 

environment.

1.3b How the organisation communicates its policy and  
       goals to employees and external parties and involves  
       them in achieving the goals.

To communicate and instil corporate social responsibility 

to staff, Teckwah incorporates the policy and practices 

into staff induction programmes. 

To permeate the spirit of corporate social responsibility 

 

(See Item 4.2b) to organise and engage in corporate 

social activities.

1.3 Corporate Social Responsibility 

1.3a The organisation’s policy and goals in relation to its contribution to the  community and the environment  
        in which it operates.

No



and subsidiary companies attended training programme 

designed and conducted by the Singapore Institute 

 

role effectively.

1.3d How the organisation evaluates and improves its  
        governance system, and its involvement and  
        contribution to the community, society and the  
        environment in which it operates.

the improvement. There would be follow up review by the 

accordingly. One of the audits done was the Enterprise 

carry out post-mortem after the community events to 

review the actual performance vis-à-vis plan. The actual 

performance of major community event is also reviewed 

1.3c How the organisation establishes its governance  
       system for transparency and accountability that is  
       consistent with statutory and requirements or  
       guideline, and the protection of stakeholder and  
       stockholder interests as appropriate.

As a public listed company, Teckwah is guided by and 

complied with the regulations set out by Singapore 

Exchange. Our governance system for transparency and 

Reports which are distributed to all shareholders and also 

published in our corporate website.

staff are required to observe for the purpose of maintaining 

a high standard of integrity and business conduct. This 

independent investigation and follow-up actions. 

during the induction programme. It is available in the 

intranet and website.

At every Business Review, staff are reminded of this 

code. On annual basis, staff who have been delegated 

with authority to select Business Partners have to declare 

18
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Teckwah has an integrated approach towards its 

strategy development and deployment. Its strategies are 

developed in alignment with the organisation’s purpose 

remain stable over time, the strategy evolves to meet the 

changing conditions posed by the external and internal  

Planning

strategies show how Teckwah would reach the future 

desired state. These strategies are reviewed on an annual 

basis. The strategies undergo evolutions periodically to 

ensure it stays current and relevant.

2.1 Strategy Development and Deployment   

2.1a How the organisation determines its strategic challenges, and how it develops its strategy and strategic objectives  
        to address these challenges. Include how the organisation adopts a global perspective in its planning. Summarise  
        the organisation’s key strategic short-term and long-term objectives and goals.

En
vi

ro
nm

en
ta

l S
ca

n

In
pu

ts
 fr

om
 S

ta
ke

ho
ld

er
s

strategic plans collectively. Over the years, Teckwah 

has adopted the Balanced Scorecard as the approach 

to strategic planning and management system. Based 

on the vision statement, key strategic objectives and the 

respective KPIs were crafted. 

In early 2000’s, the focus was on regional expansion 

 

 

East Asia. 

Teckwah is able to commit 2 to 4 hours delivery turn-

around time, anywhere in Asia where our customers 

was added to our suite of solutions for our customers.
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Teckwah’s long term goal is to achieve its Purpose, i.e., to 

be an organisation that creates value to its stakeholders. Its 

laying the foundation for its longer term objectives.

2.1b. How the organisation converts its strategic  
         objectives into action plans. Include how the  
         financial and other risks associated with the plans  
         are managed and how resources are allocated to  
         support the plans.

After the strategic objectives of the Group as well as those 

and targets for each perspective are then determined. 

Programmes to be carried out to achieve the strategic 

scorecard. Resources required are assigned accordingly. 

(both headcount and capital needs) to work on targets 

for mergers and acquisitions for its Non-Print business  

In the strategic planning exercise, part of the work includes 

taking into consideration various risks. These include 

strategic, internal factor risks, operational, information and 

The organisation had also engaged external party to 

do a high level review of the existing risk management 

practices of Teckwah. The exercise was conducted for the 

purposes of assisting Teckwah to develop a more holistic 

and sustainable risk management framework.

21

executives, the external party compared Teckwah’s 

current risk management practices to practices adopted 

by leading organisations and relevant international risk 

management standards and guidance.

The report showed there is much evidence of formal and 

informal risk management techniques that are in place for 

operational processes and decision making activities, as 

well as in the corporate culture of Teckwah.

 

The targets on scorecard are for the time horizon of three 

years. With these strategic objectives in focus, the annual 

budget is established. The budget is the integral part of 

the strategic plan. The exercise commences usually in the 

month of October and is completed at the end of November. 

various departments and also set up for each individual 

their KPIs.

i.

ii.

iii.

iv.

v.

2.1c. How the organisation reviews its performance  
         relative to its plans, and how it establishes and  
         deploys modified plans in a timely manner.

The performance of the organisation is reviewed at various 

sessions. The meetings include :-

the performance with his supervisors and the relevant 

support teams.

the performance of the business segment and  

overall Group.

reviews the performance of the whole Group.

Planning sends a monthly performance report of the 

Group’s performance on or before the 15th of every 

work month to Top management.

The audience of these meetings varies accordingly. These 

on key organisation plans and messages. 

through the key operational issues of each respective  

business segments.

The Group also embarks on a reforecast exercise which is 

conducted every half year to ensure all issues are kept in 

line with the organisation’s goals.

Appropriate measures are determined and put in action 

reforecast were conducted instead of waiting till June to 

business environment.



2.1d. How the organisation evaluates and improves its strategic planning process.

22

the effectiveness of the whole planning process. The 

planning process can be sub categorised as follows:-

Observations and suggestions are discussed and 

appropriate actions are developed and adopted to close 

One example of a change was made in mid 2008. A 

focus on the crafting and capturing of the scoring for the 

Another example of improvement made include the 

business models are added, it was determined that the 

Group Reviews were not effective. The review sessions 

were amended as follows:-

 

  performance on a monthly basis as per the norm

 

 

 

  of their respective segments review their performance  

 

  year sessions.
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Teckwah leverages on our information and knowledge 

systems to enhance the performance of our key 

processes, and to create new values for our customers 

and the organisation.  

KPIs), set the directions and achievement targets for 

knowledge sets selected and compiled.  They are organised 

and managed to support six key business activities:

Besides customer requirements and needs, environment 

scan is also one of the key inputs to our strategic 

management and solution development processes. 

The key outcomes of the respective business activities, 

leveraging on the information and knowledge sets ascertain 

that Teckwah has been able to exploit the information and 

knowledge sets to help drive organisation performance at 

all levels of activities, creation of solutions and new values 

for customers, and achievement of business imperatives.

In 2002, Teckwah implemented the eBEST Strategy to 

effectively manage the information and knowledge systems 

of Teckwah. The various information and knowledge sets 

for the six business activities are mapped into four logical 

threads - Business (eBiz), Enterprise (eEnterprise), Supply 

Information

3.1 Management of Information and Knowledge

3.1a  How information needed to drive planning, day-to- 
         day management and improvements to the  
         organisation’s performance is selected and  
         collected. List the key types of information and  
         describe how they are related to the organisation’s      
         performance objectives and goals.

i.

ii.

iii.

iv.

v.

vi.

eBEST Strategy

eBiz

Solution 

eEnterprise

Strategic

Enterprise

eS

Operations 

eTalent

Resource 

Knowledge Systems

Information Systems

the whole strategy, working in close collaboration with the 

champions. 

The strategy has facilitated the development of systems 

which enable not only Teckwah, but, also our customers 

and partners. These systems have allowed us to analyse 

information at different levels to drive planning and day-to-

day management, performance improvement, as well as 

value creation.

3.1b How the organisation ensures that information is  
        reliable and accessible and how it is disseminated  
        quickly to employees, suppliers/partners and  
        customers. Include how the organisation shares  
        information to encourage learning and innovation.

The eBEST strategy is enabled by a comprehensive and 

 

reliability, and dissemination methods to our internal 

partners, regulatory authorities and the general public.

Accessibility

corporate service functions to support operational and 

corporate support activities. Each system provides the 

means to capture operational transactions, from which 

operational planning and control information are derived. 

As early as 2004, Teckwah has developed cloud 

computing applications to enable both our customers and 

our business partners, simultaneously.  

The deployment of these technologies ensures a timely 

and seamless transfer of business information and product 

content data in secured mode. This nature of collaborative 

facilitating ease of doing business with customers and 

partners globally.

Reliability
The reliability and accuracy of information are ensured 

audits (See Item 5.2a) and business reviews. Business  

ensure the organisation’s key information is well-protected 

against eventualities. 

The approaches adopted to ensure information reliability 
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2. Operational Reports

6. Balanced Scorecard Reports

 

    Announcements

stringent accounting controls.

Other Information through checks by respective 

Approaches to Ensure Information Reliability

 

 

stringent accounting controls.

 

Other information through checks by respective  

As the notice board is one of the communication channels used by the company to inform, educate, and inspire all staff, 

especially to those who have no access to computer, a procedure related to usage of notice boards was implemented 

since early 2005.

Teckwah also encourages innovation and learning through several approaches incorporating the use of technology. 

These are explained in items listed below:

In Teckwah, majority of customers’ orders and product information are electronically transmitted directly from their 

systems. This information is instantly transmitted to all points of use, including our suppliers and partners. This seamless 

generated.

Dissemination

recipients.

technological means such as publication, meeting, mass communication sessions, notice board etc. to share vital 

knowledge. One good example is the display of operational KPI charts on staff notice boards.

Information

Recipient

Suppliers 

Employees

Board of 

Shareholders

General Public

B
iz
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OI

PI

OI

PI

 

OI

 

OI

 

OI

OI

OI

 

OI

PI
PI

OI

PI

OI

PI

OI

PI

 

PI

 

OI

OI

OI PI

PI

OI

PI

 

PI

 

PI

 

 

 

PI          Performance Indices

Programmes Refer to

Item 4.2b
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3.1c  How information is analysed and used to support  
         organisational planning and review.

contains an inherent process for information review and 

analysis. The information and knowledge sets which are 

being used to facilitate the strategic planning process and 

to enable the performance of the organisation have been 

Strategic Business 

Reviews

Regional Business 

Reviews

 

Reviews

Strategic Planning

Information:

1. Strategic  

 

Balanced  
Scorecard

Information:

Indicators

Regional 
Business Reviews

Information:

2. Key Performance  

    Indicators

SBU Business 
Reviews

Information:

 

    Goals

2. Key Performance  

    Indicators

2. Insights from Strategic Partners

4. Environment Scan

PL
AN

NI
NG

 P
HA

SE
EX

EC
UT

IO
N 

PH
AS

E

Actual Performance 

Review Information

Strategic Planning

Information:

1. Strategic  

 

Balanced 
Scorecard

Information:

Indicators

Regional 
Business Reviews

Information:

2. Key Performance  

    Indicators

SBU Business 
Reviews

Information:

 

    Goals

2. Key Performance  

    Indicators

As part of the environment scan conducted for our strategic 

out our Strategic Partners and Partner Suppliers for 

their inputs. Their inputs included their assessment on 

the industrial directions, technological development, 

competitive landscape and local economic changes. 

In the 2010 strategic planning process for our Print 

in the process. This change has provided us with better 

mutual comprehension of the strategic challenges faced 

by Teckwah and our Partners. The organisation has 

development process to ensure creation of market  

ready products.

At each stage of the planning and review process, the 

goals and measurement indices will drive the next level 

ability to meet set targets. These KPIs are inter-linked with 

the Strategic Objectives.

KPIs are captured and compiled in an Enterprise 

are set for different indices, thus, allowing targeted 

dissemination of this strategic data.

targets are graphically charted to facilitate trend analysis, 

correlation analysis and comparison of actual versus 

targets. This enables regular and effective monitoring of 

operational performance.

function has been highlighted. This function now supports 

This function has also introduced a formal strategic 

planning information acquisition process. The information 

collated is reviewed by a panel prior to the conduct of the  

planning process.  

3.1d  How the organisation manages knowledge to create  
         value. Include how knowledge is used or acted upon  
         for business improvements.

Knowledge management in Teckwah is based on our 

Knowledge sets are selected and created to enable critical 

business activities.

The knowledge sets are organised based on the 

perspective which the knowledge set supports. They 

Related, Operations-Related, Talent-Related and 

already been systemised, thus, providing ready secured 

access by target users. 

As the knowledge systems forms part of the operating 

systems of the various business activities, they are 

constantly being updated with the latest development, 

thus, being kept relevant to the business.

As a customer oriented service organisation, the 

critical insights into our customer requirements, intrinsic 

needs, contractual expectation and market needs. Based 

on these insights, both customised and customerised 

solutions are designed and developed to serve  

these needs. 

The crafted solutions are also documented and captured 

in this knowledge sets for further reference in crafting the 

next solution.

3.1e How the organisation evaluates and improves its  
        management of Information and Knowledge.

into a world-class organisation with the deployment of IT. 

The IT application architecture is subjected to business 

and operations evaluation and reviews as necessitated 

collection and analysis requirements which can be 

facilitated by leveraging on IT application development 

are considered. The process also looks for further 
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and partners. 

Examples of recent improvements and developments 

 

process are:

keep our staff informed of the various events and 

activities in the organisation. This portal is a revamp 

of the Grapevine portal developed in 2001. 

Track and Trace Application – This portal was 

developed in 2002 and its web application has been 

enhanced over time to enable our customers to  

track the status of their goods deliveries. This has 

helped to cut down the number of unnecessary phone 

calls and emails to our Program Teams and make 

the dissemination of information more transparent to  

the customers.

3.2 Comparison and Benchmarking

3.2a How comparative and benchmarking information is  
        selected to improve the organisation’s performance.

The search for and use of comparative analysis, 

benchmarking for best practices gained widespread 

need comparative comparison and benchmarking for 

relevant to these areas are selected for comparison and 

strategic planning, as appropriate, and for improvement of 

processes and business operations.

The criteria for selecting comparative and benchmarking 

information are:

 

    excellence

 

    improvement challenges

i.

ii.

Benchmarking

1. Identify One Business Process or  

     Service to Improve

 

    Industry or Business Partners

 

    Successful, Best Practices of  

 

    Teckwah Situation

 

    the Results

Planning

Analysis

Integration

Action

New Benchmarking Process Steps

Teckwah deploys benchmarking process where applicable. 

Our structure of studying other organisations’ processes 

and learning from them was reviewed in November 2008. 

of four phases i.e. Planning, Analysis, Integration and 

Action, each of which requires the completion of a number 

of action steps.

Benchmarking Teams comprise of managers, executives 

and supervisors, are formed and trained on the 

the role of advisor to provide the impetus for benchmarking 

activities in the organisation. 

organisations as our benchmarking partners through the 

business partners.



3.2b How comparative and benchmarking information is  
        used to improve processes and to set stretch goals  
        and/or encourage breakthrough improvements.  
        Include a summary of comparative and  
        benchmarking activities and studies done.

competition with our competitors. The initial improvements 

made to our product offerings included providing contract 

manufacturing and e-services on behalf of our customers. 

These improvements are subsequently extended to provide 

programmes which enhance the customer satisfaction of 

our corporate customers, return management and reverse 

logistics. Thus, growing our suite of supply chain solutions 

address external threats and opportunities. 

Benchmarking information has been used mainly to improve 

learning or improvements. The distinct application of 

the two respective techniques have enabled Teckwah to 

develop our competitive strategies and products, and seek 

continuous improvement in our internal processes. 

Recognising the effectiveness of these techniques, our 

best comparative and benchmarking partners to ensure 

the desired outcomes. As Teckwah continues to climb the 

value ladder, staff involvement in idea creation and staff 

engagement in delivering the best services have increased 

in strategic priorities.  

3.2c How the organisation evaluates and improves its  
        overall process of selecting and using comparative  
        and benchmarking information.

In Teckwah, all improvement projects are required to 

support strategic initiative directions and ensure the 

reviews benchmarking projects conducted and ensures 

that the topic of study remains strategic in nature during 

The latest round of review was done in November 2008 

effectiveness of Benchmarking Process.

One of the outcomes of the review was to leverage on 

productivity are two key measures which are constantly 

being scrutinsed to ensure an optimal cost model for 

Teckwah and our customers.

Benchmarking Process Review is conducted periodically 

of benchmarking projects and includes the quality of 

benchmarking information obtained and the methodologies 

deployed to establish improvement options and explore 

best practices. 
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ii.  Equipping our staff with the knowledge sets necessary for them  to perform their role effectively

iii. Engaging our staff to embrace the core values of the organisation and to work with passion, perseverance and  

     sense of urgency 

the organisation.

People

4.1 Human Resource Planning

4.1a How organisation develops its human resource strategies, policies and plans. This includes how the human resource  
        strategies, policies and plans are aligned to the strategic plans.

E
m

p
lo

y
m

e
n
t 
R

e
g
u
la

ti
o
n
s

Planning Selection

Performance 

Employee 

Engagement

Teckwah’s Strategic Objectives

The process includes scanning and sensing capabilities 

to identify, analyse and incorporate both internal and 

 

Inputs from these factors are collected throughout the 

to re-employ matured workers, Teckwah is one of the 

pioneering companies to implement the re-employment 

policies before it is passed into law in the year 2012. 

and labour regulations are shared regularly to ensure that 

the operational practices comply and align with business 

strategy development and business requirements. 



Manpower Planning

business strategy. Guided by the strategic objectives, the 

updated quarterly at their respective business reviews.

Recruitment and Selection
Based on the manpower needs, balanced with market 

conditions and employment regulations, appropriate 

recruitment strategies, platforms are deployed to recruit 

tools are administered on shortlisted candidates for 

selected positions. This provides an avenue for the hiring 

managers to ensure a good match of the candidates’ 

values with those of the organisation. Teckwah also 

enrols itself in career fairs to attract talents from tertiary 

institutions to feed the talent pool.

recruit talents for regional deployment. 

Learning and Development
In line with business objectives, Teckwah adopts a 

systematic approach to prepare and upgrade staff to meet 

new challenges. The training needs analysis is conducted 

recent years is that with more younger staff joining the 

of the organisation. In order to prepare the staff of all 

ages to embrace and appreciate each other’s working 

styles, courses on inter-generational work relations are 

incorporated into learning plan and team building events 

are organised to encourage staff at different age groups to 

embrace differences and work on common grounds.

Performance Management

able to establish measurable performance indicators 

for the departments and individuals. This is to ensure 

that staff are contributing and that they understand the 

requirements of the job and how they are able to improve 

their performance. These indicators are appraised during 

the annual appraisal exercise. The good performers are 

rewarded through annual variable bonus, increments and 

promotion.

Staff who exhibit the desired qualities and potential for 

of the talent management system. 

Compensation
Teckwah offers competitive remuneration package to 

attract and retain the desired talents. Through regular 

are balanced with business performance and affordability 

of the organisation.

Employee Engagement
To align individual staff with that of the organisation’s 

regularly communicate with staff on how their engagement 

on various platforms will contribute to the organisation’s 

objectives (See Item 1.1b).

Towards forging a close interaction between management 

organisational performance and direction. 

4.1b  Describe the organisation’s human resource  
         requirements and plans, based on the organisation’s  
         strategic objective and goals.

 

  platforms for acquisition of new skills

 

  business needs regionally and globally

with the organisation’s strategic goal to go regional is 

Singapore’s purview. Two fresh graduates and one existing 

scholars are also recruited to provide fresh talents into the 

managerial team. 

Teckwah also actively ties up with polytechnics with 

internships and offer scholarships as its continuous effort 

to build up the talent pool.

The strategic thrust is to build a quality workforce that is 

able to meet the business challenges through:

 

   performance-based compensation structure

 

   pipeline of key staff.

that supporting programmes are implemented and are 

organisation and staff.



4.1c How the organisation uses  
        feedback to improve human  
        resource strategies, policies  
        and plans.

As human resource is the key resource to 

policies and plans are constantly under 

review and improved upon by our Senior 

meetings. This is further enhanced 

by other platforms as outlined in  

Table 4.1-1.

Examples of the major improvements 

plans include:

 

 

  in 2008. A new strategy to emphasise on  

  the knowledge component of our human  

  resource pool was added to enable the

Platform

Business Reviews, 

with Staff

Performance Appraisal 

Reviews

Extend of Involvement

To review manpower strategies, 

plans, resources, and budgets 

to support the organisation’s 

business direction

To understand manpower 

requirements including 

deployments inter and intra 

business units and departments

To gather feedback and update 

plan and policies

On-going communication with 

staff to provide regular feedback 

between supervisor and staff 

on organisation performance, 

direction and alignment

Table 4.1-1 Evaluation Platforms

  organisation to pursue higher value add services.

 

  scoring system to better discern the really good, good  

  and average performers. At the same time, the exercise  

  also helped to further inculcate the desired behaviour of  

  work with passion, perseverance and sense of urgency. 

 

  prepare for leadership renewal by building a sustainable  

  pipeline of key staff.

 

  to hasten the build up of a talent pool.

4.2 Employee Engagement

4.2a The strategies adopted and the mechanisms  
        available to encourage and support individual  
        and team participation in achieving the  
        organisation’s objectives and goals.

employee engagement:

 

  business excellence

Guided by these strategic thrusts, various platforms 

have been established to encourage staff engagement 

at every level. These are driven top-down, using multiple 

policies, plans and programmes with staff. The deployment 

is summarised in Table 4.2-1.

4.2b The process of implementation of the mechanisms 
        for employee engagement and the review of their  
        effectiveness.

They develop strategies and provide directions and 

participate in selected events and training.

The implementation of strategies and programmes is 

Teckwah uses a wide variety of approaches and 

mechanisms to encourage employee engagement at all 

levels. They are:

Intranet

mechanisms and are used as review criteria to determine  

their effectiveness.

i.

ii.

iii.

iv.



Strategies

Instil passion for business 

excellence

Regular communication at 

various staff level

Build teamwork towards 

business excellence

Provide continuous learning 

and development on 

business excellence

Involve staff through Staff 

Platform

Induction for all new joins

Business Reviews

Strategic Planning Sessions

Newsletters

Biennial company-wide team building event for all staff

Training Sponsorship

Staff are selected to take lead in organising staff 

events and participate in developing business 

solutions

Measurement

Attendance

Key Performance Indicators

learning events

requirements

Number of BIT and cross 

functional teams

1. Staff Committees

the advisory role in these committees and guide the 

committees in setting goals and directions. The members 

members is renewed biennially. 

The two-year tenure is to facilitate continuity and allow 

as many staff to participate in the process. Post-event 

staff and members’ feedback are additional sources of 

information the organisation uses to evaluate and improve 

the staff involvement mechanisms. 

Overall effectiveness of staff committees’ activities is 

reviewed upon the exit of current members and entry of 

2. Cross-functional Teams

from the actual results against the targeted goals. 

improvements projects that require different facets of skills 

and knowledge, (See Item 5.1a).

3. Experiential Learning

are organised biennially to inculcate teamwork and 

improve working relationship among staff since the 1980s.

common goals and purposes of the teams are aligned. 

games. Through this way, corporate culture is promoted 

involving themselves personally. In 2010, the theme of 

the experiential learning was on closing inter-generational 

4. Intranet
In addition to email and notices, a web-based intranet 

serves as a latest electronic platform to engage web-savvy 

younger generation. Informal news about staff is regularly 

posted by the respective page owners. The latest Intranet 

engaged to take in their suggestions.



4.2c  How the organisation evaluates and improves its employee engagement process.

Indicators such as involvement rate in company-wide activities, number of company events organised for staff, are 

reported as part of the monthly management reporting statistics. Appropriate follow-up actions are carried out to ensure 

that staff participation is maintained at a desired level.

2010, an online portal was launched to facilitate ease of submitting suggestions. The portal has helped to encourage staff 

to contribute their suggestions in a more convenient way, on top of existing channels.

of assessment with different scale of rewards for each level.

Teckwah believes that we can develop every Teckwaher 

to his or her fullest potential through systematic approach 

with the organisation’s goals and objectives, the systematic 

are channelled to prepare staff for their current roles 

and enhance their skills for the future. The Training 

As part of the succession planning, individual  

progress is closely monitored to ensure  a ready pipeline 

Business Objectives

To exceed customer’s 
expectation

To improve productivity 
and work processes

Learning Areas/Focus

Service Excellence 

and customer oriented 

service

Productivity and Quality 

Skills

Measurement/Indicators

 

  Excellence Training

 

   management staff undergo customer improvement workshop

All staff undergo productivity improvement training and undertake 

projects to improve work processes

At the individual level, learning needs and competency 

gaps are discussed at informal discussions and during 

performance appraisal between supervisor and staff. 

for implementation. 

categories:

The courses are related to Teckwah’s current and future 

business objectives. Examples of these objectives and the 

corresponding learning areas with measurement indicators 

4.3 Employee Learning & Development

4.3a How the organisation identifies the learning and development needs for all employees to support its objectives  
        and goals.



levels. Suitable delivery platforms are used according to 

the nature of the subjects to be learned. 

is monitored. It is further supported by learning indicators 

 

indicators “4-4-8”:

 

  development

and development activities in relation to the Teckwah’s 

business objectives and strategic objectives, appropriate 

improvements are made in the next learning year.

4.3b How learning and development opportunities are delivered and reviews for their contribution to individual and  
        organisational effectiveness.

4.3c How the organisation evaluates and improves its overall  learning and development process. 

 

  by participants

 

  supervisors and  

  managers

 

 

  heads 

 

 

  reports

 

  training  

  effectiveness  

 

Evaluation 

of Training 

Programme

Effectiveness

Review of Training 

Effectiveness

and development needs are also reviewed at mid-term i.e. 

in September, as our learning calendar begins in April of 

New learning needs usually surface during Training and

plan. In addition, an annual learning effectiveness report 

next learning year. 

examples of the resulting improvements made are 

Platforms

Activities

Annual Review on Training 

Effectiveness

Purposes

Reaction Level:
completed course. The input is analysed and changes made on the course design, content and  

training providers.

Learning Level:
Pre and post course discussions are administered by supervisor to communicate and check on  

learning targets.

Behaviour Level: Supervisors are required to check with participants three months after course to report 

on whether learning has taken place.

content for improvement in the next training year.



4.4  Employee Health and Satisfaction

4.4a How the organisation develops a supportive work   
        environment that enhances employee health and  
        satisfaction and promotes a harmonious relationship  
        between management and unions/employees.  
        Include how the organisation supports the needs of a  
        diverse workforce.

Teckwah encourages staff to play well and stay well. A 

realise our mission and vision.  Work life effectiveness is 

achieved on four levels:

1. Employment Terms
The organisation provides comprehensive terms and 

conditions of employment, generally aligned with the 

industry standards and government requirements. The 

policies are made transparent and made known to all staff 

through the intranet. 

2. Social and Community Interaction 
To demonstrate the management’s commitment towards 

that programmes rolled out by the committees are 

responsive to the needs of the diverse workforce.

These activities create opportunities for staff to interact and 

foster better understanding. To support Teckwah’s effort to 

are rallied as volunteers to charity events. 

3. Safe and Clean Work Environment
Teckwah ensures that it provides a safe and conducive 

environment for staff to work in. It observes the requirements 

prescribed for manufacturing environment. Equipment are 

regularly maintained and serviced to ensure they are safe 

to operate and staff are trained to operate them.

events are rolled out for staff.

4. Open Communication

can approach them directly if they have any issue. 

Through operation meetings and mass communication 

 

latest development.

4.4b How the organisation measures and assesses  
        employee satisfaction.

Teckwah uses both formal and informal mechanisms to 

measure and ascertain employee satisfaction. These 

Employee engagement activities described thus far are 

measured and have the effectiveness evaluated in the 

following ways:

1. Organisation Capability Survey

to better understand the issues facing staff. To ensure 

and conduct the survey and analyse the feedback.  The 

communication sessions and on intranet.  Appropriate 

follow-up actions are communicated to staff via regular 

staff meetings.

2. Informal Feedback
When a major policy or procedure is implemented, the 

on staff reaction through informal feedback. This serves as 

a mechanism to improve mutual understanding and foster 

better communication between staff and management.

3. Attrition Rate Monitoring

 

abnormal trend.

Evaluation Platform

Feedback from 
supervisors

OCS

End of course feedback

Opportunity for Improvement

Security awareness among new 

joins need reinforcement

opportunities

Training should not be held on 

weekends too often.

Team building among cross-

functional teams to promote 

common understanding and 

common goals

Improvement Implemented

Induction programme covered security policies and security 

Publish content of training programmes in intranet to promote 

awareness of training

Reduce weekend training from 8 weekends to 5 weekends a year

Team building events where teams are formed by staff level and 



4. Exit Interviews
Through exit interviews, reasons for an employee leaving 

posted of the reasons and this helps towards improvement 

on staff retention strategies.

5. Business Units’ Feedback

have collected from staff regarding any policies and 

procedures or staff activities. All these feedback will be 

6. Performance Appraisal
Both appraisers and appraisees are trained to carry out 

the annual performance appraisal exercise on how to 

communicate sensitive issues and concerns in an amicable 

needs, job expectations and staff personal feedback are 

during performance appraisal session.

obtained from various sources to identify improvement 

areas and priorities that addresses staffs’ concerns and 

also reports on the overall staffs’ concerns and satisfaction 

during the mid-year business reviews.

4.4c How the organisation evaluates and improves its  
        approach to enhance employee health and  
        satisfaction.

landscape and the forces of both labour market conditions 

and employment regulations are constantly on the radar 

In 2009, a survey for staff who are entitled to health 

screening and dental claims was conducted to determine 

and the results were incorporated in the revised policy.

In the same year, another survey was conducted on the 

survey was to gather feedback from the staff about the 

food quality and service rendered by the vendors. The 

results were shared with all the staff and the foodcourt 

and improvements were made.

shared at operational meetings and appropriate actions 

are carried out to bridge the gaps of expectations. 

to expedite the implementation of pre-emptive measures 

to handle both health and safety matters of our staffs 

throughout the Group.

Individual KPIs

Tasks

Behaviours

New employment regulations introduced by government 

The best approach to adapt and deploy the new 

regulations to best serve both the organisation’s and the 

communication approach and platform to use are also 

decided prior to sharing with our staff. Active soliciting 

of feedback is then conducted at all levels to ensure  

This same approach is also deployed by Teckwah to 

handle any change in employment terms and conditions,  

4.5 Employee Performance and Recognition 

4.5a How organisation’s  employee performance  
        management and recognition systems support high  
        performance, innovation and creative behaviours and  
        achievement of objectives and goals.

Teckwahers are appraised based on the framework in 

 

  unit’s performance and  strategic directions

 

The performance management process is framed by the 

following steps:

 

  KPIs

 

  and development platform

 

  coaching throughout the assessment period 

 

  payment and new assignments

Teckwah has instituted various recognition systems to 

reinforce and reward positive results and behaviours 

that are aligned with the strategic directions. They are  

as follows:



1. Performance Appraisal

staff are appraised on tasks performance; the KPIs that 

are aligned with the business targets and behaviourial 

competencies. The behaviourial competencies vary 

amongst different staff levels.

2. Promotion Exercises
Teckwah has an established Job Grade to serve as guide 

for career progression. Suitable candidates for promotion 

invited openly.

3. Talent Management System

progress of the talent is updated once every six months 

4. Monetary Recognition
Teckwah accords monetary recognition to encourage 

staff to excel in their work in the form of productivity 

bonus payment and special bonus. The quantum of 

reward is closely linked to individual, department and  

allowance when they observe punctuality and  

production guidelines. 

Education sponsorship is awarded to deserving staff 

to recognise their contribution to the organisation. The 

scholarship is also intended to  encourage staff to broaden 

their knowledge and to further enhance their chances of 

award are linked to individual performance, business 

needs and talent management.

5. Non-monetary Recognition

encouraged to contribute constructive feedback and ideas 

Outstanding suggestions are publicised in the newsletter 

and intranet.

practices are also heralded as good examples for all  

to emulate.

4.5b  How the organisation evaluates and improves its  
         employee performance management and  
         recognition systems. 

Teckwah evaluates its performance and recognition 

 

and inputs from business units. Prior to implementation, 

recommendations for improvement are discussed  

the performance management and recognition systems. 

Twice a year, the committee reviews compensation 

package, job grade, salary ranges to ensure we stay 

competitive in the market place.

An example of improvement made was the revamp of 

At the same time, a web-based talent management system 

featuring matrix of performance over time and potential 

was also launched to facilitate ease of monitoring talents’ 
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Innovation takes place at three levels in Teckwah, i.e. 

Strategic Business Innovation
The Strategic Business Innovation process drives 

Teckwah to develop new business models and business 

streams. Through this process, we have evolved over time 

from a family business to a public listed company; from a 

single service to a host of services; from a single plant in 

Strategic Business Innovation process is primarily led and 

Supervisors and executives. This process consists of the 

Processes

5.1 Innovation Processes 

5.1a How innovation management processes support value creation. Include how creative ideas are harvested, evaluated  
        and implemented.

Step 1 – Search

stakeholders’ voices, which are vital to the organisation’s 

continuous improvement and progress. 

Step 2 – Assessment

 

of implementation.

Step 3 – Development
To transform the opportunities into reality, critical issues 

are to be addressed at the onset of the transformation. 

organisation should the transformation fail.  

Step 4 – Pursuit

implementation. These will ensure appropriate approval 

had been sought.

Step 5 - Evaluation & Feedback
The actual outcomes of the opportunity seized are 

analysed and evaluated against the target outcome 

owner in the loop.

The Strategic Business Innovation process is a cycle 

rather than a continuum, because information from one 

With the strategic premise to avoid head-to-head 

competition, Teckwah’s Strategic Business Innovation

the key innovation outcomes during the regional network 

development phase. The programme was launched with 

the endorsement and subsidy by the government agency, 

This programme has enabled Teckwah to expediently 

develop a regional business network, which in turn, brings 

for Teckwah’s global customers.

customers with access to Teckwah’s sites globally, while 

markets. 

The programme implants Teckwah’s technology systems, 

sites, while leveraging on the in-country local resources.

capital investment that Teckwah would have to invest for 

the business network. 

Market Driven Innovation
The nature of Teckwah’s business ensures a continuous 

innovation momentum. Teckwah has progressed from 

providing purely output services to creating customised 

value chain solutions, then to development of branded 

and customerised solutions and to development of new 

services with coopetitors. 

The basic principle of innovation in Teckwah is to create 

value for real market needs. This is especially visible 

Through active listening to the requirements of Teckwah’s 

process propels the organisation to create differentiated 

strategies that have contributed to the growth of Teckwah’s 

businesses. These phases are:

a. Regional network development



Operation Driven Innovation
In Teckwah, operation driven innovation takes place to 

improve our services and processes with our customers 

a customer feedback or a new process requirement. 

Stretched operation improvement targets also trigger the 

need to activate operational innovation.

driven innovation. The results of operational innovation 

can be as simple as development of new processes, or 

5.1b. How new products and services and their related  
         production and delivery systems are designed and  
         introduced. Include how employees, customers,  
         and suppliers/partners are involved in the  
         design process.

In Teckwah, there are four types of solution development 

for our markets, namely:

The common challenges encountered in our solution 

development include:

both explicit and intrinsic needs of our customers to 

build our capabilities and solutions ahead of customers’ 

requirements. It is also necessary for Teckwah to 

collaborate closely with our customers, supplier partners, 

Differentiated Solution Development

and pool together the necessary resources to respond 

 

the customer. 

To enable this process, the team is supported by a library 

of existing customised and new solutions. In addition, 

market research is also conducted to obtain the latest 

update on the customer’s organisation, as well as the 

industry in which they operate.

Coopetitive Solution Development
In this new strategy, Teckwah works together with 

competitors to participate in joint bidding of new 

there exist coopetitive advantages by leveraging on  

complementary strengths. 

To participate in these joint biddings, Teckwah’s team 

supplier partners, to develop the required solution for the  

pursued contract. 

New Product Creation (Branded Solution)
In 2006, an outcome of the Strategic Business Review 

Process was for Teckwah to develop distinct, scalable and 

rapidly deployable solutions. This direction was made in 

response to the challenges highlighted earlier.

Operations Team are also involved in the solution design, 

necessary viability analysis and investment monitoring.

products are also outsourced to trusted developers. 

Other solutions which have been developed, but 

 

Customerised Solution Development

are made, solution creation, development and deployment 

are jointly conducted.

5.1c. How the organisation evaluates and improves these  
         innovation processes.

The evaluation and improvement of the strategic business 

while for the operation driven innovation process, this is 

addressed in Item 5.2c.

As explained in Item 5.1a, Teckwah has progressed from 

providing purely output services, to creating customised 

value chain solutions, then to development of branded 

and customerised solutions and to development of new 

services with coopetitors. This progression is driven by the 

organisation’s business strategies. 

The approaches to develop each of the four types of 

solutions described in Item 5.1b do differ in terms of 

different degree of involvement by customers, coopetitive 

and supplier partners. The approaches to uncover the 

 

also differ.
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Thence, as the organisation progresses through the different phases of solution development, the development approaches 

are reviewed. The team structure to support the different phases are adjusted accordingly. And as Teckwah moves into 

development of branded products, the organisation has searched and decided to adopt an improved structured approach. 

Our business processes that form 

into Print Related and Non-Print 

Related processes, which contribute 

value to customers in meeting their 

requirements on quality, cost and 

delivery. The key support processes 

are inter-connected to form the 

entire framework so as to provide 

valuable services to our customer  

Each business process is measured 

measurements. Each has been 

assigned owner to lead the process in 

contributing unique value to customers 

and to achieve targets of process, 

which would ultimately contribute 

to the organisational goals and 

objectives. Process owners rationalise 

and establish strong linkages amongst 

processes, thus, ensuring a seamless 

The key business processes have 

have coded our practices according to 

these standards into a quality manual. 

The quality manual is internally known 

5.2 Process Management and Improvement  

5.2a Define the key production and delivery processes of products and services and the support processes. Include a   
        description of their requirements and performance measures or indicators.
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Business

Customer Satisfaction

Customer

Print Related Non-Print Related Support Process

As the headquarters of the organisation, we also lead, guide and support our regional sites on all the key  

processes described.

5.2b Describe how the organisation manages these key processes to meet process requirements and maintain process  
        performance to ensure that products and services meet customer and operational requirements. Include how the  
        organisation is able to sustain its operations in emergencies and disasters for business continuity.

Teckwah’s operational environment is developed and managed based on:



Guidelines of the listed standards have been incorporated 

into our daily work practices. Starting from raw material 

selection to manufacturing process management with ISO 

standards,  right up to the end of supply chain with security 

Internal Auditors periodically to ensure conformance to the 

system requirements. Third-party external audits are also 

regularly. Audit results are reviewed by process owners 

and senior management and particularly used in the 

overall improvement of processes, products and services. 

products have been established to address out-of-control 

situations to minimise the impact on product or service 

Process owners, project teams and taskforces are 

empowered to do a systematic analysis of problems or 

improvements needed and to implement appropriate 

corrective and preventive actions.

has also enabled us to focus on pre-incident analysis 

and prevention, response planning for both expected and 

unexpected disruptions. These analyses and prevention 

efforts require the integration of management, people, 

technology, facilities and business processes to ensure 

the resiliency of the organisation.  Exercises to simulate 

different scenarios of disaster that may impact the 

continuity of our business had been conducted. Relevant 

key staffs were activated to the assigned alternative site to 

test out established recovery plans. 

5.2c Explain how the organisation evaluates and  
        improves these key processes to achieve better    
        process performance and improvements to products  
        and services.

international recognised standards as listed in Item 

5.2b. Teckwah leverages on these standards to obtain 

 

support processes. 

processes on an annual basis. These  audits also provide 

critical inputs to evaluate and improve our processes. 

In addition to the above, as part of our operating principle 

of continuous improvement, operation improvement 

and improve their processes. Internal audits are also 

commissioned by our Board to ensure good corporate 

governance practices.
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current situations

Analysis

Alternate Solutions

Trial 

Implementation

Improve

Standardise

 

by respective process owners.

both our Print and Non-print business. Project information 

5.3 Supplier and Partner Processes  

5.3a How organisation identifies and selects its  
        suppliers and partners. Include a description of the  
        key performance requirements for suppliers and/or  
        partners and how the relationship and partnership fit  
        into the overall strategy of the organisation.

is a continuous improvement process for managing 

our suppliers and partners to achieve our shared  

common goals. As a result, it will establish long-term 

working relationships and provide excellent service to  

our customers.

through various stringent requirements, Teckwah can 

provide reliable and quality end-to-end services to  

our customers. 

Approved and Strategic. Approved Suppliers are divided 

into “Suppliers”, “Key Suppliers”, and “Partner Suppliers” 

based on pre-set criteria. 
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Strategic Partners

Partners are our competitors who jointly participate in 

solution development, and secure business opportunities 

globally with us.

5.3b How organisation communicates and ensures that its  
        requirement are met by suppliers and/or partners and  
        how timely and actionable feedback is provided to  
        suppliers and/or partners.

We treat our suppliers as the extension of our operation. 

We provide prompt and objective feedback to them as soon 

monitoring of suppliers’ performance. 

In general, feedback on suppliers’ delivery and quality 

are issued if they fall short of expectations. Repeated 

discrepancies are brought to their management level for 

review and action.

process, their business health, quality and technology 

performance are reviewed, assessed and rated according 

to our performance checklist. Teckwah conducts “one-on-

one” business reviews with them on a annual or biennial 

would be carried out as and when operational need arises. 

Through regular performance and business reviews, 

Teckwah is able to work with suppliers and partners 

in monitoring, maintaining and delivering quality 

performance. Periodical quality audits and performance 

assessments are conducted. At the same time, exchange 

of knowledge is made through constant feedback for 

continuous improvement.

A systematic approach to calculate the scores of each key 

supplier or business partner is in place. Scoring is based on 

and partners achieve established quality standards and 

deliver the expected level of service at all times.

product design and requirements, Key Suppliers and 

Partner Suppliers will be involved in the activities to 

provide Teckwah with their know-how.

performance targets are shared and communicated. At 

solution development and key processes in delivering our 

regional services to our global clients. The controls and 

process management described in Item 5.2 are applicable 

for this partner category.

has entered into collaboration programmes to tap on 

their local knowledge advantage while strengthening our 

presence in those markets. 

Business review sessions are held annually together 

with key customers to review business performance and 

coopetition partners of Non-Print business, we conduct 

accounts for the APJ region.

5.3c How organisation works with the suppliers and/or  
        partners to understand their needs, and the plans 
        and processes established to help suppliers  
        and/or partners improve their goods and services,  
        as appropriate.

The high degree of interaction between Teckwah and all 

 

meetings with selected key suppliers, partner suppliers 

and strategic partners respectively. These meetings 

provide the platform to exchange information on business 

plans, mutual expectations and identify opportunities for 

continuous improvement.

Another platform for interaction with selected key and 

partner suppliers is to conduct joint-audits, seminars, 

training courses, forums, regular dialogue sessions, and 

After understanding the partners’ needs through the 

business reviews, areas of improvement would be 

the reviews. Regular updates would then be sent to the 

partners’ through emails or conference calls to address it.

Our collaborative strategy has certainly enabled Teckwah 

to expand our global capabilities and market share.
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Teckwah is a trusted partner to many world renowned 

over many years, with increasing extension of services 

rendered to them. Teckwah’s continued ability to attract 

and retain global brands as our customers is an excellent 

To enlarge and strengthen our customer base, Teckwah 

 

  methodologies to elicit customers’ future requirements  

  and implicit needs

 

  to evolve and create differentiation from competitors  

  and to stay relevant for our customers

 

  enabling the organisation’s ability to continually improve  

  our productivity, service innovation and quality

 

 

  to the organisation’s target customers

 

  value system and techniques that will heighten our  

  customers’ experience, hence, satisfaction

Through our strategic mapping process, Teckwah selects 

the industry sectors which the organisation choose to 

Goods sectors. These sectors yield characteristics that 

support Teckwah’s strategic goals. 

With a clear insight of the target segments, and a good 

understanding of our customers’ current and future needs, 

Teckwah has developed a niche set of supply chain 

solutions. Teckwah’s customers can select and pick from 

 

To ensure that our customers are served by the BEST 

into two distinct business streams -  Print-Related and 

Non-Print Related.  

Through the combined approaches of staying close to 

customers’ needs and monitoring their business dynamics, 

as well as assessing macro-economic developments, 

Teckwah determines current and future customer 

requirements and needs of our target markets.

Teckwah’s relentless pursuit to stay on-top and ahead of 

customer and market needs has allowed the organisation 

to ride the business cycles of our customers, as well 

as charting and propelling the transformation inertia  

of the organisation. 

Customers

6.1 Customer Requirements 

6.1a  How the organisation segments its customers and/or  
         markets and determines current and future  
         customer/market requirements. State the  
         requirements for each segment.

6.1b How the organisation uses different listening and 
learning strategies to analyse and anticipate future and 
new customer/ market needs.

A diverse range of listening and learning methodologies 

is employed at the organisation to acquire and anticipate 

future and new customer and market needs. 

This multi-faceted, multi-level and multi-channel approach 

demonstrates Teckwah’s relentless pursuit to stay on-top 

and ahead of customer and market needs. 

listening process allows us to secure strategic insights and 

directions of our renowned customers.  Their participation 

in the indirect channels allows them to stay on top of 

both market and industry development, as well as the 

competitive landscape. 

to formulate spear-heading strategies, as well as partake 

in our customer’s strategic formulation process. 

6.1c How the organisation incorporates customer  
        requirements, future and new market needs into  
        strategic and improvement plans.

In Item 6.1b, the different processes which Teckwah adopts 

to address customer requirements, future and new market 

needs have been introduced.  These processes have 

Strategic Processes

Teckwah’s strategic planning process described in Item  

needs are key inputs to this process. These inputs have 

enabled Teckwah to set up major strategic directions 

and progress from one S-curve to another to achieve the 

desired business growth.

Some of the key strategic initiatives that were developed 

as a result of Teckwah’s close monitoring of customer and 

market needs are:

 

  to providing customised end-to-end supply chain  

  management service provider, and to the present state  

  of providing customerised solutions to our renowned  

  customers.

 

  network, which has enabled Teckwah to expand rapidly  

  into the region with minimal resource investment.

 

 

  minded competitors to win new markets.
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The strategic planning process sets both the mid and long 

term strategic plans for Teckwah. 

Solution Development Processes

Processes to develop our services to meet customer 

process and new solution design process. The former 

Teckwah would then develop a solution proposal as per 

the given requirements.

The new solution design process is used to develop 

suite of  information gathered from the various sources 

described in Item 6.1b are being utilised to discover the 

needs of both our customers and the markets. 

needs of other customers. 

Teckwah’s focus on ensuring good insight into customer 

and market needs has enabled us to develop our branded 

solutions that are ready for customerisation to support our 

customers’ future strategic intent.

Operational Management Processes

Quarterly Business Reviews with customers are reviewed 

projects are initiated to re-engineer processes to address 

new needs of customers. These Operational Processes 

allow Teckwah to provide prompt responses to near needs 

of customers.

in Item 5.1.

6.1d How the organisation evaluates and improves  
     its processes for determining current and future  
           requirements.

Three strategic impetus dictate the need for the 

organisation to continuously sharpen the processes of 

determining customer requirements. These impetus are:

The organisation’s modus operandi that is to create  

and deliver customised solutions that make strategic  

differentials for the customers.

The organisation’s continuum of growth as a global  

organisation, with increasing regional presence,  

serving both Global and Asian brands. 

The strategic direction of creating branded solutions.

Based on these imperatives, the organisation has 

established and operationalised approaches to evaluate 

and improve the listening post methodologies.

i.

ii.

iii.

In Items 6.1b and 6.1c, the approaches to capture, interpret 

and respond to all interactions with customers throughout 

the organisation’s business network had been presented.  

improve customer requirements acquisition process is 

simultaneously evaluated at these meetings.  

At the regional level, requirements acquisition process is 

The dynamic operating environment which the organisation 

operates in calls for continuous improvement of all 

customer management related processes.

6.2 Customer Relationship

6.2a How the organisation provides easy access for  
        customers to conduct business, seek assistance and  
        information, and make complaints. Describe  
        key customer contact requirements and how these  
        requirements are determined and deployed to all  
        people in the response chain.

Teckwah practices multi-level customer relationship 

management. In ensuring easy access for customers to 

conduct business, seek assistance and information, and 

provide feedback, Teckwah establishes communication 

channels at appropriate levels. 

At the Senior level, many platforms have been established 

in our customers’ organisations. These platforms include 

proposal presentations, contract signing ceremonies, 

business reviews and social interaction events. This level 

strategies and plans and to convey Teckwah’s commitment 

in their business journey. 

are in regular contacts with the customers on two fronts: 

converting these opportunities into new business 

contracts.

expectations, business plans and performance 

management.

At the Operational level, customers are in direct daily 

contact with our staff supporting the account. Our teams 

work closely with our customers’ teams to ensure that their 

products are produced, launched and delivered according 

to their performance expectations.

i.

ii.
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escalation chart is provided to them. It contains contact 

details of our staff. The escalation chart typically provides 

6.2b How the organisation ensures that complaints are  
        resolved effectively and promptly, and that all  
        complaints received are aggregated and analysed for  
        use in overall improvement.

The customer escalation management process at 

escalation and resolution of any issue raised by each 

customer account. 

Application of controls of immediate corrective action is 

promptly established to resolve the impending issue. 

Effective preventive actions are proposed to customers 

and upon approval,  improvement to the affected processes 

operating processes to enhance the robustness of our 

operating system.

With all customer feedback being deposited in a central 

depository and with proper categorisation of the feedback 

received, consolidated review and analysis of the 

initiated to develop long term improvements.

6.2c How the organisation evaluates and improves its  
        customer relationship management.

Evaluation and improvement of customer relationship 

management are addressed on two fronts:

the services as per contractual requirements. There exist 

a unique dimension in Teckwah’s customer relationship 

management in this front. The performance of our 

teams delivering our services has direct impact on the 

performance of our customers.  This inter-dependency 

encourages close collaboration  between the teams.  Both 

the management teams of Teckwah and the customers 

regularly review the working relationship between the 

teams and effect the necessary improvement when  

need arises.

pursue the target list of customers. The progress of these 

developments are tracked and monitored in the Teckwah 

well as Quarterly Business Reviews.

6.3 Customer Satisfaction

6.3a How the organisation determines customer  
         satisfaction.

Both direct and unsolicited forms of feedback are used to 

measure and determine satisfaction levels in customers. 

i.

ii.

Review sessions

consultants and Teckwah team

Extension of services provided to existing customers

Repeat business; contract renewal

customers during our Business Reviews with them. These 

surveys prompt our customers to rate our services in these 

perspectives:

As highlighted in Item 6.2c, there exist a tight coupling of 

performance between Teckwah’s teams and customers’ 

teams.  It is not uncommon for our customers to provide 

feedback directly to Teckwah’s teams and during 

face interviews and interactions allow us to hear the 

inner voices of our customers to ascertain the explicit 

satisfaction feedback expressed in the surveys.

In addition, these customers leverage on the regional 

enable the effective delivery of their products to desired 

 

existing customers.

6.3b  How the organisation translates customer satisfaction  
          feedback into strategic and improvement plans

to address customer complaints and issues (Item 6.2b) is 

also used to deal with customer satisfaction feedback.

All customer satisfaction feedback data are channelled 

into the database, upon which the data is reviewed and 

analysed at the various evaluation platforms employed at 

the organisation.

while feedback that requires improvement plans to be 

developed and established are evaluated at fortnightly 

is conducted by the task force. All initial strategic and 

approval and buy-off prior to their implementation.

i.

ii.

iii.

i.

ii.

iii.
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The organisation utilises established communication 

platforms to evaluate and improve its process of 

determining customer satisfaction. The overall approach 

that the organisation undertakes is annually reviewed by 

Review and analyse each criterion and methodology 

of gathering, collating and monitoring customer 

satisfaction against industry-wide standards of 

measuring customer satisfaction levels. 

Review and consider criteria from key customers’ 

supplier performance surveys to ensure that our 

direct determinants  of customer satisfaction levels 

are relevant.

Review and compare direct forms of feedback results 

against unsolicited forms of feedback as unsolicited 

feedback are implicit indicators of satisfaction our 

customers have with Teckwah. 

Review and compare direct forms of satisfaction 

feedback results against the number of complaints 

received in the same period of measure at Teckwah.

i.

ii.

iii.

iv.

The entire process of evaluation generally commences 

over a few rounds of deliberation and assessment. 

Potential areas for improvement are noted and the 

solicited before improvements made to the process are 

In addition, due to the high degree of collaboration between 

Teckwah and our customers,  our  customers are ready to 

provide feedback on our approaches to determine their 

satisfaction level. Again, these direct inputs allow Teckwah 

to adopt approaches and select criteria which are of 

relevance to our customers. 

6.3c How the organisation evaluates and improves its overall process of determining customer satisfaction.
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Customer Satisfaction Index 
Since 2008, the customer satisfaction index of both our Print Related and Non-print Related businesses has shown a 

strong upward trend that consistently met and exceeded target set.

The satisfaction index is captured through surveys conducted via periodical business reviews held with customers. The 

a more stringent set of criteria, our customers have improved our ratings. This improvement can be accrued to better 

Results

7.1   Customer Results

7.1a Summarise current levels and trends in key measures and/or indicators of customer satisfaction and retention.  
        Address different customer groups and market segments, and include comparative data as appropriate.

9.0

8.5

8.0
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Customer Testimonials

Teckwah received for being an outstanding business 

partner to our customers. 

Customer Retention

of top line revenue for both business segments. These 

Industry for Non-print Related.

The Print Related and Non-print Related business has 

2008 2009 2010 2011
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Print

Non-Print

Target

Customer Loyalty
In Teckwah, we ensure superior service delivery and we 

value customer satisfaction. Over the years, Teckwah has 

elevated customer satisfaction to a higher level which has 

number of years that our key customers chose to keep 

Teckwah as their trusted partner.
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The market share of both the Print and Non-Print 

respectively. Our Non-Print business has overtaken 

incorporation horizon.

Product and Service Performance Index
The key customer requirements for Teckwah’s products 

and services are consistent across the three industry 

sectors which we serve. They are quality performance, 

on-time delivery and inventory accuracy. A summary of 

Teckwah’s performance for these factors are given in 

factors, Teckwah has always delivered on our promises to 

our customers against contractual targets.

Requirements

 

Quality 

Performance

Inventory Accuracy

Biomedical

2008 2009 2010 2011 2008 2009 2010 2011 2008 2009 2010 2011

One of the critical requirements of our customers is our 

ability to ride their business cycles. This necessitates the 

need to constantly remodel our solutions or create new 

solutions to support the dynamic markets which they 

serve.
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7.1b Summarise current levels and trends in key measures and/or indicators of product and service performance.  
        Address different customer groups and market segments, and include comparative data as appropriate.



Teckwah has over the years consistently re-engineered 

its business to ensure it stays relevant to the changing 

business environment. It has maintained its top line above 

the S$100 million mark and more importantly to ensure its 

due to changes in the business model of our customers, 

7.2 Financial and Market Results 

7.2a Summarise current levels and trends in key  
       measures of financial performance, including  
       aggregate measures of financial results and/or  
       economic value, as appropriate. Compare  
       results relative to competitors and/or benchmarks,  
       as appropriate.
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Nevertheless, austerity measures were put in place and 

continued focus on top line growth ensured Teckwah 

the austerity measures was realised in 2009 resulting in 

This was achieved in the midst of the 2009 global  

economic crisis.

In line with its goal of creating value to its stakeholders, 

Teckwah has continued the practice of declaring dividends. 

Over the years Teckwah has been consistent in declaring 

to ensure tax credits (Section 44 of the Income Tax) were 

business. The Board made a decision to return excess 

cash to shareholders as a show of appreciation of their 

2008 2009 2010 2011

A strong healthy balance sheet is important for every 

working capital needs and has minimal borrowings. This is 

2008 2009 2010 2011

Gearing

Relative to its closest competitors, Teckwah has shown a 

balance sheet. 
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7.2b Summarise current levels and trends in key measures  
        and/or indicators of marketplace performance,  
        including market share/position, market acceptance,  
        business growth, and new markets entered, as  
        appropriate. Compare results relative to competitors  
        and/or benchmarks, as appropriate.

In line with Teckwah’s objective to grow the Non-Print 

due to an end of life for a project due to competitive 

pricing. This same project has now been re-awarded back 

to Teckwah in 2010.
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the project mentioned above, coupled with high oil prices 
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provides a local presence advantage to our customers. 

KPI for Teckwah. It tracks the expected growth contributed 
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12), for the Singapore print business – packaging only, 

Teckwah has been consistently maintaining its  bigger 

market share in terms of revenue.
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Employee Engagement Rate
The key staff engagement strategy is active promotion of 

staff social activities and regular sharing of information by 

staff who share the common destiny with the organisation. 

7.3 People Results 

7.3a Summarise the current levels, trends and impact of employee engagement. Segment results by categories of  
       employees, and indicate comparative data as appropriate.

2008

2010

Employee Satisfaction

7.3b Summarise the current levels, trends and impact on  
        learning development of all employees. Segment  
        results by categories of employees and include  
        comparative data as appropriate.

All leading indicators for learning and development for 

different segments of the staff show positive trends in 

in training dollars invested, number of training days per 

staff and number of training places per staff. As shown 

2008 2009 2010 2011
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1

0

2008 2009 2010 2011

9
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1
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2008 2009 2010 2011

Employee Satisfaction

Results for Teckwah

Teckwah ranking (Top Overseas)

5

10

4

10

Training effectiveness is tracked and analysed 

Training Expenses, Places and Days 
Indicative of Teckwah’s commitment towards investment in 

staff development, training continued to receive attention 

even during the recession year in 2009.
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Instructor

Environment

Job Impact

Business Results

Support Tools

Return on Investment

Overall

 

Post Event

Overall

Job Impact

Business Results

Support Tools

Return on Investment

(Participant)

(Participant)

Education Sponsorship
To further encourage a culture of continuous upgrading and 

learning within Teckwah, an education sponsorship fund 

was set up. All staff are entitled to apply. Selection criteria 

include a minimum of three years service, consistent high 

performance (performance grade of B+ and above) and 

with high potential.

$50,000 in 2011.

7.3c  Summarise the current levels and trends of  
         performance on employee well being and  
         satisfaction. Segment results by categories  
         of employees and include comparative data  
         as appropriate.

improvement trend over the past three surveys for all the 

6 elements. Notably, the rating on employee satisfaction 

Similar improvement trend also occurred for results by 

These improvements can be attributed to the relentless 

various employee engagement  initiatives and investment 

in training and education.

companies in the region, Teckwah is ranked one of the top 

The overall staff attrition rate as a proxy indicator for 

0

 

2004

Executive  

2004

 

2004

 

2008

Executive 

2008

 

2008 2010

Executive

2010 2010

Biz Process

Employee  

Satisfaction

55

50

45

40

25

20

15

10

5

2008 2009 2010 2011

S
$
’0

0
0

56



0

 Business 

Interfaces

Employee

Satisfaction

5

10

2

8

1

2 6

1 4

10

Results for Teckwah

Teckwah ranking (Top Overseas)

2008 2009 2010 2011

Teckwah

National ave (Serv)



Our results are presented in two main categories:

Operations Results

 

1. Solution Development Results

Key measures in solution development are categorised 

into 2 forms:

 

   to our customers versus its success rates

 

IT applications. 

solutions that leverage on existing business models, 

These solutions are developed in response to customers’ 

to our customers has increased even though the number 

number can be attributed to the global economic recession 

in 2009.

the quality of Teckwah’s proposed solutions and our ability 

to deliver the differentiated solutions for their outsourced 

initiatives. This is based on the fact that the solutions 

crafted are new to Teckwah and yet they are willing to let 

Teckwah partake in their strategic initiatives. 

customers’ appreciation for service value proposition. 

likewise for the corresponding rate of success. This 

reduction is linked to the change in the macro-economic 

landscape in Singapore. In 2009, during the full impact 

of the global economic crisis, the Singapore Government 

growth of the Biomedical sector and Green Technology 

sector which impacted the competitive landscape of 

Teckwah. Both the Biomedical and Green Technology 

sectors are observed to be in the innovation phase, with 

minimal or no outsourced requirements.

i.

ii.
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Rate of Success

A clear testament on the quality of our IT enabled solutions 

systems to front their customers for the processes we 

have enabled.

Teckwah did anticipate these changes and our strategic 

is to create new branded solutions. Our latest product, 

neupack , is being developed to serve the two  

new sectors.

7.4 Operational Results

7.4a Summarise current levels and trends in key measurements of design, production, delivery and support process  
        performance. Include productivity, cycle time, and innovation. Compare results relative to competitors and/ 
        or benchmarks.

58



59

2. Operations Results

2.1 Quality Systems

Within this same period, in 2009, we have added two new 

strong endorsement that our key processes and systems 

have attained the high standards which the various 

standards prescribed.

Body

 

PSB
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2.2 Print Related Business Processes

2.2.1 DPPM

better than our customers’ expectation.

1,200
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-
2008 2009 2010 2011

1,000

955

1,000Target 1,000

420 1,064

2.2.2 Delivery Performance (On Time)
2.2.3 Shipment Accuracy
2.2.4 Inventory Accuracy
True to our promise, our delivery performance, shipment 

Print Business

2008 2009 2010 2011

Warehouse

Target

Print Business
Warehouse

Target

2008 2009 2010 2011

Print Business

2008 2009 2010 2011

Warehouse

Warehouse Target



2.3 Non-Print Related Business Processes

Reverse Logistics  - TAT

uncontrollable factors. These factors include orders 

received exceeding customer-concurred production 

capacity, missing items from customer, product quality 

issue, information delay from customer, and defective 

parts supplied from customer. Beyond these uncontrollable 

factors, Teckwah has been able to meet contracted  

RL/SPL – Shipment Quality

remarkable results in our shipment accuracy, as 

 

requirements and continuous improvements made to 

operating procedures.

RL/SPL – Inventory Accuracy
The inventory accuracy is determined by accuracy in 

total quantity and total line item. Overall accuracy had 

Positive improvement trends have also earned us the 

trust from customer in storing their inventories with us for  

their businesses.

-
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7.4b  Summarise current levels and trends in key  
         measures of supplier and partner. Include the  
         organisation’s results and/or cost improvement  
         resulting from improvements in supplier and  
         partner process.

We adopt our customers’ measures for Teckwah to 

measure our suppliers. These results are presented by 

our business streams:

Print Related Business 

Non-Print Related Business

1. Print Related Business

1.1 Supplier’s Delivery Performance
The Print Supplier’s delivery performance has shown very 

target set consecutively.

i.

ii.

2008 2009 2010 2011

1.2 Supplier’s Quality Performance
The Print Supplier’s quality performance has been quite 

stable and consistently achieved high level of standard in 

service and quality.

2008 2009 2010 2011

Quality

Quality Target

2. Non-Print Related Business

2.1 Supplier’s Delivery Performance
2.2 Supplier’s Quality Performance

common set of metrics for our Non-Print suppliers was 

instituted in 2010. Results based on the new metrics are 

presented in the chart below. Our suppliers have performed 

2010 2011

Target

Quality Actual

7.4c Summarise current levels and trends in key measures  
        and/or indicators of the organisation’s contribution to  
        the community, society and the environment.

Teckwah actively advocates a wide variety of educational 

and community activities. On the educational front, we 

focus on grooming the next generation of business leaders 

to contribute to the dynamism of the industry, we actively 

participate in experience sharing, as well as contribute to 

the development of business community.

Our contribution to the community at large, not only takes 

the form of monetary donation to nation building activities 

and welfare associations,  we have also volunteered 

events, educational advisory boards and industrial 

contribution to the community and society.



Teckwah utilises the following two measures to track its 

governance system:

a) Governance and Transparency Index (GTI) 

a) Governance and Transparency Index (GTI) 
The Governance and Transparency Index is jointly 

on their annual announcements and which had been 

published by BT since 2000.

The index is divided into two broad sections: governance 

and transparency (including investor relations) with 

 

25 respectively. 

The governance section covers the following items:

 

The transparency section focuses on how companies 

communicate with their shareholders. 

Teckwah’s results for the past 2 years are as follows:- 

While there is a slight improvement for both ranking and 

scoring, Teckwah is working towards improving its ranking. 

b) Internal Audit
As a listed company, Teckwah has an internal audit 

which comprises of all three independent directors. This 

internal audit function is outsourced to external party. 

audit program. Each entity would be given a rating by the 

the gaps. Entities with adverse results are subjected to a 

follow up audit within six months. 

The rating is from 1 to 5, with 1 being the best and 5 being 

 

Scoring

Ranking

2521

615

7.4d Summarise current levels and trends of the organisation’s key measures of its governance system.
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Platform

Business Reviews 

Breakfast with Top 

Training

In-house 

Newsletter

Notice Boards

 

Teckwah Red Book

Induction 

Programme

 Group Business Reviews

these conferences to communicate, demonstrate and reinforce the purpose, vision and values to 

participants.

 

the values at the appropriate time during the meeting.

garners the support of the staff.

Quarterly in-house newsletter is another platform where the purpose, vision, values are communicated 

and commended in the newsletter (See Item 4.5).

easy access.

Every staff is given a copy of Teckwah’s Red Book. It contains descriptions on Teckwah’s commitment, 

Policy, pledge, milestones and company song are also prominently featured. It is also the notebook 

organisation. All staff are taught to sing the company song during the induction programme. It is sung 

after every business review meeting and on special occasions.
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Platform

Walking About

Special Events
22nd

management led by example in carrying out the corporate and social responsibility. In 2008, during 

the kick-off of 40th

th 

was to instil volunteerism and care for the environment to staff.

66



Grp

a. Internship

Teckwah pro-actively partners with local universities and polytechnic in student internship programmes. Staff are 

assigned to interns as their mentors to provide the necessary on-the-job exposure and development.

b. Scholarship

2010 to 2012.

c. Executive Training Programme

1. In 2009, due to the worldwide economic downturn, Teckwah responded positively to SPRING Singapore’s 

initiative on Executive Training Programme to provide placement in the company to fresh graduates as trainees 

so as to soften the unemployment situation of fresh graduates.

from a family business to a professionally managed public listed company; from a simple home-grown to a global 

company. Teckwah is an iconic company that many local as well as overseas companies want to emulate in many 

aspects. This ranges from staff engagement programmes to leadership and strategic product innovation. Teckwah 

has been generously sharing our experiences through various platforms:

1. Provide content to higher learning institutions for their use as case study materials

2. Provide content to media for public sharing

sharpen the competitive edge of the industry so as to compete collectively with other countries. Through working 

to create an ecosystem of inter-related print and media companies to achieve seamless collaboration and synergy, 

learn how printing companies in Korea come together, collaborate and compete as one. In addition, he has organised 

a marketing trip to Japan, where participating companies marketed their joint capabilities to potential Japanese 

customers.

 

Teckwah devotes many man-days in doing volunteer works. These includes:

1. 

2. 

Business Excellence Initiative.

4. 
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APJ

ASRS

B2B

BIT

BO

BT

ERP

GTI

IP

ISO

KISS

Automatic Storage and Retrieval System

Business to Business

Breakthrough Improvement Team

Business Operations

Balanced Scorecard

Business Times

Enterprise Requirements Planning

Governance and Transparency Index

Intellectual Property

International Organisation for 

Standardisation

Knowledge Information Sharing Systems

Abbreviation

KPIs

NA

OJT

PAT

PBT

SARS

SQA

STP

TAT

Key Performance Indicators

North America

On-the-Job Training

International occupational health and safety 

Severe Acute Respiratory Syndrome

Singapore Quality Award

Secure Trade Partnership

Turn Around Time

Technology, Quality, Responsiveness, 

 

Abbreviation

Glossary
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