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In a world where business and human 
connectivity have been severely 
disrupted by the COVID-19 pandemic, 
our responsibility is to ensure that our 
customers and communities continue 
to have access to what they need. 

We are grateful for the agility, resilience 
and selflessness of our people, which 
have enabled us to turn a challenging 
situation into an opportunity for 
transformation, as we continue to 
work together to drive purposeful, 
sustainable growth.
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Connecting 
with Passion 
and Purpose
Ensuring seamless  
connections for passengers 
and cargo every day, while 
empowering communities 
and our people to fulfil their 
fullest potential, we embrace 
technology, digitalisation  
and change.

Our Primary Stakeholders 
• Employees 
• Customers 
• Local Communities
• Shareholders

United Nations’ Sustainable 
Development Goals 
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Ensure 
Seamless 
Connections
Technology’s rapid evolution presents 
SATS with the opportunities and 
capabilities to provide our customers 
ZLWK�PRUH�HI¿FLHQW�DQG�VXVWDLQDEOH�
ways to stay seamlessly connected. As 
a leading gateway services provider in 
WKH�UHJLRQ��ZH�WDNH�SULGH�LQ�RXU�DELOLW\�
to move passengers and cargo securely 
and smoothly while minimising our 
impact on the environment. 

Through a process of digital 
transformation and by harnessing the 
SRZHU�RI�LQQRYDWLYH�WHFKQRORJ\��ZH�DLP�
WR�DFKLHYH�JUHDWHU�RSHUDWLRQDO�HI¿FLHQF\��
HQKDQFH�RXU�VHUYLFH�RIIHULQJV��DQG�
improve our customers’ experience. 
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Connectivity  
through digitalisation

Digitalisation is an important part of our 
sustainable business strategy. In order to  
facilitate operations and ensure quality service 
GHOLYHU\��6$76�KDV�LQQRYDWHG�DQG�LPSOHPHQWHG�
various tools. 

eFulfilment Platform

7R�DFKLHYH�JUHDWHU�RSHUDWLRQDO�HI¿FLHQF\�DQG�
provide smoother connectivity for our customers, 
6$76�FUHDWHG�WKH�H)XO¿OPHQW�SODWIRUP�WR�IDFLOLWDWH�
a range of digital services, including pre-arrival 
customs clearance and fully trackable last-mile 
GHOLYHU\��7KLV�\HDU��ZH�ZRUNHG�ZLWK�6,$�DFURVV����
VWDWLRQV�WR�UHSODFH�WKUHH�SDSHU�ÀLJKW�GRFXPHQWV�
ZLWK�HOHFWURQLF�GDWD��QDPHO\�ÀLJKW�PDQLIHVWV��
airway bills and console manifests. The next 
phase would include the implementation of a 
complete e-freight proof of concept, removing all 
SDSHU�ÀLJKW�GRFXPHQWV�LQFOXGLQJ�VSHFLDO�FDUJR�LQ�
selected stations. Throughout the development 
process, we have actively engaged the 
6LQJDSRUH�$LUFDUJR�$JHQWV�$VVRFLDWLRQ�WR�HQVXUH�
WKDW�RXU�H)XO¿OPHQW�SODWIRUPV�PHHW�WKH�QHHGV�RI�
our cargo customers.

Ensure Seamless Connections

RFID Tracking System

Our RFID-enabled tracking system enables  
real-time tracking and tracing for cargo in key 
markets from origin to destination airports.  
This allows us to provide our customers with 
greater traceability and better connectivity across 
regional cargo corridors. The initiative now covers 
our major markets including Singapore, China, 
Hong Kong, Indonesia and India, and has been 
extended to our joint venture partners in Oman 
and Damman.

Electronic Airway Bill (e-AWB)

$V�SDUW�RI�RXU�FRPPLWPHQW�WR�EHFRPH� 
a 100% paperless hub by 2030, we have been 
working relentlessly to transform conventional 
paper processes to paperless ones. This not  
RQO\�LPSURYHV�RSHUDWLRQDO�HI¿FLHQF\��EXW�
also allows us to better manage and reduce 
our environmental footprint. To date, we 
KDYH�DFKLHYHG�DQ�DYHUDJH�RI�������H�$:%�
penetration for total (ex-Singapore) export 
shipments and, together with our industry 
partners, have saved a total of 4.7 million  
pieces of paper as a result.

Building on ongoing efforts, we have digitalised 
30% of aviation security forms to date, which is 
DQ�LPSURYHPHQW�IURP�����LQ�)<���������:H�DLP�
WR�LQFUHDVH�WKLV�WR������E\�)<���������
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Case Study 2.1

SPEEDCARGO, 
The World’s 
First AI-powered 
Robotic Air 
Cargo System

SPEEDCARGO is the latest addition 
to SATS’ technology-aided cargo 
handling capabilities. A collaboration 
between SATS and TUM CREATE 
/WG��780&5($7(���63(('&$5*2�LV�
designed to accelerate cargo handling 
sustainably and securely. 

$Q�LQWHJUDWHG�VROXWLRQ��63(('&$5*2�
comprises three products – CARGO 
(<(��&$5*2�0,1'�DQG�&$5*2�$50��
These are targeted at optimising 
cargo acceptance as well as cargo 
palletisation through intelligent Unit 
/RDG�'HYLFH��8/'��SODQQLQJ��DQG�
automatic ULD packing respectively. 
The AI-powered operating system 
enables seamless data connectivity 
for end-to-end optimisation and 
improves safety and security across 
cargo operations.

Ensure Seamless Connections

6LQFH�2FWREHU�������780&5($7(�
has been stationed at SATS 
$LUIUHLJKW�7HUPLQDO��ZRUNLQJ�FORVHO\�
with SATS during the prototype 
development phase and for ongoing 
WULDOV��7R�GDWH��WULDOV�RI�&$5*2�
(<(�KDYH�DFKLHYHG�D��������
accuracy rate for the dimensioning 
of accepted cargo. CARGO EYE 
SURGXFHV�D�GLJLWDO�¿QJHUSULQW�IRU�
incoming cargo in real time using 
an advanced 3D camera system 
for better pallet optimisation. SATS 
and TUMCREATE are concurrently 
making progressive enhancements 
WR�&$5*2�0,1'�DQG�&$5*2�$50��
with the intention of commercialising 
each product in phases.

63(('&$5*2��FRXSOHG�ZLWK�
&26<6���RXU�FORXG�EDVHG�FDUJR�
terminal management system 
that was introduced in December 
�������ZLOO�DXJPHQW�UHDO�WLPH�FDUJR�
visibility along our digital corridors 
and strengthen our cargo network 
DFURVV�WKH�$VLD�3DFL¿F��
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Connectivity through  
service design

$W�6$76��ZH�WDNH�SULGH�LQ�SURYLGLQJ�SDVVHQJHUV�
with everything they need for safe and seamless 
travel through the airport. The passenger 
services we offer are thoughtfully designed to 
enable smooth transitions from one point of the 
journey to another. 

This year, we launched special assistance 
programmes to offer people with reduced mobility 
(PRMs) smoother connectivity. We have been 
ZRUNLQJ�ZLWK�&KDQJL�$LUSRUW�*URXS��&$*��WR�
enhance accessibility for PRMs through the use 
of technology and by improving airport facilities 
and services. Some of the enhancements include 
the lowering of check-in and immigration counters 
and installing ramps at curbside for wheelchair 
access. Passenger lounges have also been 
refurbished to offer more PRM-friendly amenities, 
such as geriatric chairs and service options that 
offer greater convenience for PRMs, such as the 
option of having their meals at a lounge. 

Ensure Seamless Connections

In addition, our service teams have developed 
the E-Caddy and upgraded Follow-Me 
:KHHOFKDLUV�WR�LQFUHDVH�WKH�HI¿FLHQF\�RI�350�
services and enhance the overall passenger 
experience.

$V�6LQJDSRUH�HDVHG�LWV�&29,'����UHVWULFWLRQV�
WR�DOORZ�PRUH�6,$�*URXS�ÀLJKWV�WR�DQG�IURP�
VHOHFWHG�FRXQWULHV��ZH�ZRUNHG�ZLWK�6,$�FDELQ�
crew to ensure the safety and comfort of transit 
passengers during their travels. Under a four-
ZHHN�DWWDFKPHQW�SURJUDPPH��RXU�6,$�FDELQ�
FUHZ�FROOHDJXHV�MRLQHG�RXU�WHDP�DV�$LUSRUW�
([SHULHQFH�$PEDVVDGRUV�DQG�KHOSHG�WR�GHOLYHU�
a seamless and positive transit experience. 

In November 2019, we implemented a digital 
feedback system at check-in counters and 
6$76�3UHPLXP�/RXQJHV��63/���ZKLFK�DOORZV�
us to capture feedback on areas of concerns 
and to follow up with immediate action. It also 
allows us to compliment and reward staff who 
consistently perform well. Moving forward, we 
will further enhance this platform to capture our 
customer experience and satisfaction levels.

With shared aspirations to achieve  
excellence in safety, operations and customer 
H[SHULHQFH��6$76�GHYHORSHG�D�MRLQW�VFRUHFDUG�
ZLWK�6,$��RXU�NH\�FXVWRPHU�DQG�DLUOLQH�SDUWQHU�� 
as part of our collective efforts to serve 
passengers better. Working closely together,  
our Gateway Operations team supported  
6,$¶V�6LQJDSRUH�VWDWLRQ��HQDEOLQJ�WKHP�WR�
achieve an improvement in station ranking from 
16th�SRVLWLRQ�LQ�)<��������WR��th position in  
)<���������$FFRUGLQJ�WR�RXU�EL�DQQXDO�VXUYH\�
that measures the level of client satisfaction, 
for the period starting from July to December 
2019, we achieved higher overall scores for both 
check-in and terminal services.

0RYLQJ�DKHDG��6$76�LV�FRPPLWWHG�WR�FRQWLQXH�
attaining high scores on seamless connectivity 
for both our customers and our cargo services.

FY2019-20 target:  
����

FY2019-20 target:  
83.8
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Case Study 2.2

WELink 
Follow-Me 
Wheelchairs
In response to rising requests for 
ZKHHOFKDLU�DVVLVWDQFH��6$76�KDV�
conceptualised and prototyped WELink 
– a system which allows one staff to 
transport three wheelchair-bound 
passengers using sensor technology 
operated via a mobile application. 

Developed after multiple prototyping 
LWHUDWLRQV��:(/LQN�LV�GHVLJQHG�WR�GHOLYHU�
a user-friendly and safe experience for 
both passengers and staff. WELink’s 
features include a baggage holder and 
FRPIRUWDEOH�DQG�XQUHVWULFWLYH�VHDWV��
and it also allows staff to control and 
maneuver the equipment hands-free. 

Ensure Seamless Connections

Built-in Safety Features

The priority of this project is 
to ensure the safety of users 
and people in their immediate 
surroundings. Leveraging LIDAR 
(Light Detection And Ranging) 
WHFKQRORJ\��D�IHDWXUH�W\SLFDOO\�
LQVWDOOHG�LQ�GULYHUOHVV�YHKLFOHV��
WELink can follow our staff closely 
through narrow corridors and make 
tight U-turns safely. 

Manual 
Wheelchair

First  
Prototype

Second  
Prototype

Implemented 
Version
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Case Study 2.2

Ensure Seamless Connections

LIDAR sensor that allows 
for continuous updates of 
the surroundings through 
an alert system and an 
automatic emergency stop 
when encountering sudden 
obstacles. 

Active braking systems that 
will take hold on slopes 
at steep aerobridges and 
prevent rollbacks or forward 
slides.

Smart seatbelts that allow 
WELinks to be activated only 
when the seatbelts are in 
place. 

Dashcams that are installed 
LQ�HYHU\�:(/LQN�ZKHHOFKDLU��
capturing footage that can be 
used for the investigation of 
any incidents. 

Safety stop button that 
enables the user to 
activate emergency stops 
LQGHSHQGHQWO\��LI�QHFHVVDU\��
 

Key features of WELink 

1.  Smart seatbelt system

2.  Stop button

3.  Dashcam

4.  Visual indicator

5.  Electronically controlled wheels

6.  Drive mechanisms

7. � /,'$5�VHQVRU

Front

2.

4.

5.
6.

7.

4.

3.

1.

1.

Back

8.  Push handle bar

9.  Electronic manual controls

10.  Unique QR code

11.  Stowable baggage storage

8.

9.

8.

10.

11.

Positioning of the electronic 
manual controls are 
designed to be out of reach 
for passengers in order to 
prevent mishandling.  

Mobile application activation 
by authorised and trained 
personnel that allows for safe 
and seamless control of the 
wheelchair convoy.

Ergonomically positioned 
manual controls that are 
installed as a backup in the 
event of any electronics 
PDOIXQFWLRQ��WR�IDFLOLWDWH�TXLFN�
manual safety overrides.

A stowable baggage 
compartment that is installed 
in every wheelchair where 
passengers’ belongings 
can be stowed and secured 
instead of being carried by the 
attending service staff.
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Stability through  
risk management

In a world where physical interactions have 
been severely disrupted by a global pandemic, 
digitalisation has become more crucial than 
HYHU��<HW��ZKLOH�GLJLWDOLVDWLRQ�FUHDWHV�PDQ\�
new opportunities, the constantly evolving 
cybersecurity and data integrity risks mean that 
we have to maintain the highest level of vigilance. 
$FURVV�RXU�RSHUDWLRQV��PDQ\�RI�RXU�WHDPV�LQWHUDFW�
with sensitive customer data on a daily basis. It 
is thus imperative for us to build a robust cyber 
defence system to protect critical information and 
to prevent any potential data breach.

Cybersecurity management 
framework

6$76�KDV�DGRSWHG�D�QXPEHU�RI�F\EHUVHFXULW\�
best practices to accelerate our digitalisation 
process while reducing cybersecurity and 
compliance risks.  For instance, we have in 
place an Information Security Policy aligned 
with ISO 27001, and have incorporated a 
cybersecurity management framework into our 
risk management practices. 

Covering three key areas of protection, 
operations, and governance, the framework 
SURYLGHV�6$76�ZLWK�D�FRPSUHKHQVLYH�GHIHQFH�E\�
detecting and responding swiftly to cybersecurity 
threats. Notably, the governance component 
in our cybersecurity management framework 
plays an important role in stipulating standards 
and procedures, as well as reviewing the 
effectiveness of existing policies through metrics 
and reporting.

Cybersecurity training

User training is also a crucial part of our 
F\EHU�GHIHQFH�V\VWHP��7KURXJK�WKH�6$76�
&\EHUVHFXULW\�$ZDUHQHVV�3URJUDPPH��RXU�
employees undergo various simulation and 

to changes in the regulatory landscape, 
market conditions, and geopolitical stability in 
the locations we operate. In a fast-changing 
aviation industry, key drivers of change include 
environmental activism, infectious diseases 
and pandemics, and geopolitical instability7. 

Our strategy is to diversify our market base in 
order to mitigate risks which may arise from 
geopolitical instability, changing environmental 
regulations and the challenges of operating in 
a post-COVID world.

$V�D�PXOWLQDWLRQDO�FRPSDQ\�WKDW�RSHUDWHV�
in different jurisdictions and is accountable 
to multiple groups of stakeholders, it is 

Ensure Seamless Connections

tabletop exercises, as well as e-learning and 
phishing simulation campaigns. Raising staff 
awareness of cybersecurity threats and the ability 
to detect and address anomalies can play an 
important role in helping to reduce the overall risk 
across the organisation.

Digital infrastructure

6$76�LV�EXLOGLQJ�DQG�VWUHQJWKHQLQJ�RXU�GLJLWDO�
infrastructure against cybersecurity risks and 
potential threats by adopting a ‘Defense in Depth’ 
approach, which aims to thwart attackers’ access 
to sensitive data. 

Due to the design and strength of our digital 
infrastructure, any attacks will have to circumvent 
several different barriers before any severe 
damage or breach can occur. Different layers 
of security platforms, which are installed in our 
data centers, include anti-denial of service, 
SUR[\��LQWUXVLRQ�SUHYHQWLRQ�V\VWHPV�DQG�¿UHZDOOV��
$OHUWV�DUH�DOVR�FRQ¿JXUHG�WR�LQVWDQWO\�GHWHFW�
unauthorised logins or suspicious behaviour, 
such as attempts to access multiple personal 
computers within a short period of time. Upon 
UHFHLYLQJ�VXFK�DQ�DOHUW��6$76¶�&\EHU�,QFLGHQW�
Response team will be immediately deployed  
to investigate. 

Building on our cybersecurity efforts, we have 
implemented a zero-tolerance policy towards 
security breaches, reinforced by a robust fall-back 
V\VWHP��)RU�WKH�SHULRG�IURP���$SULO������WR����
March 2020, we have received zero complaints 
concerning breaching of customer services and 
]HUR�LGHQWL¿HG�OHDNV�RI�FXVWRPHU�GDWD�

Regulatory and market  
risk management

For organisations, sustainability also involves 
the ability to adapt to varying conditions in order 
to build resilience, achieve stability and ensure 
business continuity. To minimise and manage 
WKH�ULVNV�WR�RXU�EXVLQHVV��6$76�LV�DOZD\V�DOHUW�
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Defense in Depth

paramount that we conduct business 
ethically, with integrity and in compliance 
with local laws and regulations. Our  
robust corporate governance structure 
also ensures that regulatory risks are 
effectively addressed. 

$V�SDUW�RI�PDLQWDLQLQJ�DFFRXQWDELOLW\��RXU�
management team, including our PCEO, 
communicates with policymakers regularly. 
Our Board, with support from Board 
committees such as the Board Risk and 
Safety Committee, oversees and ensures 
that policies, structures and mechanisms 
DUH�VXI¿FLHQW�WR�DFKLHYH�FRPSOLDQFH�ZLWK�
regulatory requirements. 

'XULQJ�)<���������WKHUH�ZHUH�QR�
incidences of non-compliance with 
environmental or socioeconomic laws  
and regulations, and our goal is to keep it 
this way. 

We are assessing our business in material 
areas in order to evaluate our resilience to 
FOLPDWH�UHODWHG�ULVNV��$V�FRXQWULHV�DURXQG�
the world seek to transition to a low-carbon 
economy, we are also evaluating the 
modalities of supporting disclosures in 
line with the Taskforce on Climate-related 
Financial Disclosures recommendation to 
support these efforts.

��� ,$7$��µ)XWXUH�RI�WKH�
airline industry 2035’, 
(2018), p.6.
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Grow  
with SATS
5HVLOLHQW�DQG�DJLOH��RXU�SHRSOH�DUH�WKH�
GULYLQJ�IRUFH�EHKLQG�WKH�SURJUHVV��
success and sustainability of our 
EXVLQHVV��$SSO\LQJ�WKHLU�VNLOOV��LGHDV�
and ingenuity to serve our customers 
DQG�KHOS�GULYH�ORQJ�WHUP��SXUSRVHIXO�
JURZWK��WKH\�SOD\�DQ�LQVWUXPHQWDO�UROH�
LQ�IXO¿OOLQJ�RXU�YLVLRQ�RI�)HHGLQJ�DQG�
Connecting Asia and delivering on our 
brand promise of ‘Passion to Delight’. 

:LWK�D�ODUJH�ZRUNIRUFH�RI��������
employees8 across multiple operating 
ORFDWLRQV��LW�LV�RXU�UHVSRQVLELOLW\�
to provide our employees with a 
cohesive and uplifting company 
FXOWXUH��HPSRZHULQJ�WKHP�ZLWK�
meaningful opportunities for 
OHDUQLQJ�DQG�GHYHORSPHQW��DQG�ZRUN�
HQYLURQPHQWV�WKDW�DUH�VDIH��QXUWXULQJ�
and inclusive.

Total Number of Employees  
by Employment Type by Gender

Full-time Part-time

Male 11,238 6 

Female 5,046 36 

���)<��������DYHUDJH�KHDGFRXQW��$OO�FKDUWV�
comprise data as at 31st March 2020. The 
following steps were taken to compile the 
information on employees: 1. Identify the 
contract type and full-time or part-time status 
RI�HPSOR\HHV�EDVHG�RQ�WKH�GH¿QLWLRQV�XQGHU�
the national laws of the country where they 
are based; 2. Use numbers as at the end of 
the reporting period, unless there has been a 
material change during the reporting period; 
3. Combine country statistics to calculate 
global statistics.
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Empowering through  
leadership and engagement

$W�6$76��ZH�DUH�SDVVLRQDWH�DERXW�HQDEOLQJ�
our people to achieve their fullest potential 
and believe in providing an environment in 
which they can thrive and grow. By building 
a culture that is inclusive, collaborative and 
empowering, our goal is to bring out the 
best in the many passionate and talented 
individuals who work for us. 

$PRQJ�RXU�VWDII��ZH�HQFRXUDJH�HDFK�
individual to take ownership of their work 
and develop qualities that would help guide 
them to create meaningful and purposeful 
impact throughout their service with the 
FRPSDQ\��&DSWXUHG�LQ�WKH�6$76�&RGH�RI�
Conduct, these qualities are represented 
by the four principles that inform our culture 
as an organisation: ‘passion to delight’, 
‘high integrity’, ‘safety in the workplace’ and 
‘safeguarding assets’.

$W�WKH�OHDGHUVKLS�OHYHO��ZH�DUH�DOVR�
committed to nurturing those who are integral 
to our success. Guided closely by our four 
OHDGHUVKLS�SULQFLSOHV��6$76�LV�LQYHVWHG�LQ�WKH�

growth and well-being of our employees.  
By engaging our employees through 
initiatives under three key action areas – 
$ZDUH��$SSO\�DQG�$VVHVV��ZH�DLP�WR�KHOS�
them better embrace change, boost morale 
DQG�HTXLS�WKHP�WR�EH�D�SRVLWLYH�LQÀXHQFH�RQ�
one another. 

To provide more effective support, our 
staff engagement activities are centred 
URXQG�SULRULW\�DUHDV�LGHQWL¿HG�WKURXJK�DQ�
annual employee engagement survey and 
feedback on past initiatives. This year, the 
NH\�DUHDV�LGHQWL¿HG�LQFOXGH�FUHDWLQJ�DQ�
agile workforce that embraces diversity, 
increasing senior leadership communication 
DQG�LPSURYLQJ�QRQ�PRQHWDU\�EHQH¿WV�IRU�
our employees, which have been addressed 
WKURXJK�HQJDJHPHQW�HIIRUWV�LQ�)<��������

)RU�6$76��UHJXODU�HQJDJHPHQW�LV�DQ�
important way of staying in touch with our 
people in order to better understand how  
ZH�FDQ�KHOS�WKHP�VXFFHHG��,Q�)<���������
we achieved an employee engagement 
score of 76%, well above Singapore’s 
average of 47%9. Our target for 2030 is  
to achieve 80% for our employee 
engagement score. 

Opportunities for  
learning and development

$W�6$76��ZH�HQFRXUDJH�RXU�HPSOR\HHV�
to adopt a culture of lifelong learning and 
innovation, equipping themselves with an 
ever-growing set of knowledge and skills 
needed to succeed in their roles, take on 
new areas of work and contribute fresh 
ideas. Through various e-learning and 
virtual training platforms, all employees 
are given the means and opportunities to 
accelerate their learning through reskilling 
and multiskilling programmes. 

,Q�DGGLWLRQ��6$76¶�WUDLQLQJ�DUP��WKH�6$76�
$FDGHP\��KHOSV�WR�EXLOG�D�VXVWDLQDEOH�
talent pipeline with the core skills and 
competencies required to support the 
growth of aviation in Singapore. Having 
GLJLWDOLVHG�LWV�WUDLQLQJ�SODWIRUPV��6$76�
$FDGHP\�ZDV�DEOH�WR�UHVSRQG�UHDGLO\� 
during the COVID-19 pandemic, offering 
fully online programmes while adapting 
essential face-to-face sessions to meet 
health and safety requirements. 

6$76�$FDGHP\�DOVR�WDSSHG�RQ�JRYHUQPHQW�
support, in particular the Enhanced 
Training Support Package from SkillsFuture 
Singapore, which enabled us to extend our 
training and know-how to the rest of the 
aviation sector by training our partners such 
DV�6,$��-HW4XD\��&DUJROX[�DQG�6PDUWH�&DUWH��
We structured our programmes to focus on 
building emotional resilience, so as to help 
equip our employees and partners with the 
right mindsets and a readiness to adapt to 
disruptions like the current pandemic. When 
the Circuit Breaker in Singapore began on 
��$SULO�������ZH�LQVWDQWO\�FRQYHUWHG�RXU�
FODVVURRP�WUDLQLQJ�DQG�FRQGXFWHG�RXU�¿UVW�
YLUWXDO�WUDLQLQJ�RQ���$SULO������

$V�DQ�HTXDO�RSSRUWXQLW\�HPSOR\HU��ZH�VXSSRUW�
the career aspirations of our older workers 
by  upskilling them and helping them adapt 
and stay relevant in the new digital era. To 
GDWH��6$76�$FDGHP\�KDV�GHOLYHUHG��������
training seats and 25,688 training days 
WR�������HPSOR\HHV�LQ�WKH�$LU�7UDQVSRUW�
sector, covering a wide range of topics from 
competency-based learning to enhancing 
soft skills. 8,761 of the training seats were 

Grow with SATS

attended by employees above 50, with the 
oldest being 77 years old.

Our effort was recognised at the Singapore 
Human Resources Institute’s annual 
6LQJDSRUH�+5�$ZDUGV�������ZKHUH�6$76�
won 11 awards including one for leading 
practices in Learning & Development.

Our 2030 goal is to ensure that our people 
EHQH¿W�IURP����KRXUV�RI�VWUXFWXUHG�DQG�
unstructured training a year.

9. Qualtrics EmployeeXM, ‘2020 
Employee Experience Trends 
Singapore’, p. 5.
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Case Study 2.3

SATS’ 
Response to 
COVID-19 

Accelerate training  
through multi-skilling and 
reskilling to maintain an  
agile workforce

$W�6$76��LQ�RXU�MRXUQH\�WRZDUGV�
SXUSRVHIXO�DQG�VXVWDLQDEOH�JURZWK��
our success has always depended on 
WKH�SDVVLRQ��VNLOOV�DQG�FUHDWLYLW\�RI�
our people. This has been especially 
apparent as we worked together to 
respond to the challenges brought 
about by the COVID-19 pandemic. 

One of our key differentiating factors 
LV�WKH�DJLOLW\�RI�RXU�SHRSOH��UHÀHFWHG�
by their willingness and ability to 
HPEUDFH�FKDQJH�DQG�WHFKQRORJ\��
learn new skills and adapt to new 
situations. They have shown ingenuity 
and resourcefulness in overcoming 
the obstacles caused by the global 
FULVLV��WDSSLQJ�RQ�WKHLU�NQRZOHGJH�
and expertise while adapting quickly 
to new roles in a rapidly evolving 
environment. 

$W�WKH�VDPH�WLPH��WKH�FULVLV�KDV�
also provided the impetus and 
opportunity to accelerate the 
multi-skilling and reskilling of our 
SHRSOH��LQ�RUGHU�WR�VWUHQJWKHQ�RXU�
capabilities and lay the foundation 
for positive business transformation. 
'XULQJ�WKLV�SHULRG��ZH�KDYH�VHQW�
�������VWDII�IRU�XSVNLOOLQJ�DQG�
UHVNLOOLQJ�DERXW�������HPSOR\HHV�
in the Air Transport sector at SATS 
Academy who are receiving training 
to enhance their domain knowledge 
and prepare for new roles. Within  
WKH�DYLDWLRQ�LQGXVWU\��ZH�ZHUH�DOVR�
WKH�¿UVW�FRPSDQ\�WR�VHUYH�DV�WKH�
SLORW�FHQWUH�IRU�WUDLQLQJ�H[FHOOHQFH��
where companies could send  
their employees for training  
and upskilling. 

$V�SDUW�RI�RXU�GLJLWDOLVDWLRQ�HIIRUWV��
ZKLFK�VWDUWHG�EHIRUH�WKH�FULVLV��ZH�
have developed various platforms 
for virtual training and e-learning. 
This has allowed a smooth transition 
from physical classroom training to 
online platforms in order to comply 
with COVID-19 regulations on safe 
distancing. For sessions that require 
LQ�SHUVRQ�VHVVLRQV��ZH�ZRUNHG� 
with CAG to transform terminal 
gatehold rooms into training 
ORFDWLRQV��ZKLFK�SURYLGHG�VXI¿FLHQW�
VSDFH�IRU�SDUWLFLSDQWV��OLPLWHG�WR� 
D�PD[LPXP�RI����SHUVRQV��WR�
maintain social distance. 

'XH�WR�WKH�KDOW�LQ�DLU�WUDYHO��ZH�
have also been able to conduct a 
greater number of practical lessons 
within Changi Airport’s apron 
DUHD��WHDFKLQJ�HPSOR\HHV�KRZ�WR�
RSHUDWH�RXU�ÀHHW�RI�JURXQG�VXSSRUW�
equipment including skyloaders 
and hi-lifts. When the airport was 
operating at full capacity before 
WKH�FULVLV��VXFK�OHVVRQV�FRXOG�RQO\�
be conducted virtually or limited to 
RII�SHDN�KRXUV��$V�D�UHVXOW��ZH�QRZ�
have more people who are multi-
skilled and can use different types 
of vehicles. 

Average Training Hours by Gender

Male Female

Average Training Hours 59.3 73.2

Average Training Hours by Employee Category 

Non- 
Executives Executives

Managers  
to AVPs

VPs and  
above Others

Average Training Hours 39.1 140.5 100.6 10.2 200.4
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Fair labour practices and 
respect for human rights

Fair employment

6$76�LV�FRPPLWWHG�WR�IDLU�DQG�HTXDO�RSSRUWXQLW\�
employment practices in line with Singapore’s 
7ULSDUWLWH�$OOLDQFH�IRU�)DLU�(PSOR\PHQW�3UDFWLFHV�
and Guidelines. We recruit our employees based 
on merit, regardless of age, race, gender, religion, 
marital status and disability, and treat each 
individual with equal respect. 

Freedom of association

We fully support our employees’ right to join 
unions to voice their concerns and demands. In 
the same spirit, our union representatives are 
also given a platform to introduce the unions 
to new employees at our bi-monthly employee 
familiarisation programme. 

Currently, 48.67% of our employees in  
Singapore and 99.88% of our employees in  
Japan are covered by collective bargaining 
agreements. Together, they form 42.39% of  
our total employees.

6$76�VKDUHV�D�FRQVWUXFWLYH�UHODWLRQVKLS�ZLWK�
our union representatives by maintaining 
open and regular communication as well as 
sharing collective agreements that provide fair 
outcomes for all union members. We inform our 
employees of any changes in the organisation 
that could affect them substantially. Prior to the 
LPSOHPHQWDWLRQ�RI�VLJQL¿FDQW�RSHUDWLRQDO�FKDQJHV��
employees and their representatives are typically 
given two to four weeks’ notice, depending on 
WKH�RSHUDWLRQDO�ORFDWLRQV�DV�VSHFL¿HG�LQ�WKH�

agreements. For example, in our Singapore 
RI¿FH��LW�ZRXOG�WDNH�DSSUR[LPDWHO\�RQH�PRQWK�WR�
discuss role changes with both the union and 
staff before actual deployment. Notice periods 
DUH�DOVR�VSHFL¿HG�LQ�FROOHFWLYH�DJUHHPHQWV�ZLWK�
6LQJDSRUH�$LUSRUW�7HUPLQDO�6HUYLFHV�:RUNHUV¶�
8QLRQ��6$76:8��DQG�$LU�7UDQVSRUW�([HFXWLYH�
6WDII�8QLRQ��$(68��

Diversity

6$76�LV�DQ�HTXDO�RSSRUWXQLW\�HPSOR\HU�DQG�ZH�
are fully committed to creating and maintaining 
an organisation that embraces and celebrates 
diversity. Diversity allows us access to a greater 
pool of talent and can help to drive better 
business performance over time10. In this era 
RI�JOREDOLVDWLRQ�DQG�GLJLWDOLVDWLRQ��ZH�¿UPO\�
believe that a diverse workforce also contributes 
to increased productivity and creativity. We 
view non-discrimination in our workplace very 
seriously, and make every effort to ensure that 
our people are treated fairly and equally. 

6$76�LV�SURXG�WR�EH�DQ�RUJDQLVDWLRQ�ZKHUH�IRXU�
generations of employees work harmoniously 
DORQJVLGH�IRXU�XQLRQV�WR�DFKLHYH�6$76¶�YLVLRQ�
WR�)HHG�DQG�&RQQHFW�$VLD��:H�KDYH�D�JRRG�
track record in retaining employees. To date, 
23.5% of our staff have served for 20 years or 
more. During the reporting period, there were no 
reported incidences of discrimination.

$V�SDUW�RI�RXU�FRQWLQXRXV�HIIRUWV�WR�VXSSRUW�
diversity in our workfore by ensuring equal 
employment and advancement opportunities 
for all, we aim to increase female representation 
at the senior management level from 18.31% 
currently, to 40% by 2030.

10. Holger, D., ‘The 
Business Case for 
More Diversity’, (26 
Oct 2019),The Wall 
Street Journal. 
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Total number

Singapore �������

Malaysia  707 

China  74 

Japan  281 

Total �������

New Employee Hires by Region*

China

3%

 Singapore 

63%
Malaysia

25%

Japan

10%

Total number

<30  902 

30 to 39  448 

40 to 49  184 

���WR����  130 

!���  92 

Total �������

Employee Turnover by Age Group

>60

5%

<30 

51%

30 to 39 

26%

40 to 49

11%

50 to 59

7%

Total number

<30 �������

30 to 39 �����

40 to 49  330 

���WR���� �����

!��� ����

Total �������

New Employee Hires by Age Group*

>60

3%
50 to 59

5%

<30 

59%
30 to 39 

22%

40 to 49

12%

Total number

Male �������

Female �������

Total �������

New Employee Hires by Gender

 Male 

62%
Female 

38%

During this reporting period, we maintained an annual new hire rate of 17.31% and an annual attrition rate of 10.63%11. 

* Percentage may not 
add up to 100% due 
to rounding.

���� $QQXDO�QHZ�KLUH�
rate and attrition 
rate calculations are 
based on the average 
)<��������KHDGFRXQW�
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Total number

Male 7

Female 3

Total number

������\HDUV�ROG 1

RYHU����\HDUV�ROG 9

Male

70%

Female

30%

30-50 years old

10%

over 50 years old

90%

Diversity of Board Directors by Gender
Diversity of Board Directors  
by Age Group

Total number

Male �������

Female  747 

Total �������

Employee Turnover by Gender

 Male 

57%
Female 

43%

Total number

Singapore �������

Malaysia  373 

China  71 

Japan  202 

Total �������

Employee Turnover by Region

China

4%

 Singapore 

63%
Malaysia

21%

Japan

12%
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Safeguard 
Operational 
Safety
6DIHW\�LV�RQH�RI�6$76¶�FRUH�YDOXHV��
and is deeply rooted in our DNA. 
As a premium service provider 
with extensive regional operations 
that serve customers from around 
WKH�ZRUOG��ZH�DUH�FRPPLWWHG�WR�
HQVXULQJ�D�VDIH��VHFXUH�DQG�KHDOWK\�
HQYLURQPHQW�IRU�RXU�HPSOR\HHV��
FRQWUDFWRUV��DQG�FXVWRPHUV��

Just reporting culture

To encourage open communication and the 
reporting of unsafe practices and work-related 
hazards, we have adopted a ‘Just Reporting 
Culture’, a culture that creates an atmosphere of 
trust, which encourages and rewards our people 
for providing essential safety-related information. 
$FFLGHQWV�DQG�LQFLGHQWV�DUH�UHSRUWHG�WKURXJK�RXU�
mandatory reporting system, while unsafe acts 
and work conditions can be reported voluntarily 
DQG�FRQ¿GHQWLDOO\��(PSOR\HHV�DOVR�KDYH�WKH� 
right to stop work if they think that the conditions  
are unsafe.

6$76�FRPSOLHV�ZLWK�WKH�:RUNSODFH�6DIHW\�DQG�
Health Incident Reporting regulation, which 
VWLSXODWHV�WKDW�DQ�L5HSRUW�PXVW�EH�¿OHG�IRU�
work injury incidents that meet the reportability 
criteria. In addition, we have an in-house Incident 
Reporting Procedure that requires all incidents 
to be reported to the Supervisor or Safety 
Personnel within 24 hours.

Occupational Health and Safety 
(OHS) Management System

We have a robust OHS Management System 
that has been in place since 2008 and covers 
all of our employees. Our OHS Management 
6\VWHP�KDV�EHHQ�FHUWL¿HG�DV�PHHWLQJ�WKH�
standards of the internationally recognised 
2+6$6�������2+6�0DQDJHPHQW�6\VWHP��
0RYLQJ�IRUZDUG��6$76�ZLOO�EH�DGRSWLQJ�WKH�QHZ�
OHS Management Systems of ISO 45001:2018.

Regular audits are conducted by our  
customers, partners and numerous local and 
LQWHUQDWLRQDO�VDIHW\�DQG�TXDOLW\�FHUWL¿FDWLRQ�
ERGLHV��LQFOXGLQJ�2+6$6�������DQG�,62������ 
Quality Management System. In addition to 
,$7$¶V�6DIHW\�$XGLW�IRU�*URXQG�2SHUDWLRQV�� 
which is an audit standard applicable to all 
JURXQG�KDQGOLQJ�FRPSDQLHV�ZRUOGZLGH��6$76�
ZDV�WKH�ZRUOG¶V�¿UVW�FDUJR�JURXQG�KDQGOHU�
WR�DFKLHYH�,$7$¶V�6PDUW�)DFLOLW\�2SHUDWLRQDO�
&DSDFLW\��6)2&��FHUWL¿FDWLRQ�

$Q�LQLWLDWLYH�WKDW�DLPV�WR�UDLVH�JOREDO�VWDQGDUGV�
in cargo handling operations by reducing 
redundancies and streamlining processes, 
WKH�6)2&�FHUWL¿FDWLRQ�UHSUHVHQWV�LQGXVWU\�
recognition for our world-class infrastructure 
DQG�FDUJR�KDQGOLQJ�FDSDELOLWLHV��$FKLHYLQJ�
6)2&�FHUWL¿HG�VWDWXV�ZDV�PDGH�SRVVLEOH�ZLWK�
WKH�VXSSRUW�RI�RXU�NH\�DLUOLQH�SDUWQHU��6,$��ZKLFK�
ZDV�WKH�¿UVW�DLUOLQH�JOREDOO\�WR�VLJQ�WKH�,$7$�
$XGLW�5HGXFWLRQ�&RPPLWPHQW�XQGHU�WKH�VDPH�
programme, committing to a 50% reduction in 
audit days effective from 2020. 

By taking the lead to uphold the highest 
operational standards, we hope to encourage 
more of our industry and airline partners to do the 
VDPH��DV�ZH�FROOHFWLYHO\�GULYH�PRUH�HI¿FLHQW�DQG�
sustainable performance across the industry.

We have recently updated our OHS Policy to 
UHÀHFW�RXU�FRPPLWPHQW�WR�QXUWXULQJ�D�FXOWXUH�WKDW�
focuses on safety and health. 

Safety training, outreach  
and discussion 

$QRWKHU�LPSRUWDQW�SODWIRUP�IRU�HQJDJLQJ�RXU�
employees and raising awareness of safety 
LVVXHV�LV�WKURXJK�WUDLQLQJ��6$76�HPSOR\HHV�ZKR�
work in our Cargo and Ramp operations are often 
exposed to risks that may cause musculoskeletal 
conditions, such as strains and sprains. To better 
manage these day-to-day working conditions, 
our business unit and management holds regular 
outreach sessions to raise awareness of common 
risks among Cargo and Ramp employees. 

6$76�KDV�DOVR�EHHQ�HQJDJLQJ�WKH�+HDOWK�
Promotion Board (HPB) to develop an 
ergonomics and fatigue management programme 
to help reduce and prevent work-related health 
issues and injuries. Formal joint management-
worker health and safety committees, involving 
almost all our employees, oversee safety both 
on-site and within each business unit. 

�

�

<Public> 

<Public> 

 

 

 
SATS OCCUPATIONAL HEALTH & 
SAFETY (OHS) POLICY 

 
 
 
 
 
$W�6$76��ZH�SURYLGH�D�VDIH��VHFXUH��KHDOWK\�HQYLURQPHQW�IRU�RXU�SHRSOH��FXVWRPHUV��DQG�WKH�FRPPXQLW\�
as we strive for operational excellence.  
 
We are committed to: 
 
x Nurture a culture that promotes a sustainably safe and healthy workplace 

 
x Continually improve our processes through consultation, participation and engagement with 

employees, customers and partners to achieve the highest competency levels 
 

x Comply with all legal requirements in every jurisdiction in which we operate 
 

x $QWLFLSDWH�DQG�UHVSRQG�WR�DOl possible terror risks 
 

x Eliminate hazards using all reasonable measures including technological solutions 
 
The prevention of accidents must be a team effort. It is our social responsibility to prevent injury and ill-
health to ourselves, colleagues, customers and the community. 

 
 
 
 
 
 
 
 
  
 
 
$OH[ Hungate 
President & Chief Executive Officer 6$76 Ltd. 
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Safeguard Operational Safety

Safety and health topics are discussed  
DW�6$76:8¶V�PRQWKO\�PHHWLQJ�ZLWK�6$76�
PDQDJHPHQW��ZKLFK�LV�FKDLUHG�E\�6$76�
PCEO. Topics discussed at the meetings 
include safety initiatives, safety inspection, 
work-related accidents, accident prevention, 
and safety education.

The three most common injuries amongst 
6$76
�HPSOR\HHV�DUH��EHLQJ�VWUXFN�E\�PRYLQJ�
objects, over-exertion and slips/trips/falls. This 
year, the high-consequence rate and injury 
UDWH�RI�RXU�HPSOR\HHV�UHFRUGHG�DFURVV�6$76¶�
operations were 0.10 and 9.64 respectively, 
tabulated based on 1,000,000 hours worked. 
There were no work-related fatalities during the 
reporting period. 

$V�SDUW�RI�WKH�HPSOR\HH�EHQH¿WV�WKDW�6$76�
offers, both full-time and part-time employees 
are also provided with health insurance. 
,QVXUDQFH�EHQH¿WV�LQFOXGH�GHIHUUHG�FRYHUDJH�
for general practitioner, specialist, dental and 
KRVSLWDOLVDWLRQ�FODLPV��7KHVH�EHQH¿WV�DOVR�
include professional health services offered by 
RXU�DSSRLQWHG�SDUWQHU��5DIÀHV�0HGLFDO�*URXS��
$W�6$76��ZH�SULRULWLVH�PHQWDO�KHDOWK�MXVW�DV�ZH�
do physical health. To promote mental wellness 
at the workplace, we have trained a group 
RI�µ%XGGLHV¶�LQ�SV\FKRORJLFDO�¿UVW�DLG�VNLOOV�WR�
help their co-workers better manage issues 
pertaining to mental health.

Improving workplace safety

In an ongoing effort to improve workplace 
VDIHW\��6$76�KDV�EHHQ�HQJDJLQJ�:6+�&RXQFLO�
(WSHC) and HPB to prevent work-related 
health issues, injuries and improve work 
SRVWXUHV��$�VXUYH\�FRQGXFWHG�E\�:6+&�
and HPB revealed that many of our workers 
experienced pain in the lower back, shoulders, 
knees and neck. We quickly worked to improve 
our workplace infrastructure and processes,  
as well as provide ergonomics training to 
correct posture.

$V�D�WHVWDPHQW�WR�RXU�GHGLFDWLRQ�WR�SURWHFWLQJ�
WKH�KHDOWK�DQG�VDIHW\�RI�RXU�HPSOR\HHV��6$76�
ZRQ�RQH�*ROG�7HDP�$ZDUG��RQH�LQGLYLGXDO�
Gold, two individual Silver and three individual 

%URQ]H�DZDUGV�DW�WKH�DQQXDO�$LUSRUW�6DIHW\�
$ZDUG��ZKLFK�UHFRJQLVHV�VDIHW\�DFWLRQV�RU�
contributions of exceptional standard taken by 
members of the airport community (beyond 
their scope of work) to prevent potential safety 
incidents or injuries. 

6$76�ZDV�DOVR�SUHVHQWHG�ZLWK�WKH�8�6DIH�
&KDPSLRQ�$ZDUG�E\�WKH�0LQLVWU\�IRU�0DQSRZHU¶V�
0LQLVWHU�RI�6WDWH�=DT\�0RKDPDG��6$76�ZDV�
QRPLQDWHG�E\�$(68�IRU�WKLV�DZDUG�ZKLFK�
recognises unionised companies that have gone 
the extra mile to make their workplaces a safer 
place to work in. 

Supplier safety

Beyond the immediate scope of our operations, 
we have also drafted a Supplier Safety 
Compliance Manual12 to ensure that the  
same high standard for safety is upheld by all 
VXSSOLHUV�RI�6$76�*URXS��$V�D�SUHUHTXLVLWH�
to working with us, our suppliers must ensure 
that their employees, sub-contractors and 
DJHQWV�FRPSO\�ZLWK�WKH�6$76�6XSSOLHU�6DIHW\�
&RPSOLDQFH�0DQXDO��6$76�6DIHW\�3ROLF\�DQG�
all applicable regulatory requirements. Before 
commencement of work, our suppliers are 
required to conduct safety meetings to brief 
HPSOR\HHV�RQ�WKH�UHTXLUHPHQWV�LQ�WKH�6$76�
Supplier Safety Compliance Manual.

SATS  
Group

Number of 
injuries

Number of 
high-
consequence 
injuries

Injury  
rate

High-
consequence 
injury rate13

Man-hours  
worked

(per million  
man-hours worked)

(per million  
man-hours worked)

Employees 373 4 9.6414 0.10 38,698,823

Service Crews 32 0 5.07 0 6,309,964

���� 6$76�6XSSOLHU�6DIHW\�
Compliance Manual is available 
here. 

13. High-consequence work-related 
injury refers to work-related  
injury that results in a fatality  
or in an injury from which the  
worker cannot, does not, or is  
not expected to recover fully to 
pre-injury health status within  
six months.

�����7KH�)<��������LQMXU\�UDWH�LV�
not comparable with the injury 
UDWH�SXEOLVKHG�LQ�WKH�)<������
Sustainability report. This year, 
we included injuries with one or 
more days of medical leave. Last 
year, we only included injuries 
with more than 3 days of medical 
leave or more than 24 hours of 
hospitalisation.
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Empower 
Communities
Giving back to the communities in  
which we operate is important to us.  
SATS is thus dedicated to creating  
a positive impact by actively contributing 
to social programmes and community 
development in Singapore and across  
our network. 

In addition to providing services and 
donations through SATS Foundation 
DQG�6$76�6WDII�$VVRFLDWLRQ�HYHU\�\HDU��
we have adopted a three-tier SATS 
Volunteering Framework to guide our 
social outreach programmes aimed at 
supporting communities in need. These 
include events like the annual SATS 
&KDULW\�5XQ��ZKLFK�DLPV�WR�UDLVH�PRQH\�
IRU�ORFDO�FKDULWLHV�DQG�FDXVHV��,Q�������
proceeds from the event were donated  
WR�$VVLVL�+RVSLFH��ZKLFK�SURYLGHV�
palliative care to patients suffering  
from terminal illnesses.

When the COVID-19 pandemic posed 
a large-scale threat to public health 
DQG�VDIHW\��RXU�FROOHDJXHV�VWHSSHG�
LQ�ZLWKRXW�KHVLWDWLRQ��YROXQWHHULQJ�
their time and resources to provide 
assistance in nationwide response 
efforts (see case study below). 

7KURXJK�LQLWLDWLYHV�OLNH�WKHVH��RXU�
SHRSOH�FRQWLQXH�WR�VKDUH�WKHLU�WLPH��
resources and expertise to support 
the needs of local and overseas 
FRPPXQLWLHV��VWD\LQJ�WUXH�WR�6$76¶�
values and embodying our brand 
SURPLVH��µ3DVVLRQ�WR�'HOLJKW¶��
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Empower Communities

Case Study 2.4

SATS’ 
Response to 
COVID-19 

1.
Mobilising the largest 
redeployment across the 
Group to support Singapore’s 
pandemic response efforts

We have seen and continue to 
witness the extent and impact of 
the pandemic across all aspects of 
VRFLHW\�IURP�KHDOWKFDUH��EXVLQHVV�
activities to the simple routines 
of daily life. This has served to 
reinforce the importance of our 
VXVWDLQDELOLW\�HIIRUWV��SURYLQJ�KRZ�
vital it is to build and maintain 
RXU�UHVLOLHQFH�DV�D�FRXQWU\��DV�DQ�
industry and as a community. 

:LWKLQ�6$76��ZH�KDYH�PRELOLVHG�
FURVV�GHSOR\PHQWV�RI��������
employees into different activities 
to support areas such as non-
DYLDWLRQ�FDWHULQJ��FDUJR�DQG�UDPS�
operations. The largest deployment 
LQ�WKH�KLVWRU\�RI�RXU�RUJDQLVDWLRQ��
this has helped to meet the 
increased demand for food and 
other critical supplies as well as 
address the shortage in airfreight 
FDSDFLW\��DV�D�UHVXOW�RI�WKH�FULVLV�

,Q�6LQJDSRUH��WR�VXSSRUW�D�
QDWLRQZLGH�UHVSRQVH�WR�&29,'�����
we have temporarily redeployed 
������VWDII�YROXQWHHUV�WR�KHOS�ZLWK�
the work of government agencies. 
Some have bravely volunteered to 
serve in ‘red zones’ or areas where 
RXWEUHDNV�KDYH�EHHQ�LGHQWL¿HG��
'XULQJ�WKLV�WLPH��RXU�SHRSOH�KDYH�
contributed to public health and 
safety by taking on various tasks 
VXFK�DV�FRQWDFW�WUDFLQJ��SXEOLF�
engagement on safe distancing 
PHDVXUHV��WHPSHUDWXUH�VFUHHQLQJ�
DW�SXEOLF�IDFLOLWLHV��DQG�VLPSOH�FDUH�
SURYLVLRQ�LQ�ORZ�ULVN��EDVLF�FDUH�
wards in hospitals. 
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Case Study 2.4 ,Q�0D\�������IROORZLQJ�WKH�RXWEUHDN�
of COVID-19 in migrant worker 
GRUPLWRULHV�DFURVV�6LQJDSRUH��
the decision was made to convert 
two cruise ships into temporary 
accommodation for individuals who 
had recovered from COVID-19 and 
tested negative for the virus. This 
would help to contain the spread of 
the virus while reducing the density 
DW�H[LVWLQJ�GRUPLWRULHV��HQDEOLQJ�
more effective implementation of 
health measures. 

The cruise ships were docked at 
Marina Bay Cruise Centre Singapore 
�0%&&6���ZKLFK�KDG�WR�EH�UDSLGO\�
FRQYHUWHG��RUJDQLVHG�DQG�PDQDJHG�
as serviced accommodation for 
thousands of migrant workers. 
One of the biggest operational 
challenges was the short duration  
of time given to turn things around 
DV�PRVW�RI�WKH�SURYLVLRQ��IDFLOLWLHV�
and workstreams had to be 
developed and implemented  
within a week.

A Dormitory Management Facility Unlike Any Other

7KH�RSHUDWLRQV�DW�0%&&6�KDG�WR�IXO¿O�WKH�UHTXLUHPHQWV�RI�DQ�HIIHFWLYH�
large-scale pandemic response while serving the welfare and needs 
of migrant workers as well. 

Setting up adequate  
medical facilities

On-site medical facilities had to be set 
up quickly, in order to provide migrant 
workers with 24-hour medical care 
and easy access to medical supplies. 
Wharf movement operations had to be 
PRGL¿HG�WR�KDQGOH�VKLS�ORJLVWLFV�DV�ZHOO�
as the movement of medical patients, 
complete with a 62-bed sick bay with 
LWV�RZQ�GHGLFDWHG�DLUÀRZ�DQG�SOXPELQJ�
for separate toilets, as well as various 
evacuation and isolation points for  
medical emergencies.

Protecting the  
welfare and needs  
of migrant workers

To better understand the needs of migrant 
workers, we worked with non-government 
organisations such as Healthserve and 
Migrant Workers’ Centre and tapped on 
their insights to establish suitable welfare 
arrangements. Communication channels 
between the authorities, the migrant 
workers and their employers were set up 
to ensure that the workers’ needs would be 
tended to promptly. Care packs were also 
prepared and distributed to the migrant 
workers upon their arrival at the terminal.

Establishing  
movement operations

MBCCS’ passenger operations had to 
be reworked and adapted to manage 
and monitor the movement of migrant 
workers within the facility. It was a complex 
process, which had to comply with existing 
health and safe distancing regulations. 
This evolved to facilitate the movement 
of workers to alternative sites where 
necessary as well as the daily movements 
of workers when they resumed work.

Enhancing screening 
processes

MBCCS security teams had to rework 
existing screening processes in 
compliance with new health guidelines 
regarding physical contact provided by the 
National Centre for Infectious Diseases. 
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Case Study 2.4

At the heart of the operations at 
MBCCS lies a tightly run stream of 
communications that relies on a 
combination of well-synchronised 
WHDPZRUN��DJLOLW\�DQG�WKH�DELOLW\�WR�
function effectively in a dynamic 
operational environment. Within 
WKUHH�VKRUW�GD\V��RXU�WHDPV�KDG�WR�
mobilise and learn an entirely new 
set of skills while setting up an  
inter-agency system to coordinate 
NH\�DFWLYLWLHV��HQDEOLQJ�WKH�
management and communication  
RI�D�FRPSOH[�ÀRZ�RI�LQIRUPDWLRQ�

Drawing on their extensive 
experience of handling gateway 
operations at one of the world’s 
EXVLHVW�DLUSRUWV��RXU�SHRSOH�KDYH�
proved highly adaptable and 
effective in providing critical support 
during this national response to 
the COVID-19 pandemic. Working 

A Complex Inter-agency  
Communication System

The dormitory operations at MBCCS are 
effectively coordinated and managed by  
a tight-knit and integrated setup of three 
interdependent teams.

SATS-Creuers Ops Center (SCOC) 

Operating 24 hours daily, SCOC is responsible for working 
ZLWK�WKH�6$)�DQG�)$67# teams to coordinate and monitor all 
operations throughout the terminal and on board the cruise 
ships. SCOC serves as the main contact point between 
5DIÀHV�0HGLFDO�*URXS��WKH�'RUPLWRU\�0DQDJHPHQW�WHDP�� 
DQG�6$76�&UHXHUV�&UXLVH�6HUYLFHV��

InfoHub

Operating 24 hours daily, InfoHub is responsible for collating 
all information on the movements of residents, submitting 
GDLO\�UHSRUWV�WR�6$76�PDQDJHPHQW�DQG�UHOHYDQW�JRYHUQPHQW�
agencies as well as maintaining historical records of all 
PRYHPHQWV��&RRUGLQDWLQJ�LWV�UHVSRQVLELOLWLHV�ZLWK�6$)�DQG�
)$67�7HDPV��,QIR+XE�DOVR�GLVWULEXWHV�XSGDWHV�IURP�GDLO\�
operations meetings to key stakeholders.

Cruise Dorm Comms Centre (CDCC) 

Operating 12 hours daily from 9am to 9pm, CDCC receives 
information from SCOC and Singapore’s Ministry of 
Manpower. Serving as the main liaison between the migrant 
workers and their respective employers. CDCC provides daily 
information to SCOC on the movement of employers and 
schedules pick-up times for workers who have left to return to 
their dormitories.    

WLUHOHVVO\��PDQ\�DOVR�YROXQWDULO\�
returned on their off days to provide 
additional support to the team 
on duty. The experience has not 
only tested but also strengthened 
RXU�UHVLOLHQFH�DV�D�WHDP��RXU�
FRPPLWPHQW�WR�RXU�YDOXHV��DQG�RXU�
passion to serve the needs of others.

�� )$67�UHIHUV�WR�)DVW�DQG�
Seamless Travel, an 
automated system that 
facilitates the check-in 
and immigration clearance 
process for departing 
passengers.
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Case Study 2.4 2.
Extending our response efforts 
across our network

How do we use our expertise and 
resources to drive positive impact 
on our communities, businesses and 
the environment? This is a question 
that we constantly ask ourselves 
throughout our sustainability journey 
and it is especially pertinent today as 
we take on the challenges wrought 
by the global pandemic. The spread 
of COVID-19 and the resultant 
consequences extends beyond 
LQGLYLGXDO�RUJDQLVDWLRQV��FRPPXQLWLHV�
DQG�FRXQWULHV�DQG�WKXV��VR�PXVW� 
our response. 

Besides stepping up to help feed 
vulnerable communities affected by 
WKH�SXEOLF�KHDOWK�FULVLV�LQ�6LQJDSRUH��
we have also stepped in to support 
hospitals in areas where we could 
harness our deep experience in 
FXVWRPHU�VHUYLFH��WR�SURYLGH�YDOXH�
DGG�DVVLVWDQFH��,Q�0D\����������
SATS Customer Service Agents 
were deployed to Changi General 
Hospital (CGH) to serve as Patient 
&RQFLHUJHV��SURYLGLQJ�FXVWRPHU�
service to CGH patients and visitors. 
These include helping them to 
¿OO�XS�WUDYHO�GHFODUDWLRQ�IRUPV��
WDNLQJ�WHPSHUDWXUHV��DVVLVWLQJ�ZLWK�
registrations and wheelchair services. 
,Q�DGGLWLRQ��ZH�ZRUNHG�ZLWK�RXU�
partners to support their community 
efforts such as Temasek Foundation’s 
�%<2%FOHDQ�LQLWLDWLYH��ZKHUH�RXU�VWDII�
helped to distribute over 430 bottles 
of hand sanitisers to the public.

2YHUVHDV��RXU�0DOGLYHV�,QÀLJKW�
Catering (MIC) has been working 
closely with the National Disaster 
0DQDJHPHQW�$XWKRULW\��0LQLVWU\�RI�
*HQGHU��)DPLO\�	�6RFLDO�6HUYLFHV�
and Red Crescent to support 
some of society’s most vulnerable 
communities. Despite the shortage 
of manpower exacerbated by a 
VWDWH�ZLGH�ORFNGRZQ��WKH�WHDP�KDV�
PDQDJHG�WR�SURYLGH�����PHDOV�
daily to the homeless and local 
orphanages. Once the food supply 
VWDELOLVHV��0,&�SODQV�WR�LQFUHDVH�
production to 700 meals a day.

,Q�WKH�8.��0RQW\¶V�%DNHKRXVH��
RXU�ZKROO\�RZQHG�VXEVLGLDU\��KDV�
GRQDWHG�RYHU��������KRW�VQDFNV�
and meals to NHS workers and 
local community projects. At 
(DVW�6XUUH\�+RVSLWDO��0RQW\¶V�
Bakehouse has also set up teams 
within the hospital premises to 
bake meals and feed over 700 
doctors and nurses a day. To 
H[WHQG�LWV�HIIRUWV�IXUWKHU��WKH�
Community Kitchen Project was 
FUHDWHG��GRQDWLQJ�D�PHDO�WR�WKH�
needy for every meal purchased. 

,Q�&KLQD��ZKHUH�H[WHQVLYH�
measures were introduced across 
the country to control the spread 
RI�WKH�FRURQDYLUXV��RXU�WHDPV�
adapted swiftly. Demonstrating 
DJLOLW\�DQG�UHVRXUFHIXOQHVV��WKH\�
responded and adapted swiftly 
WR�KDQGOH�FKDUWHUHG�FDUJR�ÀLJKWV�
DW�VKRUW�QRWLFH��HQDEOLQJ�WKH�VZLIW�
distribution of critical medical 
supplies across the nation. 

Empower Communities

$FURVV�,QGLD��GRFWRUV�DQG�KHDOWKFDUH�
workers were facing a shortage 
in meals due to the demands and 
disruptions resulting from the 
SDQGHPLF��$V�WKH�RQO\�ÀLJKW�NLWFKHQ�
LQ�WKH�FRXQWU\�WR�UHPDLQ�RSHQ��
7DM6$76��RQH�RI�RXU�RYHUVHDV�MRLQW�
YHQWXUHV��ZDV�WKH�¿UVW�WR�VXSSO\�
meals to healthcare workers and 
migrant communities affected by the 
FULVLV��7KH�FROOHFWLYH�HIIRUW�E\�VWDII��
vendors and the local authorities has 
FRQWULEXWHG�RYHU������PLOOLRQ�PHDOV�
WR�FRPPXQLWLHV�DFURVV�0XPEDL��
Bengaluru and New Delhi.
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