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09'10 - 10-30 u. Enhancing Customer Experience through Anal.ytics-based Service Design

o Succeeding through Tripartism, a key competitive advantage for
Singapore

o Peopte-centric service detivery - MOM is a pioneer in adopting Behavioural
lnsights, Design Thinking and Business Anatytics to improve service design and
detivery.

o A prodr-rctive, engaged and energised workforce - MoM achieved strong

atignment in goats, strategies and ptans among staff through the devetopment
of future scenarios that'are cascaded through gamification and experientiaI
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10.30 - 11.00 u.

11.00 - L2.30 u-

ln this learning journey on "Transforming service detivery with behavioural insights,

desiqn thinking and data anatytics", the Ministry of Manpower (MOM) witl share its

unique approach of blending behavioural insights, design thinking and data anatytics in

r of the service hatts
delivering services to customers- You wilt be taken on a guided tour

at MOlvi services centre located at Bendemeer Road to see the application of design

thrnking and behavioural insights in both the physicaL design of the service hatls and

their related processes.
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