)M Overall Satisfaction with TradeFIRST

Cwerall

Programmes & Frameworks: TradeFIRST Attributes

9.04 a.02 4,98 4,97 4,96 4,87 487

Satisfaction Meap

5,04
5.0
4,00
3.00
2.00
1.00

0.00

Aocount Manager is Aocoumt Manageris Acaunt Wanager has a  Acocount Manager is Acaunt Manageris TradeFIRST provides a TradeFIRST helps

accessible (e emy to able to provide sound understanding of ableto provide able to advse and single and holEtic  improve my compams

contad, prompthy guidance on the my business model and guidance to improve  fadlitateschemes that &wsessmentformy sk management in key

replies to calk and FHIes5Ment process operations my @mmplianoe level suits my business operational trading  systems and processes
emaik] needs neads
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TradeFIRST: Areas Done Well

% of Total

Key Feedback Responses

Examples of Respondents Feedback

“High commitrment in partnership with company.”

Account Managers “Singapore Customsis very helpful through dedicated acoount managers whaois very willing tohelp
are helpful and icoiti ' ~

€ pof _ 32.9% (38] to ease up the application process of licenszes,
willing to assist

T "Erevious two aococoun E i agers - Fion g Ann ond Shu fun were very helpful | Current ¥i Wisn is alzo

quite good, But the account manager keeps on changing - is o bit tough to build rapport. This
moring - [ see another name.”

“WMy account mon ager, Chong Wel Hoong provides prompt and excellant custom er service an o

Account Managers support ot ol times, Alease commend him and convey thot to his supervisors.”

. 21.7% [31)
are responsive
"Brompt responze to our enguiAes.”
Account Manazer ,ﬂcmun.t M!ﬁnﬂger QrVie 43 sound!:m"wce ﬂndhnf.fﬁ tiz cohieve otr goals on Dang 100% Complion t
— 18.0% (24 and mointain our status as Low -Risk company.
knowledgeable “Knowledgeohie and provides good covice when moking engeines.”
Account h.-’_lan@er 16.5% [22] *Account Monager is accessifle and single point of contact eases communication.”
are accessible
TracleFirst “Single ossessment thot con apply fo multiple focilitotion schemes.”
provides better
I o
famlltatlnn 2t s ), "TradeFIRST alf ows us to perform owr exports on time with due diligence and complicnce with the
M proves export control regulotion.”
. efficiency
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TradeFIRST: Areqas for Improvements

% of Total

Key Feedback Responses

Examples of Respondents Feedback

Increase

engagement

between Account

Wanager and 23.3% (7)
client [eg.

treetings,

dialogues)

Strearmnline
TracleFIRST 13.3% (4]
processes

“Howve regiiar Wsits Ay the Accownt Manoger.”

“Person aily, | think it wowld be good that the account mon ager schedles o quarterly meeting with
their client to update them on the new developments with regards to Tradefirst or anvithing
pertaining to STE-Blus, Such regular meetings are essential in fostering bDetter portnership between
the Singapore Custormn and the commercial sector”

“Accownt Manegers showd he given more gsdistance on their deskiound duties o thot they can
dedi cote spen o more time to carry out wisitations in interacting with their clients & have more time
to establish reloti ons with their accounts.”

“The validation processto renew the certification for TradeFIRET showld be made as simple and
seawmiess as possinle.”

“Within the same group of companies, where they are strongly connected e.g. 100% owned
szl aries, wsing the same aystams and hown g the some set of controls, procedures ete. § woitlof
he efficient if TradeFIRST assessment and banding cowld be extended to several com panies within
severg! companies in the groupinstead of having to essess eqch company separately.”

“Streamiine vari ous schemes requirement, Reduce Declaration jidds.”
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Overall Satisfaction with Schemes and
Certifications

Overall Satisfaction of Schemes and Certifications
B.00 -

5,29
. 212 5.06 4,98 4,96 4,93 676
4.00
3.00
2,00
1.00
0.00 - . . . : : .

Industrial Exemption Licensed\Warehouse  STSTier2/Tierd  Zero-GET Warehouse STP /STP Plus M anufacturers Cost  Certificate of Origin
Factory schetne scherne scherne programrme Statermnent

Catisfaction Mean

92.9% 88.9% 84.8% 87.1% 82.9% 83.2% 75.1%
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Focus Groups

Participants were asked to share their views / experiences based on their
experience in applying for Schemes / Licences with Singapore Customs.
Participants were guided through their experience using the stages below:

) ) )
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