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We are proud that Practising Management 
Consultants (PMCs), the largest pool of certified 
management consultants in Singapore, continues 
to see the value and importance of being certified.

We congratulate our Senior PMCs, PMCs and 
Associate PMCs who have just obtained their 
personal professional title this year to differentiate 
themselves from their peers. Getting certified as a 
PMC is a wise choice for you and your company.

As we all know, businesses trust certified 
management consultants simply because they 
demonstrate the highest level of competence and 
professionalism. Also, PMCs especially also enjoy 
free professional liability insurance which gives 
businesses confidence to engage them in their 
business transformation processes.

SPMCC always strive to be relevant to the 
market’s needs and make sure that the PMCs are 
on top-notch consultants in the market. 

In this issue, we share with you more ideas to 
becoming a great consultant. We also hope you 
enjoy reading some of the successful SME stories. 

Last but not least, we look forward to seeing 
you participate in SMF’s events because these 
events will provide you the opportunity to expand 
your network. 

See you!
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Do you have what it takes?

By Mrs Perlita G Tiro

Y ou have become a specialist in a 
certain field – Marketing, Branding, 
Media, Web Design, Information 

Systems, Logistics, Financial Management, 
Human Resource, Safety, Retail Trading, 
E-Commerce, Payment systems, and the 
list goes on. Then you decide to become 
a Consultant, to broaden your field of 
experience. Do you instantly become qualified 
to strike it out there and offer your services to 
different clients?

The answer is most likely NO.   

PREPARING TO BE A CONSULTANT
Before striking out on your own, you need to 
take stock of your strengths and weaknesses 
and narrow or fill the gaps in skills and qualities 
that you may have, or you may simply need to 
sharpen some of these skills and qualities.  

Here are the steps you’re likely to take: 

1   Identify your field of Expertise. 
You may have been heavily involved in 
Marketing and Public Relations, Branding, 
Productivity, Financial Management, 
Information Technology or Human Relations 
Management. So your natural inclination would 
be to follow the path you have started with. 
That’s a given and hence the easy part. Don’t 
ever try to offer any service that you have no 
experience in, or don’t have associates who can 
help you in delivering those services. 

2  Sharpen your knowledge of the other 
areas of basic management. Setting up a 
consultancy is running a business and hence, 
you need to be well-rounded in all areas 
of management. Go through any business 

Before striking 
out on your own, 
you need to take 

stock of your 
strengths and 

weaknesses and 
narrow or fill the 
gaps in skills and 
qualities that you 

may have.

Becoming a
Topnotch Consultant
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administration material to know what these are 
and make your own assessment of how much 
knowledge you will need to apply, when you go 
on your own. Get some training and better still 
some experience. You might need knowledge 
in the areas of human resource management, 
financial management, engineering, or marketing. 
As you develop your business, you would need 
to prepare budgets and cash flow forecasts (what 
volumes of operations do you expect to attain?), 
prepare promotional tools, recruit people, deal 
with banks for funding, or deal with social media. 
Everything depends on the services you wish 
to offer and to what extent. You may of course 
recruit your own people or subcontract work to 
professionals, but the basic concepts must come 
from you. You would need to have reasonable 
understanding and expertise in related services 
that you need to offer to clients, in addition to 
your main expertise. 

3  Sharpen your communication and 
presentation skills. Once you have established 
your strategy on what services you wish to offer, 
business development is the very next step to 
running your business. And the key to business 
development is effective communication. You 
need to communicate well both orally and in 
writing. When you knock on doors looking for 
clients (hopefully you have referrals or will be 

SKILLS OF A  
TOPNOTCH 
CONSULTANT 
It has been said that a 
consultant borrows your watch 
to tell you the time.  We know 
it is not as simple as that.  A 
consultant is supposed to have 
been exposed to a lot more 
situations and challenges, 
and would therefore be able 
to assess a client’s problem(s) 
in a broader manner. Often, 
a client might have a myopic 
view of his or her own 
circumstances and therefore 
an independent review 
could be required before an 
appropriate solution can be 
recommended. 

A consultant gets paid to 
review independently what is 
happening within and outside 
an organization. With this as 
a perspective, let me suggest 
the key skills that a topnotch 
consultant should have. 

1 
Have a thorough knowledge 
and experience in the field 
of expertise you offer to 
clients. You ought to be able 
to identify client problems 
properly – from various 
points of view: management, 
employees, customers, 
vendors. You would be able 
to do so only if you are well-
rounded yourself. 

2
Prepare proper proposals.  
Once you identify the 
problem issues in terms of 
complexity and deadlines, 
you need to estimate time, 
fees, sub-contractors, other 
expenses. Your programme 
of work, the staff who will 
conduct the phases of the 
assignment and a statement 
of deliverables must be 
properly laid out logically and 

calling upon old contacts, so you don’t need 
to do too much hard sell), understanding the 
client’s needs is key. Proper articulation of what 
you wish to offer is next. I would assume that at 
this point you already have your presentation 
deck ready, as a reference to logical 
communication.You should not be fumbling 
around for words on what to say next.  

4  Position yourself properly in the market. 
Do you propose to position yourself among the 
big Consultancies or the small yet solid ones? This 
will determine the clients that you will target and 
the fees that you will charge. If you initially obtain 
training from the larger firms, to obtain experience 
in discipline, you will reduce the teething 
problems and gain a wider exposure to different 
clients in industry and size. However, working 
with big consultancies might expose you only to 
narrower scopes of work, rather than becoming 
a project manager. Do you wish to serve SMEs 
versus MNCs? It might be easier for you to land 
assignments if you are less ambitious.  
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RISKS IN CONSULTANCY
Being on your own means carrying the full risks 
of your practice.  PMCs are also covered by 
Professional Indemnity Insurance, protecting 
them from suits that might be taken by clients 
against them for some reason or another.  While 
negligence may be an issue to be internally 
dealt with within SPMCC, the liability that 
could arise from potential suits are covered by 
Professional Indemnity Insurance at no extra 
cost to the PMC.  

CONCLUSION
Remember that the quality of your work as a 
Consultant is the best source of your future 
assignments.  Your happy clients will be the 
best source of your future clientele. You could 
bill higher fees too. Good referrals will save 
you time and effort in business development 
once your reputation gets well known in the 
marketplace. 

About the Author
Mrs Perlita G Tiro has been a member of the 
SPMCC Certification Board for the last 6 years.  
Her 10-year career in Management Consultancy 
started in SGV & Co in the Philippines then 
SGV Goh Tan (now part of Deloitte & Touche) 
in Singapore. She then specialized in Executive 
Search for 35 years, serving both multinationals 
and local companies, with PA Consulting and later 
with Tiro Consulting before retiring in 2016.

succinctly.  Needless to say, your 
language must be impeccable.  
Get someone to review your 
proposals for content, approach 
and language, especially when 
you are a new practitioner.  
You have to make sure your 
proposal makes sense. Some 
might find it useful to make the 
proposal in outline form first 
and present to the client in a 
draft format, to enable you to 
tweak if you need to.    

3
Manage client relationships 
well. Often assignments turn 
awry if the client is not updated 
regularly on the progress.   Be 
nimble and change the course 
of the work programme if you 
think it is required.  If it is beyond 
mere tweaking and requires a 
major overhaul, then be sure 
you have good reasons to do so.   
Reporting to and keeping top 
management happy ensure that 
your fees are paid! If you have 
assistants or subcontractors on 
the assignment, be sure that you 
are on top of things and don’t 
assume everything is fine.   

4 
Update and upgrade 
yourself regularly. Continuing 
professional development is 
key to consultancy.  It could 
be obtained through various 
forms.  Read widely, attend 
conferences and seminars, or 
even teach, to force you to learn 
more.   Technology, the local 
market situation, the regional and 
global market situation, people’s 
attitudes, habits and values, 
cultures and even nature change 
every day. You too must change 
and be innovative to be able to 
adapt to new challenges and 
offer new, more efficient, more 
effective perspectives to clients as 
you develop your practice.  

What is applicable now is 
certainly no longer applicable five 
years from now, or even shorter, 
in faster growing fields.   

5 
Be certified. Being a  
Practicing Management 
Consultant (PMC) arms you with 
the basic stamp of approval 
of your capability, especially 
as you develop your business, 
treading into unchartered 
territories of clientele.  

While on the subject of 
certification, let me share with  
you the checklist of competencies  
that SPMCC seeks when we  
evaluate candidates for 
Certification, in addition to hours 
spent in consultancy and internal 
management. These are already 
covered for the most part in 
the above. Any shortfalls in 
these could be covered through 
training courses that we could 
recommend. 

Consulting Competencies
• Business Understanding and
   External Awareness
• Managing Client Relationships
• Consulting Engagement
   Management
• Professional Mastery
• Practicing Management    
   Experience

Consulting Skills and Behaviours
• Project Management
• Personal and Professional Growth
• Analytical and Proactive Thinking
• Emotional Intelligence
• Effective Communicator

Professionalism and Ethics
• Ethics 
• Compliance 

© Singapore Practicing Management 
Consultants

CHECKLIST OF 
COMPETENCIES
SOUGHT BY SPMCC



N E E D  T O  K N O W

Talk on PMC Certification &  
Government Grants
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Past Event 

O ver 30 management consultants 
seeking value through certification 
attended a 1-hourtalk organised  

by Singapore PMC Certification Pte Ltd on  
3rd August 2018.

Attendees benefited with a clearer picture 
of the PMC Certification Scheme and the 
benefits of getting certified. Some of them 
were also keen to tap on government grants 
to help their clients.

Getting certified shows that one’s skills 
are current. It also separates consultants 
from their peers by showing their employers 
that they are valuable members of the team.  
Enterprises recognise the title of a PMC, a 
title that is tied to individual consultants who 
demonstrate their professionalism by abiding 
by Code of Ethics.   This has further assisted 
them in their selection of qualified, competent 
and credible management consultants.

This session convinced many attendees 
that certification is essential for their career 
development and provided the opportunity 
to have many of their uncertainties clarified 
as well as a platform for networking amongst 
the consultants during refreshements. 

1. Speaker from 
SME Centre 
shared on various 
government 
grants for SMEs.

2. Some 
attendees were 
checking if they 
fulfil basic criteria 
to submit their 
applications.

3. More invaluable 
information 
during informal 
chat.

1

2

3
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PMC SAYS

Teo Song Kim, PMC
teosongkim@outlook.com

To Security Operation and  
Data Protection for SMEs

A 5W & 1H Approach 

Security Operation AND  
Data Protection
Many MNCs have Security Operation Centres 
(SOC) to monitor and detect cyber-attacks and 
data losses. They conduct digital forensics and 
data analytics to help them identify possible 
data theft, suspicious monetary transfer and 
fraudulent data transactions. A SOC is manned 
24x7 and runs expensive software to process 
huge amounts of data, and the staff manning 
the SOC are specialists trained in various 
domains of IT which include network, server, 
desktops, cryptology, malware analysis and 
many more. 

Such SOC operations are usually 
available only in banks, schools, government 
institutions, telcos, hosting companies, and 
other companies with deep pockets. They are 
usually out of reach for SMEs because of the 
cost involved, thus making the SMEs the most 
vulnerable ones when it comes to computer 
system security and IP protection related issues. 

Through our engagements, we have 
observed that some SMEs do not have proper 
audit trails, or backup and archival systems 
that will protect their IT and intellectual assets. 
It is very difficult to find evidence or the root 

cause of problems without a proper audit trail 
to support the forensic investigations and 
eDiscovery work when a breach or incident 
occurs. Without sound evidence, prosecution 
becomes very difficult and in most cases the 
financial or intellectual property loss cannot be 
identified nor recovered; and the reputation of 
the company is at stake in the case of loss of  
data of a private and/or personal nature. We 
have seen companies being brought to task 
and with their names mentioned in the news 
due to a breach of the PDPA act. 

Why is it important?
The intelligence and evidence work need to 
be timely for effective mitigation of system 
security, IP and PDPA breach. Such intelligence 
is information obtained from the trails and logs 
that do not speak up by themselves at the point 
of time when the information is being stolen, 
money being transferred, or hacking activities 
are occurring. The process of identifying these 
activities is called eDiscovery when a trained 
analyst interacts with the data through a 
computer system to identify the activities that 
had taken place. Hiring an analyst with such 
specialised knowledge will be expensive to 

mailto:teosongkim%40outlook.com?subject=Hi
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a SME and so most of the time the data sits 
dormant in storage until it is suspected that 
some suspicious activity has occurred, and a 
computer forensic and eDiscovery specialist 
is asked to screen the data for evidence. The 
identification process then becomes reactive 
rather than proactive; and by that time, it would 
be too late to manage or stop the incidents.

What is the problem?
A system problem is related to the computer 
system that is put in place for specific services. 
For example, we have seen SMEs using a 
Network Attached Storage (NAS) as a file 
server instead of running an actual file server. 
The NAS is a system problem because it has 
no audit trail nor logging facilities to keep 
track of activities on the files that it stores. 
These files can be internal or external and 
most often contains information about the 
clients of the company. Know Your Client (KYC) 
for compliance requirements often requires 
information about the clients to be collected 
and these can be financial statements, personal 
information such as NRIC No, Passport No, Visa 
No, etc. The accounts created for the users on 
a NAS usually do not apply  a security policy  
for regular password changes every x number 
of days, lock out of accounts when a login 
attempt exceeds a certain number of tries, and 
have a minimum of  backup logs even when 
backup is done. All these add to the security 
risks that SMEs are exposed to.

Sometimes, investigation work are 
initiated because the company suspects that 
data is taken away by employees who had 
left the company. There are also occasions 
when vendors took away information during 
troubleshooting and recovery work. The 
problem is that there weren’t any audit trails 
nor logs to track and investigate what has 
been taken away, when and by whom, and  
so evidence cannot be found to support 
those activities. 

In some cases, we have also seen email 
systems being illegally accessed  because of 
a lack of internal controls and the perpetrator 
impersonated a client or the owner of the 
company to initiate certain communication 
that resulted in money being transferred out 
of the company as payment for fake invoices. 
Such fraudulent activities often do not get 
detected because the culprit will usually 
know how to delete their traces since they 

P M C  S A Y S

The Network 
Attached Storage 

(NAS)  is a system 
problem as it has 
no audit trail nor 
logging facilities 
to keep track of 
activities on the 

files that it stores. 
These files can 
be internal or 

external and most 
often contains 

information about 
the clients of the 

company. 

have access to the email and communication 
system of the company. 

Computer systems and software also may 
have vulnerabilities built into them because 
they are usually very complex, and no amount 
of engineering can ensure a perfect system. As 
such we see hardware and software vendors 
regularly releasing patches and updates for 
their systems to fix various kinds of issues. 
Delivered with these updates and upgrades 
are fixes for security and access control and 
these are critical in preventing exploitation 
of vulnerabilities build into the system. As a 
gauge, since vendors release updates and 
patches almost quarterly, any computer system 
that has been used for more than 1 or 2 years 
without updates or upgrades is likely to have 
some security issues that should be looked into. 

Who are the cyber criminals?
A Cyber-criminal may be a long serving or 
trusted employee of the company who can 
be very close to the owner of the business, 
or someone who knows how the systems 
work and is aware of the loop holes that can 
be exploited to their advantage. The events 
may be an act of revenge should there be an 
argument or disagreement among colleagues, 
or just for personal gain in acquiring intellectual, 
marketing or sales information for a new job. In 
many cases we saw counter forensics software 
or technique being used to erase traces of 
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information theft or simply to destroy data a 
nd put the company into a difficult or 
embarrassing situation. 

The risk and result of a breach in system 
security, procedure and internal controls can be 
information loss, illegal access to confidential 
information, financial loss, and reputational loss. 
The consequences can be law suites initiated 
by clients, employee departures due to a lack 
of confidence, loss of business and even the 
closure of the company because it cannot 
recover from the losses that it has incurred.

For example, one company that we 
investigated sustained a monetary loss of 
about S$ 200,000; for another, it amounted to 
about S$ 3 million being stolen from the, and 
the largest case involved an amount of about 
S$ 10 million being embezzled by a group of 
employees. Data loss was some 10 TB in one 
case, for another there were about 200 GB of 
data involved in the investigation, and some 
4 years of emails was involved in a third. For 
all 3 cases, there were no proper computer 
security systems in place, no audit trails and no 
logs available for evidence. There were internal 
controls in the case of embezzlement, but the 
controls did not include a screening process, 
mandatary leave and data analytics to identify 
the financial transactions that would otherwise 
enable the identification of the fraudulent work.

How to Prevent it?
It is important to setup a proper file server 
and have a security system in place that allows 

security policies to be setup and enforced 
so that users must change their passwords 
regularly. The policies should include locking an 
account if it has encountered 3 failed attempts 
to login. The file server should also enable 
audit trails and logs to be collected, and these 
should be regularly reviewed to allow for any 
suspicious activities to be identified and dealt 
with proactively.

User accounts and administrator accounts 
should be created to separate normal use from 
administrative use. This kind of practise helps 

to better identify the activities 
being carried out by the 
people in the different roles. 
For example, the administrator 
account should have rights to 
move or copy large number 
of files, but the normal user id 
should not do so. Allocating 
a normal user account to the 
administrator also prevents 
the accidental deletion of files 
by the administrator account. 
Different groups of users must 
be given a different set of 
access rights  
so that they are only allowed 
access to their own folders 
containing only files relating to 
their work.

While it is important to 
trust employees, there are also numerous 
occasions where the fraudsters are trusted 
employees of the company holding high 
appointments and wearing multiple hats. In 
many cases, the fraudster is also a member of 
the family or partnership. Protection against 
such internal fraud requires independent 
thinking and internal controls to be put in place 
so that detection mechanisms can be installed 
to prevent insider jobs.

Examples of internal controls from an 
IT perspective would be to have a vendor, 
supplier or contractor screened to verify the 
kind of work and services they provide; and 
their bank account numbers for payment 
should be verified with data entry screen 
limited to authorized person only. Any change 
in bank account numbers must be verified with 
the receiving parties to ensure that no one can 
just change a payment bank account number 
without verification. The person who has 
authority to approve a transaction should not 
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have the authority to approve the creation of a 
new client or vendor.

Payments should be batched and 
scheduled for a specific day of the week or 
month, and at a specific time to allow payments 
and cheques to be cleared before another 
batch of payment processing begins. Payment 
approvals should be grouped and categorized 
so that any individual approving payments can 
do so for a few specific groups or categories 
only. Payment records should be analysed 
regularly to sift out ad-hoc or abnormal 
payments for verification and checking 
purposes. Approval responsibilities should be 
rotated so that each approves a different  
group or category of payments during a 
specific month.

Software copies of quotations, purchase 
orders, and invoices should be kept as 
attachments with the payment record so that 
they can be referred to for verification. 

Where to start?
Always start with a review of the internal 
controls because systems are usually 
customized according to the conditions spelled 
out in the internal control documents. Some 
MNCs try to take an easy way out by using 
the internal control documents of other MNCs 
and then changing their own controls to match 
those documents. This is not a wise decision 
because companies function very differently, 
and the number of staff hired, their positions, 
areas of responsibility and such are different 
from each other. Moreover these controls will 
need to be reviewed regularly as the company 
develops, expands or contracts.

For computer systems, start by taking an 
inventory of the kind of hardware and software 
in the company. Locate all assets and tally 
these with the hardware and software inventory 
systems. If there is no such system, then it is 
a good idea to create one and verify with the 
invoices for hardware and software purchases to 
identify any lost items.

Ensure that all users know their own user 
ids and passwords only; and they must have 
changed their passwords  at least once in the 
last three months. Proceed to check if the 
systems and software provide audit trails and 
logs; and if these are activated to collect the 
right logs and trails.

Identify any private and / or personal data 
being stored in the company and ensure that 

access to information are restricted to as few 
individuals as possible. The storage medium 
used to store private and / or personal data 
must be encrypted, locked inside a server 
cabinet which is housed inside a locked room.

Check that there is more than one version 
of backups being done for all the data 
being stored in the company’s systems and 
these are archived off-site. It doesn’t matter 
whether the off-site location is an employee’s 
home or a storage vault, but the backup must 
be encrypted so that it is protected in the  
event that the medium is lost or picked up 
by someone. 

When to do it?
Start as soon as possible because the next 
Cyber Security event could be just around 
the corner as the world struggles to mitigate 
the risks brought about by the many variants 
of computer viruses, malwares, WannaCrypt, 
phishing and social engineering.

Frauds may  already be happening in the 
company, and no one can be sure that there 
is no breach of security or the Personal Data 
Protection Act. The Meltdown & Spectre 
vulnerabilities found on all computers, mobile 
phones and mobile devices allow private 
data to be assessed and this could mean 
unauthorized access of data if exploited by 
hackers. It is a good idea to time the cyber 
security and data loss prevention effort with 
the Meltdown & Spectre effort to optimize 
the effect of the work done during the 
mitigation process.

Funding
At the time of writing this article, there are 
a few government grants available to help 
SMEs use digital technologies, build strong 
digital capabilities and participate in the 
Digital Economy. It is expected that projects 
approved under such grants will imminently 
install new systems and applications which 
is a perfect time to review internal controls, 
audit trails, logs, backups, archives and 
protections and  
build these controls into the newly 
commissioned system.

The Capability Development Grant (CDG) 
from SPRING Singapore and the SMEs Go 
Digital fund by IMDA Singapore are two 
schemes that SMEs can seek to co-fund their 
security operation and data systems. 

Always start with 
a review of the 

internal controls 
because systems 

are usually 
customized 

according to 
the conditions 

spelled out in the 
internal control 

documents. 
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F ollowing the launch of the 
government’s Industry 
Transformation Map (ITM) in 

2016, sector-wide initiatives were 
announced in November 2017 to 
achieve the vision of a more vibrant 
retail industry for Singapore.  As part of 
these initiatives, Kampong Glam was 
earmarked for a pilot project to develop 
Singapore’s first digitally-enabled 
retail neighbourhood.  Besides retail, 
Kampong Glam is also a hot-bed of 
exotic international cuisines.

In late April’18, PMC, Ms Tan 
Chor Hoong, was appointed the pre-
approved Digitalisation Project Manager 
to work with Japanese Grill YASU 
(owned by KokonoE) in Kampong Glam, 
to develop the digital capability of the 
Japanese eatery. 

Within a matter of weeks from 
the commencement of  this project, 
KokonoE totally embraced Dining Butler 
(DB), a  technology solution for its eatery. 

For KokonoE, DB is a lot more 
than just a mobile app. DB has totally 
transformed the Japanese restaurant’s 
core business process … order-taking, 
kitchen communication and billing, 
previously totally manual operations, are 
now fully automated. 

With customers placing orders 
through their mobile devices, wait-staff 
are relieved of physically waiting at 
tables for customers to decide on their 
orders and will be able to spend more 
time on more pressing tasks like clearing 
tables and attending to customers’ 

From left, 
clockwise:  
Benedict Choa, 
Director, RB 
Hospitality,  
owner of CUBE 
Boutique Capsule 
Hotel (KokonoE’s 
landlord),                                                                   
Ms Miho 
Kawaguchi, 
KokonoE’s 
representative, 
Chor Hoong, 
Digitalisation 
Project Manager, 
Henry Kang, 
SMF (SIPI) 
Consultant 
overseeing 
Kampong Glam 
digitalisation 
projects, 
Nigel Seow, 
Country VP, 
Dining Butler, & 
Lui Chuian Feng, 
Founder, Dining 
Butler.

needs, such as replenishment 
of tea.  Upon full deployment 
of DB, KokonoE is projecting 

a 60% savings in 
manpower. 

The methodology 
deployed to help 
SMEs succeed in their 
digitalisation journeys 

is Business Process 

We are pleased to have Chor Hoong,  
the digital project manager, work with us 
to redesign the processes of our merchant 
partners ... We are projecting a 15% 
increase in sales for our merchants as a 
result of the process re-design.

- Benedict Choa, Director, RB Hospitality,  
   Owner of Cube Boutique Capsule Hotel.

that customers so strongly 
value.  A robotic service front 
is a mistake made by many a 
digitalising b2c business. 

Chor Hoong has also been 
assisting KokonoE’s neighbour, 
Gloria Jean’s Coffees and their 
landlord, the Cube Boutique 
Capsule Hotel, in their digital 
transformations and helping 

Reengineering (BPR). Chor 
Hoong’s many years of BPR 
experience with big MNCs, 
as well as her expertise 
in the Singapore Quality 
Class Business Excellence 
framework, came in very  
useful here. 

Chor Hoong strongly 
believes that ‘’Digitalisation 
is not a one-off project; one 
has to transform the company 
culture to embrace technology 
and incorporate principles of 
service excellence into the 
business process to achieve 
continual improvement.’’

So, besides ensuring 
successful deployment of 
technology, Chor Hoong 
also made some strong 
recommendations to inject 
GEM (Go-the Extra-Mile) 
Service elements to ensure 
that digitalisation will not 
undermine the human touch 

the 3 business partners 
capitalise on opportunities 
for synergistic collaborations, 
made possible by the 
digitalisation.

These projects are highly 
satisfying, all-win propositions 
for all stake-holders.

Thanks go to the 
Infocomm Media 
Development Authority 
(IMDA) and the Singapore 
Manufacturing Federation 
(SMF) for their awesome 
support, without which these 
early successes in the national 
digitalisation drive would not 
have been possible. 
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Business 

expansions may 

be exciting but, 

to a CEO, there 

are often many 

operational issues 

and execution 

gaps across 

the organization 

which can be 

inherent barriers 

to support 

the growth.

  

SME’S TRANSFORMATION GOAL,
CONSULTANT’S DEVELOPMENTAL 
MODEL
by B K Ng, SPMC

The local  
SME Company
FSF, a store fixtures  
company that serves several 
global retail brands, was led 
by an Entrepreneur Award-
winning CEO.

facilities can better address the 
added challenges confronting 
their operational efficiency.

Choosing the right 
consultant over 
several projects
Given these varied challenges, 
FSF’s CEO was very particular 
about getting the right 
consultant to advise and 
conceive the most suitable 
solutions for the company 
as well as seek one who can 
also guide them to gain good 
momentum into the execution 
stages. 

Finally, after considering 
several recommendations, 
and evaluating the suitability 
of these options, FSF again 
engaged SPMC, BK Ng, 
its consultant for several 
different projects previously, 
all of which were implemented 
successfully. A couple of these 
projects were also supported 
by grants from the Singapore 
Government.

FSF’s CEO, on why they’ve 
chosen a certified senior 
management consultant: 
“Mr Ng is not just a highly 
professional and experienced 
consultant with the integrity 
and resourcefulness to 
conceive viable solutions 
and to get things done”. He 
added: “BK is also a strong 
coach with comprehensive 
skills, know-how and one 
who can effectively mentor 
my whole team, across 

The Advisor 
Senior Practising Management 
Consultant (SPMC), Partner 
of Silver Link Management & 
Consultancy LLP (SLMC), Mr 
Boon Khee Ng

Opening Scenario 
FSF’s CEO has the vision and 
plans to attract more globally 
leading retail brands. The 
business outlook has been 
optimistic and, in anticipation, 
the company had recently 
expanded both manufacturing 
facilities in Malaysia and China, 
by adding on some latest 
state-of-the-art machinery and 
production systems. 

The Challenges 
The CEO’s main concerns 
were how his organization can 
bridge the gaps, be able to 
quickly transform, and if the 
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functions, levels and from 
different cultures. These 
are important attributes to 
garner the respect, facilitate 
action teams set up and to 
put comprehensive structures 
in place for smoother, more 
effective implementations”.  

Consultancy  
at Work 
Although a company’s DNA 
often starts from the top, its 
employees are the working 
ambassadors who represent 
and translate such values 
throughout the organization 
and more. 

BK understands this 
and, in applying its “LINKS 
Development Model” for FSF, 
first assembled the senior 
management teams in a 2-day 
workshop, with a systematic 
yet thought-provoking 
brainstorming process, to 
collectively work out and 
derive sets of short to mid and 
longer-term strategic goals 
which were then translated 
into key tactical plans. 

Its process then assessed 
the various management 
units and functional teams 
to identify the major gaps 
(where the DNA links were 
weak or not well aligned) 
as well as to sieve out the 
personnel and younger 
potentials who can be the 
company’s drivers of change.  

Connecting the dots 
was next, where BK helped 
structure the business and 
strategic sets of demand 
expectations into clearer 
tactical and operating 
objectives for each facility and 
organizational function.  Then, 
small teams were formed to 
focus on each of these goals 
with specially chosen team 
leaders and members across 
different departments and 
levels.

Execution Underway 
The results from these 
exercises gave birth 
to a framework of very 
conspicuous objectives and 
clearly defined actionable 

plans in standardized but simple 
formats for each and every team 
and its members to execute.  It’s 
a combination of both top-down 
and bottom-up effort.

To better shape the 
mindsets, unite the organization 
and bridge mindset gaps, 
BK introduced and explained 
this working motto and the 
six driving forces behind it to 
the FSF management and the 
teams:   

Each team charter was 
simply about the “goal-focusing 
and how to make my customer 
successful” mindset as the core 
driver. Customer here refers to 
both internal and external ones.  
These “shared-purpose teams” 
worked to innovate solutions for 
each identified major barriers or 
root-cause and crafted in a list 
of “what/how” action plans for 
proper execution. 

The leaders and teams 
were empowered by the CEO 
directly and coached by BK 
and the SLMC consultants, 
themselves seasoned hands-on 
practitioners. The Corporate 
in Singapore as well as 
both facilities overseas had 
participated fully, each with their 
own or mixed task force teams 
and, with the shared platforms, 
also freely exchanging ideas (as 

Chart 1 - LINKS DEVELOPMENTAL MODEL 
© Silver Link Management & Consultancy LLP (SLMC)

The future 
belongs to those 

who can re-invent 
themselves, 

 …we must keep 
re-learning and 

believing!
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About the Author
Boon Khee Ng (BK) is partner 
of Silver Link Management & 
Consultancy, Senior PMC, CIPM 
(Data Protection Management).

BK’s career development 
spanned many industry sectors in 
senior regional and global roles, 
including with Becton Dickinson 
and McDonald’s, where he had set 
up and transformed businesses 
and improved many partnering 
company’s operations.   

His entrepreneur side saw 
BK co-founding Silicon Illusions, a 
digital media technology company, 
and Sidefx Studios, a leading VR 
technology platform developer.  
He also set up Caring Fleet 
Services, a specialty transport 
charity for the less-abled and 
helmed RSVP Proguide, a social 
enterprise for getting veteran 
PMETs back as trainers and 
consultants to reinforce the talent 
shortages.  

BK feels that while 
consultants aim to help solve 
major problems for clients, it is 
the better ones who can really 
provide wholesome solutions and 
facilitate viable options to develop 
and make their clients even more 
successful.

everyone understands what 
the others were doing or may 
need) while being focused 
themselves. 

Such small task force 
teams, besides being 
more agile and driven, 
communicate and act quicker 
while bridging across functions 
with clearer shared-goals 
where each member can 
contribute towards a common 
goal.  These were the added 
advantages.  What’s crucial is 
the structure, a “shared-fate” 
attitude with clear processes 
for the teams. 

 

in parallel, overcome the 
cited challenges of FSF; they 
grew in confidence with 
positive mindsets and more 
importantly, generated the 
“waves” of more cohesive 
execution via the many small 
but more well-equipped 
teams.

Post-Implementation
FSF’s CEO sums up the great 
progress and success achieved 
by his company’s teams across 
Singapore, Malaysia and 
China: “I am very pleased with 
the re-shaping of our people’s 

Now, here’s a happy 
customer, pleased with the 
very positive outcomes from 
the consultancy projects. 
Working along closely 
and tailoring the whole 
transformation process is 
a happy consultant, also 
pleased that the solutions 
and coaching they provided 
had helped re-develope the 
organization and up-skill its 
people.   

Next, going forward 
and according to FSF, 
this transformation and 
developmental model has 
attracted even their own 
ultimate customers, who 
came to know about it.  One 
global leading retail client of 
theirs is already requesting 
for the extension of this 
working model to bridge the 
improvement plans between 
FSF and them in gearing up 
for their 2019 objectives. 

Chart 2 – Task Force’s Team Sandbox 
© Silver Link Management & Consultancy LLP (SLMC)

To ensure that things make 
solid progress, measurements 
such as action item tracking 
forms, scheduled regular 
updates and a comprehensive 
but easy to apply scorecard 
system were designed by 
SLMC for adoption and 
utilization by the FSF teams.  
Reporting and record sharing 
became much easier and do 
not become barriers instead.

These empowered 
team members, working 

mindset, the well-meshed 
framework of clear action 
plans and how this whole 
developmental model from 
SLMC has helped us change 
and develop a strong action-
team culture which was very 
goal-focused and dynamically 
driven”.  He added: “Getting 
the right consultants does 
matter. This is the crucial step 
forward for SMEs in their 
capability development and 
transformation endeavours.”


