GOVERNANCE WEEK (Feb 2020)

Fostering Smart Collaboration Between Public
and Private Sector

We help individuals and businesses
become more productive
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The Story

AGENDA

The Learnings

ldeas moving forward
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We help individuals and businesses become more productive
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About Rhymin & Partners

We help individuals and businesses become more productive.

Innovative
Queue System

Millions trained globally. Millions trained globally Since 2019 Since 2017
Certified Trainers since 2014. as well as Brunei Darussalam Trained EGNC >70,000 downloads
Brunei Darussalam Pragmatic & Practical Reduce waiting time
and Malaysia. Saves 1000 mandays/mth
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Achieve More with Less Stress
Next Public Course: CALL or

TALK TO US LATER
Call: 8713663 or 7155268

Your mind is for having ideas, not holding them - David Allen




New York Bestseller
Over 4 million copies sold
Over 2 million trained globally

GET UNSTUCK

Next course: CALL
Or TALK TO US LATER
Call: 8713663 or 7155268

10 Steps to Practical

Business Process Improvement

Pragmatic approach
to business process
improvement with

hands-on activities.

Stay Relevant in the
face of 4IR
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The Story begins...

We help individuals and businesses
become more productive
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The Story begins a few months before ACPA 2016
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Problem:

Solution:
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Number of Counters
are sufficient

Waiting Times are
too long !!

A B C

D

Average Waiting time ~ xxmin~ xxmin ~ xxmin 109 min
Average Service Time ~ x min X min X min 9 min
Number of Counters
7 6 9
opened (max)
Transacti
ansactions per XXXX XXXX XXXX 6,719
,month (actual
Maximum capacity
per month* for the XXXX XXXX XXXX XXXX

counters
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Conducted a simple Root Cause Analysis

Long Waiting Time Queue / Long Queue

—— T

Ineffective Introduction Insufficient Inefficient Service
Queue of Ticket Counters Process
Process Quota Not addressed
in this proposal Not addressed in
l since our this proposal since
. . . findings show this will require
No mfgrma}wn Tickets are only Booking not thatiheinumber major Business
on waiting times available on site allowed of counters are Process
and turn sufficient. Reengineering and
l / is not cost-effective
\ at this stage.
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Propose a BOLD APPROACH to the ACPA judges

Introduce a new system that has the
following characteristics:

= Capitalise on high mobile penetration rate PROPOSED:
(130%) by making it as a mobile Reduce waiting times to less
application on Android and 10S than 30mins.

= Use cloud

0 0
50% - 657
= Capable of handling high volume, allowing

for booking and walk-in.

REDUCTION

= Apply some of our IP
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Sejajar dengan
Wawasan Negara

ALIGNMENT TO WAWASAN 2035
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Improved public services delivery efficiency

Improved customer service experience

Public Sector Innovation through the clever use of

ICT

Introducing accountability through transparency

andmearement
Contributes to Ease-of-doing-business

Reduced potential for corruption
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WAWASAN 2035
Kualiti hidup yang tinggi
Berpendidikan tinggi, berilmu dan berkemahiran

Ekonomidinamik dan berdayatahan

5. Local Business Dev
6. Infrastructure Dev

4. Institutional Dev
7. Social Security
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1.Education
2.Economic
3.Security

For Customers
Reduce waiting time
Convenience
No need to come early at 6am for tickets
Notification
Transparency

For the Implementing Agency
Maximise counter productivity
Monitor processing time
Collect statistics
Improved workflow
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For Government of Brunei Darussalam

= Domino effect - saving time to employees

= Potential PPP project and Local Business
Development

= Ease of Doing Business

For us

= |ocal business development.

= Hiring of locals

= (Opportunity to market to private sectors and
abroad
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= Allow for special customers
Potential Weak adoption = Allow for walk-in
= Allow for booking

= Allow for special customers
= Allow for walk-in
= Online booking

. = Awareness on the benefits
Buy-in from Department = Active guidance

= Support from leaders
» Tied to KPI/3PSA

Not all using mobile phones
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ANUGERAH CEMERLANG PERKHIDMATAN AWAM 2016

Receiving Award from
His Majesty the Sultan and Yang DiPertuan Negara Brunei Darussalam
for Anugerah Cemerlang Perkhidmatan Awam 2016




Prototype

» Engaged a local technology partner to do our
design, turning idea into reality within 3 - 4mths

* No external funding
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Timely announcement by Minister
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Knowledge Sharing Session
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The Pilot Trial
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Excellent Feedback from Public — A survey conducted over one week
in 2017 has shown very good feedback with a
Net Promoter Score (NPS) of over 80%.
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What was really achieved?
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Time Savings for Public. Positive Behavioral Change.

2,061 mandays saved in
these two months alone and
only at IC section
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Customers in period:
11946 == 272/day

Percentage of Booking:
18%

Avg waiting time (booking):
8.7 min 109 min

Avg waiting time (walk-in):
35.4 min 109 min

Avg Serve time:
10min
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Provide statistics for further analysis (and TPOR)

BOOKING (1Jan to 28Feb)
HIJAU KUNING UNGU Lain-Lain
NEW
RENEWAL
WALK-IN (1Jan to 28Feb)
HIJAU KUNING UNGU Lain-Lain
NEW
RENEWAL oo |
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Other Achievements

Fast Installation — within 1 to 7 days.

Getting local product give more value to nation:
* In-country spend of 80% versus about 20% for
international product

Now available at:
Ministry of Home Affairs

Ministry of Transport and Infocommunication

Ministry of Health
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Learnings from QueUp

In the context of Smart Collaboration

We help individuals and businesses
become more productive
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-----------------
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Smart Collaboration

The success of the project hinges on smart collaboration

Jabatan Imigresen dan
Pendaftaran Kebangsaan

Collaboration | Collaboration Collaboration  Collaboration
with with with with
Public Private Private Public
Sector Sector Sector Sector
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Smart Collaboration — JIPK Perspective

JIPK maximized the impact by choosing to collaborate smartly. This is in line
with best practices on change management plan and communications plan

Collaborate with Private Sector - Collaborate with Public Sector
Many good ideas come from either side. « Awareness campaign through

« Asking for ideas media.

 Pilot Trial

* Run survey to gather constuctive
feedback and responsiveness.

* Collaboration to promote awareness

» Supporting frontliners (counter agents)
and giving feedback

* Introduce change tactfully for both
internal and external stakeholders
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Smart Collaboration — R&P Perspective
From R&P perspective, smart collaboration is also the key to success.

Collaborate with Public Sector Collaborate with Private Sector
* Collaboration with JIPK (as per » Skills are not plentiful — work with
previous slide) others.
* ook for new Bruneian talent to * Develop own set of skills. Hire
develop and train.

* Funding (if needed)
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Project Governance

» Coming up with Communications Plan and Change
Management Plan is good project management practice.
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What is missing here?

CONFIDENTIAL

43

CONFIDENTIAL

44




Business Values
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Project Governance Role

Steering, prioritization

Setting the Terms of
Reference (Roles and
Responsibilities)

Making decision,
authorization

Oversight and Review
(e.g. stage gate)

Establish the Project
Management Office and
defining its roles

including
» Coordination
Project * (Quality control
R Lifecycle Support

AND . .
CONTROLLING W _ » Enterprise-wide

Progress tracking

e Communication and
stakeholders
management

Project Management Framework
Set of Practices, Process, tasks to follow and tools to use
throughout the project lifecycle (initiation, planning,
execution, Monitoring and controling, Closure).
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Ideas for the Future

We help individuals and businesses
become more productive
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MINDSET

7 Smart Nation = Smart People + Smart Process + Smart Technology

l

There is a fine line between
Governance and Bureaucracy

2 Be pragmatic and constructive
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We help individuals and businesses become more productive
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