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Understanding ends in Insight. Creation ends in ideas. - Delivery ends in reality.
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Tripartite model of stress management interventions

Workplace redesign
Job reorganisation
(workload, assistance, support)

Organisation
orientated

Time-keeping
Team-building
Personal coping skills
Physical fitness

Worker
orientated

Counselling & advice
Financial, personal, health
Health specialist referrals

B Adapted from Murphy (1988)
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Constructive Leadership
Bright Side of Leadership
(Values based leadership)

Avthentic Leadership
Charismatic Leadership
Ethical Leadership
Responsible Leaders hip
Servant Leadership

Spiritual Leadership
Transformational Leade rship

Leader self-regulation

Derailed Leadership
Dark Side of Leadership
(Strengths in Extreme)

Strengths overused, e.g.,:

=  Extreme self-confidence becomes
arrogance

= Extreme assertiveness becomes
inti mi dation

= Extreme competitiveness becomes
manipulation

= Extreme affiliation becomes passive-
agEressiveness

= Extreme need for control becomes
micromanaging

Negative traits not addressed, e.g.,:

®* Low emotional control leads to

extreme moods, unpredictability and
volatility

Destructive Leadership
Dark Side of Leadership
(Harm to individu ols and argonisotions)

Abusive Supervision
Aversive Leadership

Dark Side Charismatic

Dark Side Transformational
Dark Side Authentic
Laissez-faire Leadership
Machiavellian Leadership
Marcissistic Leadership

Drganisational Psychopaths f Sociopaths
(subclinical)

Toxic Leadership
Tyrannical Leadership
Unethical Leadership

Negative affectivity and

Follower courage,

peor leader self-regulation
Follower fear, blind

influence and voice

obedience, silence, and
compe iance

Webster, V. & Brough, P. (2021). Destructive leadership in the workplace and itz consequences: Tranzlating theory and

research into evidence-based practice. Sage.
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with business class air tickets

SUAUAFNTNIURTIUATIAYETS NTISUTBI NISLEDNBIMITHALLATEINN N1THIITNUALLDEALNLITY WaLIUDINIT
g1a1

5) Service Innovation and Job Redesign: Case Study Iae Dr. Tang Hsien-Hui thiauaussifiuieaiu

o

ASUANYIANUININITERNWUUUSNNS tneilsieaztdunnall

masarsenumenainndisanlasaniseile (aiinlsitly m.a. 2562)

AIUAINNFINTOIZNINLTAUNA AOVLTURNAANAAUINTIF 111 9 189 29



EyeBus saUadmiugiinismeanent

' The Scenario Faced by the Visual Impaired People

Fosmeianansatigligiinisnaeaanansalivinssataassaslalagliueunfndurssdnsingasuagnsiu
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The Customer Journey We Designed Foe the Blind People

t 3 i
A . —fL .

STEP 1 STEP 2 STEP 3
tracking and going to the waiting use App to book a bus and have the driver would receive the info
area the info about its location through the bus machine

!

B . aga & "«"!

STEP 4 STEP 5 STEP 6

the driver will hear the sound from the bus the blind people could know the the driver park at the waiting area
machine to inform the stop and part at the location through the app for the blind to get off the bus
waiting area
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1. The order of 02. Assist guests to
serving dishes is clean up

determined

03. Allow guests to
clean their own
tableware

according to the
nationality of the
guest.

04. When closing
the table, change
the supporter but

not the person

List 8 service designs based on the overall process.

See the actual site of Din Tai Fung from the perspective of experience. Pay attention to

customer
dissatisfaction
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8) Future Trends for Well-being at work and implications for the service sector lag Prof. Dr. Paula Brough
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Travel to site Visit 2: Lifelong Learning Exploration Center
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- « Maintain a healthy diet despite a busy = Limited access to fresh and healthy
schedule. options in vending machines.
* Access convenient and fresh snack = Often ends up eating unhealthy
options during breaks snacks due to lack of alternatives.

* Name:
Healthy Supitcha
AKA Party
MOTIVATIONS FRUSTRATIONS
+ Age: 31 years old
. . « Wants to stay fit and healthy. » Finds it hard to trust the quality and

* Occupation: Office « Prefers natural and unprocessed food freshness of vending machine

Worker options. products.

+ Often feels guilty for consuming
unhealthy snacks due to lack of

» Location: Works in a
choices

corporate office in a
city center
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" Mmuansaduaga (Program)

Singapore
Prod ugtoivitr
Centre

24-CL-27-GE-WSP-A
‘Workshop on Job Redesign for the Service Sector
1-4 October 2024

P

Implementing Organizations: Singapore Productivity Centre (SGPC) and APO Secretariat

Agenda
Day 1: Tuesday, 1 October 2024
Registration of Paricipanis SGPC
08:30-09:00
Venue: Aqueen Hotel Paya Lebar, Rooftop @ Paya Lebar
Opening Session:
Welcome Remarks Sim Siling
Director, SGPC
09:00-09:20
Opening Remarks by APO Secretariat APO Secretanat
Introduction of Resource Persons and Participants
Group Photo SGPC
09:20-09:30 Coffee break
Orientation: APO Secretariat
09:30-10:15 Program Overview
Introduction of Experts and Parlicipants
Session 1. Human Capital Management in the Age of the | Dr. Paula Brough
Digital Econony Professor of
Organisational Psychology
This session will discuss the trends, challenges, and new | and Director, Centre for
10-15-11-15 expectations of human capital management when digital | Work, Organisation, and
- . technologies reshape our life. It will also explore the [ Wellbeing, Griffith
implications in different sectors and work functions to | University, Australia
discuss how employers and the workforce can respond to
the changes effectively for enhanced productivity and
higher work satisfaction.
11:15-11:30 Coffes break
Session 2: Service Design and Innovation Dr. Hsien-Hui Tang
Professor, Department of
This session will introduce key concepts of service design | Design, National Taiwan
11:30-12:30 and explain why innovation in services is needed for the | University of Science and
contemporary ecenomy and society that are significantly | Technology, ROC
influenced by digital technologies and the changes they
bring.
12:30—14:00 Lunch break
Session 3 Strategic Workforce Planning: Productivity, | Dr. Paula Brough
Innovation, Inclusion, and Well-being
14:00-15:30
This session will discuss the processes and
methodologies for strategic workforce planning and work
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Singapore G
Prod uctivity
Centre i
= Agenda Speaker
(Singapore Time)
design that can confribute to productivity and innovation
of organizations and address workforce well-being and
inclusiveness in the workplace.
15301545 Coffee break
Session 4: Senvice Journey Mapping and Job Redesign | Dr. Hsien-Hui Tang
15-45-17-00 This session will introduce the concepts of the customer
l . journey and service blueprint and methodologies for
applying these concepts in service design. It will also
discuss their relationships with job redesign.
i i SGPC and APO Welcome Dinner
16:00-20:00 Venue: Rooftop @ Paya Lebar

End of Day 1
Day 2: Wednesday, 2 October 2024

08:45-09:00

Registration of Participanis

Venue: Aqueen Hotel Paya Lebar, Rooftop @ Paya Lebar

SGPC

09:00-10:30

10:30—10:45

Session 5. Service Innovation and Job Redesign: Case
Studies

This session will deepen participants’ understanding of
service design through discussing selected practices
from Taipei, New York, and Tokyo. It will also explore
potential methodologies for job redesign to improve
service quality.

Coffee break

Dr. Hsien-Hui Tang

10:45-12:15

12:15-13:30

Session 6. Job Redesign in the Service Sector: Case
Studies from Singapore

Taking examples from Singapore, this session will
discuss how job redesign is conducted in the service
sector to improve service quality and productivity. It will
also discuss methodologies and programs facilitating the
transformation of service providers.

Lunch break

Loreen Zhuo
Associate Consultant
SGPC, Singapore

13:30—14:00

Travel to Site Visit 1: Gochi-So Shokudo and Tun Xiang

SGPC

14:00-16:00

Session 7: Job Redesign in the Service Sector: Sharing
by Eurasia Global Food

In this session, the participants will observe how a food-
and-beverage service provider took on its innovation and
job redesign journey and how the initiative and processes
impacted its operations and business performance.

Lim Wen Kit

Account Manager
Eurasia Global Food (3)
Pie Lid, Singapore

Site Visit 1: Leaming Joumey at Gochi-So Shokudo and
Tun Xiang

Jewel outlet
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Singapore
Prod uctivity
Centre

Time

(Singapore Time)

Agenda

&)

Hp

Speaker

Participants will experience a walk-through of the kitchen
of Gochi-So Shokudo and Tun Xiang, chserving an
optimized kitchen with redesigned processes and roles
that support two brands at the same time.

Supported by Dr. Paula
Brough and Dr. Hsien-Hui
Tang

16:00-16:20 Retum to workshop venue SGPC
Consultation Time (1) Dr. Paula Brough and Dr.
Hsien-Hui Tang
16:30-17:00 This session is reserved for participants’ discussions with

speakers and fellow participants for the group exercise on
Day 4.

08:45-09:00

End of Day 2
Day 3: Thursday, 3 October 2024

Registration of Paricipants

Venue: Aqueen Hotel Paya Lebar, Rooftop @ Paya Lebar

SGPC

09:00-10:30

10:30-10:45

Session 8. Future Trends for Well-being at Work and
Implications for the Service Sector

This session will discuss well-being trends and potential
implications for businesses in the service sector,
indicating how businesses can retain, motivate, and
engage their workforces while effectively responding to
changes in the economy and society.

Coffee break

Dr. Paula Brough

10:45-12:15

Session 9: Effective Assistance in Job Redesign in
Businesses: Good Practices from Singapore

This session will focus on strategies and programs in
Singapore which help businesses fo embark on the
journey of job redesign to raise service quality and
enhance productivity.

Jadean Yan
Senior Manager, SGPC,
Singapore

12:1513:30

Lunch break

13:30-14:00

Travel to Site Visit 2: Lifelong Leaming Exploration Centre

SGPC

14:00-16:00

Site Visit 2 Leaming Joumey at Lifelong Leaming
Exploration Centre

The Lifelong Leamning Institute is an organization
faciliftating continuing education and training, supported
by SkillsFuture Singapore. It serves as a gateway for in-
demand skill fraining and professional upgrading
programs to support citizens in reskilling and upskilling.
Participants will visit the Lifelong Leaming Exploration
Cenire to observe how the institute and its initiatives
assist citizens in discovering, growing, and hecoming
empowered.

Supported by Dr. Paula
Brough and Dr. Hsien-Hui
Tang
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Singapore {:}
Productivity {
Centre Apw
Ly Agenda Speaker
(Singapore Time)
16:00-16230 Retum to workshop venue
Consultation Time (2): Dr. Paula Brough and Dr.
Hsien-Hui Tang
16:30-17-00 This session is reserved for participants’ discussions with
speakers and fellow participants for the group exercise on
Day 4.

End of Day 3
Day 4: Friday, 4 October 2024

End of Program

Registration of Participants SGPC
08:45-09:00
Venue: Aqueen Hotel Paya Lebar, Rooftop @ Paya Lebar
Session 10: Exercise: Redesigning Your Work (1) Guided by Dr. Hsien-Hui
Tang and Dr. Paula Brough
09:00—10-30 Participants will work in groups and experience the
i . process of strategic workforce planning and redesigning
jobs, applying the leaming and observations from
previous sessions.
10:30-11:00 Coffee break
Session 11: Exercise: Redesigning Your Work (2) Guided by Dr. Hsien-Hui
Tang and Dr. Paula Brough
11-00-12-30 Participants will work in groups and experience the
. - process of strategic workforce planning and redesigning
jobs, applying the leaming and observations from
previcus sessions.
12:30-13:30 Lunch break
Session 12: ldea Pitching: Tell Your Story Commented on by Dr.
13-30-15-30 Hsien-Hui Tang and Dr.
l ) Participants will pitch their ideas using the results of the | Paula Brough
exercise.
Closing and Certificate Presentation SGPC and APO
15:30-16:00 Program Evaluation Secretariat
Closing Remarks
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