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KEYNOTE ADDRESS BY MR GOH CHEE WEE, MINISTER OF STATE, 
MINISTRY FOR TRADE & INDUSTRY AND MINISTRY FOR COMMUNICATIONS, 

AT THE 1994 SINGAPORE RETAIL INDUSTRY CONFERENCE 
ON THURSDAY, 25 AUG 94 AT MARINA MANDARIN SINGAPORE 

"ENHANCING RETAIL OPPORTUNITIES IN DIFFICULT TIMES" 

Distinguished guests, 
Ladies and gentlemen 

It gives me great pleasure to be invited to this 
morning's official opening of the 1994 Singapore Retail Industry 
Conference. 

2. This Conference is an important forum that provides the 
opportunity for retailers to be updated on the latest 
international retailing trends and developments. It also offers 
a platform for interaction and sharing of market experiences on 
a professional basis. 

3. The Singapore economy is doing well. We achieved a 
growth rate of 9.9% last year. Projected growth for this year 
is 9-10%. But against the background of such a strong growth, 
the retail industry is facing tough challenges ahead. 

4. The retail space in Singapore has been growing much 
faster than the overall retail trade. In 19 9 3, there was a 
massive 200,000 sq m of retail space added onto the retail scene. 
That represented an increase of about 16% in total retail space. 
In contrast, the volume of retail sales (excluding motor vehicle 
sales) as measured by the Retail Sales Index only increased by 
2.6%. With the significant expansion of the retail capacity, 
intense competition in the retail trade is only to be expected. 
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5. Besides competition, the retailers also attribute the 
difficult times to the decreased spending by tourists, the strong 
Singapore dollar, and the rising cost of doing business in 
Singapore. 

6. We know that the situation is not going to change 
overnight. Average spending by the tourists, especially ·those 
from the advanced economies, is not expected to increase 
significantly partly because of the slow economic growth in these 
countries. At home, with strong growth, rising wages and tight 
labour market, our cost of doing business is not likely to be 
reduced either. Retailers will continue to face keen competition 
particularly from the new entrants into the market. 

7 I do not view this situation as a totally unhealthy state 
of affairs. In good times generally, there may be less incentive 
to upgrade, innovate and offer the best. 

. 
8. In difficult times, we may see the more enterprising 
retailers looking out for opportunities, not only to survive, 
but to stay on top of the competition. 

9. Already I note that many retailers are offering different 
product mixes to cater to non-traditional market tastes and 
segments. New fashion lines are being brought in. New 
franchises are being aggressively pursued. Regionalisation and 
expansion efforts overseas are being undertaken and so on. 

10. This augurs well for Singapore as it means that the 
industry is responding and adapting to the changes and 
expectations of the local and international markets. 

11. No industry is ever immune from difficulties whether from 
within or without. Obstacles must however bring out the best in 
terms of resourcefulness and adaptability. These are the 
qualities that will keep Singapore in the forefront of the 
international business and ensure our prominence in the regional 
arena. 
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12. Identifying market niches, upgrading the store image, 
improving the quality of service, and employing innovative 
marketing strategies and other measures to stay on top of the 
competition have to be private sector initiatives. But the 
Government is ready to play its part to help the retailers. 

13. STPB has developed an action plan to upgrade and 
professionalise the retail industry. The board will develop 
programmes that will equip frontliners in the retail industry 
with the necessary skills to offer the highest standards of 
customer service and delivery. 

14. A vital skill area which is sadly lacking in Singapore 
today is that of product knowledge. 

15. As a start, training modules on major product categories 
such as apparel, jewellery and shoes will be developed. These 
product modules will include the basic essential information and 
technical terms commonly used. Equipped with such knowledge and 
expertise, our sales personnel will be able to provide a more 
professional service by advising customers on the finer points 
and subtle differences of the various ranges within each product 
category. 

16. Besides product knowledge, other components of customer 
service such as selling and courtesy skills will also be 
incorporated into a comprehensive module. 

17. The completion and the propagation of these comprehensive 
modules will ensure that retail frontliners attain minimum 
competency standards. 

18. Besides the human or the software aspect of retailing, 
there is also a need to upgrade the hardware aspect. 

19. STPB, in conjunction with the National Productivity Board 
(NPB), will organise a mission to the United States to study the 
mechanics of efficient retail operations with a view to achieving 
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greater retail efficiency in Singapore. Areas covered will 
include merchandising, layout, and inventory control. 

20. On the homefront, STPB is introducing the ISO 9000 
quality management system· to the retail sector. By requiring 
proper documented procedures, the ISO 9000 certification scheme 
ensures that systems in place are able to achieve the desired and 
consistent levels of operational and technical efficiencies. 

21. To assist retailers in obtaining ISO 9000 certification, 
STPB has commissioned the production of a guidance document for 
the retail industry. This document aids in the interpretation 
and amplification of the ISO standards based on norms and 
practices of the retail trade. 

22. We had a promising start in the hotel sector with the 
award of ISO 9000 certification to a hotel last year.Today we 
have reached another watershed in Singapore's retail history. 
Two retailers have achieved the ISO 9000 certification today. 
I would like to commend them for their commitment to the pursuit 
of quality and excellence. 

23. Ladies and gentlemen, retail opportunities in difficult 
times can be viewed in the context of a trinity of three 
concepts: service, quality and productivity. 

24. Two national initiatives are currently in progress - the 
1994 productivity month campaign spearheaded by NPB and the 
national quality strategy formulated by SISIR. 
I am glad to note that this year's Productivity Campaign will 
focus on raising service quality and productivity in the service 
sector. Mr Teh Ban Lian, President of the Singapore Retailer's 
Association, is chairing the 1994 Campaign Committee with members 
drawn from Industry and the NTUC. The campaign will focus on 
training, developing personal pride in service, implementing 
total quality management systems in service companies and 
promoting consumer understanding of excellent quality service. 
This comprehensive campaign and the synergistic support of STPB, 
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SISIR and NPB will no doubt give service productivity and quality 
a boost. 

25. The congruence in the objectives of agencies like NPB, 
SISIR and STPB signifies the intertwining relationship between 
service, quality and productivity. They are the keys to 
unlocking the opportunities present in the retail industry. 

26. I wish you a fruitful conference. Thank you 
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