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SPEECH BY DR WONG KWEI CHEONG, MINISTER OF STATE 
FOR LABOUR AND CHAIRMAN OF THE NATIONAL PRODUCTIVITY 

BOARD, AT THE OPENING OF PRODUCTIVITY IN THE HOTEL 
INDUSTRY CONVENTION AT THE HILTON INTERNATIONAL 

ON MONDAY, 20 SEPTEMBER 1982 AT 9.30 AM 

Introduction 

May I first compliment the Asean Hotel and Restaurant 
Association (AHRA) for adopting "Productivity in the Hotel 
Industry" as the theme for this convention. Productivity is 
a very wide subject. It connotes different meanings to different 
people. To a factory worker, productivity means she has to 
keep defectives down to a minimum, and thereby increasing the 
number of finished products. The emphasis is on spead and 
accuracy. 

A hotel worker, however, is trained to value different 
qualities centred around service. Step into any first class 
hotel and you can feel the difference. The smile of the recep- 
tionist; the pleasant service of the waiters -these are qualities 
that customers expect from any good hotel. What then is pro- 
ductivity in the hotel industry? Customers would not like to 
see their food snatched away from their tables. Speed is not 
the norm. Service with a smile will be more appropriate. Good 
human relations must be maintained. 

In fact, many experts prefer to define productivity simply 
as good human relations. This, in fact, seems to be the spirit 
of the talks to be delivered by your experts from the USA, Japan 
and Switzerland. For example, Mr Noriharu Kaneko is scheduled 
to speak on Total Quality Control (TGC). You will find that QC 
circles are important tools for the implementation of TQC. The 
concept of QC circles is but one means of encouraging worker 
participation in the management process. Good human relation- 
ship is maintained; work is carried out smoothly and efficiently. 
Productivity increases. 
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Productivity 

We are still suffering from a world recession. The hotel 
industry has been similarly affected. Occupancy rates in Singa- 
pore hotels have declined from the high 80's of 1981 to 79 per 
cent in the second quarter of 1982. The industry has to become 
more efficient in order to cope with the declining occupancy rates. 
Productivity measures must be introduced. 

The National Productivity Board has set up a special unit to 
assist the hotel industry in manpower training and in the pro- 
motion of good human relationships. This is done through the 
setting up of Work Excellence (WE) committees and QC circles. 
The WE programme aims to foster harmonious labour-management 
relationships, better communication between management and 
workers, and greater cooperation within the company. So far, 
Hyatt, Shangri-La, Century Park Sheraton, Mandarin and Hilton 
are amongst the hotels that have expressed interest in the setting 
up of WE committees. QC circles are also gaining popularity. 
NPB has assisted three hotels in setting up 25 CC circles. 

The promotion of good human relationships has an immediate 
result- better industrial relations. In fact, Singapore has 
no strikes for the last four years. Even the number of unionised 
industrial disputes referred to the Ministry of Labour for con- 
ciliation has dropped from 484 cases in 1980 to 392 cases in 1981. 
In the early 70's, NPB has assisted companies to set up productivity 
committees. This programme was not vary successful as the pro- 
ductivity committees inevitably degenerated, into complaining sessions. 
Today, NPB has greater success in its: promotion of WE committees 
and QC circles. The emphasis on good human relationships as a 
means to higher productivity appears to be the correct strategy. 

Part-time Employment 

In spite of the world recession, the hotel industry in 
Singapore has planned for rapid expansion in the years ahead. 
Hotel rooms are expected to double to 27,000 by 1986. In view 
of the shortage of workers, it is important that management set 
out to streamline their operations So as to reduce their dependence 
on labour. If full-time: workers are difficult to find, more 
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part-time workers will have to be employed. 

In fact, the latest Labour Force Survey (1981) conducted 
by the Ministry of Labour showed a total of 674,000 economically 
inactive persons. If we exclude the full-time students (21.9 per 
cent) there is still a big pool of potential workers for our 
workforce. For example, there are 183,000 females in the age 
group 30-49 who are economically inactive, Many of them are 
married. Their children should be attending school. They should 
have sufficient time to work part-time and contribute to the 
countries' economic growth. Yet they are not. 

Amongst the males, there are almost 40,000 who are 50-69 
years old and economically inactive. Many of them are still 
strong and healthy. They should be encouraged to continue 
working, especially on a part-time basis. Yet the Labour Force 
Survey (1981), only showed a total of 22,900 part-time workers 
in our workforce, This represents a mere 2.1 per cent of our 
workforce. 

Why are there so few part-time worker Employers should be 
innovative and set up schemes to make it attractive for the big 
pool of economically inactive persons to join the workforce, 
especially on a part-time basis. The hotel industry in particular 
is suitable for part-time work. May I urge the Singapore Hotel 
Association to study this problem carefully, especially now that 
government has announced the policy of building up a wholly 
Singaporean workforce by 1992. 

Conclusion 

The hotel industry in Singapore has responded positively to 
the productivity movement launched by the National Productivity 
Council. The Singapore Hotel Association has played a leading 
role in encouraging its members to step up their training programmes 
and to organise productivity seminars and campaigns This is 
commendable. 
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Your progress is in line with the progress of our economic 
restructuring policy as initiated in 1979. In fact, the Labour 
Force Survey (1981) showed that more skilled workers are required 
by our industries as reflected by the 8.2 per cent growth rate 
for the group of professional, 'technical, managerial and execu- 
tive workers. This group of skilled workers only grew by 6.9 per 
cent in 1980. The group of production and related workers grew 
by four per cent in 1981 compared to a growth of 5.9 per cent in 
1980. 

The success of the expansion programme in the hotel Industry 
depends on how well your management responds to this challenge 
to upgrade your industry. Better management systems, and more 
training facilities will have to be provided. Only then can you 
continue to expand and to promote your miters to supervisions; 
and your supervisors to managers. On this note, I wish you 
success in your deliberations. 


