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Organisational  research  has  found  that  having  “opinions  that  count”       
directly correlates to better employee engagement and business perform-
ance. This is largely due to having psychological ownership and a greater 
sense of responsibility for things over which one has a say. Although     
external incentives such as compensation are important, they never seem 
to measure up to the internal drive of advancing something that is at least 
partially one’s own idea. Staff who say that their opinions count at work 
also feel their current job brings out their most creative ideas. Moreover, 
they also feel that they have access to channels of communication across 
different levels or divisions of the organisation. 
 
Incorporating employee ideas pays back twice. First, the idea itself is often 
a good one. Second and equally powerful, that the ideas come from the 
employees themselves makes it much more likely they will be committed to 
the execution. Welcoming employee opinions also produces greater feel-
ings of inclusion and motivation.1 

In 2010, two teams from the Computer Services Centre (CSC) were 

presented the Star Award, the top honor given at the Innovation and 
Quality Circle (IQC) Convention for the most innovative ideas to im-
prove productivity. The Arctic Fox team was led by Mdm Chris Phua 
and they put forward the project on improving the capacity of NIE’s 
servers. The project involved changing the servers and leveraging on 
virtualization technology so that different operating systems could be 
supported using the same hardware. The long-term benefits included 
lower costs and reduction of space required for storage, as well as 
savings due to more energy-efficient servers. 
 
Chris recounted the memorable journey that began with an idea, bring-
ing it to fruition and finally implementing it.  She is especially grateful to 
her supervisor Mdm Chow Kwei Heong, Operational Manager Mr Alex 
Chan and CSC Head, Mrs Koh-Goh Huey Cheng, for giving the      
support  and  resources  necessary  to  execute  the  proposal.  This       
receptiveness by her supervisors to suggestions that would improve 
the  services provided by CSC extends beyond the IQC programme. 
Chris explained, “In the course of my work, if there are enhancements 
needed to help improve service to users and we have some ideas, I 
find it easy to discuss them with my supervisor. She would give     
feedback that could offer either a different perspective or a more      
holistic view.” She acknowledged that not all of her proposals can be 
implemented, but what matters are the lines of communication that are 
always open for her to bring ideas for consideration. 
 
Any staff who has been assisted remotely by a ACIS Service Desk 
staff  using Microsoft Office Communicator to solve simple computer 
issues would have benefited from team Peppermints’ IQC project. Led 
by Mr Jeffrey Hong and supported by staff of the Computer Services   
Centre, their project aimed to improve communication in the workplace 
by introducing the Communicator as a corporate messaging and      
collaborative tool. Staff need not be in the same location to collaborate, 
therefore reducing the time to get messages across in a secure      

platform. The team’s success in implementing their ideas depended very 
much on being adequately resourced in terms of time, manpower and 
budget.  Said Jeffrey, “My management is very supportive. As long as our 
ideas fit the goal of providing better service for our customers and are clear 
in our desired outcomes, they are ready to hear us out.”   There are still 
many critical IT services in NIE that staff like Jeffrey would like to improve 
and he appreciates that his ideas and suggestions are being heard. 
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