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	 SEQ CHAPTER \h \r 1Publication and Access
1. In accordance with paragraph 1 of the Leaders’ Statement, each Economy will promptly publish or otherwise make available to all interested parties, through readily accessible, widely available media, for example via the Internet, information on its immigration laws, regulations, policies, and progressively, administrative rulings of general application, procedures and practices as they relate to business persons, collectively referred to as “immigration measures”. Economies will ensure that immigration regulations and requirements based on policy are clear, concise, current, simple, transparent and readily available, and meet applicable Standards for Pre-Arrival and Entry and will:

(a) Provide user-friendly application forms, instructions and reference materials.

	Implemented
1a)  Ministry of Manpower (MOM) has a comprehensive website which provides detailed information on the various work passes available for business personnel. These passes have been classified into the various types for ease of information gathering: 
a) Employment Passes for Professionals and Executives 
b) S Pass for mid tier level talents like technicians 

c) Work Permits for blue collar workers 
The requirements to be eligible for these pass types are also clearly spelt out in the website

- For all the pass types we have created hardcopy application forms which could be downloaded from the website as well as e-forms with clear instructions   
	- We are continuously reviewing our website to make the information much clearer to members of the public 

- We are having regular meeting with our customers to move more of them towards e- transaction. 
	

	Consultation
2. In accordance with paragraph 2 of the Leaders’ Statement, each Economy will, when possible, publish in advance using the media and other mechanisms as appropriate proposed immigration measures that might affect business mobility and where applicable provide interested persons a reasonable opportunity to comment on such proposed measures. Such measures should include:

(a) A set of rules and regulations that provide sanctions for the production, sale and use of fraudulent documents;

(b) Effective rules and regulations that are precise in specifying what constitutes document fraud and what the sanctions are for producing, selling or using fraudulent documents; support inspectors, investigators and prosecutors in apprehending and taking action against fraudulent document producers, vendors and users; and promote business facilitation as well as protect the country's inhabitants;

(c) In respect to professional service, a comprehensive Code(s) of Conduct that sets out in very practical terms the behavior expected of all immigration officials, including employee's responsibilities, service policies and standards, clear guidance and practical examples, and that is developed in consultation with internal and external stakeholders as appropriate; and

(d) Mechanisms for reporting or filing complaints on code of conduct breaches without fear of reprisal or prejudice.


	Implemented
a) We have clear legislations to enforce against use of fraudulent documents. These acts are the Employment of Foreign Workers Act, Immigration Act and the Penal Code 
b) Our website clearly provides details on the key legislation, violations and the penalties for violating the rules and regulations.  
- We have a dedicated enforcement department which systematically investigate and prosecute against those who violate the rules and regulations. 

c) We constantly meet with the various stakeholders to understand their needs and wants. We have clear guidelines on service standards on the following: 

Telephone etiquette on properly greeting the customers 

Replying to simple/ complicated email enquiries within 3 working days 

 Replying to simple/ complicated written enquiries within 7/ 30 working days 

Processing majority  of  online work permit applications within 2 working days 

Processing majority of online S/ EP applications within 2 weeks    

d) Clear e-mail and feedback channels for members of the public to give feedback on services and complaints. 
	
	

	Information Services
3. In accordance with paragraph 3 of the Leaders’ Statement, upon request from an interested person or another Economy, each Economy will endeavor when possible to promptly provide information and respond to questions pertaining to any actual or proposed immigration measures and will provide:

(a) Points of inquiry for business persons or businesses with questions;

(b) Simple, quick and user-friendly application processes with clear information and instructions on requirements relating to any exemptions, fees and charges;

(c) Information that is easily accessible to internal/external stakeholders (Customer Help Desks/Call Centres or Industry Consultative Committees, Internet, displays and signs); and

(d) Where appropriate, will provide mechanisms so that stakeholders' service charters are developed which clearly state the level of service they can expect, and are displayed in public areas such as airports, Immigration offices and overseas missions.


	Implemented
a) We have created various channels for members of the public to seek inquiry:

 a) Emails 

 b) Written enquiry 

 c) Telephone enquiries 

b) Our Work Permit Online (WPOL) system process work permits within 2 working days. More than 90% of customers use the WPOL 
- We have clear instructions on our website on the charges and instructions 

c) We have a dedicated one call centre to answer all questions 
d)  Our service standards are clearly displayed at our MOM office and in our websites 
	
	

	Decision Making
4. In accordance with paragraph 4 of the Leaders' Statement, each Economy will ensure that immigration measures are administered in a transparent manner, including, wherever possible, reasonable notice in accordance with domestic procedure when a proceeding is initiated, and an opportunity to present facts and arguments in support of their positions, when time, the nature of the proceeding, and the public interest permit, and that the procedure is in accordance with domestic law. Economies shall:

(a) Strive for transparency in decision-making that is based on an economy's prevailing employment and immigration policies and procedures and, where applicable, provide decisions that are in writing and denials that provide reasons based on requirements and information on any right of appeal or waivers;

(b) Strive for reasonable processing times for decision-making in an effort to avoid unnecessary delay or uncertainty on the part of business travelers;

(c) Ensure that decisions are consistent with published guidelines and requirements through regular quality control reviews;
(d) Ensure that employees are trained in decision-making procedures and have access to current written guidelines and instructions relating to interpretation of regulations and laws;
(e) Ensure that authority to make decisions includes appropriate checks and balances, and is strictly controlled to prevent abuse of power;

(f) Provide periodic review mechanism of systems and procedures to ensure uniformity and consistency in decision making; reviews undertaken in consultation with employees to eliminate "red tape;"

(g) Develop and implement mechanisms which monitor and evaluate the organization's performance against established service standards;

(h) To the extent possible, have a system in place for monitoring consistency between different offices, provinces or regions concerning decisions, procedures and information provided;

(i) Where appropriate, clearly define and make publicly available the basis or criteria upon which discretionary power is exercised by officials; and

(j) To the extent possible, convey reasons for decisions to applicants and document grounds for decisions clearly and retain these for monitoring and review.


	Implemented
a) From July 2006, we have started providing the rejection reasons for work permit applications. 
- We are looking at the possibility of providing rejection reasons for S/ EP applications as well. 

- We reply to 100% of our customers for applications/ appeals 

b) We have clear standards and benchmark for work pass applications 
- We have introduced the EP Self –Assessment Tool to give certainty on the success of applications 

c) We constantly review the information on our website to ensure that they are updated and accurate 
d) All employees undergo intensive training and are well equipped to perform their jobs 

e) There is regular auditing to ensure that decisions are made in accordance with the rules 

f) There is regular review of process and policies to ensure consistency in decision and improve efficiency 
g) We are constantly reviewing our service standards with other countries to ensure that our service standards are among the best in the world 

h) N.A
i) Where possible we provide advisory services to guide customers on why their applications were rejected and how to rectify them. 
j) Where possible we provide advisory services to guide customers on why their applications were rejected and how to rectify them. 


	
	

	Review
5. In accordance with paragraph 5 of the Leaders' Statement and its own immigration laws, where warranted, each Economy will provide procedures that are simple, consistent, and easily accessible for review and appeal of immigration decisions and, where warranted, prompt correction of final administrative actions, regarding immigration measures which provide parties to the proceeding with a reasonable opportunity to present their respective positions, a decision based on the evidence and submissions in the administrative record, tribunals or panels that are impartial and independent of any office or authority entrusted with administrative enforcement and have no substantial interest in the outcome of the matter, and implementation of the final decision. To ensure transparent administrative regulations and decision-making, Immigration Administrations shall have:

(a) To the extent possible, objective performance standards for managers to ensure compliance and accountability for the Standards on Professional Conduct;

(b) To the extent possible, guidelines and policies that clearly state management responsibilities in employee development and in the promotion and monitoring of ethical practices and integrity; and

(c) Selection criteria for managerial positions that include demonstrated ability to accept responsibility and accountability for implementation of the Standards on Professional Conduct.
	- 
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Economies with particular expertise and resources to offer could indicate this here and/or refer to relevant websites.
Please refer to 

http://www.mom.gov.sg/publish/momportal/en/communities/work_pass.html
where our work pass policies are published.

