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Be proud of the Association

played in Singapore’s development!

istinguished President Tan Kia

Kok, members of the governing
council of the Hainan Tan Clan Association,
fellow Hainanese brothers and sisters, | am
pleased to offer my heartiest congratulations
to the association on the occasion of the 85th
anniversary of its founding.

Over the years, the association has
played an essential part in the life of the
community. What started as a mutual self-help
body for the early immigrants from Hainan
has since developed into a well-established
association with modern premises to serve
its members’ needs. As a clan association, it
gives a strong sense of identity, provides the
assurance of support if necessary, whether
financial or otherwise, and reminds members
of their roots in Hainan island. These
underlying attributes help to forge a strong
sense of the community amongst its members;
which explains why there is always that strong
familial feeling among its members.

Notwithstanding its positive role in
the community, we also recognize that the
association can only be as good as what the
next generation makes of it. Unless successive

generations of Tan clan members continue
to see the relevance of the association’s
work, there is a real possibility that the clan
association may be relegated to the pages of
history books.

The reality is a pressing need to have
newer and younger members join the
association who will form the next layer of
membership to bring the association well
into the future. To do this, the association
must continue to transform itself to attract
the younger ones to join. While maintaining
its core programs for the existing members, |
would suggest three broad considerations.

First, the association should continue
to address the interests of young adults.
Programs that are suited for the senior
members of the association may not resonate
as well with the younger set. For those who
are still studying, regular guidance on practical
learning, and help with schoolwork, | am sure
will be welcome by them. Even for those who
are working, regular courses conducted by the
clan to upgrade their skills would be of great
interest to them.

Secondly, the association can leverage



its vast body of seasoned professionals and
senior managers to be mentors to younger
working clansmen; to guide them not only in
their careers but also to help them to generally
become good people. The association’s senior
members would have accumulated such a
wealth of experience and it would be a waste if
the accumulated knowledge is not harnessed
to guide the younger members.

Thirdly, the clan should update its ways
to make itself relevant and interesting to the
younger generation in doing what it was set
out to do; to be the focal point that is a beacon
of Hainanese cultural heritage and values
and one that gives its members a fraternal
bond that makes them a part of a larger family
and from which they draw their succor. One
approach is to increase the opportunities for

the social interaction among the young based
on themes that are relevant to them and the
association. If we can succeed in doing this, |
am sure we can be confident that the Hainan
Tan Clan Association will continue to exist
and serve its members purposefully for many
years to come.

Eighty-five years is a long time for an
association. Members have every reason to
be proud of its rich history and the significant
role that the association played in Singapore’s
development. | salute the association’s past
and present leaders for their hard work and
selfless commitment to serving members of
the community. | congratulate the Hainan Tan
Clan on its 85th anniversary and wish it every
success ahead.
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Not go back to

where it was before

congratulate fellow members and

management on the occasion of the
85th anniversary of our association. It is my
honour to write this message.

85 years is a long time. The association
is thriving. The support and contributions of
members and council members, present and
past, deserve our thanks and appreciation for
this achievement.

| was told that a grand banquet was
planned, but due to the coronavirus pandemic
this was cancelled. | am sure that members
are disappointed. However, the annual awards
and certificates to the children for doing well in
their studies will be given as usual.

2020 has been a very difficult year. The
pandemic has caused much pains and posed
many challenges for Singapore and its people.
Singapore has successfully weathered the
challenges, thanks to its able leadership. This
success could also not have been possible
had it not been for the support and sacrifices
of the people. In many countries, where
people are not prepared to wear masks, wash
their hands or practise social distancing, the
infections have soared.

Our association continues to function
actively during the crisis. Like the nation,
this is due to its capable leadership and
members. By adapting to the circumstances
and using technology, many of the regular
activities of the association continue to be
carried out successfully. These include the
monthly board meetings, small-scale ancestor
worship activities, and this year’s Mid-Autumn
Festival celebrations, which are carried out by
modifying to a smaller scale or going online.

That the association has responded well to the
pandemic speaks a lot about the clan leadership
and its members. This augurs well for the future.

2020 will soon pass! This has been an
extraordinary year for the world. More than
that, the world has changed drastically. It will
not go back to where it was before. A new
normal will take place. | hope that members of
the board of directors will continue to work hard
and collaborate to create a better future for the
association in this new world. | hope that our
members will continue to support its activities.

Once again, congratulations to the
Board and members on the occasion of the
association’s 85th anniversary.

Dodbnilons
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extend my heartiest congratulations to

the Hainan Tan Clan Association for
achieving another milestone in its long and
distinguished history.

The celebration of the 85th anniversary
of the Association this year is an occasion
for us to remember the vision, hard work
and sacrifice of the previous generations
of leaders and members who made the
Association successful. For instance, they
had the foresight to purchase the current
premises of the Association. This has
not only put the Association in a sound

FN1E

Wish every success

in the years ahead

financial position but has also enabled the
Association to conduct its many activities for
the members at the premises. The activities
include the Spring Festival and the Mid-
Autumn Lantern Mooncake Festival for the
elderly as well as lectures and tuitions for the
young. In addition, the Association has been
able to provide study awards every year to
deserving children of the members. No doubt,
all these activities have been meaningful and
beneficial to the members.

| am pleased to note that the Association
is being led by a group of successful
entrepreneurs and professionals in its
Management Council. | commend them
for their dedication and hard work. With
such leadership, | am confident that
the Association will continue to grow
as a useful platform for its members to
interact with one another and expand
their networks and that it will be able to
attract new members.

| share the joy of the members
on this auspicious occasion and wish
the Association every success in the
years ahead.
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Thank You Message
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NEBRRKARRAKIIKESK, BEahE
REBENER, B BRXERS S
SR, BRARERRKRRARTMER.

EERBRES, HHARAK, KEE—E
i, FEhim !

miE, RINZEAEZEEKR{C, FAREL
SHRHRELL -2, BREGMNHITAMNHS
HE#, XAKSHEETEHEMN—T!
BRFDEEN, BFRR!

The celebration of the Association’s 85th
Anniversary was intended to be a grand one.
However, the planned events for it including
the grand banquet had to be aborted in view
of the Covid-19 pandemic.

Nonetheless, we pressed on with
the publication of the Association’s 85th
Anniversary Publication. The Publication
marks not only the memorable milestone, but
also the love and indomitable fighting spirit the
members have for the Association.

We express our gratitude to each and
every one of you who had contributed to the
Publication and all the preparations for the
85th Anniversary. Thank you.
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Tan See Swan & Co
Notary Public

Advocates & Solicitors
Commissioner For Oaths

We are a small but well-established practice
since 1970. Our service is personal and discreet.

Our expertise provides for solutions to all types
of legal problems encountered by the common
man-in-the-street and small set-ups.

We believe our firm can offer the benefit of
both tradition and technology. Our staff are
experienced and efficient.

We pride ourselves on our careful approach to
legal issues. To find out how we can help you to
improve your legal position.

Please contact us today at,

6535 1442 / 6534 4252

1 Park Road #04-48/50
People’s Park Complex
Singapore 059108

Tel: 6535 1442 / 6534 4252
Fax: 6533 3609

Email: janice@tssco.com.sg
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§-or the younger clan members

B,fl':j[-‘-ﬁ Sin Boon Wah

The largest tablet honors Chen Hu(Fx#H)

The Clan has an ancestral hall on the
fifth floor.
It has been the practice in traditional

Chinese community for family (same surname
that can trace to a common ancestry) clans to
have ancestral halls, “tang (£) hao (5)”. The
“tang” refers to the hall, and the “hao” refers to

the “style” or “sign”. The ancestral hall in the
Hainan Tan Clan Association carries the name
De Xin Tang (22 E).

At the ancestral hall are placed the tablets
of deceased members and also those to honor
ancestors from the past who played very
significant roles.



At the top are five tablets. The largest tablet
honors Chen Hu (Br&H). All Tans traced their
ancestry to him. He lived in the times of Zhou
(F&) King, more than 3000 years ago, and he
married a princess from the ruling court. The
two other tablets to the left and right honor two
prominent ancestors whom the Hainanese Tans
could trace back to the distant past in our Clan
genealogy. Ancestors Chen Wan (B<5E) and his
son Chen Shi (Bx3%) could be traced to have
lived in Shantong and Henan. The remaining two
tablets honor those who came over to Hainan
more than 500 years ago at different times and in
different groups, and also those who had made

significant contributions to the Clan Association.

The other smaller tablets below the bigger
five are in remembrance of deceased family
members placed by Association members.

On important festive occasions, clansmen
gather, pay their respects and honor their
deceased ancestors. These festive occasions
include Chinese New Year Eve, Lunar New Year
Gathering, Yuan Xiao, Spring Festival, Qing
Ming, Duan Wu and Zhong Qiu.

The picture shows Clansman Tan
Chang Song paying his respect on the eve of
Chinese New Year. He is also the Director of
Etiquette Department.
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1 P& RIE  Tan Le Rong P3 1 FRE&#  Tan Jun Xiang ﬁ\
2 FRIESK  Tan Zhi Han Megan P3 2 KEHE  Teo Xuan Hui Lynette ‘A’ 23
3 BRZEIE  Tan YiKai Matthew P3 3 BEEEZE  Tan Jia Xin Shereen ‘A’
4 FRfEZ  Tan Teck Lui Isaac P4 4 FAZEZ  Tan Yihao ‘A %
5 XJ$83F  Tristan Joseph Low P4 5 MWEZE  Lim Hui Wen IBO J’j‘i
6 EHBHE  Eng Joon How P5 %"D
7 F&FI5%  Tan Tze Yue Kaylen P5 ﬁE
8 TEE  Low Zhi Xuan Jarell P5 I
9 [RiFEH  Tan Ze Qi Renee P5 L Z.-?-lﬁ.ﬂ iL
10 X|$8¥E Cameron Martin Low P5 :5',\
11 FR8IE  Tan Ying Xuan Kellyn PSLE FEZ  Lim Yu Ann Tristan )
12 FRERF  Tan Le Xuan PSLE 2 B?EHH*@‘ Tan Ming En Y2
13 PBREEIF  Tan Lishi Celeste PSLE
14 F5i&%  Tan Chee An Evan PSLE
15 3KERE  Teo Hsi En Josiah PSLE K24
16 FRMEZE  Tan Weiyan Ruson PSLE éﬁ e B v
17 #5%%  Yeo Xuan Ting Natasha PSLE = 1 ﬂﬂ% Sim Mingg s U

rhiEdg 2 [%%H Tan Chang Ri Gabriel u1

we PXHE HEXHZ F5 3 BBl Tan Xu En, Dara Ut
1 EXH  Kew Ling Wei St 4 B3 %  Chen Wen An Lewis Ut
2 A F1E Tan Tze Onn Isaac S1 5 P51  Tan Ying Shan Verlyn U1
3 EFEFE  Jeanette Kwek Ziting S1 6 BRJIIEL  Tan Jon Wei Isaac u1
4 F%4LZ& TanLe Ruey S1 7 BA3E4  Tan Yan Sheng Ut
5 FRITZE  Tan Yuan Mei Arens S1 8 B#LZ  Tan Li Hao U2
6  [&fHE  Tan WeiTjin S1 9  PBR3X#S  Tan Wen Bin Shawn u2
7 ®¥T Eng Choy Leng S1 10 B&IOJI[  Tan Ru Chuan Zane U2
8 XU Tan Jiok Fong Jaden S2 11 BREH  Tan Tuan Ying U2
9  BRRAX TanLeXin S2 12 FREK  Nigel Tan U2
10  BRFX TanTze Ee Joseph S2 13 BREEEX  Tan Yew Mei Nysha U2
11 4%EZE  Tan Yixuan Kimberly S2 14 BREIMM  TanLiYang u3
12 [FRFZE  Tan Ze Ying, Vivienne S3 15 BREBZ  Tan Ming Hao Aaron U3
13 FEMEE  lann Tan S3 16 IBEKPH  Tang Qing Yang Marc U4
14 FRMEEE Tan Huang Yuan Meryl S3 17  FBrZEE  Tan Zhi Xiong Benjamin U4
15 ERE  Kew Ling Ying S4 18 PBRIE#F  Tan Claris U4
16 FPEEZE Tan Jiok Duan Jadie S4 19 FR{EZ  Tan Just Sen u4
17 BREM Tan XianYe S4 20  ##EHEB  Lim Yao Ming Ryan U4
18 PBRE|IE  Caren Tan Xin Yao ‘0’ 21 BR#ERT Tan Wei Xin U4

19  PREEE®  Tan Ting Rui ‘o’ 22 FREREL Tan Zhi Wei U4
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2019 — “A” *EA%...\ESHEE'E% 2019 — “A” KESERSSH
o3 thX %

1 FRE#  Tan Jun Xiang 1 ZR%E  Lee Jun Hong Andy(F&4E)
2 HKEH  Teo Xuan Hui Lynette(F4#3#) 2 BRiE Tan XuEn, Dara

SREEF DN R A

2019 —/]\,\§%PSLEEE5} (B R 45) 2018 —IJ\R%%PSLE%aﬁ (S Rk 45)

o5 S S
1 FRMEFE  Tan Weiyan Ruson 1 BR4#LZ  Tan Le Ruey
2 ¥ Yeo Xuan Ting Natasha(% 2 i) 2 BrfBZ  Tan Wei Tiin

>

2019 — ACHIEVEMENT AWARDS R 522

% 1 F5FX  Tan Tze Ee Joseph Gold award in the Singapore Mathematical Olympiad
1{?:» 2 F&AHB;E Tan Zhao Yun 11th ASEAN Schools Games single (Girls) Gold
3 [REAER  Tan Zhao Ray 11th ASEAN Schools Games Team (Boys) Gold

2017 — ACHIEVEMENT AWARDS R} 522
3 e ]
1 FFX  Tan Tze Ee Joseph Gold award in the Singapore Mathematical Olympiad

. Certificate of award as a Champion of The World
2 BAZE  Tan Xue Qi Siobhan Charlotte  Schools Debating Championship 1-11 August 2017 in
Bali Indonesia

2019 — BEEIXFEFT A 2018 — Eﬂ‘*iﬁ%ﬁ A
1 FRHEZE  Tan Weiyan Ruson EXH  Kew Ling Wei (FRFE 1)
2 EE Tan Jiok Duan Jadie

~ 2 ZEFE  Jeanette Kwek Ziting (FRFK %)
£ PREEHE  Tan Ting Rui 3 FREHE  Tan Yu Hua Yetta
4 F%HB%E  Tan Ming Ting Sherlyn

2017 — BREXRES A
1 FEFX  Tan Tze Ee Joseph
2 PAZEZ  Tan Yihao
3 FREE  Tan Ze Hui Valerie
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RETREAT @ Tim Palace Restaurant SAFRA Toa Payoh

—— 24th April 2016 (8.00am~8.00pm)

Guest of Honour : Dr Tan Boon Wan (Advisor)
Guests : Mr Francis Phua (President, Hainan Hwee Kuan)

Mr Tan Chek Peng (Advisor)

was an early morning on Sunday, fifty plus
I tmembers and guests gathered at the restaurant
for a full-day retreat organized by the Association —
first of its kind in her 81 years history.

In his opening speech, Guest of Honor Dr. Tan
pointed out that the Association’s survival depends
on it remaining relevant to the community and
members; and the role, purpose, next stage of
journey we map out for it must be in the context
of today Singapore. He highlighted two matters of
high importance for us to ponder on: One, internal
mechanism to resolve differences and Two, strong
corporate governance for the management and
operation of the Association affairs.

Mr. Han Jin Yuan, the conductor of the retreat told
us that he had condensed a usually 2 full-days retreat
program into one day for us in view of our needs. He
kick started the day with a lively ice-breaking session.

We were divided into 5-6 groups. Under the topics
provided, we brainstormed and presented our ideas in
the context of: What have we got? What do we want?
What can we do? How do we move forward? We were
asked to speak our mind and decide on the discussed
issues as if we were President KK Tan. Collectively,
we churned out lots of ideas and proposals, some of
them are out of the box such as:

Tan Teck Huat (Benny)

To have disciplinary. dispute resolution committee
To better invest the Association’s fund

To have youth group for business and networking
To conduct regular home visits for the sick or

needed

To furnish clan’s premises for the elderly’s better use

At the end of the topics, through pasting of
stickers on each of our top 10 priorities, a total of
40 plus proposals were finally shortlisted. They are
arguably the most representative of the members’
“wants”, which shed lights for our future direction
and development.

The whole session ended at about 8.00pm.
President KK Tan in closing said that he was touched
by our vigour, enthusiasm and hard works throughout
the day despite it being a long and intense day. He
was struck by the honest sharing and ingenious views
rendered. He thanked Mr. Han for the professional
delivery of the retreat and a written report he will come
out with later. The management council shall cherish
and study them carefully before deciding on actions.

The day was perfectly concluded by the
sumptuous round-table dinner treat, where all of us
enjoyed and celebrated for the brighter future and
sweeter home the clan will have!
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| had my last look at my parents at the tender
age of four. FIVE of us - my parents, my siblings and
| were on board of a Hainan bound steamer. The last
signal was sounded for the visitors to leave but the
signal also prompted a last minute decision: | was
destined to remain in Singapore to be taken care by
my lovable uncle, the late Tan Teck Tiew, a pioneer
and active member of Hainan Tan Clan Association.

It was at my uncle’s home that unwittingly "roots"
were gradually stored up in my mind.

When | was about six years of age, | used to
wonder a lot on talks about things happening in China,
their forefathers, countrymen and the Hainanese Tan
Clan Association. It was not eavesdropping but the
titbits and drinks for the visitors attracted my presence.
They were so engrossed in their conversation that by
the time they took their leave, my stomach was often
so full that | had to give my dinner a miss.

In later years, | realised their conversation
focussed on their ancestors, their countrymen and the
Tans. My uncle had no formal education and was not
well off but that did not stop him from giving adequate
care of me. He also took a very keen interest in the
Mutual Aid Section of the Association and constantly
spoke enthusiastically about ways to improve the
benefits of the members.

It was largely because of the remembering of
our countrymen and roots that propelled the success
in putting up our new premises in a year.

The critical year was 2004. Cracks appeared in
various places of our old premises and it got worse as
days went by with the pilling work going on next door
so much so that at one stage, there was genuine fear
that the building might collapse. The then President,
Dr Tan Han Kwang had to interrupt his practices, and
with a group of dedicated members headed by our
incumbent President, Tan Boon Hai, worked feverishly
in escalating the tearing down of the old premises

to put up a new building. A lot of obstacles had to
overcome within a short time and by the end of 2005,
we were able to complete out new 51/2 storey building.

Since then, many new activities and
improvements have taken place. To name a few,
we have started classes on (i) Chinese tuition (ii)
Speak Hainanese and (iii) Respect and Obey. The
Association organized more get-togethers for our
members with both local and overseas trips to places
like Putian (where the Tans ancestors came from),
Hainan Island, Xiamen, Fuzhou, Malacca, Kuala
Lumpur and Bangkok.

With all these commitments and the economic
rundown, we can still repay our loan before due date.
Out of the 98 financiers, we have to date fully paid
up 96. The Association now enjoys a healthy rental
income - many thanks to the donors, financiers and
all those who helped in one way or another.

How did this come about ? Apart from good
management, we are able to forge ahead because
many of our members remember our roots. Some feel
that it is a duty to do something for the Association.
Some come forward in memory of their ancestors who
were members of the Association and yet you have
some who want to help because they feel they have a
duty to fulfil as their late fathers / guardians would have
liked them to carry on with their uncompleted task.

If we find people who are prepared to spend time,
money and effort on their pets, surely it is not too much
to expect members to come forward voluntarily to help
the Association in memory of their loved ones who had
worked so hard and made sacrifices in shaping their
descendants of what they are today.

In a nutshell, it means: Remembering your
Roots.

25-10-2009

TAN KHIN PANG
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Jiang Su Association of Singapore Visited Us

On 12th July of 2017, Dr Cao Lin, Deputy
President and Ms Wang Yan, Welfare Director
of the Jiang Su Association of Singapore Visited
us. Ildeas and plans of future cooperation
between the two sides including holding of
talk and activities forMembers were being
enthusiastically explored.
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04l 18 5T 1S09001:2015 [FiEEHE R

RERRHAEFZFE 2

1. Product Quality Vs Service Quality

SREEF DN R A

Improved Service Quality will increase economic competitiveness.

RIAR S R E A LUIEE T AT S

FRRE vs BSRE
Service Quality (SQ) is a Comparison of Expectation (E) about a service with performance (P).
SQ=P-E
= = =) = F\
P: EPAIHIARSEIME E: TR HEMARS LI LRI LR Y
oL ]
J =

P
<

2. How to determine Service Quality

R S R R 25 iE
B There are five common basic parameters used to determine service quality. =—
= BB = g pposk B . AT b - 5 B RS b | B ﬂ
= BINASR ZHNAERETUT S AMAHE, BHI AFFRARRAZ A=
N7 RIS RERHEEN S5 &
SN

1. Tangibles/ HH iR : E -

IS 8% ARIBEEHERIMEY o~ IE

2. Reliability/ AT §E14 : = H
AT 5 B AR AT BT AR B AR S5 HOBE T TP

3. Responsiveness/ MERZE : EE
RITIRMAR S EEFASI B

4. Assurance/ {RFE1E :
RIMEBHAIR. ILBURFEHBESAERRE

5. Empathy / {§RBHZ A :
FFEAMEREAN R

0 = K

JIIE%%E%E?%L:EWEEE’E‘E%@ NI EFFEZ R
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3. How To Measure Service Quality?

yn{mr i AR 35 R &

Distinction Between Product Quality & Service Quality:

P mRE SRS R E X5

(1) Who measures the Quality?/ Il EF = 2

Product : Producer / Manufacturers o AR HiER
Service : Customer i
(2) Timing of Inspection? / #& &Rl
Product: Before delivery 7T RESET
Service: Upon delivery to customer BR% : RIELEFE
(3) Key Measurement Parameter? x &l &£ £
Product: Product Characteristics PR P
(i.e. Product Specification) (fn7= S AAE)

Service: Degree of Customer Satisfaction fR% : MEHEWIZE

. Enhancement Of Service Quality

AR 35 B ERYIR H

ISO 9001:2015 aims to enhance Customer Satisfaction through the effective application of
risk-based thinking in planning and implementing Quality Management System Process with a
view to provide products and services at the desired level of Quality Assurance.
BEARMIEAETRENB4RKINNELEREEEARTEUIRER S REFRIEN = mF
BRss . AR EMZEHEER 1S0 9001:2015 B E AY.

O BERE S BB P 2w

St

&
S
E4
R
e &
8 o

¥

Note:

(1) Service Industry: If Poor Service or Non-conformity is detected upon delivery of Service ,
then damage have been done to the customer.
BREW : ZERFREIEPERARENRSHAEGHE , MREAESZIHE.

(2) Develop and establish Risk Control Measures through the application of Risk-based
Thinking in order to prevent occurrence.

B N AR T WG A B 4 Sk A AN ST KB AE SIS A TR A SR A &

. Risk Management Methodology
OB 42 1 5 e
Definition of Risk: K& HIE X
(a) The ‘effect of uncertainty on an expected result”.
THREE RATE R0
(b) Combination of the Probability of Occurrence of Harm and the Severity of that Harm.

HEREREEZHEFEENES

Risk-based thinking can also help identify opportunities = Positive Risk.
EF R B4 AT A F IR AWIE = EEAXEE

There are Four Practical Steps engaged in Risk-based Thinking Process:
ANERSRNATFETXKEB4E1E
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Step 1/ £—% :

Risk Identification: Systematic use of
information to identify hazards.

REIRF : FEMRFEEARIRINEE

Step 2/ FZ% :

Risk Estimation: Process used to assign
values to the probability of occurrence of
harm and the severity of that harm.

Rt : SRR ERATREES EE

BT ERTTE E: IIBEE
Step 3/ E=%:

Risk Evaluation: Process of comparing the estimated risk against risk criteria to determine the
acceptability of the risk.

MBIy BB FNLE E R AENZITIEER, DURERK AT AT 14A)E 12
Step 4/ EF :
Risk Control: Process in which decisions are made and measures implemented by which risks

are reduced to, or maintained within, specified levels.

R EES « (EHREF DRI, DB KB S XU R A E KRR

Distinction Between Risk Analysis, Risk Assessment & Risk Management.
R 547, KB IEA ARG EIE A X 3

Risk Analysis XB& %4 . Step 1 + Step 2
Risk Assessment K& iEH : Step1 + Step2 + Step 3
Risk Management X% & T2 : Step1 + Step 2 + Step 3 + Step 4

. 1ISO 9001:2015 Clauses Related To Customer Focus, Customer Satisfaction.

ISO 9001:2015 5iiz < i+ FME i = H XHIF

Cl.5.1.2 b:
the risks and opportunities that can affect Customer Satisfaction are determined and addressed.
Tty TE FASL 3o BE 5 22 M 7= ma FRAR 5 B 5 & 14 LA e 333 B30 2 076 22 BE 1 B IRUBG AN ATL 18

Cl51.2c:
the focus on enhancing Customer Satisfaction is maintained.
RN TIERMEHE

Cl.9.1.2 :
Customer Satisfaction. The organization shall monitor Customer’s Perceptions of the degree
to which their needs and expectations have been fulfilled.

AR EMMENEFERMPLEEEF2HENEENRZ

Cl.9.1.3 b:

Analysis and Evaluation/ 917 5 iE4r

The result of analysis shall be used to evaluate the degree of Customer Satisfaction.
Rz A & RN M S H R E

Cl9.3.2c:

Information on the performance and effectiveness of the QMS including trends in Customer
Satisfaction and feedback from relevant Interested Parties.



BXREERARGHMENMNELS, BREEEMETHIMEXTHRER

. How To Improve Service Quality?

MR H MRS B E

Service Quality can be improved by integrating QA (Quality Assurance) practices into your
business operations:

AR 35 B 2 AT DU I3 K 8 RIERSE M AR 515173 A2 H kB LUR T

1. Adoption of appropriate Quality Management System (e.g. ISO 9001:2015)
KABRIENREEEER

2. Conduct Training Needs Analysis and identify training requirements.
HEATRINFE RS AR IZEK

3. Promote Process Approach and Risk-based Thinking in formulating an effective Quality Systems.
BRI ENE TR B LR BTN ERNRESEER

4. Apply appropriate Risk Management Methodology at QMS processes to identify potential risks.
EREEEFARZIRFEITE LXK EE 7 EZRIRAN B ER XK

5. Develop and establish Risk Control measures proportionate to the potential impact on the
conformity of products and services.

FF & FR3E 7 KBS 546 e Sz 5 EL T 7= s AR 3545 & MR RS AR B AL

6. Integrate Risk Control measures into the QMS processes to prevent potential failures
during the delivery of services.

TR GIE I AR R EERAR TR UM RS RETREPHEBEERK

7. Perform regular assessment on the Quality of Service delivered through Customer
Satisfaction Survey or Customer Feedback Mechanism.
B E#HEERE S mE RIS X TR AR 31T E BTN

8. Top Management shall review the organization at planned intervals, to ensure its continuing
suitability, adequacy, effectiveness and alignment with the strategic direction of the organization.

BB ERENMREARNERARKITIEUHREEFHENER . ol MEN
t, FESARKREEG ERFE—H

8. Enhancement of Service Quality? gl g

R EFRERIRHA f%)II& (Johnson Tan),
Tools used to analyze and address CQP-FCaQl, MSQl
Service Quality Problems:
T ESRRARZREITANTIR REFITmAERREL

CQI-IRCA it ams & S
Total Quality Management (TQM) CQIRCA 5 oms BBt
STHREEE TRANSCAL AR B R B4
ISO 9001: 2015 QMS Model Enhancement of Service Quality Through
ISO 9001:2015 FREEIEA R ER QMS (IS09001:2015)
Six Sigma Approach / Methodology (DMAIC) el EEiriivte SOLNE L IMEARER
6 ET%EQ Fellow, Chartered Quality Institute

(CQP-Fcal, UK.)
Quantification, Analysis & Evaluation of CQl & IRCA Registered Lead Auditor / Tutor
Cost of Quality (COQ) & etc. Transcal Private Limited, Quality Director
RENA , EESH S E‘TI IT'E

) SERE BB B B
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Japclla(csé@ Eatzi('%%? Gourmet ﬁ{ YEH TING

The Place for Steaks Bakery + Catering + Steakhouse & Bistro HAINAN CUISINE « #f F 35 i% %

Jack’s Place Eatzi Gourmet is the Halal-certified sibling Yeh Ting serves homestyle dishes
The trusted favourite for sizzling brand of Jack’s Place, serving the same great inspired by the Hainanese traditions.
steaks, great value set lunches, western meals at our Steakhouse, customised Must-try dishes are Signature Coconut
and a wide variety of western decadent cakes from Bakery & a wide variety of Chicken Soup Pot, Poached Hainanese
meals since 1966. menus from our Catering divisions respectively. Chicken, Hainan Fen & Qing Bu Liang.

wingE W]k

our family of culinary concepts by RTBES
i , Defu Lane 10, Jack’s Place Building Singapore 539232 SCAN ME
7 pepperdine group % M
J =PEPP 9 P Qs 62821311 6288 1922 = hello@jppepperdine.com for more info E
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The Ministry of Manpower. In his role,
he participates in the development of polices,
strategies, regulations, and standards to
manage workplace health hazards and
to protect persons against such hazards.
An industrial hygienist by profession, Mr
Tan has been practising comprehensive

— 2 B
' BRAETVPENS
y 90152 4 %k R #A 32 (YANT AWARD)

Yant Award Recipient - Tan Kia Ta“g

industrial hygiene (IH) since joining the
Ministry in 1977. He has vast experience in
IH investigation, inspection, auditing, training,
promotion and engagement.

The development of legislation and IH
programmes is one of the key areas of Mr
Tan’s work. He contributed to the enactment
of IH-related regulations and directed the
implementation of targeted intervention
programmes to safeguard persons against
noise, chemicals, asbestos, confined
space and other health hazards. To raise
industry capabilities in managing workplace
health hazards, he led the development of
various IH-related training courses including
technical diploma and post-graduate training
in IH.

In the international arena, Mr Tan
rendered his services to several overseas
projects relevant to IH. At the national level,
he represents MOM at various technical
committees, to develop standards and
promote best practices in IH. His latest
contribution is co-chairing the GHS (Globally
Harmonised System of classification and
labelling of chemicals) Task Force which
coordinates the implementation of chemical
hazards communication in Singapore.

An Adjunct Associate Professor at NUS,
Mr Tan holds a 1st-class Honours Degree in
Physics, a MS in Health Physics, and a MS
in Industrial Hygiene. He has written many
papers and articles, technical reports and
advisories on occupational health and hygiene.

We congratulate him on receiving
this prestigious award and his laudable
accomplishment in his long and illustrious career.
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Guest speaker
Miss Tan Weiyi (Lawyer)

STENES

Dialogue session with our
young generation

BMNBITE PRI ES. RN E
ERBREMEEINEBRERATIFESEREA
RBRIEE. BRERE SN ZhRAESRE
GRRASEDINEE. RARBHIENZESH
S5EE, BEXJLERSEASWFENN
IWIRTIEZERA. B—UBEE. BEER
AHEXRFERSEMERAE AT LEXR?
BGEMEEDERELAKZEEENEN.
WS E5ASHEIMERAT S HMEREES —
BIE, MERAZSH—HFRFRNELA
+. BABEA, BEEERAKRBEL A,
AXRBEXENE =, FEEEHEEIT.
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HMFZRRNOE RUBEESREIT, B
HANG =4 a0 £ TAEFASR BE A i 18 BUAS-F 18

HMEWETFZZERADZMNEZRASHITL
MiEs, FEMEEAZES 5. HINHMK
EZFRESHERBEINSAFERE AR MES
WEENNE-—FEL. AFNRENREE
M NE, FHRER, MIPESHERFA,
WEKEBEAAAHGSERREERS, ER
REWER. RNEEBRBFESSEEGDT
— U TR & F o

We had a successful dialogue session, where
our guest speaker, Weiyi, addressed our award
recipients on various topics that were of interest
to our young people. Weiyi started the session
by sharing about her work experience and recent
involvement with the Hainan Tan Clan. Whilst she
was not involved with the clan as a student, she
has participated in various clan activities over the
past few years and has met several other young
people who were similarly involved. One of our
award recipients, an aspiring lawyer studying at the
National University of Singapore, was keen to know
how the clan is relevant to young people. Weiyi
shared that from her perspective, the network is a
valuable one. Engaging with the clan’s activities has
helped her to meet and work with other Hainanese,
some of whom are also young professionals like
herself. Being Hainanese, there is also an unspoken
connection within the group, where we are able
to relate to one another because of our common
heritage and are happy to help one another out.

Another key question raised by an engineering
undergraduate related to time management and
work-life balance. We also heard from our very
young table tennis stars on the challenges they face
when trying to balance table tennis practice and
their studies. Weiyi shared about the challenges
that she had with time management when she
first started working, and also how she has tried
to overcome this by prioritising what is important.
Many senior members of the Hainan Tan Clan,
including Mr Tan Tee Jim, Senior Legal Advisor, also
shared some wise words with our young people
about how to handle issues of work life balance and
family relationships.

We also had the chance to hear from many
of our committee members, who shared about the
clan’s plans and activities, and encouraged our
young members to get involved. Our treasurer
even offered an internship for young members to
work with him and get first hand experience on the
clan’s projects! The camaraderie amongst the group
was obvious, especially amongst the committee
members, including our moderator Mr Benny
Tan, who have worked tirelessly to connect fellow
Hainanese and increase the profile of the clan. We
are very grateful to all our organizers, and thank
them for a very successful event.
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Singapore Hainan Society
32A, Seah Street Singapore 188388
W% 1 6337 7435 4& H : 6336 3548
W ¥R : hainan@hainansociety.org
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““¥ KHENG JAI WEE TEE SOO
A3k — AN = Ju =R X & 4736A
No.36A, Seah Street, Singapore 188392
Tel : +65 6338 3701

Email : weeteesoo@singnet.com.sg
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KHENG ZAI YEO CLAN ASSOCIATION
16 Purvis Street Singapore 188595
w,i&/ 45 A 6337 0488
W, ¥R : khengzaiyeo16@gmail.com
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Golden Dragon Store

Centre for handicraft and needlework

101, Upper Cross Street, #02-51,
People’s Park Centre,
Singapore 058357
Tel: 65358454, 65358234
Fax: 65342465

-l
U=
1a % e Email: gdscraft@hotmail.com
- G % Website: www.goldendragon.com.sg
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THE SINGAPORE THIEN CHEE SOCIETY

335/ 337 Joo Chiat Road, Singapore 427589
Tel: 6344 2111 Fax: 6344 5915
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Zj BUKIT TIMAH HAINAN CLUB
ui MR 782 Upper Bukit Timah Road,
Singapore 678125

Tel / Fax: +65 6769 1746
E-mail : bkthainan@yahoo.com

156

xE E@

|

28 AR

R TR NN LN R U

B4 AT
X E]

5 3 A A A
SINGAPORE TECK KEOW ASSOCIATION
26-A Lorong 15 Geylang, Singapore 388613
Tel: 6744 5862 Fax: 6745 1902
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o §4g:i) " 7£41£/1Nang) * Eﬁoéffhang) " %Js(BI:AEU) 09 mé (Eggg},)
06 : 137 (Yang) |07 : ] (Zhao) |08 : &% (Huang) [09 : & (Zhou) |10: 5% (Wu)
3.08% 2.29% 2.23% 2.12% 2.05%
11:% (Xu)  |12: % (Sun) |13 : &8 (Hu) 14: %R (Zhu) |15: 5 (Gao)
16 : 4K (Lin) |17 : {] (He) |18 : BB (Guo) |[19: F5 (Ma) |20 : % (Luo)
21: & (Liang) |22 : 3R (Song) |23 : fi} (Zheng) |24 : i (Xie) |25 : i (Han)
26 : JB (Tang) |27: /5 (Feng) |28:F% (Yu) |[29:ZE (Dong) [30: 7 (Xiao)
31: 2 (Cheng) |32 : B (Cao) |33:EE (Yuan) |34 : & (Deng) [35: ZJ (Xu)
36: {8 (Fu) [37:37K (Chen) |38: B (Ceng) |39 : 8% (Peng) [40: = (Lu)
41: ff (Su)  [42: )8 (Lu)  [43: % (Jiang) |44 : EE (Cai) |45: E (Jia)
46 : ] (Ding) |47 : 38 (Wei) |48: 8% (Xue) [49:7E (Ye) |50: % (Yan)
51: B (Yu) |52:# (Pan) |53:#%L (Du) |54: % (Dai) |55: 8 (Xia)
56 : 5% (Zhong) |57 : 7 (Wang) |58 : FH (Tian) |59 : fE (Ren) |60 : ZE (Jiang)
61: #{i (Fan) |62: J7 (Fang) |63: 7 (Shi) |64 : %k (Yao) |65 : 3 (Tan)
66 : ¥ (Liao) |67: %[ (Zou) |68 : KE (Xiong)|69 : & (Jin) |70 : [% (Lu)
71: P (Hao) |72: #L (Kong) |73: H (Bai) |74: & (Cui) |75: JF (Kang)
76 : & (Mao) |77: Ef (Qiu) |[78: % (Qin) |79: 3L (Jiang) |80 : 58 (Shi)
81: g4 (Gu) [82: % (Hou) |[83: %P (Shao) |84 : F& (Meng) |85 : f5E (Long)
86 : [ (Wan) |87: EX (Duan) (88 : & (Cao) [89:$¥ (Qian) [90: 75 (Tang)
o1: F (Yin) |92: % (Li) 93: 5 (Yi) |94:E (Chang) |95 : E (Wu)
96 : 755 (Qiao) |97 : 24 (He) |98 : %A (Lai) |99 : 7€ (Gong) [100: 3L (Wen)
101 : JEE (Pang) | 102 : 8% (Fan) [103: [ (Lan) |104: B% (Yin) |105: i (Shi)




Latest ranking of

Chinese surnames
300 in China:

HERE IR DN IR A

106 : f&J (Tao) [107 : ji (Hong)[108: Z (Di) [109: % (An) |110:H (Yan)
111 : f/ (Ni) |12 & (Yan) [113: &= (Niu) |114: 75 (Wen) | 115 : & (Lu)
116 : & (Ji) |117: 81 (Yu) [118:EF (Zhang) 119 : & (Lu) |120: B (Ge)
121 : {f (Wu) |122: &t (Wei) |123 : EH (Shen) [124 : JL (You) |125: 5 (Bi)
126 : &% (Nie) |127 : 55 (Cong)|128 : #& (Jiao) | 129:[d] (Xiang)| 130 : i}l (Liu)
131 : I (Xing) | 132 : B (Lu) [133: && (Yue) |134: 7% (Qi) |135:iff (Yan)
136 : HF (Mei) [137: B (Mo) |138:{] (Zhuang)| 139 : & (Xin) |140 : B (Guan)
141 : 1 (Zhu) |142: 7€ (Zuo) [143:%E (Tu) |[144: % (Gu) |145: %F (Qi)
146 : [ (Shi) | 147 : &F (Shu) |148 : Bk (Geng) | 149 : 2 (Mou) |150: |> (Bo)
151 : B% (Lu) [152: B (Zhan) |153 : [}f] (Guan)|154 : B (Miao) [155 : & (Ling)
156 : 2% (Fei) |157:#C (Ji) |158: % (Jin) |159: 5§ (Sheng)|160 : B (Tong)
161 : [ (Ou) |162 : Bl (Zhen) |163: I (Xiang)| 164 : Bl (Qu) |165: Ff (Cheng)
166 : Ji7 (You) |167 : [ (Yang)|168 : 3E (Pei) (169 : f (Xi) |170: f (Wei)
171 : & (Cha) |172: J& (Qu) |173: fifl (Bao) |174: {if (Wei) |175: E (Tan)
176 : & (Huo) |177: 55 (Weng)| 178 : f§ (Sui) |179: 4§ (zhi) [180: H (Gan)
181 : &= (Jing) |182 : B (Bao) |183: ¥ (Dan) |184: & (Bao) |185: &) (Si)
186 : # (Bai) 187 : &5 (Ning) | 188 : 49 (Ke) |189 : fjT (Ruan)|190 : £ (Gui)
191 : [ (Min) | 192 : X5 (0u Yang) | 193 : i (Jie) |194:7f% (Qiang)| 195 : & (Chai)
196 : %% (Hua) |197 : F (Che) [198: f (Ran) |199 : j§ (Fang) |200 : 32 (Bian)
201: B (Gu) |202: 7§ (Ji) |203: f#% (Rao) |204: 7] (Diao) 205 : B (Qu)
206 : B (Qi) |207: FL (Qiu) |208: 7 (Gu) |209: 3K (Mi) |210: il (Chi)
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211 : [ (Teng) 212 : £5 (Jin) |213: 3E (Yuan)|214 : 5 (Wu) |215: #& (Zang)
216: 5} (Chang)|217 : =% (Gong) |218 : 3K (Lai) |219 : I (Liao) |220 : &j (Gou)
221 : & (Quan) |222 : #& (Chu) |223 : KR (Lian) |224 : {5 (Jian) |225 : 2 (Lou)
226 : 25 (Gai) |227: fF (Fu) |[228: 2 (Xi) |229:7K (Mu) |230: %2 (Mu)
231 : 3 (Dang) |232 : #%& (Yan) |233 : Bf (Lang) [234 : KB (Di) |235: B (Ji)
236 : 2% (Tan) |237: 86 (Ji) [238: & (Tu) |239: )5 (Lian) |240 : &} (Gao)
241: & (Yan) |242: %% (Luan) |243 : £ (Yu) |244:T (Shang)|245 : ¥ (Meng)
246 : 3 (Ji)  |247 : W) (Yu) |248: 38 (Jie) |249: &5 (Dou) |250: & (Chi)
251: 52 (Yu) |252: %Y (Ao) |253:JBE (Mi) |254:Ef (Yan) |255: % (Leng)
256 : B2 (Zhuo) |257 : f& (Hua) |258 : {fl. (Chou)|259 : 3L (Ai) |[260 : BX (Lan)
261 : & (Dou) |262 : %% (Gong)|263 : & (Ji) |264 : FF (Jing) |265 : fii (Lian)
266 : {1 (Zhong)|267 : 4% (Le) |268 : JE (Yu) |269: 7 (Bian) |270 : ¥} (Feng)
271 : & (Zhu) |272: /% (Xian) (273 : [/ (Yuan)|274 : B (Guan)|275 : X (Yi)
276 : 2 (Chu) |277: {8 (Tong)|278: BE (Li) |279:[E (Kuang)|280 : 52 (Zong)
281: [f€ (Ying) |282: & (Tai) [283: Kk (Wu) [284: % (Ju) |285: {8 (Seng)
286 : & (Sang) |287 : Jif] (Jing) |288 : 3t (Chen) [289 : § (Yin) |290 : 45} (Yang)
291 : B (Ming) |22 : {l* (Sha) |293: i (Bao) |294: K (Fu) |295: % (Cen)
206 : 37 (Xi) [297: & (Xu) |[298: {R (Bao) |299: FM (He) |300: [ (Lin)
= | wEIR
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T o
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BT SHREF TREKEETRHE.
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H. £. 7h. & E. =,
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KIEZZKERESHIMB K.
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SR, HBARES, TRINFEFERE
FHRP—AHHE. TEEER, —EHAE
MEKELTF IR SERRABRFEIBBTIE, 20
BB &R "HE RHNBEE. &
A%, ERRFFEE. AL LEHETFF
T FH R ERERI AT BIREFS.

2020 £ 5 A 8 H1Z

i

Ty el 2ty D == = 2
ATt J_J;‘Il;ri?'._’_‘j,r‘r L -]

J=2 T A —

B B : Ekek

F & : )lEBESK

H WK BEKRRAS

£  Ht : No. 27, Seah Street,
Singapore 188383

Tel : 6338 4968

Fax : 6338 3963
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