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Customer Experience Innovation Conference Exhibition Layout 

 
1. SMRT TRAINS 

 
SMRT Trains is showcasing technology adopted to improve its standards of service and 
reliability, both at the front-end and back-end.  

 
a. STARiSTM 2.0 

SMRT Trains has developed the new generation of its SMRT Active Route Map 
Information System or STARiSTM, called STARiSTM 2.0. STARiSTM 2.0 will set the 
standard for real-time travel information, featuring an LCD display that will give 
passengers information on the next station for better way finding and navigation when 
they alight at that station. STARiSTM 2.0 enhances the commuting experience by 
keeping our passengers on board our trains informed with details of their journey, 
passenger service updates and exciting media offerings. Commuters can see the 
STARiSTM 2.0 on the new C151B trains that will begin service on the North-South East-
West Lines later in 2016. 

 
b. Mobile Operations Maintenance System 

The Mobile Operations Maintenance System (MOMS) (handheld devices) provides a 
convenient and efficient way for SMRT Maintenance teams to access their technical 
database and manuals on site. This electronic system will also allow them to log and 
view their maintenance tasks remotely, enhancing the integrity and availability of data 
input and used by ground staff for maintenance activities.  

 
c. Staff Deployment System with 3rd Eye Live Streaming 

The Staff Deployment System (SDS), together with ‘third eye’ or live-feed video 
capabilities, tracks and supports our frontline maintenance crew who are deployed 
throughout our network in Singapore. Live feeds from the maintenance locations are 
streamed to SMRT’s Maintenance Operations Centre (MOC) located in Bishan Depot. 
This allows engineers based in MOC to guide maintenance crew on-ground and 
provide additional technical support in fault identification and rectification. This greatly 
enhances SMRT Trains’ maintenance efficiency and service recovery capabilities.  

 
d. Inviseye 

An ‘InvisEye’ system aims to enhance station safety and security through the use of 
remote cameras to detect and deter crime or anti-social behavior. The footage 
captured by the web-based video system can also support incident management, and 
can be extended to visually monitor rail assets for signs of damage or degradation. 
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2. SMRT BUSES 
 
SMRT Buses, together with technology partner, NEC Asia Pacific, through the SMRT-
NEC Innovation Council (SNIC), will be showcasing innovative technology used in staff 
training, operations control and customer service touch-points.  
 

Training Innovation 

  
a. Telematics 

Telematics devices have been installed on more than 1,100 SMRT buses to improve 
safety, reliability and fuel efficiency. It also provides real-time alerts to guide bus 
captains to improve their driving behaviors for safer and more reliable rides. The data 
collected using telematics forms the basis for a majority of our training and operational 
programmes.  

  
b.   Bus Captain Management System (BCMS) 

The BCMS is a multi-functional kiosk that allows bus captains to extract and review 
information on their driving performance as part of their continuous training and 
development. From the BCMS, bus captains are able to obtain information on their 
driving patterns that have been collected via telematics technology, such as their 
driving speed, negotiating of corners, switching of lanes, and acceleration and 
deceleration habits. The kiosk also allows bus captains to perform administrative 
duties seamlessly at their convenience, such as printing of their payslip. 

  
 c.   Professional Learning and Training Management System (PROLEARN)  

The PROLEARN system provides a comprehensive approach to constantly monitor, 
manage, train and develop bus professionals with relevant operational and industry-
specific competencies. Leveraging on telematics information on driving behaviours, 
PROLEARN adopts an evidence based training approach which will customise the 
training plans based on the individual bus captain performance and competency gaps. 
This will greatly improve training outcomes and contribute to developing a future ready 
workforce. 

  
d.   Integrated Driving and Service Control Simulation System (iDSC) 

An Integrated Driving and Service Control (iDSC) simulation system features more 
than 1000 operational scenarios with a comprehensive database of the operational 
terrain. This realistic network-configured training is purpose-designed by SMRT to 
enable team-based and scenario-based training amongst bus captains and service 
controllers. Working together with PROLEARN, both systems enable customised and 
targeted training programmes to be designed for bus captains to address key areas 
where improvement is needed. 

  
Operational Control  
  
e.   Bus Service Reliability Management System (BSRMS) 

The BSRMS is a bus optimisation solution that analyses bus data like location, 
distance from the next bus, speed and passenger loading, and external factors like 
weather and traffic conditions. This gives service controllers visibility of the bus and its 
environment for better service control and planning, helping them make informed and 
effective decisions to reduce the excess waiting time of commuters.  

  
f.    Service Control Management System (SCMS) 

SCMS provides service controllers in the SMRT Bus Operations Control Centre 
(BOCC) with the exact location of each bus and the distance between through 
telematics technology. This helps service controllers to better control schedule 
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adherence and reduce bus bunching for better service reliability. Information from the 
SCMS can also be used via a handheld tablet, allowing route controllers (deployed to 
strategic bus stops) to know the location of every SMRT bus and help regulate 
headway between buses to improve the travel experience for our commuters.  

  
Commuter Service Innovation 

  
g.   Interactive Panels and Passenger Information Systems 

First introduced in November 2014, Interactive Panels and Passenger Information 
Systems at SMRT bus interchanges make available helpful travel information (real-
time information on bus and train departure, bus routes and fares and estimated 
travelling time, maps and journey planners) at the touch of a finger. The interface has 
since gone through several upgrades and now includes an added engagement 
component that allows commuters to get updates on local community news and 
events. The team is now working on the 4th version, with an upgraded user Interface 
and a change in overall look and feel and will be installing it at the new Woodlands 
Temporary Bus Interchange in March 2016.  

 
 
3. SMRT TAXIS 

 
SMRT Taxis are demonstrating recent collaborations to improve passenger service and 
enhance taxi partners’ welfare. 

 
a. Automated External Defibrillator in Taxis 

SMRT – Temasek Cares AED on Wheels (Heart Restart) programme is a three-year 
pilot programme where 100 SMRT taxis have Automated External Defibrillators 
(AEDs) installed in their vehicles. These specially-equipped taxis will increase the 
availability of AEDs in the community.  In the event of sudden cardiac arrest, an AED 
can be delivered quickly to the scene, thus helping to improve the chances of survival 
for the victim.  The programme to ‘mobilise’ AEDs through taxis on such a scale is a 
first-of-its-kind in Southeast Asia. 

 
b. Health Corner by Health Promotion board 

In SMRT Taxis, we want our taxi partners to not only earn well, but to also remain in 
tip-top health.  We offer complimentary health screening and follow-up counselling to 
help our taxi partners to stay in the pink of health. With good health, our taxi partners 
can help us optimise our taxi services and improve taxi availability standards.   

 
 
4. SMRT COMMERCIAL 
 

Visitors can experience the iMOB Shop, the new e-commerce platform and smartphone 
app offering great buys - from food, fun, tech, fashion, wellness, travel to living - with 
regular lucky draws, generous gifts with purchase and exclusive promotions.  
 

 
5. SMRT Information and Organisational Excellence (IOE) 
 

COMPACT! is a programme used by SMRT IOE to improve cost management, 
productivity and value creation for the company. COMPACT! recently introduced a new 
award scheme to recognise outstanding initiatives by staff to enhance productivity and 
improve cost management, thus improving its service delivery to its internal clients within 
the SMRT organisation. Many of these efforts have resulted in significant savings for the 
SMRT Trains, Buses, Taxis and other business units.  
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6. Employment and Employability Institute (e2i) 
 
As the leading organisation to create solutions for better employment and employability, 
e2i exists to create better jobs and better lives for workers. Since 2008, we have helped 
more than 400,000 workers through providing better jobs, developing better skills through 
professional development, and improving productivity for companies. e2i will be 
displaying brochures and materials of some of its upcoming master classes that promote 
lifelong continuous learning. 
 
 

7. The International Association of Public Transport (UITP, from L’Union 
internationale des transports publics)  
 
UITP will showcase their plans to advance and promote Public Transportation, how the 
different members across the world are involved and work together and the different 
services they provide to members.  Promotional items such as upcoming events, 
conferences or summits will also be available.  
 

8. Nerei 
 
nerei emotional intelligent is part of ner group, a cooperative holding based in Basque 
Country and operating all around the world. Ner group is well known for its highly 
innovative character, its democratic internal organisation, its share of benefits with the 
employees and the high investment in social projects of a big part of its profit. On 
showcase will be its Birloki System, an interactive modular standing user experience point 
that is dynamic, interactive and easily customisable. The Birloki system offers a closer 
experience of the surrounding environment, providing the space itself with sustainable 
and interactive efficiency focused elements.  
 
 

9. Certis CISCO Security Pte Ltd 
 
Certis CISCO, the largest security organisation in Singapore has successfully integrated 
the use of technology into its service offerings and ground operations by adopting an 
innovative approach towards designing TOTAL, PRODUCTIVE and EFFICIENT end-to-
end security solutions for diverse markets. On display at the CXI Conference are the 
following innovations: 
 
a. Cashpoint and Cashpoint+  

An end-to-end cash management solution that allows for secure depositing and cash 
payment by customers for both back end deployment as well as customer-facing 
applications such as F&B and retail businesses. Value-added features to customers 
include same-day crediting, efficient reconciliation of cash, manpower optimisation 
and minimised cash handling risk. 
 

b. Mobile Enforcement Vehicle (MEV)  
An intelligent technological solution that integrates hardware and state-of-the-art 
software comprising license-plate recognition technology and database-matching 
capabilities. These features combine to drastically reduce the number of man-hours 
spent patrolling HDB car parks for illegal parking. For example, combing a 500-lot car 
park takes 10 minutes as opposed to 90 minutes on foot by a parking enforcement 
officer. 
 

http://www.nergroup.org/
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c. e-Cop  
A member of Certis Group, e-Cop was established in 2000 with over 15 years of 
experience as a market leader in Cyber Security Intelligence. It currently manages 
the government’s Cyber Watch Centre which was set up in 2007 to monitor critical 
public sector I.T. installations 24/7. 
 

d. Central Management System (CMS)  
A highly integrated system that provides a centralised command and control of 
technological devices with a single management console. Multiple devices can be 
synchronised, mapped and analysed across geographical locations coupled with 
alarm monitoring capabilities. Certis’ CMS will include the integration of drones and 
sophisticated robotic solutions. 

 
 

10. Forrester 
 
Forrester is one of the most influential research and advisory firms in the world, working 
with business and technology leaders to develop customer-obsessed strategies that drive 
growth. Forrester’s unique insights are grounded in annual surveys of more than 500,000 
consumers and business leaders worldwide, rigorous and objective methodologies, and 
the shared wisdom of our most innovative clients. Through proprietary research, data, 
custom consulting, exclusive executive peer groups, and events, the Forrester experience 
is about a singular and powerful purpose: To challenge the thinking of our clients to help 
them lead change in their organizations. 
 
Forrester's customer experience (CX) Index evaluates over 900 brands across 18 
industries in North America, Europe, and Asia Pacific to give its customers:  

 An actionable measurement of the quality of customers' interactions; 

 Competitive data to benchmark of CX amongst peers; and 

 An improvement tool that allows the organisation to determine which CX drivers will 
have the biggest impact on revenue. 

 
Forrester will be showcasing some publications and innovative applications that is has 
developed.  
 
 

11. Thales 
 
Thales, a French multinational company that designs and builds electrical systems and 
provides services for the aerospace, defence, transportation and security markets, is 
showcasing its Transcity™, Revenue Collection system. The innovative TranscityTM 
solution provides transit authorities with easier mobility management on rail, road and 
water, with all web-based applications. Thanks to the open payment and multi-channel 
sales, passengers will be able to travel seamlessly and pay all transport modes with their 
own devices like phones and contactless bank cards. Operators gets an integrated 
solution with ticketing and multimodal fleet management, for a better cost efficiency and 
optimized maintenance.  
 


