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INNOVATION AND SOLUTIONS 
DEVELOPMENT

Innovation and solutions development 
continue to underpin the business 
sustainability and growth of 
Sembcorp Marine.

Emerging technology and next-
generation product streams form the 
Group’s foundation for future growth 
and resilience amidst challenging 
market conditions. A diversified 
product portfolio enables Sembcorp 
Marine to actively manage its assets, 

leverage opportunities to build 
competitive advantages, and secure 
business growth through innovative 
high-value solutions for new or 
expanding markets.

Sembcorp Marine’s approach 
to innovation and solutions 
development encompasses three 

aspects – research of emerging 
technologies and new opportunities; 
development of talent, products, 
systems and processes; and 
collaboration with innovators, 
institutions and the industry.

Sembcorp Marine’s Gas Value Chain Solutions
To stay ahead of the competition, Sembcorp Marine has invested in technology and expanded beyond drilling 
solutions to non-drilling solutions and other product segments in the gas value chain.

SUSTAINING COMPETITIVENESS

SEMBCORP MARINE’S STRATEGY FOR SUSTAINABLE GROWTH AND 
COMPETITIVENESS FOCUSES ON UNLOCKING OPPORTUNITIES, 
ENHANCING SYNERGY AND CREATING SHARED VALUE FOR THE 
GROUP, CUSTOMERS AND STAKEHOLDERS ACROSS THE VALUE CHAIN.

Gas Exploration and Production

As a high-specification offshore drilling asset, the Maersk Highlander 
will be deployed in the high-pressure, high-temperature Culzean field 
development in the UK sector of the North Sea.

Customer: Maersk Drilling

HARSH-ENVIRONMENT JACK-UP RIG

An Engineering, Procurement and Construction (EPC) project for 
the ultra high-pressure, high-temperature gas and condensate 
development in the North Sea.

Customer: Maersk Oil North Sea UK

OFFSHORE PLATFORMS NEWBUILDING

The SSP Plus is a circular FPSO/FLNG solution for production and storage 
in harsh environment. The exceptional heave motions and the inherent 
stability of the SSP Plus are unique in the offshore floating market. 

Proprietary design

SUPERIOR FLOATER SOLUTION

Aragon's optimised dual N2 expander cycle is a patented liquefaction 
technology that is marinised for small to medium scale FLNG.

Proprietary design

GAS PROCESSING TECHNOLOGY
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SUSTAINING COMPETITIVENESS

Research & Development (R&D) and 
innovation management at  
Sembcorp Marine are guided by 
corporate strategy and a policy to 
ensure quick product realisation and 
optimised business returns.

A structured framework is deployed 
to capture emerging technology 
trends as well as identify both 
opportunities and threats from 
potentially disruptive technologies. 
A systematic control process governs 
the initiation of innovative ideas and 
the translation of novel technologies. 

Robust relationships with industry 
leaders and partners in academia 
provide cross-disciplinary platforms to 
test-bed new technologies, propagate 
talent and accelerate competitive 
advantages.

Emerging Technologies and 
Opportunities
In 2016, the Group secured a host 
of design patents and expertise in 
gas processing technology, naval 
architectural design, engineering and 
technology development through the 
acquisition of equity in Gravifloat, 

LMG Marin and Aragon. Sembcorp 
Marine’s expanded non-drilling 
technological assets and solutions 
will enhance its ability to diversify 
and expand into future growth 
areas. Some examples include its 
superior floater solutions and suite of 
environmentally sustainable products.

Growing Natural Gas Solutions
As a cleaner alternative to fossil 
fuels, natural gas is an increasingly 
important part of the global energy 
mix. Liquefied Natural Gas (LNG) and 
Liquefied Petroleum Gas (LPG) 

Gas Infrastructure, Transportation, Construction and Repair

Gravifloat offers modularised, scalable and re-deployable LNG and LPG 
terminal solutions for storage, regas, redistribution/bunkering, LNG 
export and power generation.

Proprietary design

INTEGRATED NEAR-SHORE TERMINAL SOLUTION

LMG Marin's acquisition brings into the company a cache of design 
patents and expertise. The 7500-LNG is a 7,500m3 short-sea LNG carrier 
with LNG-propulsion.

Proprietary design

LNG CARRIER DESIGN

Constructed by the Group, the world's largest crane vessel SSCV Sleipnir 
will be powered by LNG and feature a low-pressure LNG fuel system.

Customer: Heerema Offshore Services 

DUAL-FUEL SEMI-SUBMERSIBLE CRANE VESSEL (SSCV)

Sembcorp Marine is a world leader in LNG vessel repairs and upgrades.

Customer: North West Shelf Shipping Services 

LNG VESSEL REPAIRS AND UPGRADES
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continue to gain increasing 
regulatory support internationally. 
Sembcorp Marine is supporting the 
growth of this energy industry with 
an expanding range of solutions.
The Group’s expertise and 
technological assets encompass a 
complete package for offshore  
gas solutions.

The Gravifloat design is an 
innovative gas solution that features 
modularised terminals for gas. This 
concept is more cost-competitive, 
safer and more versatile than current 
solutions in the market, such as 
land-based terminals and Floating 
Storage and Regasification Units 
(FSRU). In 2016, Sembcorp Marine 
and ENGIE, a leader in natural gas 
services, announced a memorandum 
of understanding to cooperate in 
the development and deployment 
of Gravifloat technology for LNG-
to-Power near-shore terminals. 
Combining ENGIE’s expertise in power 
generation and LNG with Sembcorp 
Marine’s versatile Gravifloat 
technology, a 3-in-1 solution for 
near-shore LNG receiving, storage 
and regasification, as well as power 
generation will be developed to meet 
the needs of emerging markets.

Sembcorp Marine’s proven expertise 
in offshore fixed platforms 
complements the expanding needs 
of the gas industry. Its recent 
contract with Maersk Oil UK will 
see the engineering, procurement, 
construction and onshore pre-
commissioning of three fixed 
platforms for the Culzean gas 
condensate field development in the 
North Sea. Built to withstand the 
harsh marine environment and the 
ultra high-pressure, high-temperature 
demands of the field, the project will 
feature a wellhead platform, living 
quarters and a central gas-processing 
facility. When completed, the Culzean 
field is expected to provide for 
approximately five per cent of the 
UK’s gas demand.

During the reporting year, Sembcorp 
Marine acquired LMG Marin, 
bringing the latter’s extensive design 
and engineering expertise into 
the Group’s overall capabilities. In 
addition to more efficient and cost-
competitive solutions for natural gas 
platforms, the acquisition accelerated 
Sembcorp Marine’s ownership of 
proven designs in a range of FPSOs, 
FSOs and other offshore structures.

To expand the Group’s expertise 
in gas processing technology, a 
50% equity stake in Aragon AS 
was acquired in 2016. This provides 
Sembcorp Marine with a strategic 
advantage in preparing for  
the expected growth of natural  
gas demand.

Sembcorp Marine has grown its 
capacity to build gas-powered, 
next-generation vessels. One such 
example is the world’s largest semi-
submersible crane vessel currently 
under construction. A result of close 
partnership with customer Heerema 
Offshore Services and international 
specialists, the platform will feature 

a unique dual-fuel engine capable of 
running on low sulphur marine gas 
oil as well as LNG.

Already a world leader in the repair 
and retrofit of gas carriers, Sembcorp 
Marine yards are globally recognised 
for their expertise in a highly 
specialised sector that is governed 
by strict international safety and 
environmental regulations for the 
transport of gas. Two of the Group’s 
largest yards – Tuas Boulevard and 
Admiralty – feature technically 
sophisticated facilities tailored for this 
industry, such as cryogenic-equipment 
clean rooms.

Superior Floater Solutions
The Sembmarine SSP innovative 
frustoconical hull form can be  
utilised for a complete range of 
deepwater applications. With over 
two dozen patented features and 
applications, this hydrodynamic 
design offers improved motion 
characteristics, compared with 
conventional platforms.

SUSTAINING COMPETITIVENESS

One Concept, Multiple Solutions

The SSP Floater system offers a versatile range of possibilities for multiple industries
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Since acquiring the SSP technology, 
the Group has developed several 
applications for the offshore market, 
including:

with exceptional pitch/roll motion 
that is light as well as cost- and 
time-efficient to build; 

extension of the SSP Base 
well-suited for FPSO and FSO 
applications; 

and ultra-deepwater drilling in 
water depths of up to 12,000ft; 
and 

proprietary arrangements for the 
integrated delivery of logistic 
support services and offshore 
supply base services.

In 2016, Sembmarine SSP successfully 
showcased the superior motion 
characteristics of an advanced version 
of the SSP12000 Driller when it 
invited oil and gas industry players  
to observe the wave basin and  
wind tunnel tests conducted on  
the prototype.

Supporting Sustainable 
Industrialisation 
Sembcorp Marine’s pipeline 
of strategic R&D and solutions 
development programmes has 
led to a suite of products that are 
cleaner, safer and smarter. In line 
with the United Nation’s Sustainable 
Development Goal to upgrade and 
retrofit industries to make them more 
sustainable, these products provide 
more environmentally-friendly 
solutions to customers, industry and 
community, while helping the Group 
gain a foothold on future market 
opportunities.

In 2016, Sembcorp Marine Repairs 
& Upgrades established a unit to 
provide customers with one-stop 
environmentally-friendly retrofit 
solutions. This will allow customers to 
better understand and adopt green 
technology products. 

Mitigating bio-invasions at sea 
Shipping is a major contributor 
of cross-boundary introduction of 
invasive species that threaten marine 
ecosystems. To protect the marine 
environment, the International 
Maritime Organization (IMO) 
will enforce the Ballast Water 
Management Convention on 8 
September 2017 requiring ships 
sailing in international waters to 
manage their ballast water.

To help customers meet the new 
requirement, Sembcorp Marine has 
developed the Semb-Eco LUV Ballast 
Water Treatment System, equipped 
with ultra-violet (UV) and patented 
bio-fouling technology that mitigates 
the risk of invasive aquatic species 
even in turbid or highly challenging 
tropical waters. The G8-compliant 
Semb-Eco LUV is the first ballast 
water system to be approved 
by the flag Administration for 
Singapore-registered ships. As a 
UV-based non-chemical solution, the 
Semb-Eco LUV has the lowest power 
requirement among systems in the 
same category. 

Reducing climate change impact
Another environmentally-friendly 
solution developed for the shipping 
industry is the Ecospec cSOx Exhaust 
Gas Cleaning System. The system 
applies proprietary ultra-low 
frequency (ULF) technology to control 
sulphur emissions, enabling customer 
vessels to adhere to the IMO MARPOL 
Annex VI requirements when sailing 
in the Emission Control Areas (ECA). 

Non-chemical corrosion control 
The ElMag system is a non-chemical 
corrosion control solution, based 
on a proprietary ULF treatment 
that replaces conventional 
industrial substances to form a 
protective magnetite film around 
steel structures or parts. As an 
innovative solution that mitigates the 
environmental impact of biofouling 
without the use of chemicals, the 
energy-efficient ElMag system has 
been installed and proven effective 
on vessels plying hyper-sensitive 
areas, such as the Northwest Arctic 
and Alaska.

Solutions for offshore renewable 
energy
In 2016, Sembcorp Marine’s UK 
facility delivered an offshore 
substation platform for the Dudgeon 
Offshore Wind Farm located along 
the North Norfolk coastline. Working 
closely with consultants and the 
customer, the Group developed and 
applied suction bucket technology to 
the installation process – a first for an 
offshore substation in UK waters. This 
new installation method is considered 
to have less environmental impact 
and is a safer process. In total, the 
Statoil-operated wind farm will 
supply renewable energy to over 
410,000 UK homes. 

Technology Partnerships
Sembcorp Marine cultivates platforms 
which provide opportunities for 
the growth of local talent while 
accelerating the realisation of 
opportunities in academic research 
into industry competitive advantages. 
These technology partners encompass 
institutes of higher learning, 
government agencies, industry 
partners and customers. 

SUSTAINING COMPETITIVENESS
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Working with Agencies and 
Institutions
The Group contributed to the 
development of the national 
Technology Centre for Offshore 
and Marine, Singapore (TCOMS) 
in collaboration with other 
partners. Together with A*STAR 
and NUS, the research centre was 
launched to develop and validate 
innovative harsh-sea and ultra-
deepwater concepts. To advance 
environmentally-friendly R&D and 
technological development in the 
gas industry, the Group set up a 
$10 million endowment fund with 
Nanyang Technological University 
(NTU). The opening of the Sembcorp 
Marine Lab @ NTU in 2016 reflects 
the joint aspiration of the two 
organisations to support the  
progress of Singapore’s offshore  
and marine sectors.

Sembcorp Marine’s collaboration 
with A*STAR’s Institute of High 
Performance Computing, University 
of Glasgow and University of Glasgow 
Singapore continues to create new 
opportunities in green shipping 
technologies. With the successful 
completion of the first stage of 
improvement in shipboard systems 
for better fuel efficiency, enhanced 
performance, lower exhaust emissions 
and cleaner discharges, other 
areas will be identified for further 
development.

Partnering with Customers
Sembcorp Marine collaborates 
with NYK Line to develop a total 
exhaust gas cleaning system for 
ready installation on NYK dry cargo 
carriers. The Group is working closely 
with other partners in the industry’s 
value chain such as NTU, Singapore 
Maritime Institute, Class NK and the 
Monohakobi Technology Institute,  
to develop a system compliant  
with IMO’s new regulations on 
sulphur emissions.

Following the installation of the 
Group’s ElMag system on two tanker 
vessels, Sembcorp Marine is collecting 
and processing performance data, 
which will enable the customer’s 
engineering team to improve the 
vessels’ operations. 

Product Excellence
As a global leader in offshore and 
marine engineering solutions, the 
Group integrates enhanced safety 
and environmental sustainability 
features in its product integrity and 
product life cycle management. 
Sembcorp Marine adopts a risk-based 
approach to product development 
and ensures its delivered products 
are fully compliant with rules and 
standards from IMO, International 
Organization for Standardization 
(ISO) and marine classification 
societies.

Sembcorp Marine delivers vessels and 
platforms which are compliant with 
stringent international standards of 
safety, health, security, environment 
and quality applicable to the 
location and scope of operation. 
These include IMO’s International 
Convention for the Safety of Life at 
Sea (SOLAS), Code for Construction 
and Equipment of Mobile Offshore 
Drilling Units (MODU Code) as well as 
the International Convention for the 
Prevention of Pollution from Ships 
(MARPOL). The vessels and platforms 
also comply with relevant strict 
coastal state requirements, such as 
US Coast Guard Regulations, Brazilian 
Regulatory Standards, UK HSE 
requirements, Norwegian Maritime 
Authority Regulations, as well as 
regulations from Petroleum Safety 
Authority Norway and the Norwegian 
NORSOK standards.

All products designed and built by the 
Group undergo strict risk and safety 
assessments during the design and 
building processes, and are developed 
in consultation with customers as 
well as industry specialists. This 
process employs a variety of globally-
developed instruments, including 
Hazard Identification (HAZID) and 
Hazard & Operability (HAZOP) 
studies to identify, manage and 
eliminate safety, environmental 
and operational risks at the earliest 
practicable stage.

Product-related technical and 
operational safety materials 
are audited and approved by 
an independent classification 
society. These include health and 
environment signage, safety data 
sheets as well as the Vessel  
Operation Manual.

Sembcorp Marine partners the newly launched Technology Centre for Offshore and Marine, 
Singapore to further industry study on harsh-sea environment and deepwater technology

SUSTAINING COMPETITIVENESS



ANNUAL 
REPORT 

2016
107

VALUE CHAIN MANAGEMENT

Effective and sustainable value 
chain management is vital to 
Sembcorp Marine’s competitiveness 
in meeting and exceeding customers’ 
expectations of quality, safety, 
environment and performance.  
As a socially responsible organisation, 
the Group integrates sustainability 
practices in its value chain and 
operations.

Detailed planning and careful 
coordination are required to manage 
all aspects of the Group’s value-
chain – from design and engineering 
through to procurement, materials 
management and construction. 
The effective management of these 
project phases is key to achieving 
timely project deliveries that are 
within budget and in conformance 
to customers’ specifications. This 
includes mitigating risks and 
managing the environmental, social 
and economic impacts across the life-
cycle stages of the Group’s products 
and solutions.

As part of Sembcorp Marine’s 
value chain management, active 
risk assessment and mitigation are 
undertaken during procurement of 
materials, equipment, components 

and services. Deliverables from 
suppliers are tracked to ensure 
compliance with project timelines, 
operating requirements as well as 
quality, safety and environmental 
standards.

Key suppliers providing critical 
materials, equipment and parts are 
identified early and closely monitored 
throughout the various project stages 
to mitigate potential risks that may 
impact delivery schedules.

The table on pages 108 and 109 maps 
out where the material topic impacts 
occur to the most significant extent 
in the value chain and Sembcorp 
Marine’s level of influence in 
managing the impacts and affecting 
performance outcomes.

Responsible Procurement
Responsible procurement is part of 
Sembcorp Marine’s sustainability 
commitment, and in this regard, the 
Group complies with environmental 
protection legislation applicable 
to the industry. The legislation 
includes the IMO conventions 
prohibiting the installation of 
equipment and systems containing 
ozone-depleting substances, such as 
chlorofluorocarbons (CFCs) and halon 
on vessels; and the Montreal Protocol 

provisions for the phasing out of 
hydrochlorofluorocarbons (HCFCs) 
by 1 January 2020. The company also 
abides by Singapore’s Environmental 
Protection and Management Act, 
Environmental Protection and 
Management (Ozone Depleting 
Substances) Regulations, and laws 
on the non-use of asbestos by the 
National Environment Agency.

Sembcorp Marine does not purchase 
materials, parts, equipment or 
products that are not permissible 
under such environmental and public 
health regulations.

The Group is also opposed to the 
use of conflict minerals. These are 
classified as tin, tantalum, tungsten 
and gold extracted from conflict 
zones by armed groups propagating 
violence and human rights violations, 
who sell these substances to fund 
unethical causes.

Sembcorp Marine’s vendors are 
required to abide by the Group’s 
sustainable procurement practices. 
Suppliers and contractor partners 
are to be socially responsible in their 
production operations and supply 
chain management. As part of their 
contractual obligations, vendors are 
expected to declare that prohibited 
substances and conflict minerals 
are not used by them or by other 
partners in their supply chain.

Effective and Sustainable  
Supply Chain
Sembcorp Marine’s Procurement and 
Outsourcing Resources Committee 
(SPORC), led by the Head of Supply 
Chain, focuses on further enhancing 
competitiveness and value creation 
through economies of scale, supply 
chain synergies and innovation.

Sembcorp Marine shares new technology insights into Singapore’s growing LNG sector at the IE 
Singapore Gas Roundtable

SUSTAINING COMPETITIVENESS
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PRODUCTIONPROCUREMENTDESIGN & ENGINEERING

SEMBCORP MARINE VALUE CHAIN

AS PART OF ITS SUSTAINABILITY FRAMEWORK, SEMBCORP MARINE ADVOCATES 
SOCIALLY RESPONSIBLE AND ENVIRONMENTALLY FRIENDLY PROCUREMENT, 
PROCESSES AND SOLUTIONS ACROSS ITS VALUE CHAIN.

AREAS

Development

AREAS AREAS

MATERIAL TOPICS

Development

Health

MATERIAL TOPICS

Development

Health

MATERIAL TOPICS

Development

Health

ABILITY TO INFLUENCE

Within Sembcorp Marine, there 
is a high level of influence on the 
material impacts during this phase. 
There are various management 
systems and risk mitigation 
practices in place during design, 
engineering and procurement to 

ensure quality, safety, environment 
and performance standards.

ABILITY TO INFLUENCE

There is a high level of involvement 
by the Group to manage impacts 
relating to quality, workplace 
safety and health, environmental 
sustainability as well as compliance 
with customers’ location-specific 
operating requirements. 

SUSTAINING COMPETITIVENESS
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PRODUCT IN USETRANSPORTATION DELIVERYQUALITY & SAFETY 
VALIDATION

AREAS

Compliance Checks

AREAS AREAS

Documentation

MATERIAL TOPICS

Development

Health

MATERIAL TOPICS

Development

Health

MATERIAL TOPICS

Development

Health

For more details about Sembcorp Marine’s value chain management, please refer to 
www.sembmarine.com/sustainability/value-chain-management

Risk mitigation measures ensure 
projects are completed on time 
and within budget. Some external 
impacts are managed at this stage, 
for example, labour market and 
community engagement.

ABILITY TO INFLUENCE

There continues to be a strong 
focus in managing customer 
relationships and fulfilling their 
delivery requirements. Influence 
of the Group is reasonably high 
regarding material topic impacts. 
Management systems and risk 

mitigation measures are in place 
to control product-related impacts, 
such as safety and emissions.

SUSTAINING COMPETITIVENESS
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Due diligence measures and internal 
controls are in place to ensure that 
vendors deliver on time and fulfill 
standards of quality, safety and 
reliability. Vendors are also expected 
to be socially responsible and abide 
by ethical codes of conduct and 
sustainability criteria required by  
the Group.

Several new measures were 
implemented by SPORC in 2016 to 
further integrate sustainability into 
the Group’s procurement and supply 
chain management processes. These 
new measures include:

vendor sustainability process for 
the screening and qualification of 
vendors covering environmental, 
social and governance criteria;

related clauses into the terms 
and conditions for contracting 
vendors; 

process to include sustainability 
criteria; and

vendors to affirm commitment 
to sustainability and socially 
responsible operations.

Active engagement of customers at all levels to foster resilient partnerships

An LNG vessel leaving the yard after significant repair and upgrading works

Sustainability is incorporated into 
Sembcorp Marine’s supply chain 
vendor management framework. 
When qualifying and selecting 
vendors for the Approved Vendors 
List, the screening criteria have been 
broadened to include sustainability 
aspects, such as respect for human 
rights, fair employment practices, 
environmental responsibility and 
sustainable supply chain. 

Potential vendors and existing 
suppliers are required to declare and 
provide supporting documentation 
that demonstrates compliance with 
the Group's standards of quality, 
safety and sustainability as well as 
codes of ethical conduct. Relevant 
documentation reviews, verification 
checks and on-site audits are 
performed when required. Vendors 
are also periodically assessed by a 
review committee as part of the 
vendor management process.

The Group recently updated its 
vendor evaluation procedure to 
incorporate metrics on areas such 
as health, safety, environment 
performance, product packaging, 
waste management and risk 
mitigation measures.

SUSTAINING COMPETITIVENESS
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Vendors are given equal treatment 
during the bidding process and 
are evaluated based on merit and 
objective criteria. Companies are 
expected to abide by Sembcorp 
Marine’s tender regulations and 
codes of conduct for fair competition 
during the vendor selection and 
approval process. Suppliers who 
do not comply or fail to meet the 
required standards will be warned  
or excluded from the Approved 
Vendor List.

Contractors supplying manpower to 
Sembcorp Marine’s yards are required 
to have at least bizSAFE Level 4 
certification and externally audited 
safety risk management systems 
to demonstrate high standards of 
workplace safety and health.

Sembcorp Marine regularly engages 
with suppliers and contractors to 
promote occupational safety and 
health excellence at the workplace. 
Additionally, briefings are held 

to educate business partners on 
the Group’s corporate governance 
policies to ensure high standards  
of integrity and compliance  
among suppliers.

CUSTOMER FOCUS

Sembcorp Marine embraces a 
customer-centric culture to build 
sustainable partnerships. By 
developing long-term relationships 
which maximise value for customers, 

Teamwork in jobs performed on two Gaslog LNG carriers

AUDIT

MANAGEMENT SYSTEM REVIEW

MANAGEMENT COMMITTEE MEETING

AFTER SALES REVIEW COMMITTEE

MANAGEMENT QUARTERLY REVIEW

Customer Relationship Management Framework

SUSTAINING COMPETITIVENESS



112     SEMBCORP 
MARINE

the Group creates a firm foundation 
for its business growth and success. 

Customer Engagement
The Group reaches out to customers 
through a number of robust 
platforms to nurture and reinforce 
relationships.

A proactive approach is taken to 
engage customers throughout the 
entire span of a project. It begins 
with understanding a customer’s 
full requirements and progresses 
through subsequent project 
execution stages of engineering, 
procurement, construction or repair, 
product certification, and delivery or 
installation of the unit. 

To ensure customers’ safety, health 
and well-being, Sembcorp Marine 
has stringent policies and practices 
in place across the Group’s yard 
facilities. All personnel conducting 
business within the yards, including 
customers and visitors, are required 
to undergo mandatory training on 
health, safety, and environmental 
(HSE) procedures under the Group’s 
policies. Facility signage and site 

labels are prominently displayed 
to heighten WSH awareness within 
the yards. These are highlighted to 
stakeholders and visitors through 
WSH briefings, training and 
information handouts.

To ensure emergency preparedness at 
the yard facilities, a range of health, 
safety, security and environment 
drills are jointly conducted with 
customers under the supervision of 
trained emergency response teams, 
occupational first aiders, medical 
practitioners and security staff.

The Group’s robust risk-management 
safety programmes extended to 
customers have received positive 
response. These include a hazard 
observation system as well as the 
Personal Safety Involvement and the 
Stop Work Authority programmes, 
which involve empowering onsite 
personnel to report and mitigate HSE 
risks at the workplace.

Customer feedback and satisfaction 
levels are key measures of the Group’s 
performance. Established quality 
management systems set out the 
processes for customer feedback. 

are regularly collected, reviewed 
and reported via formal survey 
channels. This structured process 
enables Sembcorp Marine to better 
understand customer needs and 
refine its business strategies. 

Customer service, production, quality 
and HSE teams utilise a range of 
channels to augment customer 
communication during projects. These 
include daily, weekly and monthly 
discussions that identify and address 
customer concerns or track project 
progress. Open communication 
channels ensure customers have 24/7 
access to service representatives.

The Group also partners with 
customers to organise joint 
events such as the Green Wave 
Environmental Care Competition, 
Workplace Safety Health Innovation 
Carnival as well as networking 
dinners to strengthen a shared 
culture of collaboration.

Customer-focused Improvement  
and Innovation 
A structured customer relationship 
management framework guides the 
collection of information, feedback, 
expectations and recommendations. 
These are evaluated on a regular 
basis and translated into action plans 
for the organisation.

Reaching out to customers and other partners through international trade exhibitions

Read more about how customer health and safety is integrated into product stewardship on page 
102 and Sembcorp Marine’s approach to workplace health and safety on page 130.

SUSTAINING COMPETITIVENESS
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Comprehensive feedback processes 
and communication channels further 
capture opportunities to innovate 
and improve the Group’s products, 
services and processes.

Customer-related policies and 
practices are reviewed regularly  
to ensure that they continue to  
meet the needs of the Group and  
its customers.

Customer Retention and Growth
The Group’s philosophy of cultivating 
long-term relationships has resulted 
in close partnerships with customers 
across the marine and offshore  
value chain.

Favoured Customer Contracts (FCC) 
are strategic agreements with 
select customers who commit the 
maintenance and refit of vessels 
plying the region exclusively to 
Sembcorp Marine yards. These FCC 

partnerships provide the Group with 
a stable base load of repair and 
upgrade jobs, boosting its business 
resilience. Comprising customers from 
sectors ranging from cruise lines to 
LNG shipping, the FCC partnerships 
are a result of customers’ trust in 
Sembcorp Marine, built upon a  
strong track record of quality and  
on-time deliveries. 

In 2016, FCCs accounted for over 
85% of repair and upgrading 
projects, including 18 LNG carriers 
and nine cruise vessels. Two 
additional FCCs – signed with MOL 
LNG Transport (Europe) Limited and 
Dampskibsselskabet NORDEN A/S – 
were secured in the year.

Half of the Group’s newbuild and 
conversion deliveries in 2016 were 
from repeat customers. These 
deliveries – which included the 
world’s largest jack-up drilling rig and 

projects built to stringent NORSOK 
requirements for harsh environment 
in the North Sea – are a testament of 
customers’ confidence in Sembcorp 
Marine and its capabilities.

Organisational growth is driven 
through the expansion of product 
range and business markets which 
Sembcorp Marine actively identifies. 
The Group nurtures competitive 
advantages and develops innovative 
solutions which create optimised 
value for customers. To find out 
more, please see pages 102 to 107. 

Active participation in key trade 
exhibitions and marketing road 
shows enables Sembcorp Marine to 
build relationships with existing and 
potential customers, enhance brand 
awareness, as well as promote its 
products and services.

Celebrating with customers the naming of the Safe Zephyrus accommodation semi-submersible unit

SUSTAINING COMPETITIVENESS




