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Customer Focus
Customer focus is a top priority and an important core value of Sembcorp Marine. 
The Group believes it is vital to engage customers regularly to ensure smooth project 
completion. By monitoring and managing the end-to-end experience for customers, the 
Group is able to respond proactively as well as to provide innovative solutions and services 
that cater to their needs.  

Information Sharing and Feedback
Sembcorp Marine safeguards the privacy and confidentiality of its customers’ information. 
All employees are guided by the Group’s policies, and any breach of customer 
confidentiality will be met with strict disciplinary action. Mechanisms for customers to 
provide feedback and suggestions are in place. The subsidiary yards conduct surveys on 
customer satisfaction to solicit opinions and identify key concerns in areas such as project 
management, facilities, safety, engagement and quality. Feedback received during the 
year was generally positive. 

Customers’ inputs are often escalated to update senior management and Board directors 
on the needs of the clients. Adopting a structured approach, customer complaints are 
monitored closely and reviewed regularly at management-level and cross-functional 
work team meetings to ensure necessary actions are put in place to improve the level of 
customer satisfaction.

Commemorating the successful life extension of LNG carrier Northwest Sandpiper in Sembawang Shipyard.

enhancing 
competitiveness

achieving sustainability

Benchmarking to globally recognised standards and best 
practices, Sembcorp Marine strives continually to deliver 
quality and service excellence, raise productivity and achieve 
high standards of health, safety and environment (HSE) to 
provide innovative solutions to customers. 

To ensure customer satisfaction and long-term 
competitiveness, the Group actively engages in research and 
development, process innovation and facilities expansion. 
It also collaborates closely with its suppliers and business 
partners to provide enhanced capabilities and efficiencies 
for customers.

u	  Seven drillship orders, based on the proprietary 
Jurong Espadon design, were placed by  
Sete Brasil

u	  Five proprietary Pacific Class 400 design  
jack-up rig orders secured in 2012

u  Award-winning innovations to enhance 
productivity and cost-effectiveness 

u  Continued close engagement with customers, 
contractors and suppliers

u  Strategic investment of L-3601 floating crane 
to boost productivity and efficiency
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Customer Engagement 
Engagement with the Group’s clients occurs on a regular 
basis across different channels, namely through meetings, 
newsletters, conference calls, correspondences, safety 
walkthroughs, on-site visits as well as participation in 
exhibitions and conferences. During the regular meetings 
with customers and Alliance & Favoured Customer 
Contract partners, the yards actively share information and 
comments on safety matters, progress updates as well as 
ongoing issues.

Senior management from Jurong Shipyard and 
representatives from Chevron Shipping Company had a 
fruitful two-day Advanced Supplier Relationship meeting 
to exchange feedback, discuss plans for the year and 
look ahead for ways to further strengthen ties. Similar 
collaborations took place during the year between 
Sembawang Shipyard and its customer partners, including 

Royal Caribbean Cruises, Exmar Shipmanagement NV and 
China LNG Shipping International.

Workshops, forums or events are held to reinforce the 
importance of high operational standards. Building up a 
culture of safety and quality excellence across the teams, 
ConocoPhillips and SMOE jointly held a quality campaign 
for project members of the Ekofisk Accommodation 
Topside Project in 2012. Attended by project team 
members and subcontractors, the day’s programme 
included talks on quality challenges and issues as well as 
an exhibition showcasing various equipment and tools 
deployed during the project. To strengthen ties further, 
other events such as nature walks and barbeque dinners 
were organised by the yards to encourage bonding among 
project team members. At award dinners such as the 
Seatrade Asia Awards and the National Workplace Safety & 

Health Award Ceremony, customers were also invited to 
share in the yards’ successes.

Health and Safety Life Cycle  
Health and safety impacts during all life cycle stages of 
the Group’s projects are constantly assessed through 
internationally recognised HSE and quality management 
systems which are built into the business operations. 
Sembcorp Marine’s subsidiary yards are certified to 
standards such as ISO 9001, ISO 14001 and OHSAS 18001. 
The list of certifications can be found on page 15. 

HSE policies, procedures and guidelines are in place to 
ensure all stages of each project – from the design to 
construction and operation – are aligned to comply with 
the customers’ HSE objectives, the Group’s environmental 
and safety management systems and international marine 
laws and regulations. Internal and external audits are 
conducted regularly to ensure strict adherence. These 
processes are also continuously reviewed to improve HSE 
performance. All completed projects undergo strict quality 
and safety audits and checks by certified classification 
societies before they are delivered to the customers.

Integrated Supply Chain
Working in synergy with its supply chain, Sembcorp 
Marine is adept at providing a full spectrum of complex 
turnkey marine and offshore engineering solutions to its 
global customers, while adhering to its strong track record 
for quality and timely delivery. Suppliers for materials, 
equipment and systems are appointed upon meeting 
stringent selection criteria of the Group and its customers. 
Besides meeting price variables, suppliers are subjected to 
technical evaluation audits to ensure quality work, safety 
and timely delivery.

Once selected, the subsidiary yards collaborate closely  
with the suppliers to provide customers with value-added 
and integrated customised solutions, from procurement 
and construction through to integration, commissioning 
and delivery. 

Close interaction with customer partners at a strike-steel ceremony.
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Through platforms such as meetings, forums, dialogues 
and trade exhibitions, Sembcorp Marine is in active 
engagement with its suppliers around the world to 
gain insights into the latest technologies, processes 
and standards. During the year, the Group met up with 
government representatives and major suppliers from 
Espirito Santo to share procurement needs and practices 
for the projects and facilities at the Group’s new Brazilian 
yard, Estaleiro Jurong Aracruz.

Proven Solutions
Backed by 50 years of track record, Sembcorp Marine and 
its subsidiary yards have garnered numerous national and 
international awards and accolades for delivering value-
added and quality solutions. In 2012, Sembcorp Marine 
was presented with the Distinguished Partner in Progress 
Award in recognition of its significant contributions to 
Singapore’s status as a premier ship repair centre and 
a world leader in rig building and floating production 
storage and offloading vessels conversion.  

The Group and subsidiary yards Sembawang Shipyard 
and Jurong Shipyard were also honoured at the Seatrade 
Asia Awards attended by leading players in the maritime 
industry. Sembawang Shipyard was unveiled as the 
winner of the Shipbuilding Award for its commitment to 
innovative solutions, HSE, reliability, timely deliveries and 
project management expertise. Both Jurong Shipyard 
and Sembawang Shipyard were chosen as finalists for 
the Repair Yard Award category for their vast experience 
in ship repair and upgrading, strong quality focus and 
steadfast commitment to HSE.

Sembcorp Marine’s proprietary designs have also been 
well-recognised by customers worldwide. Since launching 
the enhanced Pacific Class 400 jack-up rig design in 2010, 
a total of ten such units have been ordered by customers, 
with four units successfully delivered. The Group’s Jurong 
Espadon drillship design was also well-received, with 

repeat orders placed by Sete Brasil Participaçoes S.A. during 
the year. In addition, Noble Corporation’s six jack-up rigs  
based on the F&G JU3000N rig design are in different 
stages of completion.     

Innovative Processes 
and Designs
Sharpening its competitive edge to serve customers better, 
Sembcorp Marine offers a wide range of services and 
products, encompassing shallow-water to deep-water 
drilling rigs, shallow-water production platforms and 
deep-water production units. Expanding into new market 
segments, the Group extended its product lines to include 
accommodation semi-submersible and well intervention 
semi-submersible rig solutions. 

In line with efforts to drive continuous improvements, 
employees are encouraged to seek ways to improve 
workplace safety, increase productivity and reduce 
operational costs through platforms such as staff 
suggestion schemes, special awards, innovation teams 
and company events. In 2012, Sembawang Shipyard held 
its 12th Innovation Carnival to showcase creative solutions 
in enhancing safety, efficiency and cost savings. Aimed at 
promoting innovation and sharing of know-how among 
the staff, the carnival showcased a total of 50 exhibits 
from various departments, with representatives on hand 
to explain the innovative features.  

Fostering a strong innovation culture, Jurong Shipyard 
and Jurong SML organised innovation competitions 
during the year where teams were honoured for their 
efforts in improving work processes for safety and 
productivity. Outstanding projects were further recognised 
at competitions such as the national Workplace Safety 
and Health (WSH) Awards co-organised by the WSH 
Council and the Ministry of Manpower as well as the WSH 
Innovations Convention organised by the Association of 
Singapore Marine Industries.

enhancing competitiveness

SMOE employees in active engagement with customers.

Transocean Honor, the first of three proprietary Pacific Class 400 design jack-up rigs 
delivered by PPL Shipyard to Transocean.
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Winner of WSH Innovation Award, National WSH Award 

Developed by: Jurong Shipyard

•	 A	secure	and	portable	solution	that	minimises	
leakage of grit dust during tank blasting operations

•	 Offers	a	winning	combination	of	safety,	productivity	
and environmental protection

•	 Improves	productivity	due	to	fewer	work	stoppages	
to fix any leakage during tank blasting

•	 Reduces	the	risks	of	slips,	trips	and	falls	from	 
grit-covered surfaces

Winner of WSH Innovation Award, National WSH Award

Developed by: Jurong Shipyard

•	 A	user-friendly	and	safer	device	that	reduces	
ergonomic and safety risks during the jacking-up 
process of cable installation

•	 Provides	portability	and	suitability	for	all	sizes	of	 
cable drums

•	 Improves	work	efficiency	due	to	the	faster	 
installation process

Winner of ASMI WSH Innovation Award (Gold Award) 

Developed by: Jurong Shipyard

•	 An	innovative	and	safe	method	of	splitting	the	flanges	for	gasket	
insertion and removal during the installation and dismantling of 
pipe spools 

•	 Eliminates	pinch	point	contact	and	reduces	hand	and	finger	
injuries

•	 Speeds	up	productivity	and	efficiency	during	handling	process

Winner of ASMI WSH Innovation Award (Gold Award) 

Developed by: Sembawang Shipyard

•	 A	safer	and	faster	method	for	the	extraction	of	the	rotor	from	
the stator of an electric motor system

•	 Halves	the	manpower	required	and	eliminates	the	use	of	lifting	
equipment, thus reducing potential safety hazards

Winner of ASMI WSH Innovation Award 

(Silver Award)

Developed by: Jurong Shipyard

•	 A	safer	and	efficient	way	to	lift	and	
transport oil drums

•	 Features	both	a	lifting	platform	and	 
a handy trolley

•	 Improves	turnaround	time	and	
reduces ergonomic and safety hazards

Winner of ASMI WSH Innovation Award (Bronze Award) 

Developed by: PPL Shipyard

•	 A	handy	tool	that	works	with	a	grinding	machine	for	the	
safe grinding of hull bottom welding seams during jack-up 
rig building 

•	 Minimises	body	and	hand	injuries	and	reduces	excessive	
exposure to noise and vibration

Zero Dust Emission Tank Blasting

Auto-Rotor-Out

Innovative Hydraulic Cable Drum Jack 

Sollevare

Flanges Splitter

Ergo Grinder Stand

Award-winning Innovations in 2012
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A wave energy converter system is under development to serve as an 
alternative eco-friendly power source for the new yard.

Research and 
Development 
Collaborations
Beyond innovative processes, Sembcorp Marine partners 
with tertiary and research institutions as well as industry 
partners to leverage leading-edge technologies in areas 
relevant to the Group’s strategies and operations. The 
Group’s research and development arm, Sembcorp 
Marine Technology, spearheads projects in the areas of 
environmental and energy management, efficiency as well 
as product and process improvements.

Green Initiatives
In line with the Group’s commitment towards reducing 
carbon footprint, one of Sembcorp Marine’s technology 
focus areas during the year was in harnessing alternative 
energy sources at the Integrated Tuas New Yard. Sembcorp 
Marine Technology continued its collaboration with 
Nanyang Technological University (NTU) in developing the 
Land-based Energy Management System in 2012. To be 
put on trial at the new yard by early 2013, the system 
comprises two components – the ship shore power 
consumption and billing system and the power distribution 
performance monitoring system – which work together to 
generate optimised power flow, forecast power demand 
and manage peak demand usage. 

The wave energy converter project, in partnership with 
Hann-Ocean Technology, achieved another milestone with 
the completion of an improved prototype. Converting 
wave energy to electricity, the programme will be on 
trial from early 2013 at the new yard and is expected to 
reap sizeable energy efficiencies. Besides utilising wave 
energy, efforts were also initiated in the design of a solar 
harvesting system for the yard.  

Leading-edge environmental solutions were also in 
different stages of development at other yards. In a project 
involving NTU and industry partners, rechargeable power 
supplies at Jurong Shipyard were tested in enhancing 

The Group’s research and 

development arm, Sembcorp Marine 

Technology, spearheads projects 

in the areas of environmental and 

energy management, efficiency 

as well as product and process 

improvements.

“
”

the power efficiency of material handling equipment 
such as forklifts. To minimise the leakage of dust during 
blasting and painting, Jurong Shipyard also tapped on the 
knowledge of Ngee Ann Polytechnic’s Centre of Innovation 
and its partners in developing a dust control system to be 
deployed at the drydock.  

Production Process Enhancements
The Group’s research and development programmes also 
led to efficiency improvements at the yards. In collaboration 
with the National University of Singapore (NUS), Jurong 
Shipyard continued to refine its offshore production 
planning process under the 4D Assembly Requirement 
Analysis Project. Undergoing its testing phase, the 
optimisation system aims to assist hull shop personnel in 
monitoring, updating and controlling production planning 
and workshop layout so as to improve productivity and 
reduce wastage during the block assembly process.  

Smart solutions for productivity were introduced during 
the year by Sembcorp Marine Technology and Jurong 
Shipyard. Currently undergoing fine-tuning at the yard,  
the cable puller system, which comprises an electric winch 
and guides, was effective in speeding up the process of 
pulling and retrieving cables supplying power to ships in the 
dock or at the quays. Another innovation was a grinding 
machine designed for the lapping of more than one valve 
seat at a time, while eliminating the conventional need 
to shift the valves manually during ship repair. Instead of 
relying on divers, a safe and handy jig was also developed 
for removing or restoring wooden caps from the keel or 
side blocks that were supporting ships under maintenance 
works.

In another collaboration with Ngee Ann Polytechnic,  
Jurong SML completed a programme to facilitate the 
efficient planning and positioning of ship berthing 
or docking. Currently undergoing testing, the system 
optimises space usage while complying with stringent 
safety procedures. The yard also worked closely with NUS 
to develop an integrated gangway that caters to different 
tidal conditions for safer and faster ship boarding.

enhancing competitiveness
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One of the biggest of its kind, the L-3601 floating crane will boost the Group’s efficiency and operational capabilities.
Additional gantry cranes further enhance Jurong Shipyard’s productivity and efficiency.

Yard Developments
Investments through facilities upgrading and equipment 
additions were made in the year to bolster the Group’s 
capabilities and capacity for enhanced competitiveness. In 
2012, Jurong Shipyard added the L-3601 floating crane 
to its fleet, further improving the yard’s efficiency for rig 
construction and offshore engineering projects. One of 
the biggest of its kind, it weighs approximately 10,000 
tonnes with a lifting capacity of 3,600 metric tonnes. 

To accelerate the block erection process, the yard also 
added two gantry cranes of 300 tonnes and 240 tonnes 
to lift heavy steel blocks, thus freeing up the floating  
crane for other critical tasks. Another recent investment 
in the yard was the automated stock plate storage and 
retrieval system, which uses computer-controlled overhead 
cranes, lifting magnets, transfer cars and a laser-positioning 
system, to store and retrieve steel plates systematically. 

Investments through facilities 

upgrading and equipment additions 

were made in the year to bolster the 

Group’s capabilities and capacity for 

enhanced competitiveness.

“
”

These additions are in line with the yard’s efforts to  
further improve production capacity and efficiency while 
ensuring high quality standards.

During the year, Sembawang Shipyard saw the completion 
of its North Pier extension, which helped reduce double 
and triple banking while increasing the yard’s repair 
capacity. Strengthening its capabilities, PPL Shipyard 
added new equipment, including two units of CNC profile  
cutting machines and an overhead crane hoist.




