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CHANGES UNDERTAKEN TO BETTER 

UNDERSTAND AND ADDRESS THE DIVERSE 

TRANSPORTATION NEEDS OF 

SINGAPOREANS

Chandrasekar s/o Palanisamy

• Land Transport Authority

• Director, Traffic & Community Partnership

• SEKAR_CHANDRA@lta.gov.sg



OUR VISION, MISSION AND FOCUS

Vision

•  A people-centred land transport 

system

Mission

• To provide an efficient and cost 

effective land transport system for 

different needs

Focus

• Commuter-centric 

Customer-centric

Community-centric



FEEDBACK CHANNELS 

Mailing Address

Fax:

63961002

1800-2765751

QSM Hotline

SMS to “77LTA”

www.onemotoring.com.sg
www.onemotoring.com.sg

www.talk2lta.lta.gov.sg

www.reach.gov.sg

qsm@lta.gov.sg

feedback@lta.gov.sg

Customer

Service

Center

3



The COMMUNITY PARTNERSHIP TEAM 

Capabilities and Responsibilities

• Strong technical knowledge and 

good people management skills

• Establish healthy long-term 

relationship with citizens through 

their community leaders

• Interact and understand the 

community’s needs

• Become a one point contact for 

all LTA matters

SINGAPORE 
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STRATEGY FOR ENGAGEMENT 

Capturing and understanding 

issues through:

• Attending regular meetings with 

Community Leaders/Advisers

• Attending  residential visits and

Town Hall meetings

• Participating in events organised 

by Community Leaders
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DIVERSE NEEDS AND CUSTOMER SEGMENTS 

Engaging the Different Communities

• Private estate community

• School, religious and 

business community 

• Senior citizens

• Physically challenged

• The citizen-at-large
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PRIVATE ESTATES COMMUNITY 

Vehicular/Pedestrian SafetyPedestrian/Traffic 

Connectivity

Consultation
Obstruction to 

traffic flow

Road & 
Traffic 

Related
Concerns

Street side parking
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SCHOOL,RELIGIOUS AND BUSINESS COMMUNITY 

Collaboration,

Negotiation & Advisories

Road & 
Traffic 

Related
Concerns

Pedestrian safety

Traffic flow

Vehicular/Pedestrian safety

Street side parking 
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CONSULTATION, COLLABORATION, NEGOTIATION,

ADVISORIES 

Objectives met

• Partner the community to co-own 

problems and co-create solutions

• Balance differing views and needs

• Explain trade-offs and benefits 

• Engage citizens to explain 

course of action through opinion 

surveys

• Facilitate better understanding

amongst the citizens
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MANAGING EXPECTATIONS 

Dialogue Sessions And Information Briefing

Sharing at Community EventBriefing Community Leaders 

at Regular Meetings

Community Dialogue Information Briefing
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CHANGING PERCEPTION 

Private Estates & School Task Group

• Co-create best practices with 

community and stakeholders to

tackle traffic problem 

• Conduct sharing sessions with

Neighbourhood committees to

promote gracious living

• Provide school safety toolkits

to educate students and parents
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CHANGING PERCEPTION 

EVENTS AND PUBLICITY 

TASK GROUP

• Create in-house educational colaterals

conveying road safety information

and LTA policies

• Create interactive games 

to educate the public in a 

FUN WAY
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IMPACT AND VALUE CREATED 

• Ability to adequately address 

the community’s needs

• Foster amicable community 

relationships 

• Balance diverse needs

• Celebrate works completion

• Create sense of ownership, 

appreciation and responsibility
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ENHANCING OUR PERSONABLE SERVICE 

Staff learning and growth

• Create and maintain a knowledge repository  

• Monthly staff sharing session on lessons

learnt

• Learning visits to instituitions 

• Sharing of community involvement experiences    

with fellow colleagues
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Conclusion 

Take, for example, the Land Transport
Authority (LTA). In the past, if a community
leader or member of the public had a 
suggestion to improve traffic flow in his
town, he would write in to LTA and the 
roads people would consider it from
a road engineering point of view.

..........This process change followed
a mindset change which came from
saying, “Let me put an officer there to
work with the community to understand
what the problem is, and how we can
solve it.” The LTA officer can bring his 
professional knowledge and match that
with the more intimate understanding of
the actual ground situation to address the
issue in a more holistic way, working with
the community to find the best solution.

Then

Now

15

Deputy Prime Minister Mr Teo Chee Hean

(Minister in charge of the Civil Service)
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