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Our Cloud-First Digital Shopfront Transformation has been a multi-

year effort
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Our digital shopfront is on stronger technical footing with the
underlying infrastructure set up

1. We have also set up our cloud tech stack and infrastructure, providing us with enhanced
reliability, scalability, and security

a. Platform- and Software-as-a-Service (PaaS and SaaS) reduces time spent by in-house developers on
ops and maintenance

2. Product deployment will be more surgical with microservice
architecture and containerisation

Reliability

Advantages of

P cloud solutions:
elasticity

a. No need for full website downtime to deploy new or enhanced features

b. Reduction of deployment lead time by 50%




More than just a website upgrade, we transformed the
way we work in CPF Board

Adoption of agile ways of working in product development for faster & consistent product roll-out

S o

O

Inputs from Executives,
Team, Stakeholders,
Customers & Users

Al

CEREMONIES

. Sprint Planning

. Daily Stand Up

. Sprint Review / Show & Tell
. Sprint Retrospective

. Backlog Refinement
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Timebox meetings to stay on time / on track
Fast decisions made — changes are reversible and enhancements can always be made later
Use of better tools for tracking of user stories

Leverage cloud technologies in Government Commercial Cloud (GCC)



Authoring work is now more decentralised as product owners have more
autonomy and are empowered to author independently

Design guidelines embodied in Design Language System (DLS), to scale with website content management

system

Building
Foundations
Today

Codify design
guidelines from
DLS into

authoring
components
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Value

Empower CPFB Product Owners &
Digital Team to build functional pages
independently

Power up marketing and content teams
with increased speed, scalability
flexibility to roll out consistent
content and messaging

: | can build UX
= friendly pages
with authoring

To-Be Value-Added Role

Moving forward, developers can
now focus on high-value
developmental tasks such as
exploring new features to
integrate into the website

Now | can work
on new features
for the site!



How did we reimagine and reinvent
the digital experience for our
members?



Using visuals to enhance user experience

1. Shift towards illustrations & images that embody CPF's key values and tone of voice

10
Use a range of illustrations to portray the right message at the right time HOME OWNERSHIP RETIREMENT

Ah beng and ah lian’s guide Why start retirement
Patterns and textures to grab a viewer's attention and bring vibrancy to the pages e s e
house, watch this video by Singaporeans who have started

TheSmartLocal for tips on how taking steps towards achieving

Usability testing conducted to iterate and improve design/content t0tackle mportant homme-.. thei ideal retrernent o find.
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8 minute read 5 minute read

Emotional Practical
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Grow your monthly retirement payouts

& Higher monthly payouts so.go $ 1 .20

b 2 When you top up under RSTU, yau can graw your retirement
savings through attractive CPF interest rates and enjoy higher )

o monthly payouts when vou retire. C
T ——a <

Attractive interest rates of up to 6% per
annum @ -

ngsin I

interest rates of 2.5% per year, while savings in the SA, MediSave Quick Tip

$60,000 of your combined CPF balances, of which up 15520000 ’ V. Tvauten e esrly yesny -
it I top-ups through the pows d

comes from your OA, earns an additional 1% interest per year An e oy ot Un 28

additional 15 interest is also paid on the first $30,000 of combined o . Ep ;20‘;6 o

CPF balances for all members aged 55 and above. °




Active use of simple English and conscious shift to reduce use of jargon

Focusing on 5 key narratives

Old Website Growing your savings
Retirement income

> Central

Provident CPF Schemes  Tools Services About Us ] Login & Member Vv Q Home OwnerSh | p
2 “' Fund Board : :
Healthcare financing

New Website 000000 Account services

S C h emes .!_m ’ Who we are Tools and services Infohub

The Central Provident Fund (CPF) is a comprehensive sc 2 R
CPF Growing your Retirement Home Healthcare Account

overview savings income ownership financing services

Through lifelong income, healthcare financing and horr 5 L- . Il ’ I f‘

You can learn more about our CPF schemes below.

a sense of security and confidence for their retirement

Double every dollar you
Retirement N
Housing
Healthcare
Optimising My CPF
Self-Employed Scheme

Other Matters




Design features on content pages to improve readability

Just-in-time prompts to nudge members to

take beneficial action for their retirement Bite-sized content
for easy digestion Improved search

for better results

&

GROWING YOUR SAVINGS
Saving as an employee with CPF

. . Peace of mind and a secure ‘Di ; '
contributions retirement Risk free interest

As an employee, your employer is required to make CPF contributions for you This helps you
@ Member Employer

to save for retirement, housing, and healthcare needs Find out more about your CPF
‘ @ CPF contributions are due on the last day of the calendar month Payouts for life
Check your CPF account to see if your CPF contnbutions have been pad q o
) Get a monthly income no matter how long Filter =2
Logmnow > you live. Most private retirement income

rights and verify your CPF contributions with the CPF Contribution Alert (pilot).
plans only provide payouts for a limited

period.
Your CPF rights Verify your CPF Facing issues 1532 results relevant to Member

Benefits v

BENEFITS RESULTS FOR

CPF interest rates
YOUR CPF RIGHTS Ef[ﬂ RR page

What you should know as an employee

Safe product with high
returns

CPF LIFE savings are guaranteed by the Useful links
Singapore Government. Earn high, risk-free
interest of up to 6% per annum. Annuities
offered by the private sector are subject to
investment market returns.

EE Page

Here are links to specific CPF content, related
Government agencies and partner
organisations that you may find relevant.




Reorganised information post-login for ease of navigation

Old menu

my Cpf - Who we are Tools and services Infohub
Online Services

Get Started

- = | CPF Growing your Retirement Home Healthcare Account
o overview savings income ownership financing Services

My Statement
My Requests

My Messages fg] My dashboards My statements
My Activities H

My Notifications my cpf Retirement Contribution history

My Mailbox View personal CPF information and

. . . i - Scheme-related information
transactions for retirement, home ownership, Home ownership Transaction history . X )
healthcare, and more. reorganised in thematic dashboards

Healthcare Yearly Statement of based on members’ needs

my cpfHome > Account
Providing for your loved
ones

Online Demo

Shortcut to Frequent
Transactions

Use my CPF for the
capital repayment of my
private property

Transfer my Ordinary Investment

Account savings to
Special Account

Previously, menu options were l (D Myrequests | { Myactivies | () My mailbox
based on transactions grouped J

according to type

Quick links to access popular
services




A closer look at some key design principles in our dashboards

Use of graphical illustrations and charts to help members  Combination of scenario simulation and nudges to encourage
understand information that is relevant to them and their members to take action beneficial for their retirement.
decisions

Relevant information is weaved into the dashboard to provide
thorough understanding to members

o s . What happens if
b apis M:S~ and g 35 5t 24 Aug 2001
0 74ase
i § it D If you sell your property...

CPF =avings are meant for your retrement nesds. You have to refund the CPF savings
used for this property. a5 well &s the accrued interest. to your CPF account when vou sell

‘fou have to refund

£239,736.20

ment subsidies for Ithcare *  After you have made youwr refunds, the amount that you can reuse for your rest property is S223736.20 The use of your Crdinany
Governme o8 hea Account savings for your next property is subject to the terms and conditions under the CPF Housing Scheme.

53212 Nov 2020
= The amount to be refunded i valid as of today:. The actual amount to be refunded depends on the amount withdrawn and the

o date you sell your property.
MediShield Life premium subsidies and support

For current polkcy year

Pre bsidi il
‘ . “:':;:'“SM"‘ If you make a voluntary housing refund...
® COVID Subsiies Even when you are not s2iing your property, wou can refund the CPF savings used, as
T ; $12978 weell &5 the accrued interest, to your CPF accounts. The mare CPF savings you have, the
f’;‘/f\s‘:‘j:;fj“-"“l © Mordeka Genaration Subsidies better prenared you are for retirerment.
g $5920
$602.58 .
‘fou can refund upto

$239,736.20

Healthcare dashboard Home ownership dashboard




Personalised dashboards for every stage of life

Above 55 years old on CPF LIFE retirement plan, who has met Full Retirement Sum

K Redesigned dashboards and statements that Retirement dashboard
are personalised based on members’ profile ot 25 g 202

2 Betirgrment Account balance Payouts for |

$9,927.72 CPF LIFE Payouts not started

Wiew all account balances Standard Plan

3 Most salient information displayed first

wWithdraw for immediate retirement needs

&3 Improved navigation to help members go
straight to their areas of interest on the

Retirement Sum
d a S h boa rd asat Retirement dashboard
I8 Alert to inform member that they have met 4 [P — oo s
Full Retirement Sum R —

@ To check if you have other messages, go to My Messages

s iour Full Retirernent Sum has been set asice in cash and oo

B Information on members’ progress toward
their Full Retirement Sum

) Strategically placed call-to-action button
to nudge members to make beneficial
decisions

up using cash @ your Special Account @
$182,076.57 $8,921.62

Below 55 years old who has not met Full Retirement Sum



We track our website performance and
customer feedback for continuous
Improvement

Take a look at how we are doing so far
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Monitoring key metrics and sensemaking of feedback allow us to
bring continuous improvements by closing the feedback loop

1. Page Load Time
Performance 2 seoscore
~90%

3. Accessibility Score

satisfaction rating
of 5 or 6 stars

"UX is intuitive and
easier to navigate”

“l find the website more mobile-
friendly, which is increasingly important
especially for the younger cohorts”

1. Website Logout Poll “The interface is

U €l 2. Customer Service reader-friendly and the
Satisfaction chrannels info is easy to read.”









