
Modernising VITAL’s Shared Services
Digital Infrastructure to Support Hybrid
Models and AgileOperations

Mr Dennis Lui

Chief Executive, VITAL

Ministry of Finance

Singapore

1



1 .Background

2.Our Journey

3.Tech in  our  Strateg i c  P i l lars

2



AT A GLANCE

~500 
employees

Serving more than 
100,000 public 

servants across more 
than 100 Government 

agencies 1,500,000 annual 
transactions

Overall service 
accuracy and 
timeliness of 

99.9% Overall service 
satisfaction

of 94%

OUR KEY SERVICES

OUR ROLES

HUMAN 
RESOURCE

PAYROLL & 
CLAIMS

LEARNING 
SERVICES

TRAVEL 
MANAGEMENTPROCUREMENT

FINANCE SERVICES

CENTRAL AGENCY FOR 
CORPORATE SHARED SERVICES

ROBOTICS AND AUTOMATION LEAD FOR 
CORPORATE & ADMIN SERVICES
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Stages of Growth

Aggregation for 

economies of scale
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Stages of Growth
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Standardisation

& streamlining

for improved

efficiency
Digitalisation & 

adoption of robotics 

and automation 

(R&A) for better 

productivity

2018

Aggregation

2015 5



Stages of Growth
M
IL
E
S
T
O
N
E
S

TIME2006 2018 2020

Aggregation

Standardisation

& Streamlining

+ Digitalisation
& R&A

Transformation for

expanded role as

Central Agency &
R&A Lead
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Keeping the lights on …

95% 
Satisfaction 

Rate!

… from our homes!

99.9% 
accuracy and 
timeliness!
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VITAL supported implementation of 2 
Major Corporate Systems
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VITAL helped agencies’ amidst 
COVID, with innovative corporate 
solutions
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Seizing the opportunity to advance 
digitalization and automation efforts

Agencies more receptive to applying 
digitalization and automation
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Stepping Into a New Role

CORPORATE SERVICES 
TRANSFORMATION

CORPORATE SERVICES 
DELIVERY 12



Tech in our 
3 Strategic 

Pillars
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What does it mean for VITAL to become a Platform?

VITAL is a corporate services policy-ops-tech
“innovation centre” staffed by VITALites
equipped with the right skills, knowledge and
attitudes, working closely with public and non-
public sector partners to create value for our
stakeholders
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A Platform for …

FUNCTIONAL 
LEADERS & 
AGENCIES

NON-PUBLIC 
SECTOR 

PARTNERS 15



2017-2018 2019-2021
2022 & 

beyond

Localised RPA Setup
Individual Product Installation 

Studio &

Attended Robot

Officers’ Laptop/Desktop

No Orchestrator 
(i.e. RPA control centre)

Enterprise RPA Setup
Individual Product Installation 

Orchestrator

Virtual Machine 

Studio / Attended Robot

Officers’ Laptop

Connected and monitored by the 

Orchestrator in the Server room

Unattended 

Bots

Centralised RPA Cloud Native Setup
Automation Suite

➢ Action 

Center
✓ Apps

Engage

➢ Automation 

Hub
✓ Task Capture

Discover ➢ Orchestrator

➢ Test Manager

➢ Automation Ops

➢ AI Center
✓ Task Mining

✓ Document 

Understanding

✓ Computer Vision

Build / Manage

Enhancing VITAL’s RPA Setup To Cloud Native Platform
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Benefits

▪ Centralised Delivery of Corporate Shared Services

▪ Enable Compatibility and Compliance

▪ Enable Agility and Tech Exploration

▪ Reap Economies of Scale and Lower Barriers

▪ Facilitate Monitoring

17



Central Infrastructure 
▪ “automation-fueled transformation is

a game changer for this era”

▪ Learn from the best practices in

private sector

▪ Open to work with all suitable

vendors/technologies
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Building a Robust Ecosystem of Partners

Functional 
Leaders

VITAL

Partner 
Agencies

Non-Public 
Sector 

Partners
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From “Processors” 
of Transactions…

…to Corporate Services 
Professionals
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Uplifting and Upskilling our People!

Robotics 
Process 

Automation

Design 
Thinking

Data 
Analytics
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Uplifting and Upskilling our People!

Robotics 
Process 

Automation

Design 
Thinking

Data 
Analytics

22



DPM Wong cited VITAL as an 
example of how public service is 

doing its part to become 
disability-inclusive 23
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