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The National University Health System (NUHS) is one of the three 

public healthcare clusters in Singapore, and an integratedAcademic  

Health System and Regional Health System that delivers value-driven, 

innovative and sustainable healthcare in Singapore.As a Regional  

Health System, NUHS works in close collaboration with community 

hospitals, general practitioners, family medicine clinics, nursing homes 

and other community partners to provide integrated care to the 

community.

With member institutions including Tertiary, Acute and Community 

Hospital, National Specialty Centres, Polyclinics, Medical Centre; and 

Academic Health Sciences Institutions under its one Academic Health 

System, NUHS creates synergies as a fully integrated cluster to provide 

seamless care, develop solutions for Singapore's healthcare challenges 

and nurture the next generation of healthcare professionals.
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NUHS myHR (SAP SuccessFactors) - Most Transformational 

Award Submission

13,000+ employees 

logged in to myHR 

(>90% of employees)

“This is an achievement of the 
relentless effort of the team 
who had:

1) pushed ahead to work on 
this project despite having to 
support a heavy COVID 
operations workload;

2) to rethink user engagement
and training to comply with all
the safe distancing measures;
and

3) to overcome all the Internet 
separation restrictions/issues

to become the first public 
healthcare cluster who have 
gone onto a cloud HR 
platform with mobile 
capabilities to support a 
seamless employee experience 
for HR related transactions.
Thanks for all your hard work,

commitment that made this 
possible.”

Priscilla Teo, NUHS Group 
Chief HR Officer

Challenge
NUHS’s digital HR transformation journey began following the re-clustering of the Singapore’s healthcare systems. We explored the convergence of our HR systems to optimise HR

operations and to Improve the employee experience and engagement through a mobile-enabled HR system. This involves harmonising 7 institutions requirements across two on-

premise legacy HR systems into one for 15,000 employees without compromising the statutory, union and stringent security requirements in the healthcare environment. The

other challenges involved Internet separation in the office network due to heightened security, additional security layers are integration architecture to achieve a hybrid cloud solution

with integration to SAP payroll on-premise.

Solution
Assisted by IBM Consulting with vast experience in Singapore public healthcare for years, NUHS implemented SAP SuccessFactors solution suite comprising of modules such as

Employee Central, Learning, Performance, Succession, Recruitment, Onboarding & Compensation. This also involved implementation of complex business rules and custom MDFs to

achieve unique requirements (e.g. Full time to Part time conversion). For specific healthcare requirements on medical benefits & claims, additional extension modules were developed in

SAP Business Technology Platform with seamless integration to SuccessFactors. For secure logon, we implemented SAP Identity Authentication Services with Two Factor

Authentication (2FA). We also collaborated with IHiS to establish a seamless and secure architecture involving SAP Cloud Platform Integration (CPI), SAP Cloud Connector, SAP

Web Dispatcher and Enterprise Service Bus (ESB) to SAP Payroll system and other third-party systems (e.g. rostering system)

Outcome
NUHS is the first public healthcare cluster in Singapore to implement a full-suite cloud-based HR solution with mobile app capability to approx. 15,000 employees unlocking

efficiency and enhancing employee experience. All key employee functions including custom applications built on SAP Business Technology Platform (BTP) are accessible anytime

anywhere using internet browser or native SuccessFactors Mobile App. This comprehensive solution is part of NUHS’s growing trend towards enabling Enterprise/ Business mobility so

as to offer more remote working options without compromising healthcare requirements and collective agreements and addressed security concerns and compliances.

National University Health System (NUHS)
The Game Changer

12,000+ employees 

activated myHR Mobile App 

(>85% of employees)

36,000+ workflows

triggered in the system

5000+ employees 

checked their 

payslips via myHR

First 

Month 

Statistics
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Partner Information

Quote from the Partner

“Congratulations to NUHS for successful go live of myHR system.

IBM Consulting is privileged and honoured to be part of this wonderful 

transformation journey working with a resilient & dedicated HR team to 

improve employee experience and engagement. Thanks, Priscilla Teo, for 

your leadership and support in making this transformation journey a 

success. We value and look forward to continuing this partnership.”

May Ling Lee, Singapore Public Sector HCM Service Line Leader

IBM Singapore Pte. Ltd.

SuccessFactors Implementation Partner
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Business Challenge and Objectives

NUHS’s digital HR transformation journey began following the re-clustering of the Singapore’s healthcare systems in 

2017. With the re-clustering, NUHS inherited two HR systems which means that staff moving across institutions may 

need to use multiple systems for their HR transactions and HR was also unable to fully optimise the system and our 

processes for improved productivity and effectiveness. In addition, the way HR data are captured were different in the 

two system making HR reporting and analysis a tedious process.

To allow optimisation, NUHS began its digital HR transformation journey and explored the convergence of our HR 

systems. The implementation of a one harmonized HRIS system across the NUHS institutions not only aims to optimise 

HR operation but also served as an opportunity to create a more agile HR model to meet the needs of the digitally-

savvy workforce today. Between the traditional on-premise system that NUHS is used to and the more recent HR cloud 

based Software as a Service (SAAS) solution, NUHS decided to pivot and move into a cloud based SAAS solution 

so that NUHS is also able to access the latest HRIS technology via cloud updates in a timely manner.

52020 SAP SE or an SAP affiliate company. All rights reserved. ǀ EXTERNAL

The functional objectives of this project includes:

• Leverage of SuccessFactors Mobile App – Allowing employees the convenience of accessing their HR information anytime, anywhere

• Leverage on Standard SuccessFactors Modules to meet most public healthcare and/or NUHS-specific requirements using Minimum Viable Product (NVP) 

techniques.

• Leverage on MDFs and Business Rules to cater for NUHS specific complex requirements.

• Implement Two Factor Authentication (2FA) solution for secured access to the HR system.

• Integrate the SuccessFactors with the SAP on premise payroll.

• Integrate the SuccessFactors with the upstream and downstream systems such as rostering system.

• Use SAP Business Technology Platform (BTP) to develop the Benefits & Claims system, Payslip and IR8A forms



Benefits & Outcomes
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BUSINESS / SOCIAL IT HUMAN EMPOWERMENT

• Deployment of SAP SuccessFactors is an 

integral component of NUHS’s effort to 

create a more agile HR model

• Allow implementation of harmonised HR 

policies and processes across NUHS 

institutions

• Single HR database to support HR

analytics and decision making

• Streamline HR business processes 

through elimination of manual processes 

and more streamline workflows

• Support employee value proposition and 

talent attraction with the introduction of the 

digital candidate experience during the 

hiring process

• Allow 15,000 employees to access the system 

wherever and whenever they need them, 

significantly increasing accessibility and 

convenience. This is a big time saver as 

opposed to having to log on to your work laptop

/ intranet.

• Improve Employee Experience and 

Engagement through a mobile-enabled HR 

system with more employee and manager self-

service functionalities such as employee data, 

declaration forms, work related and medical 

claims, as well as learning and development 

modules (learning on the go).

• Improve HR decision-making experience 

through comprehensive HR analytics features 

offered by the system

• Leverage and adopt leading cloud HR 

practices

• Integration to SAP on-premise Payroll with 

IHiS’sCloud security requirements

• Implemented Two Factor Authentication 

(2FA) using SAP Authenticator for more 

secured access to the HR system

• IntroducedSAP’s Cloud Connector and Web 

Dispatch into the HR system to ensure top 

notch cybersecurity

• Enable access to latest technology via cloud 

updates

• Seamlessly integrated of custom developed 

BTP Applications to SuccessFactors mobile 

app

• SuccessFactors Extension for Healthcare 

Specific Benefits & Claims catered for 

client’s requirements



Use Cases Details

72020 SAP SE or an SAP affiliate company. All rights reserved. ǀ EXTERNAL



Use Cases Details

82020 SAP SE or an SAP affiliate company. All rights reserved. ǀ EXTERNAL



The project is rolled out in two phases. Phase 1 focused on foundational HR functionalities that are critical for payroll operation, including HR modules the 

support employee record, leave, claim and learning functionalities. Phase 2 focused on strategic HR functions which include performance management, 

compensation, recruitment, onboarding and succession planning. Phase 1 and 2 was implemented in January 2021 and August 2021 respectively.

Project Implementation Details
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Phase 1 of this project was implemented under a year after project kicked off. To ensure that the project is delivered on time and on budget, a project steering 

committee, chaired by Group Chief HR Officer and comprising of representation from institution HR leadership team, Group IT office and Technology Partners 

would meet on a monthly basis to discuss and deliberate project related matters with the project team. A change management office was also set up to support 

this change with a network of change champions appointed at institution level to support the change and communication activities. Besides the monthly steering 

committee meeting, there were regular engagement with the institution management and HR leadership team to update and highlight key changes and 

necessary behavioural changes to support this implementation. Change champions also worked closely with the core change management team to discuss 

change management risk and design suitable inventions and communication to support the change.

There were a few unique challenges that the project team faced.

a) Moving to an internet based mobile enabled solution

NUHS operates in an internet separated environment. Introducing an internet based solution means that staff would be unable to access the HR system 

through their corporate issue devices. The alternative is to access the system via mobile application or through the internet system. Although mobile application 

brings convenience and speed to action to staff, there were segment of the workforce that still prefer to access the system through their corporate devices.

Significant communication was rolled out to publicise the benefit of the change and encourage the shift in behaviour.

b) Stringent Cyber security requirement

NUHS, IHIS and IBM worked with partner vendors to introduce intermediary products for data to go through a complex architecture before reaching the back 

end system. This serves as an important control point for required information security checks. Doubling down on security measures also included 

implementing two-factor authentication during the log in process.
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c) First time activation of HR system accounts

Due to the stringent cyber security requirement, the first time account activation process is complicated, requiring multiple devices to complete the 

authentication process. Moreover, first time password reset is enabled through the corporate email account and half of the 15,000 workforce in NUHS are not 

issued with one. This posed a huge challenge to the project team as the only way to reset password for account activation for this group of staff is through the IT 

helpdesk. Several discussions were made with the IT Helpdesk team to ensure the helpdesk could support the call volume that is anticipated with the system 

go-live.

To help alleviate the call volume to IT helpdesk, the project team also initiated the roll out of onsite support clinics across all the institutions in the 3 weeks 

following system go-live. At the onsite clinic, the HR technology, change management and institution HR team were onsite to support the transition and help 

staff with the set up process.

d) Communication in the midst of COVID-19

Due to COVID-19 related safe distancing measures, the project and change management team were required to explore new ways to engage the workforce 

and communicate the change. Most of the communication and campaign rolled out for this transformation journey were conducted virtually. Examples of some 

of these virtual campaigns include a system naming competition and end user roadshow closer to project go-live. All the roadshows sessions were also 

recorded for future references. A series of instructional videos were also developed and a new intranet communication portal was introduced to communicate 

this roll out, the changes, business cutover and served as a staff self-service portal if they need help with the system navigation.
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Activities line-up to support the transition to myHR

Project Implementation Details

122020 SAP SE or an SAP affiliate company. All rights reserved. ǀ EXTERNAL



Examples of internal HR communication

Project Implementation Details
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Additional Information

1. High Satisfaction

• Received many great feedbacks from the NUHS stakeholders like CHRO, HR Directors, and the HRTech Team

Pricilla Teo, 

NUHS GCHRO
Rudy Abrahams,

SAP SuccessFactors Head SEA

Audrey Lim

Asst. Director, HRTech, NUHS
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IBM has provided excellent resources with right skillset mixed; Strong in
managing user requirements, timeline, and technical setup which is key
success to a tight timeline, fixed budget, and a huge user group.

IBM SAP SuccessFactors team worked hard and professionally with 
SAP Product Owner and various IHIS technical teams in ensuring the 
overall hybrid solution is meeting all IT security requirements.

- Jonathan Lim, IHiS Project Manager for NUHS



Additional Information

A post go-live assessment was carried out and some of the employee feedback received include:
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Additional Information

2. First of a kind, innovative solutions

162020 SAP SE or an SAP affiliate company. All rights reserved. ǀ EXTERNAL



Additional Information

2. First of a kind, innovative solutions

• Innovative Solutions and Received Silver Award for best HR Digital Transformation in Singapore by HumanResourcesOnlline.net
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Additional Information

3. Best delivery/financial performance

• Completion of Project: On-Time, On-Target

• Completed the project within budget and on time without any scope or cost over run.

• Executed the project in challenging environment with Covid-19 and stringent requirements on security and other non-functional testing

• Excellent Delivery with Quality

• Successful Payroll run for 15,000 employees from the first month

myHR SAP SuccessFactors Go-Live – Month 1 Statistics
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• 13,000+ employees logged in to myHR (>92% of users)

• 12,000+ employees activated myHR Mobile App (>85% of users)

• 36,000+ workflows triggered in the system

• 25,000+ workflow approvals

• Jan 2021 Regular Payroll Run Completed

• 5000+ employees checked their payslips via myHR



Additional Information

4. Mobile App Features
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