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OutlineOutline

• Introduction

• Single Window Models – A Recap

• What are the Costs Involved

• Single Window Operations & Services - what it entails
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IntroductionIntroduction
CrimsonLogic is a trusted partner to 
governments worldwide. 

We help governments design and run 
innovative and sustainable services to 
collaborate more seamlessly with their citizens 
and ecosystem.

Developed Singapore’s TradeNet and 
operates TradNet since 1989

Developed Single Window System for > 10 
countries
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Free
Trade 
Zone

System

Single 
Window 
System

Strong Infrastructure and Security Management Policies for reliable service delivery

Consultancy Services and Domain based software components

Port
Community

System

Customs
Management

System

CrimsonLogic 
Trade Facilitation Solutions

Trade Facilitation SolutionsTrade Facilitation Solutions
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Trade Facilitation ProjectsTrade Facilitation Projects

Trinidad & Tobago

Singapore

Mauritius

Ghana

Mozambique

India

Ivory Coast

Papua New Guinea

Sri Lanka

Bangladesh
Jamaica

Panama

Saudi Arabia
Qatar

Madagascar

Consultancy Single Window System Port Community System
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Customs Management System Free Trade Zone System

Chile
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Country Project Year Business 
Model

1 Singapore TradeNet® / TradeXchange 1989 PPP

2 Mauritius Mauritius TradeNet 1994 PPP

3 Ghana Ghana Community Network 2002 PPP

4 Saudi Arabia SaudiEDI 2002 PPP

5
6
7

Panama Panama Canal Authority
Colon Free Trade Zone
Panama Customs

2004
2008
2009

Self Funded
Self-Funded
Self-Funded

8 Madagascar Madagascar (GASYNET) 2007 PPP

9 India Port Community System 2007 Self-Funded

10 Ivory Coast Ivory Coast TradeNet 2008 PPP

11 Qatar Qatar Customs Clearance Single 
Window

2008 Self Funded

12 Trinidad & Tobago Trinidad & Tobago
Single Electronic Window

2010 Self Funded

13 Mozambique Mozambique TradeNet 2010 PPP

14 Chile Chile Single Window 2012 Funded

International Track RecordInternational Track Record

Copyright 2012 Private & Confidential 6

http://images.google.com.sg/imgres?imgurl=http://cache.virtualtourist.com/1/1979524-SingaporeFlag-Singapore.gif&imgrefurl=http://members.virtualtourist.com/m/8f969/84b/1/&usg=__EFVYaI2cHq_SG_UHu-1PfKEg2qk=&h=130&w=182&sz=1&hl=en&start=69&um=1&tbnid=EfjIwc_hLhU5zM:&tbnh=72&tbnw=101&prev=/images?q=SINGApore+flag&ndsp=18&hl=en&safe=off&rlz=1T4GGLL_enQA300MU300&sa=N&start=54&um=1
http://images.google.com.sg/imgres?imgurl=http://www.umsl.edu/services/govdocs/wofact2002/flags/mp-lgflag.gif&imgrefurl=http://www.umsl.edu/services/govdocs/wofact2002/flags/mp-flag.html&usg=__c4kmv0tX2dpmFRZffELo4NJ522E=&h=302&w=453&sz=2&hl=en&start=3&um=1&tbnid=aYEWF0ArIxQdqM:&tbnh=85&tbnw=127&prev=/images?q=mauritius+flag&hl=en&safe=off&rlz=1T4GGLL_enQA300MU300&sa=X&um=1
http://images.google.com.sg/imgres?imgurl=http://capephilatelics.com/catalog/images/Ghana flag.gif&imgrefurl=http://capephilatelics.com/catalog/default.php?cPath=96_86&osCsid=zhaceatawc&usg=__PEX7sznP9RzBgl0dkSIOeYAeoTM=&h=216&w=324&sz=3&hl=en&start=10&um=1&tbnid=BjF0BcZpO52OwM:&tbnh=79&tbnw=118&prev=/images?q=ghana+flag&hl=en&safe=off&rlz=1T4GGLL_enQA300MU300&sa=G&um=1
http://images.google.com.sg/imgres?imgurl=https://www.cia.gov/library/publications/the-world-factbook/graphics/flags/large/sa-lgflag.gif&imgrefurl=https://www.cia.gov/library/publications/the-world-factbook/geos/sa.html&usg=__fR3Q9_P7-Y0OYlxcRqtMV5E2-v4=&h=302&w=453&sz=6&hl=en&start=1&um=1&tbnid=B-LE7CiJpvFMdM:&tbnh=85&tbnw=127&prev=/images?q=saudi+arabia+flag&hl=en&safe=off&rlz=1T4GGLL_enQA300MU300&um=1
http://images.google.com.sg/imgres?imgurl=http://www2.warwick.ac.uk/sunion/medsin/medsinprojects/medsinindia/india_flag.gif&imgrefurl=http://www2.warwick.ac.uk/sunion/medsin/medsinprojects/medsinindia/&usg=__WV-rRXGJu-G9abipvsAnNJxCY9k=&h=256&w=365&sz=4&hl=en&start=9&um=1&tbnid=SP8FXUh-lC2Q8M:&tbnh=85&tbnw=121&prev=/images?q=india+flag&hl=en&safe=off&rlz=1T4GGLL_enQA300MU300&um=1
http://images.google.com.sg/imgres?imgurl=http://upload.wikimedia.org/wikipedia/commons/5/5c/Madagascar_flag_300.png&imgrefurl=http://commons.wikimedia.org/wiki/File:Madagascar_flag_300.png&usg=__Gajdf9tmriB6I9rlylIix8cmJAY=&h=300&w=450&sz=1&hl=en&start=11&um=1&tbnid=OQZMrUGyF74itM:&tbnh=85&tbnw=127&prev=/images?q=Madagascar+flag&hl=en&safe=off&rlz=1T4GGLL_enQA300MU300&sa=G&um=1
http://images.google.com.sg/imgres?imgurl=http://www.33ff.com/flags/XL_flags/Ivory-Coast_flag.gif&imgrefurl=http://www.33ff.com/flags/worldflags/Ivory-Coast_flag.html&usg=__O6E6URu_l1nXMFyS4cYm31MfDlM=&h=240&w=360&sz=3&hl=en&start=4&um=1&tbnid=XTVpj_ftzOUOsM:&tbnh=81&tbnw=121&prev=/images?q=Ivory+Coast+flag&hl=en&safe=off&rlz=1T4GGLL_enQA300MU300&sa=G&um=1
http://images.google.com.sg/imgres?imgurl=http://www-qa.arcent.army.mil/qafrg/images/qa-flag3.gif&imgrefurl=http://www-qa.arcent.army.mil/qafrg/FRGMain.htm&usg=__qOxw5C4NNHfTnGH75fmDWu1T4vc=&h=302&w=603&sz=4&hl=en&start=14&um=1&tbnid=u0vqxrVe7GUJtM:&tbnh=68&tbnw=135&prev=/images?q=qatar+flag&hl=en&safe=off&rlz=1T4GGLL_enQA300MU300&um=1
http://images.google.com.sg/imgres?imgurl=http://www.33ff.com/flags/XL_flags_embossed/Trinidad-and-Tobago_flag.gif&imgrefurl=http://www.33ff.com/flags/worldflags/Trinidad-and-Tobago_flag.html&usg=__VpHebT58weqKVunZw_cjE8lTcig=&h=240&w=360&sz=9&hl=en&start=62&um=1&tbnid=WNfs9YtHlsWooM:&tbnh=81&tbnw=121&prev=/images?q=trinidad+flag&ndsp=18&hl=en&rlz=1T4GGLL_enQA300MU300&sa=N&start=54&um=1


7Copyright 2009 Private & Confidential

CrimsonLogic Trade Facilitation PlatformsCrimsonLogic Trade Facilitation Platforms

Free 
Zone

Management
System

Single 
Electronic 
Window 
System

Strong Infrastructure and Security Management Policies for reliable service delivery

Strong Domain based software components

Port
Community

System

CrimsonLogic 
Trade Facilitation Platforms

Customs
Management

System
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Single Window 
Models 

– A Recap
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Trade Facilitation Value DriversTrade Facilitation Value Drivers

Clearance 
speed

Cost of trade

Security & 
compliance

Productivity
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OGA Systems

Integrated Trade Facilitation Integrated Trade Facilitation 

Importer/Exporter

Clearing Agent

Freight Forwarder

Carriers

Govt Agency 1

Govt Agency 3

Govt Agency 2

Single Electronic 
Window

Customs 
Management 

System

Integrated Trade Integrated Trade 
Facilitation SystemFacilitation System

Customs Customs 
AuthorityAuthority
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Integrated SW Architecture Integrated SW Architecture 
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WhatWhat’’s involved in Single Window ?s involved in Single Window ?

Other Govt Agenices
Examples: Ministry of Health, 
Ministry of Defence, 

SEW Portal

Trader Registration

Messaging & Translation Engine

Decision Tree Configurator

Payment & billing

Security

OGA 
License & Permit Process

Customs Mgt System (CMS)
Banks

Insurance 
Companies

Shipping Lines

Warehousing 
companies

Freight Forwarders

Air Cargo Agents

Manufacturers

Traders

Single Electronic Window

Multiple Online Access Channels:
- Web-based Forms
- Electronic Messaging (XML / EDI)
- Service Bureaus

Communication 
Campaigns

Customer Relationship Management

Call Centre Training Technical Support Service Bureau

Govt Agency 1

Govt Agency 3

Govt Agency 2

Trading Community

Customs Mgt System (CMS)
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Evolution of Single WindowEvolution of Single Window
Business

value
chain

Customs 
Single 
Window

National SW 
with all OGAs

Regional / 
Global SW

Customs System

Start of
Trade 

Information

Nation-wide
Single Window

B2G / G2G

N2N

TradePoint
Portals

Customs 
Automation

Era

Integration scope

Trade 
EDI / VAN

Start of
Trade 

Information 
Exchanges

Limited
B2G

(B to Customs)
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Status so far Status so far ……

According the World Bank Doing Business 
Trading Across Border Report 2012

49 economies provides a Single Window
20 have SW that links all OGAs

29 have SW that does not



15Copyright 2009 Private & Confidential

SW Operation ModelSW Operation Model

Need for quick 
adoption

Need adequate 
recurring funding

Need for focus on 
coping with 
changes and 
improvements

Mandate the use of SW 
services to all stakeholder

Adopt cost recovery approach by 
enforcing user service fee

Identify/establish a trusted entity 
to be SW operator and known as  
“National Trusted Information 
Broker”

Sustainable 
SW

Operating
Model

Strategic
Imperatives

Strategic
Actions

Strategic
Goals
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16

Critical Success Factors for SW OperationsCritical Success Factors for SW Operations

Single Window

service delivery
marketing ▪

 

call centre ▪

 

training ▪

 technical support ▪

 

service bureau

ensure usage of Single Window and 
its satisfaction from customers 
through various marketing and 
support services

technical architecture
common service modules ▪

 

technical 
infrastructure

ensure a common service platform 
and a scalable infrastructure   

plan build sustain an end-to-end approach to ensure 
long-term project success

A strategic service design focus on viability and sustainability

appropriate business/revenue model
create a win-win private-public 
partnership proposition to ensure 
success

16Copyright 2012 Private & Confidential
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What are the Costs 
Involved
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Costs in Single Window?Costs in Single Window?

Design & Dev’ment Costs
Typically >> $10 M
Funded by Govt / Loans or 
Grants from Int’l Orgs

Cost increases if …
• SW (to Customs only?)
• SW (Customs + # of OGAs)
• SW + Modernisation of Customs 

Mgt + Border Mgt

Time to implementation
• 2 years ?

Operating Costs
Annual cost - typically 20~ 30 % 
of D&D cost

Operate, Support & 
Maintenance of SW assets

Drives Change Mgt, Adoption & 
Training

Min. 40 to 50 staff initially to start 
SW Operations

Continual support for Infra, 
Network, Systems Software, 
Security, Training 

Servicing to Trading Community; 
Customs, OGAs
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Single Window 
Operations & 

Services 
- what it entails
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Scope of Typical SW OperationsScope of Typical SW Operations

A. SW Application system 
• Maintenance and support for Application and Network Infrastructure (Level 2 & 3)
• Hosting and data centre operation
• Disaster recovery Services
• IT security management
• Quality management

B. Service support
• 24/7 Call centre (Level 1) to all users
• Provision of service centre services (manual transaction)

C. Capacity development, training and eService Adoption
• Train the trainer - Customs and Other government Agencies (OGAs)
• Training programme
• Mass training approach - trading community

D. General Management and Governance
• Vendor Management
• Audit
• Quality of Service Management (QoS)
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Single Window ServicesSingle Window Services

1. Public Administration Services - which will be use by Customs and 
Other Government Agencies to administer the trade procedure and 
regulations. For example, the processing and approval of trader registration, 
customs declaration, cargo manifest, and many others

2. SW Services - consumed by the business trading community. 

• Regulatory Services and Value-Added Services. 

• Regulatory Services are mandatory service are governed by public 
regulatory frameworks normally enacted in the administrative law.  
For example, the filing of customs declaration, import permits and 
etc. 

• Value-Added Service are services that do not fall under the 
regulatory framework and should be introduced and used on a 
voluntary basis 
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Type of Single Window Type of Single Window 
ServicesServices
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Type of SW Charges for OperationType of SW Charges for Operation

1. Registration and Subscription Fee

2. Transaction Fee 

3. Service Fee – change request, service request, professional 
services and etc

4. Service center surcharge
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Suggestions for Suggestions for 
Optimized Operation Optimized Operation 

Model for Single WindowModel for Single Window
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Contractual Arrangement for SW Contractual Arrangement for SW 
OperationsOperations

Service Contract

• Appoint “Special Purpose Vehicle” 
(SPV) as National Information Trusted 
Broker and award the concession to 
collect user service fee for a minimum 
period of 5 years

• Signed with Customs who will 
represent OGA

• Sharing IP ownership with SPV 

• Allow SPV to introduce value-added 
services

Customs

OGAs Ports

Government

SPV as SW 
Operator
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SW Operation Structure SW Operation Structure –– 
Initial StartInitial Start--upup

National Steering Committee

• Chair by Govt & Private Sector

• Representatives from Customs; 
OGAs; Port Authorities

• Representative from trading 
community

• Representative from KENTRADE

Policy & Process Group

Legislative Group

ICT Group

Sub-Committees

CEO

Customer Service Group (12 
pax)

• Adoption
• Marketing & 

Communication
• Training

Operations Group (14 pax)

• Applications

• Infra

• Data Centre Ops 

Board of Directors

Finance & HR Group (8 pax)

• HR

• Finance

• Admin

KENTRADE

Application Support (6 pax + 2 pax from CL)

• Helpdesk
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CEO

Finance & 
Admin

SW Operation Entity SW Operation Entity –– 
Typical Typical OrganisationOrganisation ChartChart

Human 
Resource

Customer 
Service TrainingMarketing

Operations

Infrastructure Application

Call Centre Service Centre
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E.g. of Single Window E.g. of Single Window SPVsSPVs

Public Linked SPV

• Singapore - CrimsonLogic

• Chinese Taipei – Trade-VAN

• Japan - NACCS 

• Saudi Arabia - Tabadul

Public or Public-Private SPVs

• Korea – KTNet

• Hong Kong – TradeLink

• Ghana - GCNet

• Mauritius – MNS

• Madagascar - GasyNet
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Departmental Roles Departmental Roles 
Customer Service

To service and support the customers from the point- of-sales 
onwards. These services include the customer registration process, 
call centre service, service centres and training. 

Marketing / Mass 
Adoption

To plan, execute marketing activities, sales to customers. Manage 
customer accounts. Develop collateral, such as brochures to 
facilitate the marketing and selling of the services.

Operations
To provide support, maintenance for the systems and application. 
infra team for supporting the Data Centre, Networks, Servers, 
System software. Application development team to support, 
maintain the application.

Change Mgt / Training To provide change mgt / training services to familiarise new users 
with sufficient level of competency to use the application/systems.

Finance & Admin

To provide procedures, policies on financial control, ensuring 
payment, revenue, budget are properly managed and accounted and 
controlled. Admin functions, is to manage the office, ensure proper 
filing, information, assets, inventory, office equipment are 
maintained. Provide admin support to rest of depts. 

Human Resource
Manage policies on human resource planning and recruitment, 
training and organisational development, performance appraisal, 
terms and benefits, and employees’ compensation
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Customer ServiceCustomer Service

Service Bureau

Customer Service

Call Centre

• Customer Service Manager
– Manage Service Centre 

operations and activities. Set 
guidelines, procedures for 
centre’s operations

• Customer Service Officers
– Handle and resolve customer 

requests
– Process  forms, applications 

and requests from Customers 

• CC Manager
– Manages activities and 

operations in CC. Set 
procedures, guidelines for 
CC operations and 
functions

• CC Officers
– Take calls, record and 

direct reported incident to 
relevant parties for 
resolution

– Track incidents reported, 
ensure timely resolution of 
all incident logs 
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Mass Adoption, Training, HRMass Adoption, Training, HR
Mass 

Adoption / 
Marketing

• Mass Adoption / Marketing 
Managers

– Plan and carry out marketing 
activities 

– Manage sales accounts, 
follow up on sales enquiries

Change 
Mgt / 

Training

• Change Mgt Manager
– Manage change mgt 

programs and work with 
users/customer to execute 
change mgt training

• Trainers
– Conduct training, impart 

knowledge on use of the 
applications

Human 
Resource

• HR Manager
– Manages HR operational 

management such as talent 
acquisition, compensation 
and benefit programs, 
performance management
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OperationsOperations

• DC Manager
– Manage the DC 

centre operations. 
Ensuring DC 
operations are 
smoothly 
executed 

• Operators
– Help run 

operations of the 
DC by running, 
monitoring jobs

– Review system 
and application 
logs, and verifying 
completion of 
scheduled jobs 
such as backups

• Technical Manager
– Lead & manage the 

Infra team. Set 
procedures, 
guidelines for 
maintaining and 
supporting the 
systems

• System, Network, Security 
Engineers
– Maintain support the 

servers, system
– Perform system 

monitoring, verifying 
the integrity and 
availability of all 
hardware, server 

 t

Operations

Infrastructure Application

Data Centre Technical
• Software Manager

– Lead & Manage the 
application Team

– Develop good 
practices and 
standards for 
software 
development; 

• System Analyst, 
Programmers

– Analyse, develop, 
design, implement 
and maintain IT 
application systems
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Finance & AdminFinance & Admin

Finance 

Finance & Admin

Admin
• Finance Manager

– Maintain day-to-day financial 
control ensuring costs is within 
budget 

– Ensure that all finances are 
properly administered and 
monitored

• Accountant
– Manage , compile, ,analyze 

financial information, prepare 
financial statements including 
monthly and annual accounts 

– Ensure accurate and timely 
monthly, quarterly and year 
end close 

– Analyze and advise on business 
operations including revenue 
and expenditure trends, 
financial commitments and 
future revenues 

• Admin Manager
– Plans, organises and controls 

the administration of office 
functions.

– Plans, organises and controls 
the facility support of the 
office building 

– Oversees the purchasing 
function to ensure compliance 
with workflow and procedures.

• Admin Officers
– Perform daily administrative 

duties. e.g. filing, office 
maintenance/housekeeping, 
stationeries, office contracts 
and proposal, purchasing , 
facility management, office 
security, periodicals and other 
general clerical support. 

– Ensures that proper 
documentation and filing 
procedures are adhered to.
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Lessons from the Asian SW ExamplesLessons from the Asian SW Examples

1. Start with clear Trade Facilitation objectives

2. Plan for the Operations and Sustained operations early 
in the SW development journey

3. Strong private sector partnership and cooperation for 
trade facilitation

4. Public sector realism for what the private sector can 
deliver – allowing SW Operator to provide the value 
added services, which public sector is unable to provide

5. Private sector empathy for what the public sector is 
seeking – greater service levels at lower cost
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Thank you 

for further information, contact:
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