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Singapore Airlines is a global company dedicated to providing air
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THREE-YEAR FINANGIAL RIGHLIGHTS

TOTAL GROUP REVENUE

(S million)

2020/21
2019/20 [ 15,976]
2018/19 [ 16,323] NET ASSET VALUE PER SHARE:

$5.36

Net asset value per share is computed by dividing
equity attributable to owners of the Company by
the number of ordinary shares in issue excluding
treasury shares.

GROUP OPERATING (LOSS)/PROFIT

(S million)

2020/21 (2,513)

LOSS PER SHARE (BASIC):
(115.6) cents

Loss per share (basic)is computed by dividing
loss attributable to owners of the Company by
the weighted average number of ordinary shares
inissue less treasury shares, assuming the
conversion of all mandatory convertible bonds in
accordance with IAS 33 Earnings Per Share.

2019/20 H 59

2018/19 1,067

GROUP NET (LOSS)/PROFIT

(S million)

2020/21 (4,271)

2019/20 (212)

2018/19 683
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SIA GROUP PORTFOLIO

Figures as at 31 March 2021

Due to the disruptions caused by the Covid-19 pandemic during the year in review, the Singapore Airlines (SIA) Group has
had to significantly scale back its global network. This includes the suspension of services to several destinations. Despite
the challenges, the SIA Group continued to seize opportunities in both the passenger and cargo markets, operated flights to
bring home people who were stranded amid travel restrictions, found ways to offer even greater convenience and options to
customers, and reinforced its position as a global leader in the airline industry.

SINGAPORE
AIRLINES

457,135

passengers carried in
FY2020/21

113%&

passenger aircraft in
ongoing operating fleet

47

passenger
destinations served

21

passenger destinations temporarily
suspended due to Covid-19

(includes seasonal routes Mandalay and Sapporo)

TOTAL:

596,221

passengers carried in
FY2020/21

168#1

aircraft in ongoing
operating fleet

SILKAIR

57,178

passengers carried in
FY2020/21

e

passenger aircraftin
ongoing operating fleet

5

passenger
destinations served

16

passenger destinations temporarily
suspended due to Covid-19

60°

passenger
destinations served

SCOO\

81,908

passengers carried in
FY2020/21

47%
passenger aircraft in
ongoing operating fleet

18

passenger
destinations served

50

passenger destinations temporarily
suspended due to Covid-19

87"

passenger destinations temporarily
suspended due to Covid-19

# Ongoing operating fleet excludes aircraft deemed surplus to fleet, and includes aircraft that were or will be withdrawn from service for

temporary storage due to significant capacity cuts arising from the Covid-19 pandemic.
A Excludes six Boeing 737-8 MAX aircraft that are currently not in service.
t Figure includes seven Boeing 747-400 cargo freighters.
* Figure refers to the total number of unique passenger destinations operated by the SIA Group Airlines (including Singapore).

** Figure refers to the total number of unique passenger destinations temporarily suspended by the SIA Group Airlines due to
the Covid-19 pandemic.

& Excludes four B777-300 ER aircraft which will be removed from the operating fleet in FY2021/22.
@ Excludes eight B737-800 aircraft which will be removed from the operating fleet in FY2021/22.
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STATISTIGAL HIGHLIGRTS

FINANCIAL STATISTICS ®

2020/21 2019/20 % Change
The Group
Financial Results (S million)
Total revenue 3,815.9 15,975.9 - 76.1
Total expenditure 6,328.4 15,916.8 - 60.2
Operating (loss)/profit (2,512.5) 59.1 n.m.
Loss before taxation (4,957.2) (220.2) n.m.
Loss attributable to owners of the Company (4,270.7) (212.0) n.m.
Financial Position (S million)
Share capital 7,180.2 1,856.1 n.m.
Mandatory convertible bonds 3,496.1 - n.m.
Treasury shares (133.2) (156.0) + 14.6
Capital reserve (96.8) (Mm2.7)  + 14.1
Foreign currency translation reserve (16.9) (5.3) n.m.
Share-based compensation reserve 20.8 25.7 - 19.1
Fair value reserve (178.8) (2,150.9)  + 91.7
General reserve 5,634.3 9,857.2 - 42.8
Equity attributable to owners of the Company 15,905.9 9,314.1 + 70.8
Return on equity holders' funds (%) (33.9) (1.9) - 32.0 points
Total assets 37,581.3 33,712.8 + 1.5
Total debt 14,336.9 11,784.5 + 21.7
Total debt : equity ratio (times) 0.90 1.27 - 0.37  times
Value added 592.9 4,775.3 - 87.6
Per Share Data
Loss - basic(cents)® (115.8) (11.2) n.m.
Loss - adjusted basic (cents)"® (162.2) (11.2) n.m.
Loss - diluted (cents)®® (115.8) (11.3) n.m.
Net asset value ($)*7 5.36 7.86 - 31.8
Adjusted net asset value (S)® 3.60 7.86 - 54.2
Dividends
Interim dividend (cents per share) - 8.0 - 8.0 cents
Final dividend (cents per share) - -
Dividend cover (times)®? - (2.2) + 2.2  times
The Company
Financial Results (S million)
Total revenue 3.450.4 13,012.7 - 73.5
Total expenditure 51521 12,718.5 - 59.5
Operating (loss)/profit (1,701.7) 294.2 n.m.
Loss before taxation (3,360.5) (290.3) n.m.
Loss after taxation (2,841.1) (283.5) n.m.
Value added 895.5 3,374.6 - 73.5

Rt Singapore Airlines’ financial year is from 1April to 31 March. Throughout this report, all figures are in Singapore Dollars, unless otherwise stated.
Rz Return on equity holders’funds is loss attributable to owners of the Company expressed as a percentage of the average equity holders’ funds.
s Total debt : equity ratio is total debt divided by equity attributable to owners of the Company as at 31 March.

R4 Loss per share (basic)is computed by dividing loss attributable to owners of the Company by the weighted average number of ordinary shares in issue less treasury shares,
assuming the conversion of all mandatory convertible bonds in accordance with IAS 33 Earnings Per Share.

RS Loss per share (adjusted basic)is computed by dividing loss attributable to owners of the Company by the weighted average number of ordinary shares in issue less treasury
shares, assuming the redemption of all mandatory convertible bonds.

R6 L oss per share (diluted)is computed by dividing loss attributable to owners of the Company by the weighted average number of ordinary shares in issue less treasury shares,
adjusted for the dilutive effect on the vesting of all outstanding share-based incentive awards granted, in accordance with IAS 33.

R Net asset value per share is computed by dividing equity attributable to owners of the Company by the number of ordinary shares in issue excluding treasury shares at 31
March.

R8  Adjusted net asset value per share is computed by dividing equity attributable to owners of the Company by the number of ordinary shares in issue excluding treasury
shares, assuming the conversion of all mandatory convertible bonds and convertible bonds.

RS Dividend cover is loss attributable to owners of the Company divided by total dividends.
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OPERATING STATISTICS

2020/21 2019/20 % Change
Singapore Airlines
Passenger Operations
Passengers carried (thousand) 457 20,906 - 97.8
Revenue passenger-km (million) 2,581.6 104,134.6 - 97.5
Available seat-km (million) 19,253.7 127,165.8 - 84.9
Passenger load factor (%) 13.4 81.9 B 68.5 points
Passenger yield (cents/pkm) 20.9 10.0 + 109.0
Revenue per available seat-km (cents/ask) 2.8 8.2 - 65.9
Passenger unit cost (cents/ask) 12.0 8.0 + 50.0
Cargo Operations
Cargo and mail carried (million kg) 734.0 1,205.0 - 39.1
Cargo load (million tonne-km) 4,111.9 6,389.2 - 35.6
Gross capacity (million tonne-km) 4,795.1 10,778.2 - 55.5
Cargo load factor (%) 85.8 59.3 + 26.5 points
Cargo yield (cents/Itk) 65.9 30.5 + 116.1
Cargo unit cost (cents/ctk) 32.3 16.4 + 97.0
Overall Operations
Overall load (million tonne-km) 4,355.7 16,039.3 - 72.8
Overall capacity (million tonne-km) 6,796.9 23,745.0 - 7.4
Overall load factor (%) 64.1 67.5 - 3.4 points
Overall yield (cents/Itk) 74.6 77.0 - 3.1
Overall unit cost (cents/ctk) 56.8 50.5 + 12.5
SilkAir
Passengers carried (thousand) 57 4,440 - 98.7
Revenue passenger-km (million) 87.4 8,195.4 - 98.9
Available seat-km (million) 239.3 10,699.6 - 97.7
Passenger load factor (%) 36.5 71.3 - 40.8 points
Passenger yield (cents/pkm) 28.6 10.7 + 167.3
Revenue per available seat-km (cents/ask) 10.4 8.2 + 26.8
Passenger unit cost (cents/ask) 48.3 8.5 n.m.
Scoot
Passengers carried (thousand) 82 10,454 - 99.2
Revenue passenger-km (million) 221.6 28,668.5 - 99.2
Available seat-km (million) 2,228.2 33,445.8 - 93.3
Passenger load factor (%) 9.9 85.7 - 75.8 points
Passenger yield (cents/pkm) 55.0 5.6 n.m.
Revenue per available seat-km (cents/ask) 5.5 4.8 + 14.6
Cost per available seat-km (cents/ask) 19.9 5.4 n.m.
Group Airlines (Passenger)
Passengers carried (thousand) 596 35,800 - 98.3
Revenue passenger-km (million) 2,890.6 140,998.5 - 97.9
Available seat-km (million) 21,721.2 17,21.2 - 87.3
Passenger load factor (%) 13.3 82.4 - 69.1 points
Passenger yield (cents/pkm) 23.7 9.1 + 160.4
Revenue per available seat-km (cents/ask) 3.2 7.5 - 57.3
Employee Productivity (Average) - The Company
Average number of employees 15,790 16,760 - 5.8
Capacity per employee (tonne-km) 430,459 1,416,772 - 69.6
Revenue per employee (S) 218,518 776,414 - 71.9
Value added per employee (S) 56,713 201,348 - 71.8
Employee Productivity (Average) - The Group
Average number of employees 25,547 27,619 - 7.5
Revenue per employee (S) 149,368 578,439 - 74.2
Value added per employee (S) 23,208 172,899 - 86.6
GLOSSARY
Singapore Airlines SilkAir

Passenger Operations
Revenue passenger-km
Available seat-km
Passenger load factor

Passenger yield
Revenue per available
seat-km

Passenger unit cost

Cargo Operations
Cargo load

Gross capacity
Cargo load factor

Cargo yield

Cargo unit cost

Overall Operations
Overall load

Overall capacity
Overall load factor
Overallyield

Overall unit cost

Number of passengers carried x distance flown (in km)
Number of available seats x distance flown (in km)

Revenue passenger-km expressed as a percentage of available
seat-km

Passenger revenue from scheduled services divided by revenue
passenger-km

Passenger revenue from scheduled services divided by available
seat-km

Passenger operating expenditure divided by available seat-km

Cargo and mail load carried (in tonnes) x distance flown (in km)
Cargo capacity production (in tonnes) x distance flown (in km)

Cargo and mail load (in tonne-km) expressed as a percentage of
gross capacity (in tonne-km)

Cargo and mail revenue from scheduled services divided by cargo
load (in tonne-km)

Cargo operating expenditure divided by gross capacity (in tonne-km)

Passenger, cargo and mail load carried (in tonnes) x distance flown
(inkm)

Passenger and cargo capacity production (in tonnes)x distance flown
(inkm)

Overall load (in tonne-km) expressed as a percentage of overall
capacity (in tonne-km)

Passenger, cargo and mail flown revenue from scheduled services
divided by overall load (in tonne-km)

Operating expenditure divided by overall capacity

Revenue passenger-km =

Available seat-km
Passenger load factor
Passenger yield

Revenue peravailable
seat-km

Passenger unit cost

Scoot

Revenue passenger-km
Available seat-km
Passenger load factor

Passenger yield

Revenue per available
seat-km

Cost per available
seat-km

Group Airlines (Passenger)
Revenue passenger-km
Available seat-km
Passenger load factor

Number of passengers carried x distance flown (in km)
Number of available seats x distance flown (in km)
Revenue passenger-km expressed as a percentage of available seat-km

Passenger revenue from scheduled services divided by revenue
passenger-km

Passenger revenue from scheduled services divided by available
seat-km

Operating expenditure (less cargo and mail revenue) divided by
available seat-km

Number of passengers carried x distance flown (in km)
Number of available seats x distance flown (in km)

Revenue passenger-km expressed as a percentage of available
seat-km

Passenger revenue from scheduled services divided by revenue
passenger-km

Passenger revenue from scheduled services divided by available
seat-km

Operating expenditure divided by available seat-km

Number of passengers carried x distance flown (in km)
Number of available seats x distance flown (in km)

Revenue passenger-km expressed as a percentage of available
seat-km
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SIGNIFIGANT EVENTS

2020
01

APR
MAY
JUN

02

JUL
AUG
SEP

03

OoCT
NOV
DEC

| GOVERNANCE . FINANCIAL

/
05 JUN
Singapore Airlines successfully raises $8.8
billion through 2020 Rights Issue

07 JUN

Singapore Airlines implements enhanced
health and safety measures to support
customer journey

08 JUN

SIA raises additional $1.2 billion in fresh liquidity
through measures including secured long-term
loans and new committed lines of credit

09 JUN

Singapore Airlines launches KrisPay It Forward
to thank frontliners and unsung heroes in the
fight against Covid-19

20JUL
Singapore Airlines launches Miles Of Good
campaign to thank essential workers

23 JUL
Singapore Airlines raises an additional $750
million from secured financing

11 AUG

Singapore Airlines partners Temasek
Foundation and World Food Programme to
support global Covid-19 response

20 AUG

Singapore Airlines and Khoo Teck Puat Hospital
collaborate on training services for healthcare
professionals

29 SEP
Singapore Airlines launches Discover Your Singapore
Airlines series of initiatives

050CT
Launch of SIA@Home First Class and Business
Class meals delivery service

050CT
Singapore Airlines launches Star Alliance digital
connection service

130CT
Singapore Airlines customers get even more
options with the all-new Kris+app

KFKis

by Singapore Airlines

200CT

Singapore Airlines announces launch of non-
stop services to New York's John F. Kennedy
International Airport

24 0CT
Launch of Restaurant A380 @Changi

03 NOV

SIA launches the Singapore Airlines Academy
to offer training programmes to external
organisations

04 NOV

Singapore Airlines obtains Envirotainer QEP
accreditation and adds new stations to its
THRUCOOL quality corridor network

13 NOV
Singapore Airlines raises $850 million through
convertible bond issue




03

oCcT
NOV
DEC

2021

04

JAN
FEB
MAR
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4 )
21NOV 07DEC
Launch of Inside Singapore Airlines public tours at Singapore Airlines and Vistara deepen
the SIA Training Centre commercial partnership
£ r JARDS 21DEC
Singapore Airlines delivers first shipment of the
Pfizer-BioNTech Covid-19 vaccines to Singapore
21NOV
Singapore Airlines launches new short-haul
Economy Class meal concept that offers
customers a wider range of main courses
24 NOV 23 DEC
Singapore Airlines successfully raises S500 Singapore Airlines starts trials on digital
million via a private placement of new 10-year verification of Covid-19 test results and
bonds vaccination information
. /
~N
06 JAN 02 FEB

Singapore Airlines extends PPS Club and KrisFlyer
Elite membership statuses and launches new
programme features

14 JAN
SIA successfully raised US500 million via its first
US dollar-denominated bond issue

18 JAN
Start of vaccination drive for the SIA Group staff

19 JAN
Singapore Airlines clinches highest Diamond
rating in global airline health and safety audit

20 JAN
Singapore Airlines pilots one-stop online solution
for Covid-19 pre-departure testing

28JAN

SIA announces the launch of narrow-body
operations in March 2021 with Boeing 737-800 NG
services to Phuket

Singapore Airlines transports a shipment of Sinovac
Covid-19 vaccines to Indonesia

09 FEB

Singapore Airlines defers over $4 billion in capital
expenditure after aircraft delivery agreements with
Airbus and Boeing

NFEB
Singapore Airlines, Scoot and SilkAir operate first flights
with a full set of vaccinated pilots and cabin crew

15 FEB

Singapore Airlines delivers the first batch of the
Pfizer-BioNtech Covid-19 vaccines to Australia and
New Zealand

17 FEB
Singapore Airlines delivers the first shipment of
Moderna Covid-19 vaccines to Singapore

19 FEB
Singapore Airlines obtains IATA CEIV fresh
certification and launches THRUFRESH

08 MAR
Singapore Airlines becomes the first in the world to
pilot IATAs Travel Pass app
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RESILIENGE (GOVID-19)

Since the start of the financial

year, the pandemic has had an
unprecedented impact on the
aviation industry. Borders between
countries remained closed, and travel
restrictions grew stiffer across the
world as the year progressed. The
prognosis for the Company was grim,
as passenger traffic reduced to a
trickle and Group revenue bottomed
out within the first quarter of the year.

However, amid the pain and
uncertainty, the pandemic brought
out an unwavering resilience in our
people, and this manifested in the
various ways in which the SIA Group
responded to the crisis.

Safeguarding our customers and staff

Regardless of the climate we operate
in, robust health and safety standards
remain a vital part of our world-class
service promise. When the Covid-19
pandemic first hit, the SIA Group
took immediate steps to implement a
series of health and safety initiatives
across various touchpoints of the
customer journey. These initiatives,
which were based on the advice

of medical experts, regulators and

partners, as well as feedback from our
customers, helped ensure a safe and
healthy environment for customers.

Cleaning procedures were stepped up
at all premises, including SilverKris
Lounges. Every SIA Group aircraft
also undergoes an enhanced cleaning
process before each flight.

Adjustments were made to in-flight
services to minimise contact between
crew and customers. Meal services
were modified with a one-tray meal
service introduced in Business Class.
Offers of alcoholic beverages were
also reduced. At the height of the
pandemic, snack bags replaced normal
tray services on selected flights. The
Group also began distributing a Care
Kit, comprising a face mask, hand
sanitiser and a disinfectant surface
wipe, to all passengers.

As a testament to the SIA Group's
efforts, both Singapore Airlines and
Scoot were awarded the Diamond
rating - the highest level attainable -
in a global audit of airlines conducted
by the industry body Airline Passenger
Experience Association (APEX)and
aviation strategy firm SimpliFlying.

GOVERNANCE .
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Transforming the travel experience

There is little doubt that the travelling
experience would be markedly
different in the new operating
environment as the world deals with
the presence of the Covid-19 virus.
What used to be a straightforward
flying experience is now layered with
strict regulatory checks. Recognising
the need to meet these requirements
while still delivering the premium
flying experience that SIA is known for,
the Group reimagined and designed a
travel experience to integrate health
and safety measures, regulatory
requirements and digital initiatives
for a seamless end-to-end customer
journey.

The Group piloted the International
Air Transport Association’s (IATA)
Travel Pass mobile application for
digital health verification, with
plans to integrate the entire digital
health verification process into the
SingaporeAir mobile app using IATA's
Travel Pass framework. This service
enables customers to securely store
and present information related to
Covid-19, such as test results and
vaccination statuses. Along the

The SIA Group was among the world's
first to operate flights with a full
complement of vaccinated pilots and
cabin crew across its three airlines.



same vein, the Group also embarked
on a pilot project with Collinson to
launch a one-stop online solution for
Covid-19 pre-departure testing, where
customers can book their test and
receive their results through an online
portal.

The Group also introduced several
smart travel initiatives to create a
streamlined and contactless travel
experience for the customer. These
include features such as mobile
boarding passes, an electronic food
ordering system in the SilverKris
Lounge, digital in-flight menus and
an e-Library in lieu of physical copies
on board the aircraft, and a baggage
self-service portal for customers to
receive updates and submit claims for
lost or delayed bags.

Finding new ways to generate revenue

During a time when most aircraft were
grounded and air travel remained
muted, the SIA Group pivoted to find
new ways to generate non-flying
revenue growth.

Kris+, an all-new app that brings
payment, lifestyle and rewards
services togetherin one platform
forits customers, was launched
during the year. Singapore Airlines
also embarked on partnerships that
deliver greater value to members

of the KrisFlyer loyalty programme.
This includes an agreement with
CapitalLand, Singapore's largest
retail operator, to introduce a new
rewards partnership that benefits
the membership programmes of both
companies. The Group also rolled out
Pelago, a travel-planning and booking
platform, to widen the variety of
products and services it can offer to
its customers.

The SIA Group also launched the
Singapore Airlines Academy - a new
arm that offers training programmes
to external businesses and
organisations in the areas of service
excellence, operational excellence,

SINGAPORE AIRLINES | ANNUAL REPORT FY2020/21 g

organisational innovation, and digital programme kicked off with the
transformation. Comprising trainers deployment of our cabin crew to
drawn from divisions such as Cabin hospitals as care ambassadors, where
Crew and Flight Operations, the their duties included supporting
Singapore Airlines Academy bases its healthcare workers in patient care.
training curriculum on the Company’s The scheme then expanded to include
wide range of globally recognised transport ambassadors and social
skills and competencies, and taps service ambassadors, where our
on its experienced staff in delivering crew ensured safe distancing among
these programmes. commuters at train stations and
assisted with processing Covid-19
Doing our part in the ongoing battle support grants respectively.

against Covid-19
More than 2,000 SIA staff have worked

At the height of the pandemic, flights as ambassadors during this time,

rostered for our cabin crew were allowing them to support the fight
far and few between. In response, against Covid-19 at the frontlines
the SIA Group worked with various during a time of reduced operations.
government agencies to launch

its ambassador programmes. The When Covid-19 vaccines became
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available, the Group played an
instrumental role in the monumental
task of delivering them around the
world. Months before the vaccines
were ready, SIA Cargo worked hard
to ensure operational readiness for
the safe and timely transportation

of these time-and temperature-
sensitive pharmaceutical shipments.

Between December 2020 and
February 2021, SIA Cargo delivered
the first Singapore-bound shipments
of Pfizer-BioNTech and Moderna
Covid-19 vaccines, as well as the first
Pfizer-BioNTech Covid-19 vaccines
to Australia and New Zealand. SIA
also delivered a shipment of Sinovac
Covid-19 vaccines to Indonesia. SIA
Cargo also supported the global
Covid-19 vaccine distribution for
COVAX through UNICEF's Humanitarian
Airfreight Initiative. This allowed it
to provide safe, reliable and timely
transportation of Covid-19 vaccines
to communities in need around the
world.

Tapping on our network and cargo
expertise, the SIA Group facilitated
the delivery of medicine, medical

i PERFORMANCE |

equipment and food supplies to
Singapore and around the world. This
included the delivery of humanitarian
relief around the world in partnership
with Temasek Foundation and the World
Food Programme, as well as the delivery
of medical supplies such as oxygen
concentrators and ventilators to India
when it suffered a shortfall of these
items due to the pandemic.

We were also among the first in the
industry to vaccinate our frontliners,
including cabin crew and pilots,
providing added safety and
reassurance for both our customers
and staff. On 11 February 2021,
Singapore Airlines, SilkAir and Scoot
became among the first carriersin
the world to operate flights with a full
complement of vaccinated pilots and
cabin crew.

Retaining strong brand resonance
with the public

It was a challenge for the Airline to
maintain high levels of engagement
with the public during a time when
most of its customers could not travel.
However, there was still a need to

GOVERNANCE .

FINANCIAL

SIA cabin crew stand ready to welcome
customers on board the Restaurant A360
@Changi experience.

sustain strong public engagement and
this had to be done through several
innovative initiatives.

SIA launched Discover Your Singapore
Airlines, offering the public a suite of
unique experiences - Restaurant A380
@Changi, Inside Singapore Airlines
and SIA@Home - that delivered the
signature SIA experience without
having to take off.

Restaurant A380 @Changi offered
an exclusive dining experience with
SIA's award-winning service inside
the Airbus A380, where customers
could experience an in-flight dining
experience complete with in-flight
entertainment via KrisWorld.

Inside Singapore Airlines, held over
two weekends during the November
school holidays, provided an exclusive
tour of SIA's training facilities with a
wide range of activities for the entire
family. Over 2,000 visitors came for
the tours, where they learnt about
SIA’s history and had an exclusive
insight into the intensive training



undertaken by the Airline’s pilots and
cabin crew.

SIA@Home was created for customers
who were keen to enjoy the SIA
in-flight dining experience in the
comfort of their own home. Customers
were able to choose from 10 menus
featuring exclusive First Class and
Business Class meals, and recreate
the Airline’s renowned onboard
experience.

These experiences were met with
overwhelming response from

the public, and strengthened our
engagement with the publicina
meaningful and positive manner.

Keeping the SIA spirit strong

At the heart of it all, it was the
unflagging dedication of our people
that kept the Company going through
the worst of the crisis.

At the onset of the pandemic, staff
from various departments voluntarily
came forward to assist at the contact
centres, ticketing offices, and social
media units, which were overwhelmed
by high volumes of customers’ queries.

A Covid-19 task force was also set

Young visitors tried their hand at
sculpting balloons with SIA staff at

the Inside Singapore Airlines event.
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up to ensure that all necessary
information was clearly communicated
to customers. The task force,
comprising staff from various
functions, worked tirelessly to putin
place measures such as the Covid-19
Information Centre on the SIA
website, where customers can easily
access information on updated travel
advisories, refund and rebooking
policies, as well as health and safety
measures.

When work-from-home requirements
became mandatory in Singapore, our
staff adapted quickly to new work
arrangements and schedules without
disruptions to productivity. Staff also
made use of opportunities provided
by the Company to pursue additional
training or upskilling to remain
relevant and competitive in the post-
Covid-19 operating environment.

The Group also set up a one-stop
Employee Support Portal to provide
resources for those whose livelihood
were badly impacted and needed
financial relief. During the challenging
period, SIA worked with banks and
government agencies to offer financial
relief channels for our staff.

The Airline waived the exclusive

service requirements for certain
groups of staff so that they could
secure supplementary income through
other means.

Paving the way ahead

In the coming years, the Group

will renew its effortsin its latest
Transformation chapter. The three
pillars - World-class Leader, Financial
Sustainability, as well as Dynamic and
Resilient Team - provide a blueprint
for change that is even more urgent
due to the severity of this crisis, and
will help to strengthen our foundations
in the new environment.

The road to recovery is uncertain, and
there will be obstacles and setbacks
along the way. However, our staff
have been, and will always remain,
extremely vigilant and unfazed in face
of any potential crisis. This past year
has taught us many lessons, including
the need to be nimble and flexible

as the situation changes rapidly and
abruptly. We have been preparing for
recovery, and will be ready to be first
off the blocks when it comes.
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OUR TRANSFORMATION JOURNEY

LEAD THE NEW WORLD - ANEW
TRANSFORMATION CHAPTER

The Covid-19 pandemic has had a
far-reaching impact on the aviation
industry and continues to challenge

the sector in unprecedented ways. To
overcome these challenges and thrive
in a post-Covid-19 world, Singapore
Airlines (SIA) must take a fundamental
relook at its business and reinvent itself
to stay ahead.

In FY2020/21, SIA launched a new
three-year Transformation programme
that provides a blueprint for the
organisation to pivot into the future
and emerge stronger from the crisis.
The new chapter aims to bolster SIAs
resilience and agility as it navigates
through the uncertainties, and seize
growth opportunities in the new and
fast-changing aviation environment.

The Transformation programme
focuses on three key areas:

1. World-class leadership in the new
world

SIA remains committed to constantly
enhancing its brand promise in product
quality and service excellence. It aims

to deliver best-in-class product and
service delivery experiences that
are aligned to customers’' needs and
expectations in the new normal.

Through our internal customer research
studies, SIA identified two new
priorities: health and safety measures,
and delivering a seamless travel
experience. We have since embarked
on numerous initiatives to safequard
our customers’ well-being and reduce
friction across the customer journey.

Since the start of the pandemic, the
Airline has also conducted an extensive
review of over 100 touchpoints across
the customer journey to assess if

the measures adequately alleviate
travellers’ concerns. In January 2021,
SIA received a‘Diamond’ rating in

the APEX Health Safety powered by
SimpliFlying audit of global airlines,
which is an affirmation of our
unwavering commitment to safequard
the well-being of our customers and
staff in all areas of our operations.

SIA will also continue to strengthen
its digital capabilities to enhance
its core offerings and operational
resilience. Leveraging technology,

GOVERNANCE .
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SIA introduced new solutions such

as personalised information on travel
restrictions, contactless baggage tags
printing services, electronic lounge
menu ordering, complimentary reading
materials from the SingaporeAir mobile
app’s e-Library, and the ability to control
the KrisWorld in-flight entertainment
system from mobile devices. These
enhancements are some of the

many meaningful innovations that
quickly came to the forefront to meet
operational and customer needs amid
the pandemic.

Establishing itself as a digital leader,
SlAis also the first airline in the world to
offer a new pilot service for the digital
verification of Covid-19 test results and
vaccination information. This is based
on the IATA's Travel Pass framework,
which allows travellers to manage their
travels easily and securely via a mobile
application.




2. Regaining financial sustainability

To ensure financial sustainability,
SIA has embarked on wide-ranging
initiatives to strengthen its revenue
generation capabilities and achieve
amore competitive cost base for the
future.

These focus on driving innovation

to deliver cost efficiencies without
compromising on the customer
experience. Examples include
accelerating digital investments to
optimise business processes, working
with strategic partners to drive
greater efficiency, reducing waste,
and increasing organisational agility to
boost productivity.
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SIA also looked at broadening its
portfolio with new revenue streams and
businesses, and staying innovative to
optimise any revenue opportunities.

In November 2020, SIA created the
Singapore Airlines Academy, a new

arm that offers training programmes in
the broad areas of service excellence,
operational excellence, organisational
innovation, and digital transformation to
external businesses and organisations.

The academy allows SIA to leverage the
wide range of globally recognised skills
and competencies that exists within
SIA, which has enabled the Airline

to establish a pre-eminent position

in a highly competitive industry. The
Singapore Airlines Academy is also a
strategic move for the SIA Group, and
has the potential to add a new source of
revenue in the coming years.

EMERGING
STRONGER

SIAis driving innovation to pursue
new revenue opportunities and
achieve cost efficiencies to
strengthen its leadership position
for the future.

3. Developing our people to build a
future-ready workforce

SIA will continue to develop its
workforce and ensure that all staff

are equipped with skills to remain
future-ready. An intensive digital
training curriculum, which had been
pivotal to the success of our previous
transformation, will continue to be
heavily emphasised. Upskilling in other
areas such as a solutioning mindset,
resilience, and change management,
will also be introduced to equip staff
with the necessary tools to cope with a
constantly evolving environment.

FORGING AHEAD

Despite the uncertainties, SIA remains
steadfast and agile while forging ahead
on many fronts. Transformation will be
an ongoing process, and it will need to
be entrenched in the mindset of our
people and across our operations in the
years to come.

SIA has received the unwavering trust
and support from its shareholders,
customers, partners, and the
Singapore government throughout
this challenging period. Layering on
the strong foundation laid in the earlier
Transformation programme and with
our resilient people who embody the
SIA spirit, we are on solid footing to
emerge from this crisis in a position to
lead the new world.
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OUR STRATEGY FOR THE FUTURE

1. PORTFOLIO

The Singapore Airlines (SIA) Group
continues to adopt a portfolio
strategy, in which it has investments
in both full-service and low-cost
airlines. The integration of SilkAir’'s
narrow-body operations with
Singapore Airlines began with the
first SIA Boeing 737-800 NG aircraft
deployed to Phuket on 4 March 2021.
The integration will deliver greater
economies of scale for the Group,
and enhance the flexibility of aircraft
deployment to meet the demand for
air travel as it returns.

2. MULTI-HUB STRATEGY

A multi-hub strategy allows the SIA
Group to extend its reach and tap

on new traffic flows by investing in
airlines outside of Singapore. The
investment in Vistara enables the
Group to have a presence in India.
While international operations
planned under Air Travel Bubble
arrangements are being pursued,
Vistara's domestic operations have
resumed to 70% of pre-Covid-19
capacity in March 2021. In the same
month, the airline also achieved a
65% passenger load factor. Vistara's
fleet growth plans remain on track,
recording 47 aircraft as at 31 March
2021, and the airline is expecting the

number to increase to 70 by mid-2023.

3. NEW BUSINESS INITIATIVES

SIA continues to actively pursue
new engines of revenue growth, as
well as initiatives to achieve a more
competitive cost base.

Building on its revamp from an airline
sales catalogue to an omnichannel
lifestyle e-commerce platform for
all customers, KrisShop grew its
sales 121% year-on-year in its pivot
to cushion the loss of travel retail.
The year in review also saw traffic to
KrisShop.com grow 120% year-on-
year, with the average transaction
value recording 25% higher year-on-
year.

FULL SERVICE
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On the loyalty programme front,
KrisFlyer, the SIA Group's loyalty
programme, continued to expand its
global membership base in FY2020/21
despite low flying activity. Driven by
the global border closures, KrisFlyer
pivoted and offered members more
ways to utilise their KrisFlyer miles
through varied non-air redemption
offerings on a reqular basis during the
year.

KrisPay, the SIA Group’s digital
wallet, was rebranded as Kris+in
October 2020. This brought payment,
privileges, lifestyle and rewards
services together on a new and
improved platform for the SIA Group
customers. Kris+ also expanded
beyond Singapore with the launch

of Kris+ privileges in Indonesia

and India, with partner privileges

in more countries to be launched
progressively. As of 31 March 2021,
there are more than 230 Kris+
partners with over 800 outlets across
Singapore.

In November 2020, in a strategic move
for the SIA Group, SIA created the
Singapore Airlines Academy, a new
arm that offers training programmes
in the broad areas of service
excellence, operational excellence,
organisational innovation, and digital
transformation to external businesses
and organisations.
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scoot

LONG HAUL

During the year in review, SIA Cargo’s
new blockchain-based e-commerce
logistics platform, Parxl, welcomed
its first business-to-business
customers. Parxl is designed to meet
the international shipping needs of
e-retailers by offering a seamless and
fast cross-border delivery experience
right to the consumer’s doorstep.

The platform provides merchants
with end-to-end visibility of shipped
packages, and access to SIA’s global
airfreight network and portfolio of
regional delivery specialists, while
functioning as a singular touchpoint
for all partners along the supply chain.

Another revenue stream which
complements our core airline
business is Pelago, an online travel
experiences platform created by SIA.
The product allows users to centralise
trip discovery, conduct activity
booking and itinerary management
through inspiring content.

The beta version of Pelago was
launched in October 2020 and
continues to evolve its offering. As
travel gradually reopens, Pelago looks
towards expanding internationally
across the Asia-Pacific and eventually
to wherever SIA flies to.
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4. STRENGTHENING PREMIUM POSITIONING

¢

Service Excellence

SIA remains committed to providing customers with a seamless travel experience
through the use of digital solutions. This is especially important in a year where
Covid-19 has brought about many disruptions to travel.

A Covid-19 communications taskforce was set up in 2020 to ensure customer
communications is reinforced in a period where travel requirements change quickly.
The taskforce initiated the Covid-19 Information Centre on Singaporeair.com,
providing accurate and timely travel information, and allowing customers to book
confidently and travel safely.

Several digital initiatives were also launched in FY2020/21to provide SIA's customers
with a seamless travel experience during the pandemic.

SIAintroduced a feature on Singaporeair.com and its SingaporeAir mobile app where
customers can retrieve the latest entry and transit requirements based on their travel
itinerary and nationality. A subscription service was rolled out for customers who
wish to receive email notifications on the latest changes to travel requirements.

In August 2020, SIA introduced a contactless electronic menu (e-Menu) application
inits SilverKris Lounge in Singapore. The platform allows customers to view the
menu, place orders, and receive alerts for self-collection of their orders via a web
application.

A baggage self-service portal was also launched on Singaporeair.com in August
2020 to eliminate the need for customers to queue and create manual reports at the
airport’s Lost & Found counters. This enables customers to view the delayed bag
report at their convenience, and receive scheduled updates on the status of their
bags. They can also submit claims and evaluate settlements through the portal,
allowing for a much more seamless resolution process for customers.

With Covid-19 test results and potentially vaccination statuses expected to become
an integral part of air travel requirements, SIA started conducting trials on digital
health certificate verification in December 2020 using the International Air Transport
Association (IATA) Travel Pass framework. This service was first offered to customers
travelling on flights operated by SIA from Jakarta or Kuala Lumpur to Singapore, and
enabled them to securely store and present information related to Covid-19 tests.

In March 2021, SIA became the world’s first airline to pilot the IATA Travel Pass mobile
application when it was offered for passengers travelling from Singapore to London.
By consolidating the verification of health credentials into a single application,
participants can expect a faster and more seamless check-in process. Participants
will have full control over how their personal information is shared, as the data is
stored locally in the mobile phone and not in any central database.

As a testament to the SIA Group's efforts, both Singapore Airlines and Scoot were
awarded the Diamond rating - the highest level attainable - in a global audit of airlines
conducted by the industry body Airline Passenger Experience Association (APEX)
and aviation strategy firm SimpliFlying. This is an affirmation of the unwavering
commitment to safeguarding the well-being of customers and staff in all areas of
operations.

19



16

1

OVERVIEW . STRATEGY

i PERFORMANCE | GOVERNANCE . FINANCIAL

OUR STRATEGY FOR THE FUTURE

Product Leadership

The Airline continues to invest in key infrastructural initiatives in preparation for
recovery. Development works for the SilverKris Lounge and KrisFlyer Gold Lounge
in Singapore Changi Airport Terminal 3 are ongoing, with completion scheduled
foraround end-2021. The new lounges will feature enhanced hygiene and safety
measures, upgraded facilities, a 30% increase in space, as well as a newly curated
selection of food and beverages.

SIA remains committed to the continuous enhancement of its product offerings.
From 1December 2020, SIA and SilkAir launched its new Economy Class meal
concept on selected flights under 3.5 hours. This provides customers with a greater
variety of Singaporean and international main courses on these flights, including
more than 40 new dishes such as Singaporean favourites congee, laksa and gravy-
rich mee siam.

These meals come in a new leak-proof box and cup made of Forest Stewardship
Council (FSC) certified paper, and a cutlery pack made of bamboo with a paper
wrap. The new packaging helps reduce single-use plastics on the tray by 80% in
weight, resulting in fuel savings.

The new meal concept was developed jointly by SIA and SATS, the Airline’s
Singapore-based catering partner. After reviewing potential pain points and
identifying areas of improvement in the current short-haul in-flight experience, the
companies delved into months of research and development to come up with a box
that is both versatile and eco-friendly, and yet maintains taste and meal quality.

SIAis also dedicated to maintaining a modern fleet. In FY2020/21, the Airline took
delivery of seven Airbus A350-900 aircraft. As at 31 March 2021 SIA has 87 aircraft
on firm order including 12 Airbus A350-900s, 31Boeing 777-9s, 13 Boeing 787-10s
and 31 Boeing 737-8 MAX which were transferred from SilkAir. Operating new
generation aircraft will enable the SIA Group to continue offering greater comfort
and innovative products to customers, further drive operating efficiency, and
support ongoing efforts to materially lower carbon emissions.

Network Connectivity

During the year in review, the Group began to rebuild its passenger network and
increase capacity in a safe and calibrated manner by resuming services to some
destinations, and adding frequencies to some existing points. As a result, the
passenger network reached 23% of pre-Covid-19 levels' by March 2021.

The full integration of SilkAir's network with Singapore Airlines will be completed in
2021. At 31 March 2021, SIA served 47 destinations. SilkAir served five destinations,
while Scoot's network covered 18 destinations. By the end of the financial year, the
Group’s passenger network covered 60 destinations including Singapore.

The Airline is expecting travel and vaccination corridors to be the way forward in
the near term, and the SIA Group will stay nimble and flexible as it navigates the
headwinds in the rebuilding of its network in the new normal.

Compared to the capacity in January 2020, before the onset of the Covid-19 pandemic.
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CHATRMAN'S LETTER TO SHAREHOLDERS

This has been the singularly most challenging year in the history of
Singapore Airlines (SIA).

Beset by the onslaught of the Covid-19 pandemic, which began to
spread worldwide in February 2020, we started this financial year
dealing with an unprecedented shutdown of global borders as
countries sought to limit the spread of the virus in their populations.
International air travel jarred to a halt, virtually all passenger traffic
evaporated, and the SIA Group had to cope with an escalating crisis
that affected every part of our business.

One year on, despite the growing pace of vaccination exercises
around the world, the situation has not abated. Successive waves
of infections ripple across the world, and more virulent strains have
emerged over the course of the 12 months.

Our early priority was to shore up our liquidity. We acted decisively
to engage our shareholders, and successfully raised $8.8 billion
through the 2020 Rights Issue. We subsequently added a further
$6.6 billion of fresh liquidity through various sources including
secured financing, bond issuances, and aircraft sale-and-leaseback
transactions. In June 2021, we raised a further $6.2 billion through
the Rights 2021 Mandatory Convertible Bond issuance. The Group
has $2.1billion in committed lines of credit that we can also tap on,
and the headroom for more fundraising, if necessary.

This makes the SIA Group the best capitalised airline group in the
world, giving us the financial foundation to navigate the ongoing
crisis with confidence, make the necessary investments for growth,
and secure our industry-leading position in the new normal.

We also took steps to swiftly cut expenditure. We deferred
non-essential capital expenditure, imposed tight controls on
discretionary spending, deferred non-critical projects, renegotiated
contracts with suppliers, implemented staff measures such

as an early retirement scheme, a voluntary release scheme,

and salary cuts, and deferred more than $4 billion of capital
expenditure through measures including agreements with aircraft
manufacturers.

Various human resources measures allowed the Group to reduce its
headcount by around 1,900 without job cuts. However, in October
2020, the Group had to take the extremely painful step of releasing
around 2,000 staff to align the headcount with future requirements.
The staff rationalisation exercise was conducted in a fair and
respectful manner, and the Group did its best to ensure that the
affected colleagues received the support they needed.

One bright spot this year was SIA Cargo, which posted a 39%
increase in cargo flown revenue. This was driven by both higher
yields due to a shortage of freight capacity, as well as strong
demand in segments such as e-commerce, pharmaceuticals

and electronics. The cargo business also played an instrumental
role in the battle against Covid-19. SIA helped keep supply lines
open for essential items such as fresh food at the height of the
pandemic, and has become an airline of choice for the safe, reliable
and timely transportation of Covid-19 vaccines, as well as other
pharmaceuticals and essential medical supplies, globally.
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During the year, the Group continued to
find ways to diversify revenue streams,
reimagine its products and services,
and engage with its customers and
supporters.

In October 2020, we rolled out the
all-new Kris+ mobile application that
brings together payment, lifestyle and
rewards services in one platform for its
customers. We also introduced Pelago,
a travel-planning and booking platform.
The new Singapore Airlines Academy
offers external training programmes

in myriad areas including service and
operational excellence.

During a time of limited travel, SIA

also retained strong brand resonance
with customers. In October 2020, we
launched the Discover Your Singapore
Airlines suite of experiences to increase
customer engagement. SIA@Home,
Restaurant A380 @Changi and Inside
Singapore Airlines were a tremendous
success with the Singapore public.

Robust health and safety measures
that safequard the well-being of our
customers and staff continue to be a
focus. At the start of the pandemic,
the Group undertook a comprehensive
review of the entire customer

journey to enhance measures where
necessary, and introduce new ones to
further mitigate risks. These efforts
were recognised with both SIA and
Scoot being awarded the Diamond
certification in the Airline Passenger
Experience Association (APEX) Health
Safety powered by SimpliFlying audit of
global airlines.

To further protect our staff and provide
reassurance to customers, the SIA
Group airlines were among the firstin
the industry to vaccinate its frontliners,
including cabin crew and pilots. Today,
around 97% of the eligible frontliners
have received both doses of their
vaccines. On 11 February 2021, SIA,
Scoot and SilkAir also became among
the first carriers in the world to operate
flights with a full complement of
vaccinated pilots and cabin crew.

The Group was also at the forefront
of efforts to implement digital
technologies that will be essential to
the recovery of the airline industry. In
March 2021, SIA became the world's
first airline to pilot the International Air
Transport Association's (IATA) Travel
Pass mobile application for digital
health verification. SIA and Scoot
also piloted a one-stop online digital
solution for Covid-19 pre-departure
testing. These initiatives provide
customers with a seamless and easy
experience in the new environment.

services, and capabilities as we
navigate this crisis, and our world-
class brand and customer loyalty, give
us the confidence that we will emerge
stronger.

On behalf of the Board, | would

like to express our appreciation

to the Singapore government, all
shareholders, and our customers for
their continuous strong support. | would
also like to thank our staff for their
unwavering resilience and commitment.

We kicked off the integration of SilkAir's

narrow-body operations with SIA in
March 2021, when the first SIA Boeing
737-800 NG aircraft began services
to Phuket. The integration will be

completed this year, offering customers

greater consistency in product and
service across the Group's premium
network.

Our new Transformation programme
has made good progress despite the
disruptions. It aims to drive digital
leadership and excellence in product
and services while prioritising health
and safety measures. We will also

actively pursue new engines of revenue

growth, and initiatives to achieve a
more competitive cost base to secure
our financial sustainability.

We have also worked hard to retain

our talented people, who are essential
to delivering the world-class service
that Singapore Airlines is renowned
for. In April 2021, the Airline launched
UPLIFT, an upskilling plan focused on
capabilities critical to a future-ready
workforce. This will help our people to
remain adaptable, resilient and flexible
in a much-changed future.

PETER SEAH
Chairman

The last year has taught us that the road

ahead is fraught with uncertainties,
and the recovery from Covid-19 will
be patchy and uneven. Our strong
operational and financial foundations,
the investments in our products,
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PETER SEAH LIM HUAT

Chairman

Mr Seah is the Chairman of DBS Bank Ltd, DBS Group Holdings Ltd, Singapore Health Services Ltd
and LaSalle College of the Arts Limited. A banker for more than 30 years, Mr Seah was with the
former Overseas Union Bank between 1977 and 2001, retiring as Vice-Chairman and CEO. Prior to
that, he was with Citibank N.A. Between December 2001 and December 2004, Mr Seah served as
President and CEO of Singapore Technologies Pte Ltd. Mr Seah was awarded the Distinguished
Service Order in 2012 and the Public Service Star (Bintang Bakti Masyarakat)in 1999.

GOH CHOON PHONG

Director and Chief Executive Officer

Mr Goh joined Singapore Airlines Limited in 1990 and has held senior management positions in
various divisions in Singapore and overseas, ranging from Marketing to Information Technology to
Finance and Cargo. Prior to his appointment as Chief Executive Officer, Mr Goh was Executive Vice
President for Marketing and the Regions and also served as President of Singapore Airlines Cargo
Pte Ltd, from 2006 to 2010, Senior Vice President Finance, from 2004 to 2006, and Senior Vice
President Information Technology, from 2003 to 2004. Mr Goh is also Chairman of Budget Aviation
Holdings Pte Ltd, which owns and manages Scoot, and a Director of SIA Engineering Company
Limited and Mastercard Incorporated. Mr Goh is also a member of the Board of Governors of the
International Air Transport Association and was its Chairman between June 2017 and 2018, the
National University of Singapore Board of Trustees, and the MIT Presidential CEQ Advisory Board
which is made up of CEQs from leading companies in a variety of industries around the world.

He was a Board Member of Mount Alvernia Hospital, from 2006 to 2015, Virgin Australia Holdings
Limited, from 2014 to 2015 and a member of the Executive Committee of the Association of Asia
Pacific Airlines, from 2018 to 2020. Mr Goh was the 2015 recipient of the Centre for Aviation's Asia-
Pacific Airline CEO of the Year Award. In 2016, he received the CEO Lifetime Achievement Award
from the Airline Passenger Experience Association as well as the Eisenhower Global Innovation
Award from the Business Council for International Understanding. He was also named the
Outstanding Chief Executive Officer of the Year in the Singapore Business Awards 2017, in 2018 was
named Person of the Year by Orient Aviation magazine, and in 2019 was named Best Chief Executive
Officer for companies with S$1billion or more in market capitalisation at the Singapore Corporate
Awards.

GAUTAM BANERJEE

Director

Mr Banerjee is a Senior Managing Director of Blackstone Group and the Chairman of Blackstone
Singapore. He was with professional services firm, PricewaterhouseCoopers ("PwC") Singapore
for over 30 years, including as its Executive Chairman for Singapore and in various leadership
positions within the firm in India and the Asia Pacific region. Mr Banerjee retired from PwC
Singapore on 31 December 2012. Apart from his executive role in Blackstone, he serves as
Chairman of raiSE and is a Board Member of Piramal Enterprises Limited, India, Singapore
Telecommunications Limited, and GIC Private Limited. He was the Chairman of the Listings
Advisory Committee of the Singapore Exchange and served on the Board of The Indian Hotels
Company Limited, Singapore Business Federation Council, Corporate Governance Council of the
Monetary Authority of Singapore, Companies Act Reform Steering Committee, and the Economic
Strategies Committee chaired by the Finance Minister of Singapore from 2008 to 2010. Mr
Banerjee was a Nominated Member of Parliament in Singapore between 2007 and 2009. In 2014,
Mr Banerjee was awarded the Public Service Medal by the Singapore Government and an Honorary
Doctor of Laws by the University of Warwick, England.
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SIMON CHEONG SAE PENG

Director

Mr Cheong is the Founder and Chairman of SC Global Developments Pte Ltd, a leading luxury
high-end residential developer in Singapore. He has more than 39 years of experience in real
estate, banking and international finance. Mr Cheong established SC Global in 1996 as a real estate
and hotel advisory and direct investment group, specialising in structuring large and complex
transactions worldwide. He is also the Chairman and majority shareholder of AVJennings Limited.
Mr Cheong previously was with Citibank (Singapore) as Head of Real Estate Finance for Singapore
and with Credit Suisse First Boston as Regional Real Estate Head for Asia. Mr Cheong previously
served as a Board Member of Republic Polytechnic, Singapore Turf Club, Singapore Dance Theatre
and Raffles Girls’ Secondary School. He was also a Council Member of the Singapore Business
Federation, and served two terms as President of the Real Estate Developers’ Association of
Singapore.

DAVID JOHN GLEDHILL

Director

Mr Gledhill was the Group Chief Information Officer as well as Head of Group Technology &
Operations at DBS Bank, before his retirement from the bank in August 2019 after 11 years of
service. Prior to joining DBS, he was with JP Morgan for more than 20 years, holding senior regional
positions in Technology & Operations in Singapore, Tokyo and London. His last role at JP Morgan
was as Managing Director and Head of Investment Bank Operations Asia. Before joining JP Morgan,
Mr Gledhill was with British Telecom in the UK, holding various roles in software and hardware
design. He is Advisor to a number of organisations in Singapore and overseas. Mr Gledhill is a Board
Member of National University of Singapore Institute of Systems Science. He was a Director of
Singapore Clearing House Pte Ltd, served as Board Advisor to Singapore Management University
School of Information Systems and a past member of the IBM Advisory Board and the National Super
Computing Centre Steering Committee. In 2017, Mr Gledhill was the recipient of the Massachusetts
Institute of Technology Sloan CIO Leadership Award, becoming the first CIO from an Asian company
to have won.

GOH SWEE CHEN

Director

Ms Goh is the former Chairman of the Shell group of companies in Singapore. She retired from
Shellin January 2019 after 16 years of service. She held senior roles with Shell since 2003 and had
worked in Singapore, China and the Netherlands. Prior to joining Shell, Ms Goh was with Procter

& Gamble for 14 years and was assigned to Malaysia, Japan and Singapore, and before that with
IBM Australiaand USA. A Justice of the Peace, Ms Goh is the Chairman of the Institute for Human
Resource Professionals, the National Arts Council, and Nanyang Technological University. She

is also the President of Global Compact Network Singapore, Director of CapitaLand Limited,
Singapore Power Limited, and Woodside Petroleum Ltd. Ms Goh was conferred the Chicago Booth
Distinguished Alumni Award in 2018 from the University of Chicago Booth School of Business.
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DOMINIC HO CHIU FAI

Director

Mr Ho is the Chairman of DBS Bank (China) Limited. He began his career as an auditor with KPMG
in 1975 in the US city of Houston, covering a wide range of industries. He retired in 2007 as Co-
Chairman of KPMG, China and Hong Kong. Buring his career with KPMG, Mr Ho was regarded as its
China business specialist. He advised on China's offshore oil industry, participated in the formation
of China's taxation system, was involved in initial public offerings (IPOs) of Chinese companies, and
assisted foreign companies with their investments in China. In the 1990s, he was commissioned
by the Chinese Government to lead a team to perform a feasibility study of the Chinese aviation
industry aimed at restructuring it ahead of the launch of airline IPOs. Mr Ho is currently a Director
of DBS Bank (Hong Kong) Limited, Hang Lung Properties Limited, and Underwriters Laboratories
Inc. He is also a past Member of the Corruption Prevention Advisory Committee of Hong Kong's
Independent Commission Against Corruption, and a past Member of Hong Kong's Insurance
Advisory Committee.

HSIEH TSUN-YAN

Director

Mr Hsieh is the Chairman and Lead Counselor of LinHart Group, a leadership solutions firm
founded by Mr Hsieh in 2008. Mr Hsieh has extensive experience in business strategy, leadership
development and corporate transformation. He was with management consulting firm, McKinsey
& Company, for 28 years and held posts in Singapore, Toronto and Copenhagen. He holds a joint
appointment as Professor (Practice) at the National University of Singapore Business School and
the Lee Kuan Yew School of Public Policy. His past Board roles include Bharti Airtel Limited, India;
Sony Corporation, Japan; the Singapore International Foundation; Duke-NUS Medical School,
Singapore; the Singapore Symphony Orchestra; Covenant House Canada and the University Health
Network Foundation in Toronto.

LEE KIM SHIN

Director

Mr Lee is alawyer and a Partner of Allen & Gledhill LLP. He has been with Allen & Gledhill for more
than 30 years, with six years spent as its Managing Partner. Mr Lee was appointed Senior Counsel
in January 2015. He is a Member of the Governing Board of Duke-NUS Medical School Singapore
and a Member of the main committee of the Yellow Ribbon Fund. Mr Lee is the Chairman of Allen &
Gledhill Requlatory & Compliance Pte Ltd, and a Director of Eastern Development Holdings Pte Ltd,
Eastern Development Private Limited, Epimetheus Limited, Singapore Power Limited, Singapore
Institute of Legal Education, and Goh Foundation Limited.

JEANETTE WONG KAI YUAN

Director

Ms Wong has over 35 years of experience in financial services. Until her retirement from DBS Bank
in March 2019, Ms Wong was DBS Bank's Group Executive responsible for the Institutional Banking
Group which encompassed Corporate Banking, Global Transaction Services, Strategic Advisory,
and Mergers and Acquisitions. Prior to that, she served as Chief Financial Officer of DBS Group
between 2003 to 2008. Ms Wong's career began in 1982 at Banque Paribas. She moved to Citibank
in 1984 before joining JP Morgan in 1986. She was at JP Morgan for 16 years. During her tenure at JP
Morgan, she had regional responsibilities for the Global Markets and Emerging Markets Sales and
Trading business in Asia and was also JP Morgan’s head for Singapore between 1997 to 2002.
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THE YEARIN REVIEW

The Singapore Airlines (SIA) Group
reported a net loss of $4,271 million for
the 2020/21financial year.

The Group swung into an operating
loss of $2,513 million in FY2020/21,
areversal of $2,572 million from the
$59 million operating profit recorded
the previous year, largely attributable
to the plunge in passenger traffic due
to the Covid-19 pandemic and the
consequent global restrictions on
international travel.

Group revenue fell by $12,160 million
year-on-year to $3,816 million due to
lower passenger flown revenue across
the three passenger airlines within the
Group.

Group expenditure came in at $6,329
million, down $9,588 million. Net fuel
cost fell $3,620 million to $1,016 million
due to capacity cuts and lower fuel
prices in the first half of the year.

OPERATING PERFORMANCE

During the year in review, passenger
traffic (in revenue passenger-
kilometres) for Singapore Airlines
declined by 97.5%, while yield
increased 109.0%. Passenger load
factor for the Airline declined by 68.5
percentage points to 13.4%.

Despite the capacity crunch led by
loss of bellyhold capacity, cargo flown
revenue remained strong during the
financial year and saw an increase

in 38.8% year-on-year. Cargo yield
increased 116.1%, partially offset by
cargo load (in load tonne-kilometres),
which saw a decrease by 35.6%.

Passenger carriage and passenger
load factor for SilkAir decreased
98.9% and 40.8 percentage points
respectively. Scoot reported a 99.2%
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decrease in passenger carriage and its
passenger load factor decreased by
75.8 percentage points t0 9.9%.

OUTLOOK

Despite the resurgence of Covid-19
infections in many parts of the world,
the growing pace of mass vaccination
exercises in key markets provides hope
for further recovery in international

air travel demand in the second half of
2021. SIA strongly supports all efforts
to further open borders in a safe and
calibrated manner. The Group expects
to continue with a measured expansion
of the passenger network, and will
remain nimble and flexible in adjusting
capacity to meet the demand for air
travel.




Strong fundamentals continue to
drive air cargo demand, with healthy
Purchasing Managers' Index readings
across many key export economies.
Demand from the e-commerce and
pharmaceutical segments, among
others, remains robust. SIA is well
positioned to capture more Covid-19
vaccine shipments into the Asia-
Pacific region as vaccine production
ramps up and exports grow.

SIA's new Transformation programme
has made good progress in its first
year despite the headwinds from

the Covid-19 pandemic. With a
commitment to deliver on its brand
promise in product quality and service
excellence, the Company has pressed
on with a suite of initiatives to enhance
customer experience, focusing on
measures to safequard customers’
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well-being and reduce friction across
the travel journey. SIA will continue
to progress its digital transformation
journey, prioritising the enhancement
of its core offering and increasing its
operational resilience.

SIA is also actively pursuing new
engines of revenue growth, as well

as initiatives to achieve a more
competitive cost base to secure its
future financial sustainability. The
Group will continue to exercise discipline
on costs and cash management.

The Group is grateful to have received
strong support from its shareholders,
lenders, investors, and the Singapore
government, to raise capital, provide
liquidity and to manage costs. We

are thankful to our customers who
continue to support us, and to our

staff for their sacrifices and staying
resilient. The Group is committed to
working closely with key stakeholders
within the aviation ecosystem to
navigate through the ongoing crisis and
emerge stronger.

In view of the significant losses
incurred and the need to conserve
cash, the Board of Directors is not
proposing a final dividend for the
financial year ended 31 March 2021.
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NETWORK

INDIAN OCEAN
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The Covid-19 pandemic severely curtailed the demand

for international air travel in FY2020/21, resultingina
significantly scaled back passenger network for the SIA
Group. At the start of the year, the Group operated only
3% of its pre-Covid-19 capacity'in April 2020 and served

a skeletal network to only 18 destinations in response to
global border closures and travel restrictions. This smaller
network allowed it to support customers who wished

to return home amid the growing scale of the Covid-19
pandemic.

Over the year, as the world gradually adjusted to the new
normal, the Group began to rebuild its passenger network
and increase capacity in a safe and calibrated manner. This
allowed the Group to meet the demand for both air travel
and cargo services. As a result, the passenger network
reached 23% of pre-Covid-19 levels' by March 2021. This has
allowed the Group to maintain key network connectivity to
60 destinations (44% of pre-Covid-19 levels’).

The SIA Group also reviewed its network as a result of
the pandemic, and Singapore Airlines announced the

PACIFIC OCEAN

|

suspension of services to Canberra, Dusseldorf, Stockholm,
and Wellington in September 2020. SilkAir also announced
the suspension of services to Koh Samui in July 2020.

During the year, the Group begun to transition SilkAir narrow-
body operations to Singapore Airlines, starting with services
to Phuket on 4 March 2021. The full integration of SilkAir's
network with Singapore Airlines is expected to be completed
in 2021.

As at 31 March 2021, Singapore Airlines operated 245 weekly
services to 47 destinations, with at least a daily flight to key
cities such as Jakarta, London, New York, Sydney and Tokyo.

SilkAir operated 11 weekly flights to five destinations, namely
Cebu, Kathmandu, Kuala Lumpur, Medan, and Singapore, by
the end of March 2021.

As at 31 March 2021, Scoot operated 53 weekly frequencies to
18 destinations, mainly in the North Asia and South East Asia
regions.

1 Compared to the capacity in January 2020, before the onset of the Covid-19 pandemic.
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NUMBER OF PASSENGER DESTINATIONS AS AT 31 MARCH 20212
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2

Figures do not include destinations we have temporarily stopped flying to
due to the Covid-19 pandemic.
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FLEET MANAGEMENT

Singapore Airlines (SIA) remains
committed to operating a modern

and fuel-efficient fleet despite the
challenges and disruption posed by the
Covid-19 pandemic.

In FY2020/21, following a review of

the Airline’s longer-term network as
aresult of the impact of the Covid-19
pandemic on the business, SIA
announced that 45 older-generation
aircraft had been deemed surplus to
fleet requirements. This included four
Boeing 777-200/200ERs, four Boeing
777-300s, four Boeing 777-300ERs,
eight Boeing 737-800 NGs, seven
Airbus A380s, nine Airbus A320s

and two Airbus A319s. In addition,

the Airline also decided that seven
Boeing 777 aircraft that had been
leased to NokScoot were surplus to
requirements. Five of our leased Airbus
A330-300 aircraft also left the Airline’s
ongoing operating fleet during the year
as their leases expired.

In February 2021, the SIA Group
reached agreements with Airbus and
Boeing to revise its aircraft delivery
schedule. As aresult, some of the
aircraftin the SIA Group's order book

AS AT 31MARCH 2021

)

will be delivered over a longer period
than originally contracted, with the
delivery stream spread out beyond the
immediate five years.

This will enable the SIA Group to

defer more than $4 billion of capital
expenditure between FY2020/21and
FY2022/23 to later years. It would also
recalibrate the rate of introduction of
capacity, following the disruption to the
demand for air travel as a result of the
Covid-19 pandemic.

In addition to spreading out its aircraft
delivery stream, SIA has been able to
respond to changes in its projected
long-term fleet needs beyond
FY2025/26 with the conversion of 14
Boeing 787-10 aircraft into 11 additional
Boeing 777-9 aircraft.

In FY2020/21, the Airline took delivery
of seven Airbus A350-900 aircraft.
The SIA passenger aircraft fleet

in operation, as at 31 March 2021,
comprised 113 aircraft with an average
age of five years and one month. The
Airbus fleet included three A330-300s,
52 A350-900s, and 12 A380- 800s. The
Boeing fleet comprised 15 787-10s,
23777-300ERs and eight 737-800s

FLEET AGE (AVERAGE AGE)

5 1
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transferred from SilkAir. In addition,
SIA has 87 aircraft on firm order
including 12 A350-900s, 31777-9s, 13
787-10s and 31737-8 MAXs. The SIA
Cargo fleet comprised seven Boeing
747-400 freighters with an average age
of 17 years and four months.

SilkAir's ongoing operating fleet
consisted of one Boeing 737-800
aircraft. Of the six 737-8 MAX aircraft
which were parked at Alice Springs,
Australia, due to the global grounding
of the aircraft type, three have been
flown back to Singapore to undergo
maintenance checks and cabin retrofit.
SilkAir’s firm order of 31 Boeing 737-8
MAXs has been transferred to SIA.

Scoot's ongoing operating fleet as of 31
March 2021 had an average age of six
years and one month. This comprised
47 aircraft including 27 Airbus A320s
(of which five are A320neos), 10 Boeing
787-8s and 10 Boeing 787-9s. Scoot has
51aircraft on firm order, comprising 28
Airbus A320neos, 16 Airbus A321neos
(of which 10 are leased), three Boeing
787-8s and four Boeing 787-9s.

The average age of the entire SIA Group
ongoing operating fleet is five years
and 10 months.

AIRCRAFT IN ONGOING OPERATING FLEET?

13

SINGAPORE Years Month
AIRLINES
EEEN S v
SILKAIR Years Months
SCoot 6 1 47
Years Month

SINGAPORE AIRLINES CARGO »

17 4

Years Months

COMBINED TOTAL

5 10

Years Months

168

A Ongoing operating fleet excludes aircraft deemed surplus to fleet requirements and includes aircraft that were withdrawn from service for
temporary storage due to significant capacity cuts arising from the Covid-19 pandemic.

* Excludes six Boeing 737-8 MAX aircraft that are currently not in service.
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KrisFlyer, the Singapore Airlines Group’s loyalty programme, continued to expand its global membership base in FY2020/21.
Despite the reduction in travel demand brought about by the Covid-19 pandemic, KrisFlyer's membership increased by 1.7% from

the previous year, reaching over 4.76 million members worldwide as of 31 March 2021.

Due to the unprecedented large-scale global border closures, KrisFlyer pivoted and offered members more ways to utilise their
KrisFlyer miles through varied non-air redemption offerings on a regular basis during the year. Non-air transactions saw healthy
growth, registering a 90% year-on-year increase in redemptions on KrisShop, KrisFlyer vRooms, KrisFlyer Experiences, and
Kris+. Redemptions on KrisShop and Kris+ did especially well, up 100.7% and 89.4% respectively.

More than

4.7 million

KrisFlyer members
globally

Over

54 3,300

air and non-air
partnersin
FY2020/21

Given the limited travel options due
to the continued impact of Covid-19,
KrisFlyer extended all PPS Club and
KrisFlyer Elite-tier membership
statuses that are expiring between
March 2021and February 2022 for a
second year. In addition, the expiry
date of PPS Reserves, PPS Rewards,
KrisFlyer Gold Rewards (renamed

as KrisFlyer Milestone rewards)and
KrisFlyer miles were also extended to
offer members more flexibility in using
their rewards and miles.

In January 2021, several new features
were introduced to enhance the
KrisFlyer and PPS Club programmes.
KrisFlyer Milestone Rewards was
launched to track and reward KrisFlyer
members for Elite miles earned from
flying Singapore Airlines, SilkAir

and Scoot every calendar year. With
rewards extended to members at
various milestones starting from just
5,000 Elite miles earned, members can
look forward to enjoying more rewards
sooner when they travel with the

SIA Group carriers.

As the KrisFlyer programme evolves to
become the rewards programme for
the SIA Group, members can also earn
Elite miles when they travel on Scoot.

These Elite miles contribute towards
membership renewals or upgrades to
higher membership tiers within the
KrisFlyer programme. From February
2021, PPS Club member benefits
have also been expanded to include
privileges when travelling on Scoot
flights.

During the year in review, KrisFlyer
expanded its strategic partnership with
oil and gas company Esso to enable
KrisFlyer and Esso Smiles members
in Singapore to convert seamlessly
between both programmes. KrisFlyer
also added Pelago, enabling members
to earn miles for activities and
attractions in Singapore. Accrual and
redemption features will be expanded
beyond Singapore progressively.

Satellite teams across the SIA network
were also formed to expand KrisFlyer’s
partner footprint globally. As of 31
March 2021, KrisFlyer had over 3,300
non-airline partners and merchants
globally with whom members can

earn KrisFlyer miles either directly

or through partner reward points
conversion.
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AIRPORT OPERATIONS

The year posed unprecedented
challenges for airport operations as
Covid-19 significantly diminished
passenger traffic. In June 2020, the
closure of Changi Airport Terminal 2
led to Singapore Airlines (SIA) and
SilkAir consolidating their operations
at Terminal 3.

Health and safety measures

Singapore Airlines invested in efforts
to safequard the health and safety of
its customers and staff, while ensuring
compliance with civil aviation and
public health directives. The Airline
worked with the relevant authorities to
install protective screens at physical
touchpoints such as check-in counters,
increased the frequency of cleaning
and disinfecting common surfaces, as
well as applying antimicrobial coating
on high-usage areas in the SilverKris
Lounge in Singapore, and maintaining
social distancing procedures.

KrisPay, the SIA Group's digital wallet,
was rebranded as Kris+in October
2020. This brought payment, privileges,
lifestyle, and rewards services together
on anew and improved platform for

the SIA Group customers. Beyond
earning and redeeming KrisPay miles,
the app also offers additional features
in reaching out to the Airline’s global
customer base via location-based or
interest-based recommendations.
There are plans to add other in-app
payment options.

Kris+ also expanded beyond Singapore
with the launch of Kris+ privileges

in Indonesia and India, with partner
privileges in more countries to be
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launched progressively. As of 31 March
2021, there are more than 230 Kris+
partners with over 800 outlets across
Singapore.

KrisFlyer remains committed to
ensuring that the rewards programme
remains relevant and attractive to

its global membership base. It will
adapt and introduce additional ways
to provide members more options

to enjoy their KrisFlyer membership
beyond travel.

Protective screens were installed at check-in counters.

Enabling a seamless travel experience

Several digital initiatives were
introduced to provide SIA's customers
with a seamless travel experience.
SIAintroduced a feature on
Singaporeair.com and its SingaporeAir
mobile app where customers

can retrieve the latest entry and

transit requirements based on their
travel itinerary and nationality. A
subscription service was rolled out for
customers who wish to receive email
notifications on the latest changes to
travel requirements. The Airline also
developed communications tools and
processes to keep its frontline staff



SIA was the world's first airline to pilot the IATA Travel Pass
mobile application for digital health verification.

well-informed of the latest border
control advisories and regulations.
This enabled them to help passengers
understand more complex health

and entry requirements in certain
countries.

In August 2020, SIA introduced a
contactless electronic menu(e-Menu)
application in its SilverKris Lounge

in Singapore. The platform allows
customers to view the menu, place
orders, and receive alerts for self-
collection of their orders via a web
application. This new initiative has
been very well-received by customers,
with about 80% of the SilverKris
Lounge passengers choosing to use
the application. SIA will implement
the new food ordering system in

its overseas SilverKris Lounges
progressively.

A baggage self-service portal was
also launched on Singaporeair.comin
August 2020 to eliminate the need for
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Now Serving

Western

Sl Spaghetti with Chicken Bologness
L/
T ™

Fiahi Bustger with Frameh Frios
A
il

Asian

The e-Menu application was introduced in
Singapore’s SilverKris Lounge for a contactless

food ordering experience.

customers to queue and create manual
reports at the airport’s Lost & Found
counters. This enables customers to
view the delayed bag report at their
convenience and receive scheduled
updates on the status of their bags.
They can also submit claims and
evaluate settlements through the
portal, allowing for a much more
seamless resolution process for
customers.

Digital health credentials

With Covid-19 test results and
potentially vaccination statuses
expected to become an integral part
of air travel requirements, SIA started
conducting trials on digital health
certificate verification in December
2020 using the International Air
Transport Association (IATA) Travel
Pass framework. This service was first
offered to customers travelling on
flights operated by SIA from Jakarta
or Kuala Lumpur to Singapore, and

enabled them to securely store and
present information related to Covid-19
tests.

In March 2021, Singapore Airlines
became the world's first airline to pilot
the IATA Travel Pass mobile application
when it was offered for passengers
travelling from Singapore to London. By
consolidating the verification of health
credentials into a single application,
participants can expect a faster and
more seamless check-in process.
Participants will have full control over
how their personal information is
shared, as the data is stored locally in
the mobile phone and not in any central
database.

There are plans to integrate the entire
digital health certificate verification
process into the SingaporeAir mobile
app if the pilot is successful.

29
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Continued Investment in Key Initiatives

The Airline continues to invest in key infrastructural initiatives in preparation for recovery. Development works for the SilverKris
Lounge and KrisFlyer Gold Lounge in Terminal 3 are ongoing, with completion scheduled for around end-2021. The new lounges
will feature enhanced hygiene and safety measures, upgraded facilities, larger space, as well as a newly curated selection of
food and beverages.

A Resilient Workforce of the Future

Although operations were severely hampered by the pandemic, SIA's airport staff learned new skills that allowed them to take
on different roles and stepped up to contribute to areas that required support. This included refunds processing and assisting
customers with booking enquiries. This allowed the team to remain adaptable, and better meet evolving operational needs in a
changing business environment.

_YE

THERE ARE CURRENTLY
12 SILVERKRIS LOUNGES
IN THE SIA NETWORK:

vl

) - Singapore
. (Terminal 2 and Terminal 3)

SILVERKRIS R
LOUNGE

« Brisbane

« Hong Kong

« Incheon(Seoul)
- London

- Manila

- Melbourne
« Perth

«  Sydney

« Taipei



CUSTOMER EXPERIENCE

The Customer Experience department
(CExD) envisions the end-to-end
customer journey, and develops
strategies to improve the Singapore
Airlines’(SIA) customer experience.

In FY2020/21, CExD focused on the
impact of the Covid-19 pandemic

on our customers, their value

drivers, behaviour, needs, and travel
requirements. The department’s
Customer Insights team conducted
research and surveys to understand
how the pandemic has changed the
travel landscape and customers’
behaviours. This allowed it to get
access to real-time feedback, resulting
in findings based on customer
sentiments. Results were consolidated
in the Customer Insights Portal, a new
artificial intelligence tool developed
in-house and launched in the middle
of last year. CIP empowered SIAs
business units to respond nimbly to
evolving customer needs, and develop
strategies and capabilities to adapt to
the new normal.

One key finding was the emergence of
health and safety as a new customer
value driver. The Covid-19 pandemic
cast a spotlight on hygiene standards
in airlines, and steered customers’
preferences towards digitised and
contactless interactions, as well

as enhanced safe distancing and
sanitation measures. This spurred the
Customer Experience department to
undertake a comprehensive network-
wide review of Singapore Airlines’
health and safety measures, together
with service partners and regulators,
in consultation with medical experts,
and taking into account customer
sentiments. This also enabled the
team to establish a health and safety
framework that can be applied across
every touch point of the customer
journey in order to restore and
reinforce travel confidence. Cleaning
regimens were stepped up, some
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The journey to transforming the SIA customer experience.

existing precautionary measures

were reinforced, and new measures
introduced to reduce risks for
customers, employees and service
partners. Digital technologies were also
employed to facilitate a contactless
and seamless travel experience for our
customers.

As a testament to the SIA Group's
efforts, both Singapore Airlines and
Scoot were awarded the Diamond
rating - the highest level attainable -

a global audit of airlines conducted by
the industry body Airline Passenger
Experience Association (APEX)and
aviation strategy firm SimpliFlying.
This is an affirmation of the unwavering
commitment to safequarding the
well-being of customers and staff in all
areas of operations.

CExD also reimagined and designed
the travel experience, integrating
health safety measures, regulatory
requirements, and digital initiatives

to facilitate an end-to-end seamless
customer journey. At least 45 customer
journeys were visualised and remapped
in FY2020/21. These were shared
extensively throughout the Company
to keep all staff abreast of the changes
in the SIA travel experience, and our

commitment to adapt to the changing
customer behaviour and needs. These
new customer journeys supported
efforts to ensure that the appropriate
channels are used to engage customers
at the right time.

From December 2020, the department
expanded its scope to include
overseeing the governance and
management of customer data.
Specifically, the team advises BUs on
international data privacy compliance,
facilitates customer data management,
and champions the integration and
sharing of customer data among
stakeholders for the best business
outcomes and customer benefits.
These efforts help protect customers'
data rights across all Singapore
Airlines’IT systems.

In the year ahead, the Customer
Experience department will be working
closely with business stakeholders

to prepare for the recovery of
international travel. While there will be
continued focus on health and safety,
the priority remains ensuring a safe,
contactless and seamless journey for
the customer when they travel with
Singapore Airlines.
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Our response to the evolving Covid-19 situation

Snack Bag Offerings

At the height of the Covid-19 pandemic, SIA introduced a snack box in place of its normal tray service on selected flightsin line
with guidelines from local aviation authorities. This helped reduce contact between cabin crew and passengers as Covid-19
cases were surging globally. The snack box offered a variety of light refreshments and beverages to passengers across all cabin

classes.

Modified Tray Service

SIA also explored different ways to modify the meal service on board to minimise contact between crew and customers. In
Business Class, where different meal courses are typically served at different times, a one-tray meal service was introduced to
consolidate all courses onto a single tray. The tray consisted of an appetiser, bread, a main course, and a dessert. This meant
that there would only be one point of interaction between the cabin crew and customers during meal times, reducing the risk of
infection. Choices of alcoholic beverages were reduced across all classes at the height of the pandemic. The effectiveness of
these measures was monitored closely, and the one-tray service was progressively enhanced to include satay, fruit, and cheese
on selected flights as the situation improved.

CARE KIT

Care Kits

To offer customers greater peace

of mind while travelling, SIA began
distributing a Care Kit comprising

a face mask, hand sanitiser, and a
disinfectant surface wipe for use to all
passengers.

Cabin Cleanliness

Various measurements have been
introduced to enhance the cleanliness
of the aircraft cabin. Long-lasting strong
disinfectants are applied to frequently
touched surfaces such as windows, tray
tables, handsets, in-flight entertainment
screens, lavatories and galleys. Hand
sanitisers and personal protective
equipment (PPE) such as gloves, eye

goggles and face masks are also
provided to cabin crew. The frequency
of cleaning has also increased to
ensure a sterile cabin before boarding.
Used linens are chemically washed at
high temperatures to ensure they are
properly disinfected after every flight.

Since March 2021, all pillows on board
the aircraft are wrapped to ensure the
fresh covers remain unexposed to dust
prior to flight.

SIA also conducts a rigorous deep-
cleaning procedure, which includes
fogging the aircraft, if the flight had
carried a passenger infected with
Covid-19.



Discover Your Singapore Airlines

As part of efforts to increase
engagement with customers during a
time of low travel, Singapore Airlines
launched the Discover Your Singapore
Airlines suite of experiences on 29
September 2020. This comprised three
all-new initiatives - Restaurant A380
@Changi, Inside Singapore Airlines
and SIA@Home - that were specially
curated for customers and fans in
Singapore.

SIA@Home

SIA@Home brought the iconic elements
of the Singapore Airlines in-flight
experience to the comfort of our
customers’homes. Diners were treated
to a home-dining experience for two,
created by chefs from SIA's world-
renowned International Culinary Panel
and paired with a choice of wine or
champagne selected by its Wine Panel
experts. The experience also included
exclusive First Class or Business Class
amenity kits, welcome videos featuring
SIA cabin crew, as well as a specially
curated playlist to recreate the SIA
onboard experience at home. As part
of the experience, customers also
have the option to tap on a team of
dedicated crew concierges for menu
recommendations or opt for the Book-
the-Chef option where a chef would be
on site to reheat, plate and serve the
meal.

Restaurant A380 @Changi

Over two weekends from 24 October
to TNovember, Singapore Airlines
hosted diners in two Airbus A380
double-decker aircraft at Changi
Airport. Over 3,000 customers came
for either lunch or dinner curated from
our in-flight food and beverages menu,
including a special menu by local chef
Shermay Lee. They were treated to an
exciting programme packed with pre-
dining activities, exclusive shopping
discounts, and a memorable dining
experience in a cabin class of their
choice. Customers were also offered

a selection of over 1,000 movies,
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As part of the SIA@Home dining experience, the set includes a full range of SIAs in-flight
dinnerware, designed by Wedgwood and Narumi for First Class and Business Class

respectively, as well as Lalique crystal.

Customers of all ages were treated to a memorable dining experience on board our
Airbus A380 aircraft at the Restaurant A380 @Changi event.

television shows and music for their
entertainment as they dined, all while
enjoying award-winning service from
our cabin crew.

Inside Singapore Airlines

Held over two weekends in November
2020 during the Singapore school
holidays, Inside Singapore Airlines
provided an exclusive tour of SIA's
training facilities with a wide range of
activities for the entire family. Over
2,000 visitors came for the tours,
where they learnt about SIA's history

and had an exclusive insight into the
intensive training undertaken by the
airline’s pilots and cabin crew.

Children enjoyed craft activities such
as balloon sculpting and making their
own batik roses. They also had the
chance to role-play as a cabin crew
and took home their very own SIA
sarong kebaya uniforms. Adults could
experience a full flight simulator
session, tasted some of SIA's premium
in-flight wine labels, and attended
grooming workshops.
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More than 730 staff volunteered
as tour guides and safe distancing
ambassadors for the event.

SIA also customised Inside Singapore
Airlines tours and experiences

for T-Touch, which comprises
volunteers from Temasek Holdings,
on 5 December 2020. Over 400
participants from the Down
Syndrome Association, Northlight
School, the Industrial & Services
Co-Operative Society, and Beautiful
People, as well as volunteers from
Project Chulia, together with their
families and volunteers from T-Touch,
enjoyed a fulfilling day at the SIA
Training Centre.

Items such as First Class Lalique lounge
wear (top)and Business Class porcelain
square plates were sold at the first
public sale held during Inside Singapore
Airlines.
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Sale of Serviceware

Singapore Airlines held its first public
sale of in-flight dinnerware and
amenities during Inside Singapore
Airlines. Visitors brought home

SIA memorabilia from its range of
onboard serviceware inits First Class,
Business Class and Economy Class. The
popularity of the sale led to SIA making
similar items available for sale on
KrisShop.com for the wider public.

SilkAir and SIA integration
(in-flight services)

With the integration of SilkAir into

SIA, customers can look forward to
enhanced in-flight offerings on regional
narrow-body services. This includes
the introduction of satay and cheese
on Business Class (on applicable
flights), a wider range of spirit and
beverage offerings, ‘Book the Cook’
service, and signature SIA amenities.
Promotional activities were also
planned to commemorate the launch of
SIA's new narrow-body Boeing 737-800
NG aircraft. These included a special
in-flight menu, a celebratory cocktail
for Business Class customers, and a
Penhaligon’s amenity kit giveaway to all
passengers on the inaugural flight to
each launch destination.

New Business Class amenity kits

SIA developed a new Business

Class amenity kit in collaboration

with renowned British perfumery
Penhaligon’s. These were designed

and developed after trials on various
amenity kit concepts to better
understand the needs and expectations
of our customers. Each kit comes with
a hand lotion, facial mist, lip balmin

a specially selected refreshing citrus
scent, Quercus. Limited edition special
edition kits, with an extra perfume oil in
the Luna scent, are also available.

Penhaligon’s kits were given out during
the Restaurant A380 @Changi event,
as well as a festive giveaway on board
flights from 15 December 2020 to 15
January 2021, and on board the new
SIA narrow-body aircraft in March 2021.
The kits were officially launched across
selected flights on 28 March 2021 for all
Business Class passengers.

A new Business Class amenity kit, developed
in collaboration with Penhaligon's, was
officially launched on 28 March 2021.



New Short-haul Economy Class meal
concept

From 1December 2020, Singapore
Airlines (SIA) and SilkAir launched its
new regional Economy Class meal
concept on selected flights under 3.5
hours. This provides customers with
a greater variety of Singaporean and
international main courses on these
flights, including more than 40 new
dishes such as Singaporean favourites
congee, laksa, and gravy-rich mee
siam.

These meals come in a new leak-
proof box and cup made of Forest
Stewardship Council (FSC) certified
paper, and a cutlery pack made of
bamboo with a paper wrap. The new
packaging helps reduce single-use
plastics on the tray by 80% in weight.

The unique box can hold the same
amount of food as the casseroles, but
is deeper and more secure. This allows
it to retain gravy and soupy dishes
without any unintended seepage.

Itis also oven-safe and resistant to
overheating, ensuring that food quality
is preserved even after reheating.

The new meal concept was developed
jointly by SIA and SATS, the Airline’s
Singapore-based catering partner.
After reviewing potential pain points
and identifying areas of improvement
in the current short-haul in-flight
experience, the companies delved into
months of research and development
to come up with a box that is both
versatile and eco-friendly, and yet
maintains taste and meal quality.

Customers have given positive reviews
for the new and improved meals on
board since the launch of the new
short-haul Economy Class meal
concept.
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Digital menu

In September 2020, SIA introduced
adigital in-flight menu that allows
travellers to view in-flight food, beverage,
amenity and snack offerings via their
personal electronic device before they
fly. This enhances the travel experience
while minimising contact between crew
and customers on board. The portal can
be accessed via a web browser without
the need to install any applications,

and is also accessible in-flight through
the onboard Wi-Fi. Customers can also
access the digital in-flight menu via the
SingaporeAir mobile app.

(Right) Customers can now access
information on the in-flight food,
beverage and amenity offerings though
their mobile devices before their flight.
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The new regional Economy Class concept meals include new dishes such as mee siam
(right)and pulut hitam cake (left) served in eco-friendly boxes.
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At the start of the financial year, the
unprecedented closure of global
borders resulted in a sharp drop in
passenger flights around the world.
Singapore Airlines (SIA)also announced
that it would cut 96% of its passenger
capacity and ground a substantial
amount of its fleet, resultingina
sizable loss of cargo capacity that is
attributed to the bellyhold of passenger
aircraft. As aresult, SIA Cargo entered
the year facing the dual challenge of a
significant reduction in its operating
capacity and difficulties in ensuring the
resilience of the global supply chain.

Maximising cargo capacity and
maintaining the global supply chain

To mitigate this, SIA Cargo maximised
the utilisation of its freighter aircraft
fleet and expanded its cargo-only
passenger flight network to keep
airfreight supply lines open, and
transported essential goods that

were in urgent demand in most
countries. The division also worked
with teams within SIA and partners in
the Singapore aviation ecosystem to
come up with innovative solutions to
meet the demand for cargo capacity.
For example, cargo was strapped on the
seats and stowed in overhead luggage
bins of its passenger aircraft. Premium
Economy Class and Economy Class
seats were removed from two Boeing
777-300ER passenger aircraft, and
seats were similarly removed from two
Scoot A320 aircraft, to increase their
cargo-carrying capacity.

This allowed SIA Cargo to transport
awide range of items including

fresh foods, personal protective
equipment (PPE), medical supplies,
and pharmaceuticals. SIA Cargo

also participated in the Australian
government’s International Freight
Assistance Mechanism (IFAM)and the
Singapore-New Zealand Airfreight
Partnership (SNAP). These initiatives
allowed it to transport chilled meat and
fresh produce, among other exports,
from both Australia and New Zealand,
to other parts of the world.
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(From left to right) Singapore Airlines’ Chief Executive Officer Goh Choon Phong
then-Minister for Transport Ong Ye Kung, Captain Sam Llewellyn and Senior First
Officer Wilson Lee, at the unloading of the first shipment of Pfizer-BioNTech Covid-19
vaccines delivered to Singapore in December 2020.

In August 2020, SIA Cargo partnered
with Temasek Foundation and the
United Nations' World Food Programme
(WFP)to support the global Covid-19
response and help transport essential
medical supplies and other health

and humanitarian items to points

of need around the world. Under

that agreement, SIA made ad-hoc
charter flights and freight space on

its scheduled flights available on a
cost-recovery basis, with flight costs
being covered by a contribution of up
to US6.5 million from the Temasek
Foundation. Under the partnership,
SIA delivered over 937 tons of essential
supplies to communities in need from
August to December 2020.

Readying Covid-19 vaccine
transportation capabilities

SIA Cargo set up an internal Covid-19
vaccine task force in May 2020 to
ensure readiness across all aspects
of the SIA Group's cargo operations
to prepare for the safe, reliable, and
timely transportation of Covid-19

vaccines when they became available.
This looked at the initiatives that
would leverage SIA's network
connectivity, prioritise airfreight
capacity for vaccine movements,
build robust capabilities to ensure
that temperature-sensitive vaccines
can be delivered safely and reliably,
and allow the airline to work with
partners to ensure readiness as a key
pharmaceutical hub.

Between December 2020 and
February 2021, SIA Cargo delivered
the first Singapore-bound shipments
of Pfizer-BioNTech and Moderna
Covid-19 vaccines, as well as the first
Pfizer-BioNTech Covid-19 vaccines to
Australia and New Zealand. The Airline
also delivered a shipment of Sinovac
Covid-19 vaccines to Indonesia. The
transportation of those vaccines
demonstrated SIA's and the Singapore
air hub's readiness to meet the
logistical requirements of transporting
time- and temperature-sensitive
Covid-19 vaccines around the world.



SIA Cargo also supported the global
Covid-19 vaccine distribution for
COVAX through UNICEF's Humanitarian
Airfreight Initiative. This allowed it

to provide safe, reliable and timely
transportation of Covid-19 vaccines to
communities in need around the world.

Improving existing capabilities

In November 2020, SIA became the first
airline in South East Asia to receive
the accreditation for Envirotainer’s
Qualified Envirotainer Provider
Training and Quality Program (QEP),
which recognises SIA's proficiency in
managing Envirotainer’s temperature-
controlled containers in accordance
with industry standards. SIA Cargo also
added Brisbane and Melbourne to its
growing THRUCOOL pharmaceutical
quality corridor network.

SIA Cargo was also the first airline in
South East Asia to attain the global
certification for the International Air
Transportation Association’s (IATA)
Centre of Excellence for Independent
Validators in Perishable Logistics (CEIV
Fresh)in February 2021. THRUFRESH,
anew service to transport time- and
temperature-sensitive perishable
cargo, was launched at the same time.
THRUFRESH offers dedicated cold
chain services such as priority uplift
and handling, quick ramp transfer and
cold room facilities to ensure reliable
and efficient delivery that meets the
stringent demands of transporting
delicate and short-shelf life products,
such as live seafood, chilled meat,
fruits and vegetables.

SIA Cargo’s new blockchain-based
e-commerce logistics platform, Parxl,
welcomed its first B2B customers
during the year. Parxl is designed to
meet the international shipping needs
of e-retailers by offering a seamless
and fast cross-border delivery
experience right to the consumer’s
doorstep. The platform provides
merchants with end-to-end visibility of
shipped packages, and access to SIAs
global airfreight network and portfolio
of regional delivery specialists, while
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functioning as a singular touchpoint for
all partners along the supply chain.

On the digital transformation front,

SIA Cargo appointed IBS Software to
bring its global cargo operations onto a
single integrated digital cargo platform
to improve operational insight across
its entire network. This will be achieved
through the deployment of IBS
Software's iCargo SaaS-based cargo
management solution.

The implementation will see SIA
transitioning from its existing air cargo
systems to iCargo to support its cargo
business units. This includes sales,
import and export operations, air mail
handling, and revenue accounting.

The move will strengthen its ability

to better manage cargo capacity,

gain enhanced visibility of shipment
yields and revenues, optimise

network performance and seamlessly
collaborate with partners’ systems, as
well as drive efficiencies and improve
operational resilience.

Engaging the community

During the year, SIA Cargo’s Corporate
Social Responsibility (CSR) committee
organised two activities for its adopted
beneficiary, Henderson Student Care
Centre (HSCC), which comes under
the auspices of Singapore Children’s
Society. The first was a virtual event
held on 23 July 2020 and featured SIA's
‘Colour Me Magic!"augmented reality
app, and a live-streamed animal show
by the Singapore Zoo. The second
event titled “Our World”, which was
held on 10 December 2020, saw its
CSR volunteers visiting the children at

HSCC and taking them on an interactive

virtual journey of the world.

Seats were removed from the cabins of the Boeing 777-300ER passenger aircraft to
increase its cargo capacity during the height of the pandemic.
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Responding to an unprecedented crisis

As the Covid-19 pandemic worsened
and international border closures
prolonged, there was an urgent

need for the company to adapt to an
uncertain future and position ourselves
to emerge from the crisis stronger and
fitter.

From the outset of the crisis, one of
the SIA Group's priorities was to save
as many jobs as possible. The Group
implemented a recruitment freeze in
March 2020 and did not fill vacancies
that opened due to resignations and
retirements. It also offered a Special
Early Retirement Scheme for head
office ground staff and pilots, as well
as a Voluntary Release Scheme for
cabin crew. The Group also announced
a Voluntary No Pay Leave scheme for
an extended period. These initiatives
helped to reduce our headcount and
facilitated more effective manpower
allocation.

The Group also implemented salary
cuts early in the crisis to manage

its expenditure, starting with the
management team and then extending
it to all employees as the situation
deteriorated. These have remained in
place for more than a year.

In September 2020, the Company
announced its decision to cut 4,300
positions across the Group. This was

mitigated by earlier efforts to reduce
headcount, which allowed the Group
to eliminate some 1,900 positions.

As aresult, the Company made the
difficult decision to release 2,400
staff. A subsequent agreement with
pilots to take additional pay cuts to
save jobs reduced the final number to
about 2,000 job losses. By reducing the
overall headcount by around 20%, the
Company positioned itself to remain
viable operating a smaller fleet for a
reduced network in the coming years.

Having to let go of its people was one
of the toughest decisions that the

Company has had to make in its history.

The release was not a reflection of
the strengths and capabilities of the
affected staff, but the result of an
unprecedented global crisis that has
engulfed the airline industry. The SIA
Group was focused on conducting
the release of our staff in a fair and
respectful manner, and did its best to
ensure that the affected colleagues
received all necessary support during
this very trying time.

Supporting our people

While the pandemic pushed the
Airline’s operational and financial
capacities to the limit, it has also
brought the best out of its people.

At the onset of the pandemic, staff at
the head office and overseas stations
voluntarily came forward to assist at
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the contact centres, ticketing offices,
and social media units, which were
overwhelmed by high volumes of
customers’ queries.

Confronted with the greatest challenge
that the SIA Group has encountered
inits existence, we recognised the
difficulties that our staff face both at
work as well as their personal lives.

A one-stop Employee Support Portal
was set up to provide resources to
assist staff whose livelihood were
badly impacted and needed financial
relief. During the challenging period,
SIA worked with banks and government
agencies to offer financial relief
channels for our staff. The Airline
also waived its exclusive service
requirements for certain groups

of staff so that they could secure
supplementary income through other
jobs. This supported staff who had
been affected by the unprecedented
drop in operations, as well as the pay
cuts that the Company instituted in
response to the crisis.

Beyond financial assistance, the
Company provided opportunities and
time-off for staff to pursue additional
training or upskilling in the form of an
allocated monthly Enrichment Day.
Staff could also take up volunteering
roles during this day.
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More than 2,000 SIA Group staff stepped up to support the frontline fight against
Covid-19 through their roles such as care ambassadors in hospitals (top) where they
assisted in routine patient care, and as transport ambassadors (bottom)where they
helped ensure safe distancing between commuters at train stations.
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SIA introduced mental wellness
programmes and organised reqgular
talks for staff on the topic, given

the importance of thisissue during
this especially challenging time for
employees as they helped the company
to navigate the crisis.

When work-from-home requirements
were mandated by the Singapore
government, SIA moved swiftly to
allow our people to adapt to the new
arrangements with flexible work
schedules. The Company recognised
that during this time, regular
engagement was essential to keep the
SIA Spirit strong. To rally our people

to stay united and to focus to deliver
our Transformation priorities, SIA
conducted 14 webinars focused on

the Airline’s Transformation priorities.
These webinars were hosted by the
senior management to engage with
staff both locally and around the world.

The collective efforts of the Group,
along with strong support from our
unions and staff, yielded a strong
showing in an Employee Pulse Survey
conducted in March 2021. SIA achieved
its highest ever engagement score,
awelcomed recognition of the
Company’s efforts in supporting them
through these difficult times.

Ambassador programmes

As the pandemic continued to evolve,
the SIA Group adapted and responded
quickly to support the fight against
Covid-19 on the frontlines at a time of
reduced operations. The Group worked
with various government agencies

to launch its various ambassador
programmes. Starting with the care
ambassadors in hospitals, this was
expanded to include other ambassador
programmes in the transport and social
services sectors.
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More than 2,000 SIA staff have worked
as ambassadors during this time,
allowing them to support the fight
against Covid-19 on the frontlines at

a time of reduced operations. Their
duties include supporting healthcare
workers to care for patientsin
hospitals, ensuring safe distancing
among commuters at train stations,
and assisting with processing Covid-19
support grants. Our crew displayed
the same renowned 