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FairPrice Group:
E-commerce Channel Thrives with SS 687

Following the COVID-19 pandemic, FairPrice Group saw significant growth in e-commerce sales.
SS 687: Guidelines for food e-commerce helps Singapore’s largest supermarket chain to
further enhance its e-commerce workflow and deliver food safety and quality to customers
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A “Fresh Picker”, who selects items for online orders, is trained to follow SS 687 guidelines, including
checking food temperature, quality, and “consume by” dates.

About the Company

FairPrice Group was established in 2019 through the formation of four entities comprising NTUC
FairPrice, NTUC Foodfare, Kopitiam, and NTUC Link, with the purpose of making life better for
all and to fulfil a vision of being a leader in everything food. With an extensive network of close to
570 touchpoints, FairPrice Group seeks to provide an integrated array of products and services,
from groceries, ready-to-cook, and ready-to-eat offerings, to on-premise meals, food take-aways,
and a rewards programme that delivers personalised and delightful experiences.
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SS 687: Helping Companies Ensure Food Safety in E-commerce

During the pandemic that began in 2020, online sales via FairPrice Group’s e-commerce channel,
Online at FairPrice, went up significantly.

To better align with changing purchasing habits and support increasing sales via its e-commerce
platform, FairPrice Group adopted SS 687: Guidelines for food e-commerce. SS 687 defines
best practices to ensure the safety of food sold through e-commerce channels.

As a result, Online at FairPrice has managed to sustain its growth even beyond the pandemic.

Since implementing SS 687 in January 2024, online sales have risen by 10% in the first half of
2024 compared to the same period in 2023.

Benefits of Adopting SS 687

Quick List of Benefits
SS 687:2022 — Guidelines for food e-commerce

¢ Implement a systematic and robust food e-commerce workflow

e Improve food safety and reduce food safety incidents and their costs

e Improve operations efficiency

e Meet regulatory requirements

e Strengthen risk management controls across the business

e Increase the satisfaction of customers, suppliers and other stakeholders

1. Ensure Food Safety and Quality

SS 687 enabled FairPrice Group to strengthen its existing food safety and quality management
system, optimising it for e-commerce. This included improvements to regulatory compliance,
supplier management, back-office operations, order fulfilment, and customer service processes.

For example, under order fulfiiment, FairPrice Group referenced SS 687 guidelines in
temperature-controlled storage facilities, cold chain management, and delivery logistics so that
frozen foods are kept at the required temperature and reach consumers safely.

With SS 687 as a guide, FairPrice Group also improved its traceability mechanism. Ms Wong Rui
Ling, Senior Executive, Food Safety and Quality, says, “For each order, we consolidate items from
our various fulfilment centres into a single package, where we assign a batch number and a
unique order identification number for tracking. This traceability process, outlined in SS 687,
facilitates the efficient management of food safety incidents and product recalls.”
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Items may come from different
FairPrice Group sources — such as
the warehouse or one of the
hypermarkets — but all of them are
consolidated into a single package,
complete with a batch number and
order identification number for

, traceability.

2. Develop Robust Training

To build up staff competency in e-commerce food safety and quality, FairPrice Group conducts
regular training sessions. Ms Kwok Wai Ling, Associate Director, Food Safety and Quality, says,
“SS 687 provides a ready framework for our training, making it directly relevant and eliminating
the need to create one from scratch.”

For example, “Fresh Pickers”, who collect items for online orders, are trained using SS 687
guidelines, including checking food temperature, quality, and “consume by” dates. Independent
business owners who wish to sell their products via FairPrice Group’s e-commerce platform must
also undergo training based on SS 687, which includes lessons on local food authorities, sourcing
food from regulated suppliers, ensuring food is handled, stored, and delivered accordingly, and
more.

Training based on SS 687
| guidelines is compulsory for all
i independent business owners who
wish to sell products via FairPrice
Group’s e-commerce platform.
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3. Achieve Better Coordination in the Supply Chain

As a large organisation with a complex supply chain, FairPrice Group has various standard
operating procedures (SOPs) across different departments. It also works with many external
partners, each with their own systems.

“With numerous SOPs, achieving alignment in a specific area, such as e-commerce, can be
challenging,” explains Ms Chong Nyet Chin, Director, Food Safety and Quality. “Standards help
streamline our approach for that particular area with a single workflow, putting us all on the same
page. This translates to more efficient and effective coordination across the supply chain.”

4. Improve Online Customer Experience

SS 687 identifies the relevant information that food e-commerce platforms need to provide to
consumers through their online product listings. This guidance enabled FairPrice Group to
develop a template for its listings, helping consumers make informed product choices.

FairPrice Group also performs regular website compliance checks to verify the accuracy of its
online listings and ensure a reliable online customer experience.

“In the e-commerce format, where consumers can’t see the product in person, we act as their
eyes,” says Ms Kwok. “Therefore, it’s crucial that our e-commerce platform provides detailed and
accurate product information.”

Such improvements to the online experience, combined with ensuring the safety and quality of
food items delivered to customers, have enhanced online customer satisfaction.

Leading the Way for the Industry

“A key challenge in adopting SS 687 is gaining employees’ buy-in,” Ms Chong notes. “To address
this, we introduced regular training programmes, which engage employees on the benefits of the
standard and ensure ongoing compliance.”

As a leading supermarket retailer in Singapore, FairPrice Group plays a key role in being an early
adopter of standards and setting an example for industry players. Ms Chong adds, “We also
strengthen consumer and partner trust in us through standards: customers have access to quality
products, and our partners have clarity on how to deliver their best.”



