






   
 

   
 

Annex-A 

Summary of Performance Measures and Benchmarks against Business 
Goals and Primary Objective 

 

The primary objective of Pakistan Single Window (PSW) is to reduce the time and cost 
of cross-border trade through digitization and process integration. In pursuit of this 
objective, PSW adopts the SMART framework, ensuring that its goals are Specific, 
Measurable, Achievable, Relevant, and Time-bound.  

To assess performance against this objective and its broader strategic priorities, the 
following performance measures and benchmarks have been established:  

a. Performance Benchmarks Framework 
Formal performance benchmarks have been agreed with the Governing Council (GC) 
through a Memorandum of Understanding (MoU) between the GC and PSW. These 
benchmarks primarily focus on implementation timelines, deliverables, and 
milestone-based progress over the 3-Year planning horizon. These benchmarks are 
primarily linked to the 3-Year Business Plan of the Company.  
 

b. Monitoring & Evaluation Mechanism 
A structured Monitoring & Evaluation (M&E) framework, developed with the 
support of the Asian Development Bank (ADB), enables the Company to: 

• Systematically track progress; 
• Measure impact on trade facilitation outcomes; and 
• Ensure accountability, transparency, and disciplined reporting.  

 
c. Key Performance Indicators & Operational Metrics 

PSW utilizes real-time performance dashboards to monitor: 
• Key Performance Indicators (KPIs);  
• Service levels; and 
• System performance across clusters.  

 
d. Performance Management Tools 

PSW has deployed a range of tools to evaluate and manage performance, including:  
• Time Release Studies (TRS): TRS is used to measure trade facilitation 

efficiency;  
• Impact Assessment Surveys: These surveys are used to measure user 

satisfaction and effectiveness; and 
• System Audits: PSW undergoes a Software Development Lifecycle (SDLC) 

periodically which ensures Information Technology (IT) governance and 
system integrity.  

 
 



   
 

   
 

e. Output-Based Benchmarks 
PSW also uses output-based benchmarks that measure performance through the 
actual output achieved i.e., minimum number of international engagements per year, 
advisory services to foreign governments, launch of B2B services and digital 
products and integration of e-commerce and mobile platform.  
 

f. Institutional Performance Enablers 
PSW also measures internal institutional performance with the aim to use effective 
internal control tools. PSW uses:  

• ERP system for internal efficiency, transparency, and controls; and 
• Performance monitoring through daily reporting, user feedback, and service 

metrics.  
 
Conclusion:  
Performance is measured through a combination of implementation milestones, service 
delivery KPIs, user-centric indicators, and institutional efficiency metrics, all aligned 
with strategic objectives of trade facilitation, ecosystem development, and 
organizational excellence.  
 



 
 

Annex-B 

Summary of Strategies for Achieving Business Goals and Primary 
Objective 

 

Pakistan Single Window (PSW) adopts a multi-dimensional strategy that translates its 
overarching mission into structured and executable initiatives. The strategic framework 
is designed to drive digital transformation, institutional strengthening, and sustainable 
growth in line with its primary objective of facilitating cross-border trade. Following are 
some of the strategies used by PSW to achieve its business goals:  

  

a. Strategic Direction (Core Pillars) 
PSW’s strategic direction is anchored in the following core pillars:  

• Digitization and simplification of cross-border trade processes;  
• Development of a comprehensive digital trade ecosystem;  
• Expansion of international partnerships and integration; and 
• Positioning PSW as a centre of excellence.  

 
b. Cluster-Based Implementation Model 

The Business Plan is operationalized through seven (07) distinct clusters, each 
aligned with specific strategic objectives and functional mandates:  

• PSW Core: Core operational and platform activities;  
• PSW Digital Customs: Transformation of Web-Based One Customs 

(WeBOC);  
• PSW Trade Connect: Trade-related and allied service offerings;  
• PSW Global: International engagement and outreach;  
• PSW Excellence: Organizational excellence and capacity-building initiatives;  
• PSW Special Initiatives: Targeted interventions to strengthen industry 

linkages; and  
• PSW Infrastructure: Development and management of physical and 

technological infrastructure, including data centers and connectivity.  
 
All these clusters are linked to PSW’s strategic objectives. Segregation into clusters 
allows a focused implementation model along with segregated responsibilities and 
performance management.  

 
c. Ecosystem Expansion Strategy 

PSW aims to progressively expand its digital ecosystem to enable end-to-end trade 
facilitation. Key initiatives include the deployment of Portverse - Port Community 
System (PCS) and the development of an Airport Community System (ACS). The 
ecosystem expansion encompasses integration of:  

• Logistics, transport etc.;  



 
 

• E-commerce platforms; and 
• Private sector B2B services.  

 
d. Internationalization Strategy 

PSW seeks to establish itself as a model public-sector platform both domestically 
and internationally. This is pursued through:  

• Participation in global forums and partnerships;  
• Advisory services to foreign governments; and 
• Cross-border data exchange and regional integration initiatives.  

 
e. Organizational Excellence & Governance 

PSW is committed to maintaining high standards of governance and institutional 
effectiveness, supported by:   

• IT governance and data management;  
• Information security frameworks (adoption of ISO standards);  
• Quality management systems;  
• Organizational risk management (adoption of ISO standards); and 
• Corporate governance frameworks (adoption of Securities & Exchange 

Commission of Pakistan’s (SECP) and the Central Monitoring Unit’s (CMU) 
corporate governance framework).  

 
f. Human Capital Strategy 

Recognizing human capital as a critical enabler, PSW focuses on:  
• Continuous upskilling and reskilling of its workforce; 
• Merit-based recruitment and performance management systems; and 
• Utilization of HR analytics for strategic workforce planning and alignment.  

 
g. Implementation Approach 

PSW follows a phased and adaptive implementation approach to ensure effective 
rollout and stakeholder alignment. This includes:  

• Phased deployment of systems and services with active stakeholder 
engagement; 

• A structured change management and communication framework; and 
• Proactive risk identification and mitigation through systematic planning.  

 
Conclusion:  
Collectively, these strategies provide a coherent and scalable roadmap for achieving 
PSW’s business goals and primary objective, ensuring sustained impact in trade 
facilitation, digital transformation, and institutional development.  
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