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Stimulating Innovation and Productivity
in the Social Service Sector
The theme for the Social
Service Summit in the FY19,
“Impact Through Innovation,”
sought to foster the spirit of
innovation and inspire the
sector to adopt innovative
solutions.

Effective

SOCIAL
PURPOSE
ENTITIES

that Deliver
Quality, Innovative
and Sustainable
Solutions

Held at the Marina Bay Sands
Convention
Centre,
the
Summit celebrated 60 years
of structured social services
in Singapore and brought
together 1,000 social service
professionals,
corporations,
donors
and
government
representatives
to
discuss
key opportunities to spur
innovation in the sector.
Sector leaders like former
NCSS Presidents RADM (Ret)
Kwek Siew Jin and Mr Gerard
Ee, former NCSS CEOs Mr
Alex Lee, Mr Benedict Cheong
and Ms Ang Bee Lian, as well
as Social service veteran Mrs
Laena Tambyah attended the
Summit.

One of the key highlights of
the event was the Innovation
Showcase featuring leading
solutions from over 50 social
service
agencies,
social
enterprises and technology
partners. Our valued partners
such as Lien Centre for Social
Innovation, Quest Ventures,

Participate
in
Design,
Singapore Centre for Social
Enterprise, HCSA Community
Services and St Luke’s Hospital
were involved in six Breakout
Tracks to discuss innovation in
areas such as service delivery,
organisational change and
collaboration.
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The Sector Design Challenge
was also launched at the event
and served as a platform for
participants from the People,
Private and Public (3-P)
organisations to forge new
partnerships, develop and build
human-centred design skillsets
as well as develop innovative
solutions to address the needs
of service users.
Over the course of 4 months,
13 teams underwent a total of
4 workshops and 2 mentoring
clinics; and were engaged
in the process of scoping,
understanding user needs,
and working in partnership
with tri-sector partners to cocreate solutions. After pitching
their ideas to a panel of judges
on November 2019, the top 3
teams received up to $30,000
in seed grant to pilot their ideas
which could be scaled up for
greater impact in the sector.

Boosting Productivity
with Technology
With the digitisation of Flag
Day
Application,
member
agencies no longer need
to submit signed hardcopy
forms to attend a half-day
manual
balloting
session.
The convenience of applying
for Flag Day online and
the computerised balloting
process allowed 54 agencies
to save over 200 hours in 2019.
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Building and Enhancing the Capabilities
of Our Social Service Agencies

Embarking on
Organisation
Development
Journey
15 Social Service Agencies
have
commenced
their
Organisation
Development
(OD) Journeys by embarking
on a diagnostic test to identify
areas in the organisation that
required
intervention
and
transformation over the next 3
to 5 years.
The
OD
Journey
would
include enhancing the Change
Management capabilities of our
service professionals, senior
leaders and board members.
As part of the drive to build
capabilities in the sector,
Capability
Circles
was
launched in January 2020,
with participants from over 40
non-profit organisations. This
integrated platform is designed
to facilitate the sharing of best
practices and networking in
order to build capability, and
improve organisational health
and people practices of the
sector as a whole, through both
digital and non-digital means.

Deepening Engagement with
Member Agencies
In 2019, engagement with
members was stepped up
through increased agency
visits and group discussions
with social service leaders.
Over the year, the President
of NCSS, board members
and
senior
management
visited more than 15 social
service agencies. The insight
and
feedback
gathered
from the sessions have been
instrumental
in
shaping
collaborative partnerships and
uncovering emerging social
service needs.

To better support the needs
of members, engagement
sessions focused on topics
such as Fundraising and
Governance,
the
Digital
Transformation
in
Social
Services,
and
Leading
Impactful Change and Getting
the Right Deals were arranged.

Building a Future-Ready Sector
Through Upskilling
Upskilling the capability and
capacity of the management
team in our social service
agencies is a priority in
building a future-ready sector.
The Expert Series was a
collaboration between the
Social Service Institute (SSI)
and
various
stakeholders
–
that
included
private
training institutions, social
service agencies and NCSS
departments – to provide quality
conferences and masterclasses.
Topics covered ranged from
leadership
performance,
strategy management and
mindset change for NonProfit Organisations (NPOs),
to mass level outreach using
behavioural insights, collective
impact and design thinking.

1. Managing NPOs for High
Performance
Conducted by Prof V. Kasturi
Rangan from Harvard Business
School, the course was a
collaboration with the Society
for the Physically Disabled
(SPD). The 2-day masterclass
saw 70 participants from
more than 20 social service
agencies.
2. Impact Strategy Evaluation
and Management
Conducted by Prof Jasjit
Singh, Professor of Strategy
from the Institut Européen
d’Administration
des
Affaires (INSEAD), the 2-day
masterclass saw over 55
participants from more than
25 social service agencies.
During the course, participants
learned how to develop
actionable business models
and impact management
strategies
for
better
organisational efficiency.

Enlarging
Capacity of Social
Service Agencies
in Volunteer
Management
As
volunteers
play
an
increasingly important role in
augmenting manpower needs
in social service agencies,
increasing
the
agencies’
capacities and capabilities in
volunteer management are
needed.
The Volunteer Engagement
Tool (VET) was developed to
gather volunteers’ opinions to
improve the understanding of
volunteer satisfaction in social
service agencies and identify
areas of improvement, to
strengthen volunteer retention.
The VET also provides a
standardised measurement of
volunteer satisfaction across
the sector at any given time on
a year-on-year basis.
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Improving the
Workforce with
Curated Technology
With growing manpower needs
but a shrinking and ageing
workforce, the challenge of
providing quality service in
shorter timeframes to persons
in need is being strategically
addressed by providing our
existing workforce with the
appropriate curated technology,
as well as through process and
job redesign.
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Key activities that provided tech exposure
and needs curation for close to
95 Social Service Agencies:

11

Physical Therapy

Cognitive Therapy

1

Tech Strategy/Design
Thinking Workshops &
Time Motion Studies to
uncover tech needs

Learning Journey
@ Peacehaven
to inspire
possibilities

3

To enhance productivity and job
satisfaction of our social service
professions, 2 key initiatives
were implemented in FY19:

Tech Showcases that
exhibited close to

Tech Booster, which served
care workers in manpowerintensive
MSF-funded
homes and centres, and

technologies relevant
to social service

1.

Therapist-Specific Tech

All-in-one Endurance &
Strength Training Equipment

Cognitive Training
Apps
Functional Literacy
& Calculations

55

BTE PrimuRS

All-in-one rehab
& progress tracking

2. Back-to-Basics, targeted at
therapists, social workers
and youth workers in the
social service sector.

Operations
Digitisation &
Automated
Workflows

AlterG

Anti-gravity treadmill

Body Spider Exercise
Machine
Exercise programme to build
physical endurance

Digitise client records &
documentations
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When Andrea Chan decided to leave private
healthcare practice to serve the community at
large, her entry into the social service sector
was made easier with the Sun Ray scheme, a
career scheme administered by NCSS to develop
individuals with strong leadership qualities and
potential to head professional practices and
organisations in the social service sector. “The
Sun Ray team was able to match my skillset
with a social service agency which best fit my
desires and working style,” said Andrea. When
her portfolio in the sector grew, the scheme
proceeded to match Andrea with a mentor who
was able to further equip her with essential
people management and strategic skills.

Attracting
and Retaining
Talent in the
Social Service
Sector

As Head of Intervention at TOUCH Integrated
Family
Group,
Andrea
develops
new
programmes and initiatives that serve children,
youths and families by guiding them through
matters related to financial, cyber, behavioural
and mental health issues. Most recently, after
TOUCH’s discussion with UNESCO regarding
the trend of excessive cyber usage by
youths around the world, her team launched
DigitalMindset, together with MINDSET, an
intervention programme that aims to promote
cyber wellness and address mental health issues
in youths.

‘
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Building a Community
of Leaders
The 40-under-40 initiative aims
to build and sustain a community
of young and promising leaders,
who are empowered to tackle
challenges and drive changes
to improve the social service
ecosystem. The inaugural run
of this programme from 7 to
9 October 2019 saw 40 young
leaders participated in a 3 Days
2 Nights residential programme
that sought to foster collective
awareness and encourage the
co-ownership and co-creation
of solutions to evolving social
issues. Participants were also
able to engage in dialogue
with President Halimah Yacob,
Speaker Mr Tan Chuan-Jin,
Mr Desmond Lee, Minister for
Social and Family Development,
Ms Euleen Goh, Mr Lucas Chow
and Mr Koh Seng Choon, among
others.

Andrea Chan, Head of Intervention,
TOUCH Integrated Family Group

2019 also marked the 5th
anniversary of the Sun Ray
scheme. This scheme recruits,
develops and deploys social
service professionals to take on
leadership positions in the social
service sector. To date, more than
110 individuals from the Sun Ray
scheme are seconded across
over 40 agencies, including 11
CEOs or Executive Directors,
and many other others in senior
positions,
contributing
and

making an impact in their social
service agencies. The source of
Sun Rayz (individuals on the
scheme) has also evolved over
the years, and today, there is a
healthy mix of Sun Rayz that
join the scheme from the Public,
Private and the social service
sector in both specialist and
corporate functions.
By bringing in individuals with
diverse backgrounds and skill

sets over the last 5 years, the Sun
Ray scheme has complemented
the sector’s efforts in talent
attraction
and
leadership
development, so as to meet
increasingly complex needs.
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Refining People
Practices
As part of the People Practice
Consultancy (PPC) Extension,
more
member
organisations
were engaged to enhance their
people practices. Some of the new
initiatives include helping social
service agencies design a unique
Organisation Value Proposition as
part of employer branding, and
deploying employee engagement
surveys
to
have
a
better
understanding
of
employees’
opinions; a key factor in driving
talent retention.
In addition, a 5-month programme
that coaches managers of member
agencies to formulate practical
solutions to real work challenges
was piloted in March 2019. This
programme aims to reach out to
more than 200 managers in the
sector.

Attracting Talent to the
Social Service Sector
We continued to raise the profiles of our
social service professionals for talent
attraction through our strategic platform
- Social Service Tribe. More than 150
professionals were featured in our Social
Service Tribe digital platforms to highlight
their roles and inspire others to join the
sector.
To engage students, dialogue sessions,
learning journeys and internships were
launched under a new initiative called the
Tribe experience.
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Enhancing the Capabilities of
Our Social Service Professionals
Bridging Gaps and
Optimising Training
To ensure that courses provided
by SSI remain aligned with the
Skills Framework for Social
Service, SSI conducted a sectorwide Training Gap Analysis
(TGA).
Based on insights from the
study, SSI will re-develop its
courses to enhance the capability
and capacity of social service
professionals, as well as meet the
changing learning preferences
of professionals. SSI will also
collaborate with social service
agencies and institutes of higher
learning (IHLs) to ensure that
courses provided are customised,
up-to-date and effective.

SSI also piloted a Training Network
Model (TNM) in 2019, which
marked a significant milestone in
its collaboration with partners in
the social service ecosystem, to
create greater impact in the areas
of learning and development.
SSI collaborated with seven key
partners, including AWWA Ltd,
Rainbow Centre, RSVP Singapore,
SPD,
Singapore
Institute
of
Directors, Franklin Covey, and
Decision Precision International,
to provide training in their areas
of expertise. The pilot achieved
an increase in training capacity
in the sector, with more than
1,500 sector professionals and
volunteers
receiving
relevant
training. An introduction of 33
new courses also ensured that the
learning needs of the sector was
met.
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Building the
Capabilities of
Volunteer Managers
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Fostering Collaborations and Sharing
Among Social Service Professionals

The
Volunteer
Manager
Residential Learning Programme
was introduced in 2019, with
the vision of empowering and
enabling our community of
volunteer managers. Volunteer
management
practitioners
from 19 social service agencies
came together to engage in
design thinking and assetbased community development
methodologies that would enable
them to reframe daily work
challenges and better practice
change management.
Volunteer Management Circuit
Training was also developed
to help equip new volunteer
management practitioners with
basic knowledge such as key
principles, perspectives and skills
to enhance their organisation’s
volunteer programme. As of 2019,
64 volunteer managers from 60
organisations have undergone
the circuit training.
To help volunteer managers
forge
lasting
collaborative
partnerships
and
effective
volunteer management, NCSS
also
organised
Volunteer
Management Networks to share
knowledge on the importance
of
volunteer
leadership
development,
partnerships
and retention. More than
400 volunteer management
practitioners attended these
sessions.

The
Singapore-Berkeley
2019 Series is a multi-agency
collaboration
between
University
of
California,
Berkeley (UC Berkeley), MSF,
SSI, Ang Mo Kio Family Service
Centre Community Services
and Tote Board. Designed for
professionals in the social service
sector, the series addresses
a range of topics related to
children and youth, disability
and eldercare whilst exploring
ground-breaking issues such
as the ethical implications of
remote monitoring technologies
for eldercare and using data
science
for
promotion
of
wellbeing. Over 250 participants
heard from speakers from

leading institutions such as UC
Berkeley over live telecast, and
were also given the opportunity
to interact with local facilitators.
More than 90% of participants
indicated they had found the
sessions useful and relevant to
their work.
NCSS
also
co-organised
the
inaugural
Disability
Applied
Research
Forum
with Association for Person
with Special Needs, Cerebral
Palsy
Alliance
Singapore,
Dyslexia
Association
of
Singapore,
MINDS,
and
Rainbow Centre in March 2019.
The
Forum
provided
a
dedicated
space
for

practitioners to share research
findings that might benefit
similar services run by other
disability service agencies,
as well as a platform for
discussing potential research
collaborations.
A total of 280 social service
professionals
and
partners
from 42 organisations attended
the forum and gained insights
on practitioner-led, personcentred and inclusive research
relevant to their organisations;
and learnt how research can
bring about tangible impact on
their services.

