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TRACK 1:
FUTURE OF SERVICE DELIVERY FOR USER EMPOWERMENT 
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Objectives of Breakout Discussion 

Past and 
ongoing

Summit: 
Jul 2021

Jul –
Nov 
2021

Nov 
2021 

onwards

• Beyond COVID-19 
Taskforce

• Research
• Open-divergent 

engagement to 
identify key areas

Key outcomes of 
today’s discussion:
• Establish the case 

for change
• Generate ideas and 

plant seeds for 
implementation

• Validation and 
work towards 
implementation

• A series of activities are planned throughout this year to gather views, provoke thoughts and 
inspire the sector to work towards our shared vision of “Every person empowered to live with 
dignity in a caring and inclusive society.”

• All these lead to the refresh of the Social Service Sector Strategic Thrusts (4ST) to guide us in 
achieving goals and outcomes over 2022-2026.

• Documentation 
and prepare for 
launch in 2022



Flow for Breakout Discussion

Large Group Session
11.15am – 11.40am 

[25 mins]

• Context setting
• Sharing of key trends, 

areas of focus and 
inspirational ideas

• Set ground rules for 
small group discussions

Small Group Discussions
11.40am – 1.15pm

[1hr 35 mins]

• Getting to know each 
other 

• Recap on the context of 
discussion

• Ideation & Discussion
• Any other thoughts
• Closing 

Pre-Summit

• Pre-reads
• Padlet on NCSS website 

– Idea of the 
reimagined sector  

Post-Summit 

• Padlet on Jublia – One 
key takeaway/action 
step

• Playback to participants 
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Trends & Driving Forces

1. Changing social needs and shifting expectations in service delivery
• Societal issues may increase in diversity and complexity

• Demographic changes (e.g. ageing population, smaller family units)

• Issues that emerge or are exacerbated due to COVID-19 (e.g. mental health)

• Greater attention to social issues typically less discussed as a result of globlisation

• Changes to the economy (e.g. shrinking middle class), which may lead to downstream social 
issues

• Improved user experience through integrated care

• Growing desire for users to voice their opinions and state their preferences 

• Sector dynamics to be more user-driven than provider-driven

2. Changing workforce, evolving organisations
• Need to increase manpower efficiency and maximise limited resources

• Changing demographics of workers with different expectations

• Individuals with diverse skillsets joining the sector

• Potential to tap on manpower from the gig economy 
4



Trends & Driving Forces
3. Accelerated digital transformation
• Accelerated digital transformation in service delivery 

• Facilitated outreach to new service users who previously faced challenges accessing services in-
person

• Increased utilisation of new technology with data to identify and reach out to those who need 
help

4. Changing donors’ expectations and behaviour  
• New forms of giving (e.g. online giving)
• Greater interest and involvement by corporates
• Increasing focus on environmental issues may divert resources of some funders away from 

social issues
• Overall drop in non-govt funding channeled into the sector after COVID19 struck Singapore

5. Growing awareness of social issues
• Increased willingness to seek help for some needs
• Greater community giving towards social causes
• More community & ground-up movements
• Rise in volunteerism

5
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With the changes in service user profiles and social needs…

Service users have a greater desire to voice their opinions and state their preferences

Service users are more connected and able to access resources, hence resulting in 
higher expectations for service delivery 

Increased participation of vulnerable population at workplace and community through 
strengthened support 
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We can expect to see a shift towards service delivery that will be driven by 
users’ choices and technological enablers

7

Approach to service 
delivery

Technology as an 
enabler

Funding as a lever

• Person-centred services that 
consider diverse needs and user 
profiles

• Detect needs early and put in 
place preventive measures

• Systems-driven – integrated 
models to harness collective 
assets across ecosystem

• Proactively learning from past 
experiences and adopting 
overseas and local best practices

• Offer choices on both physical & 
platforms to service users

• Use of AI to complement  
professionals so they can focus 
on interventions requiring 
human touch

• Improve digital literacy of 
service users and professionals 
to access virtual info and 
support systems more easily

• Review and structure 
service and funding models 
to change thinking and 
behaviour towards 
empowerment and 
collaboration 

Empower service users 
to make choices

• Equip individuals and their 
families to make user-
directed choices

• Adopt operating models that 
empower users and equip 
professionals with necessary 
skills

• Measure adoption level and
impact of empowerment 
practices
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Food for thought 
How can we similarly design our 

programmes and services in a way that 
empowers our service users?

Outcome: Persons with disabilities are able to live independently, 
be socially connected and supported within their communities 

Empowerment through Community: 
Rainbow Centre’s Connected Communities

• Needs of Persons with disabilities are assessed via a person-
centred, holistic approach 

• “Asset Based Community Development” (ABCD) approach is 
used to source for resources and community partners within 
neighbourhood

• Work through:
• Life coaches who will assess the strengths of persons with 

disabilities, engage their families, source for community 
connectors and train them to be advocates for service 
users 

• Community Connectors who are trained citizen advocates 
who will ensure persons with disabilities and their families 
are included and connected with community resources 

• Caregivers who will convey the needs of persons with 
disabilities to community connectors to equip them with 
know-how to support 

Example of what it might look like for a PwD who enjoys 
craftwork:

*Rainbow Centre uses The Good Life (a person centred framework) 
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https://go.gov.sg/summit2021t1video

Enhancing efficiency with new, 
innovative assistive living technologies 

New, innovative assistive living technologies can help to 
enhance efficiency in elderly care in the following ways: 
▪ Empower elderly citizens, enabling them to live safely, 

independently, with dignity
▪ Quality of life of elderly citizens increases as a result 
▪ Use of innovative technology helps staff free up time 

and reduces administration burden and instead focus 
more on roles that require human touch and personal 
contact with elderly 

▪ Public-private cooperation contribute to bringing 
innovation faster from research to daily use. E.g. 
Living labs used to test solutions 

Food for thought 

In what areas can we similarly tap on such technologies to empower service 
users, increase their quality of life and at the same time improve efficiency? 

https://go.gov.sg/summit2021t1video
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TRACK 2:
SECTOR LEADERSHIP:
DEFINING THE SOCIAL PURPOSE ENTITIES (SPEs) OF THE FUTURE
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Objectives of Breakout Discussion 

Past and 
ongoing

Summit: 
Jul 2021

Jul –
Nov 
2021

Nov 
2021 

onwards

• Beyond COVID-19 
Taskforce

• Research
• Open-divergent 

engagement to 
identify key areas

Key outcomes of 
today’s discussion:
• Establish the case 

for change
• Generate ideas and 

plant seeds for 
implementation

• Validation and 
work towards 
implementation

• A series of activities are planned throughout this year to gather views, provoke thoughts and 
inspire the sector to work towards our shared vision of “Every person empowered to live with 
dignity in a caring and inclusive society.”

• All these lead to the refresh of the Social Service Sector Strategic Thrusts (4ST) to guide us in 
achieving goals and outcomes over 2022-2026.

• Documentation 
and prepare for 
launch in 2022
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Flow for Breakout Discussion

Large Group Session
11.15am – 11.40am 

[25 mins]

• Context setting
• Sharing of key trends, 

areas of focus and 
inspirational ideas

• Set ground rules for 
small group discussions

Small Group Discussions
11.40am – 1.15pm

[1hr 35 mins]

• Getting to know each 
other 

• Recap on the context of 
discussion

• Ideation & Discussion
• Any other thoughts
• Closing 

Pre-Summit

• Pre-reads
• Padlet on NCSS website 

– Idea of the 
reimagined sector  

Post-Summit 

• Padlet on Jublia – One 
key takeaway/action 
step

• Playback to participants 



Trends & Driving Forces
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1. Changing social needs and shifting expectations in service delivery
• Societal issues may increase in diversity and complexity

• Demographic changes (e.g. ageing population, smaller family units)

• Issues that emerge or are exacerbated due to COVID-19 (e.g. mental health)

• Greater attention to social issues typically less discussed as a result of globlisation

• Changes to the economy (e.g. shrinking middle class), which may lead to downstream social 
issues

• Improved user experience through integrated care

• Growing desire for users to voice their opinions and state their preferences 

• Sector dynamics to be more user-driven than provider-driven

2. Changing workforce, evolving organisations
• Need to increase manpower efficiency and maximise limited resources

• Changing demographics of workers with different expectations

• Individuals with diverse skillsets joining the sector

• Potential to tap on manpower from the gig economy 



Trends & Driving Forces
3. Accelerated digital transformation
• Accelerated digital transformation in service delivery 

• Facilitated outreach to new service users who previously faced challenges accessing services in-
person

• Increased utilisation of new technology with data to identify and reach out to those who need 
help

4. Changing donors’ expectations and behaviour  
• New forms of giving (e.g. online giving)
• Greater interest and involvement by corporates
• Increasing focus on environmental issues may divert resources of some funders away from 

social issues
• Overall drop in non-govt funding channeled into the sector after COVID19 struck Singapore

5. Growing awareness of social issues
• Increased willingness to seek help for some needs
• Greater community giving towards social causes
• More community & ground-up movements
• Rise in volunteerism

14
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SPEs must adapt to changes all around, 
including in…

▪ Definition
– Any organisation or groups of 

individuals set up “to change society for 
the better” and deliver services to 
improve the well-being of individuals 
and communities+

▪ How do we maximise sector 
capability?
– People, processes and practices need to 

help bring about systemic and 
behavioural changes to drive the 
development of innovative solutions

Service users

The workforce

Tools and mindsets

Funders and donors

The ecosystem
+Cheng, W., & Mohamed, S. (2015). Doing Good in Singapore; 

PricewaterhouseCoopers. (2016). Australia’s Social Purpose Market: 

Understanding Funding Flows and Exploring Implications.

What are Social Purpose 
Entities (SPEs)?
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SPEs must optimise:

Meeting service user 
needs

Adapt to the changing, 
complex needs & 

expectations of service 
users 

Ensuring 
sustainability

Manage limited resources 
well, whether human, 
financial or otherwise

Manage multiple 
stakeholders

Keeping ahead of 
changes

Monitor, adapt to and ride 
on ongoing and upcoming 

trends

Establish alignment with 
key stakeholders to execute 

plans

16
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To meet these challenges, SPEs have to look into…

Strengthening organisation capabilities and 
organisation development

• Strengthening organisation development domains (e.g. HR, 
fundraising, research) 

• Equip staff with skills for the future e.g. digital marketing, 
strategic thinking, crisis management

• Change management – Equip whole organisation with right 
tools, skills and mindsets to keep up with changing times

• Build resilience and agility into the leadership pipeline
• Redefine job scope for the younger generation and greater 

emphasis on talent retention
• Optimise use of resources 
• Increase alignment and collaboration within and across 

social purpose entities (SPEs) for greater impact

Board development

• Strengthen leadership 
capabilities

• Find the right composition 
(backgrounds, expertise, 
perspectives)

• Promote greater diversity 
• Greater alignment 

between Board and 
management 

Work with partners 
and volunteers

• Grow volunteer pool by 
tapping on service users, 
seniors

• Retain existing volunteers 
and convert ad-hoc 
volunteers to regular ones

• Use skilled volunteers to 
complement professional 
work

• Partner strategically with 
corporate or other entities
to tap on their expertise

17
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https://go.gov.sg/summit2021t2video

18-year-olds step up to volunteer 
amid COVID-19 pandemic

Youths (Comm.UnitySG) stepped up and 
partnered with New Hope Community 
Services to: 

▪ Address community needs such as 
distributing food, painting homes 

▪ Supported by friends and parents. E.g. 
designing social media posts, giving lifts

▪ Using innovative fundraising means

Food for thought 

How might SPEs tap on volunteers better to bring in resources from the 
community in innovative ways? 

https://go.gov.sg/summit2021t2video
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To read more, see:
https://go.gov.sg/summit2021t2mckinsey. 

Food for 
thought 

What should I 
adopt to help my 
organisation to 

thrive post-
pandemic?

Reimagining the Post-Pandemic Organisation

https://go.gov.sg/summit2021t2mckinsey
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TRACK 3:
SECTOR LEADERSHIP: 
HIGH TECH X HIGH TOUCH
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Objectives of Breakout Discussion 

Past and 
ongoing

Summit: 
Jul 2021

Jul –
Nov 
2021

Nov 
2021 

onwards

• Beyond COVID-19 
Taskforce

• Research
• Open-divergent 

engagement to 
identify key areas

Key outcomes of 
today’s discussion:
• Establish the case 

for change
• Generate ideas and 

plant seeds for 
implementation

• Validation and 
work towards 
implementation

• A series of activities are planned throughout this year to gather views, provoke thoughts and 
inspire the sector to work towards our shared vision of “Every person empowered to live with 
dignity in a caring and inclusive society.”

• All these lead to the refresh of the Social Service Sector Strategic Thrusts (4ST) to guide us in 
achieving goals and outcomes over 2022-2026.

• Documentation 
and prepare for 
launch in 2022
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Flow for Breakout Discussion

Large Group Session
11.15am – 11.40am 

[25 mins]

• Context setting
• Sharing of key trends, 

areas of focus and 
inspirational ideas

• Set ground rules for 
small group discussions

Small Group Discussions
11.40am – 1.15pm

[1hr 35 mins]

• Getting to know each 
other 

• Recap on the context of 
discussion

• Ideation & Discussion
• Any other thoughts
• Closing 

Pre-Summit

• Pre-reads
• Padlet on NCSS website 

– Idea of the 
reimagined sector  

Post-Summit 

• Padlet on Jublia – One 
key takeaway/action 
step

• Playback to participants 

22
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Trends & Driving Forces

1. Changing social needs and shifting expectations in service delivery
• Societal issues may increase in diversity and complexity

• Demographic changes (e.g. ageing population, smaller family units)

• Issues that emerge or are exacerbated due to COVID-19 (e.g. mental health)

• Greater attention to social issues typically less discussed as a result of globlisation

• Changes to the economy (e.g. shrinking middle class), which may lead to downstream social 
issues

• Improved user experience through integrated care

• Growing desire for users to voice their opinions and state their preferences 

• Sector dynamics to be more user-driven than provider-driven

2. Changing workforce, evolving organisations
• Need to increase manpower efficiency and maximise limited resources

• Changing demographics of workers with different expectations

• Individuals with diverse skillsets joining the sector

• Potential to tap on manpower from the gig economy 
23
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Trends & Driving Forces
3. Accelerated digital transformation
• Accelerated digital transformation in service delivery 

• Facilitated outreach to new service users who previously faced challenges accessing services in-
person

• Increased utilisation of new technology with data to identify and reach out to those who need 
help

4. Changing donors’ expectations and behaviour  
• New forms of giving (e.g. online giving)
• Greater interest and involvement by corporates
• Increasing focus on environmental issues may divert resources of some funders away from 

social issues
• Overall drop in non-govt funding channeled into the sector after COVID19 struck Singapore

5. Growing awareness of social issues
• Increased willingness to seek help for some needs
• Greater community giving towards social causes
• More community & ground-up movements
• Rise in volunteerism

24
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There has been an increased emphasis on the use of data and technology to 
attain greater internal efficiency, serve clients better and enable strategic long 
term planning

25

Accelerated digital transformation in service delivery and operations

Facilitated outreach to new service users who previously faced 
challenges accessing services in person

Utilisation of new technology, e.g. predictive Artificial Intelligence with 
alternative data sources to identify and reach out proactively to people 
who need help 
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Existing challenges will need to be addressed as the sector embarks on the 
digital transformation journey in the ‘new normal’ 

26

Increasing Demand and 
Complexity of Social Services 

Changing Social Service Workforce

Lack of Access to Technology for 
Those in Need of Most Support

Lack of In-house Expertise and 
Resources to Sustain Digital 

Transformation
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At the same time, it is important to ensure that we retain the human 
touch in our interactions with service users, work on agency capabilities 
and strengthen collaboration across the sector 

Strengthening Social 
Service Digital Ecosystem 

• Increase collaboration by 
establishing common data 
systems and digital platforms 
that enable SSAs with similar 
use cases to connect 

• Sharing of data, tech solutions, 
best practices across different 
sub-sectors

Delivering User-Centric 
Digital Services

• Adopt service delivery technology that 
enables person-centred services 
catered to users’ needs

• Enhance service delivery by tapping on 
accessible, user-friendly digital tools

• Complement traditional manpower 
with the use of technology, balanced 
with reskilling, redeployment and 
refreshed job roles

Building a Digital Foundation to 
Improve Organisation Effectiveness

• Implement integrated tech solutions 
that enable SSAs to have more efficient 
operations and robust cybersecurity to 
protect data

• Implement integration-ready solutions 
(e.g. stakeholder engagement systems)

• Equip staff with right tools, skills and 
mindset towards tech adoption

27
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APSN’s Primus – Empowerment of 
Trainees through Tech-Enabled Training 

Simulation

APSN has implemented Primus, a specialised 
system that helps to improve training efficiency 
and empower trainees to be viably employed, in 
the following ways: 
▪ Help to assess specific work demands through 

simulations of real-life tasks before matching a 
particular job scope to trainees

▪ Help staff free up time to focus on work tasks 
that require special attention or specialised 
techniques, and cut down on paperwork

Food for thought

In our organisations, could we also similarly undertake digitalisation initiatives to create 
better outcomes for our service users? 

https://go.gov.sg/summit2021t3video1

https://go.gov.sg/summit2021t3video1
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https://go.gov.sg/summit2021t3video2

Leveraging technology to improve 
service delivery

Adopting technology for manual tasks enables 
staff to free up time to retain tasks that 

require a human touch so that there can be 
more focus on customer service delivery

Food for thought 

Are there opportunities to digitalise low-value, repetitive processes to free up time for 
our staff to focus on more meaningful tasks (beyond service delivery and also for 
strategic corporate tasks)? 

https://go.gov.sg/summit2021t3video2
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TRACK 4:
PARTNERSHIPS IN THE SECTOR: EXPLORING COLLABORATION AND 
COMPETITION

30
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Objectives of Breakout Discussion 

Past and 
ongoing

Summit: 
Jul 2021

Jul –
Nov 
2021

Nov 
2021 

onwards

• Beyond COVID-19 
Taskforce

• Research
• Open-divergent 

engagement to 
identify key areas

Key outcomes of 
today’s discussion:
• Establish the case 

for change
• Generate ideas and 

plant seeds for 
implementation

• Validation and 
work towards 
implementation

• A series of activities are planned throughout this year to gather views, provoke thoughts and 
inspire the sector to work towards our shared vision of “Every person empowered to live with 
dignity in a caring and inclusive society.”

• All these lead to the refresh of the Social Service Sector Strategic Thrusts (4ST) to guide us in 
achieving goals and outcomes over 2022-2026.

• Documentation 
and prepare for 
launch in 2022



Flow for Breakout Discussion

Large Group Session
11.15am – 11.40am 

[25 mins]

• Context setting
• Sharing of key trends, 

areas of focus and 
inspirational ideas

• Set ground rules for 
small group discussions

Small Group Discussions
11.40am – 1.15pm

[1hr 35 mins]

• Getting to know each 
other 

• Recap on the context of 
discussion

• Ideation & Discussion
• Any other thoughts
• Closing 

Pre-Summit

• Pre-reads
• Padlet on NCSS website 

– Idea of the 
reimagined sector  

Post-Summit 

• Padlet on Jublia – One 
key takeaway/action 
step

• Playback to participants 
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Trends & Driving Forces

1. Changing social needs and shifting expectations in service delivery
• Societal issues may increase in diversity and complexity

• Demographic changes (e.g. ageing population, smaller family units)

• Issues that emerge or are exacerbated due to COVID-19 (e.g. mental health)

• Greater attention to social issues typically less discussed as a result of globlisation

• Changes to the economy (e.g. shrinking middle class), which may lead to downstream social 
issues

• Improved user experience through integrated care

• Growing desire for users to voice their opinions and state their preferences 

• Sector dynamics to be more user-driven than provider-driven

2. Changing workforce, evolving organisations
• Need to increase manpower efficiency and maximise limited resources

• Changing demographics of workers with different expectations

• Individuals with diverse skillsets joining the sector

• Potential to tap on manpower from the gig economy 
33



Trends & Driving Forces
3. Accelerated digital transformation
• Accelerated digital transformation in service delivery 

• Facilitated outreach to new service users who previously faced challenges accessing services in-
person

• Increased utilisation of new technology with data to identify and reach out to those who need 
help

4. Changing donors’ expectations and behaviour  
• New forms of giving (e.g. online giving)
• Greater interest and involvement by corporates
• Increasing focus on environmental issues may divert resources of some funders away from 

social issues
• Overall drop in non-govt funding channeled into the sector after COVID19 struck Singapore

5. Growing awareness of social issues
• Increased willingness to seek help for some needs
• Greater community giving towards social causes
• More community & ground-up movements
• Rise in volunteerism

34
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Enabling ecosystem

35

▪ Can be enabled by informal or formal, short-term/long-
term collaborations

▪ Should be appropriately scoped and supported. E.g.:
– Responding to community demand

– Having adequate funding

– Being a neutral and trusted initiative

– Having third-party technical expertise*

+Bloom, P. N., & Dees, J. G. (2008). Cultivate Your Ecosystem.
*For tips on supporting collaborations, see https://go.gov.sg/summit2021t4ssir. 
*For examples of formal collaborations such as associations, joint programmes, shared support functions and 
mergers, see https://go.gov.sg/summit2021t4bridgespan. 

An ecosystem refers to the broader context in which an entity 

operates, including all relevant players and environmental 

conditions+

Food for thought 
What is the desired level of collaboration 

amongst different ecosystem stakeholders?

https://go.gov.sg/summit2021t4ssir
https://go.gov.sg/summit2021t4bridgespan
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As we build a caring, collaborative and impactful social service ecosystem 
of the future

Singaporeans are more accepting of social causes

Communities and corporates are increasingly interested in working together for 
social good

The future of giving is changing, affected by trends and driving forces beyond our 
sector 
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Exploring ways to work together better… 

Harnessing strengths of 
partners

• Identify and collaborate 
with new partners that 
bring different strengths

• Leverage unique strengths 
to balance out weaknesses 
and mitigate risks

• Establish common goals 
across the sector to unite 
stakeholders 

• Manage tensions between 
collaboration and 
competition 

Funding and resource 
sustainability 

Institutions* to support 
and lead by example

• Improve measurement and articulation 
of impact

• Improve mutual understanding of 
funders’ and fund recipients’ work and 
objectives 

• Explore ways to optimise resources
(e.g. money, space, manpower)

• Review funding support for corporate 
headcounts

• Review and structure funding and 
service models to facilitate 
empowerment and collaboration 

• Greater use of levers to 
incentivise collaboration

• Facilitate dialogue and 
create a more conducive 
environment for 
collaboration

*E.g. organisations in the private 
and public sector, including SSAs, 
funders, corporates, government.

37
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To read more: 

https://go.gov.sg/summit2021track4tsao

Tsao Foundation’s Community for 
Successful Ageing (ComSA) 

@Whampoa

▪ Promotes health and wellbeing over the life 
course

▪ Integrated system of comprehensive, 
accessible, quality programmes and services, 
using

– Robust team-managed, person-centred care 

– Elder empowerment and training 
programmes

– Organizational knowledge to forge multiparty 
partnerships and engagement with elders 
and volunteers

Food for thought 

What might such collaborations of the 
future look like?

Health service providers

Social service providers

Civic participants

Private enterprise

Multiple branches of policymaking

https://go.gov.sg/summit2021track4tsao
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https://go.gov.sg/summit2021t4video

Sector Design Challenge
▪ Brings together 3P partners 

– To forge new partnerships, build human-centred
design mindsets and skillsets, and develop 
innovative solutions to address the needs of 
service users

▪ Details:

– Participants compete in teams to co-create 
solutions 

– After developing ideas, participants pitch ideas 
to judges

– Winning teams receive seed grants to pilot their 
solutions  

Food for thought 

How might organisations best make use of competition and collaboration to 
encourage innovation for greater impact?

https://go.gov.sg/summit2021t4video

