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ORGANISATIONAL 
HEALTH FRAMEWORK 

FOR SOCIAL SERVICES

SELF-ASSESSMENT TOOLKIT



Reach out to the NCSS Organisation Development unit at
Organisation_Development@ncss.gov.sg for any help or clarifications 
regarding the guidebook or the Organisational Health Framework for Social Services (OHFSS).
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OVERVIEW OF OHFSS 
SELF-ASSESSMENT FORM
The Organisational Health Framework for Social 
Services (OHFSS) provides a common language to 
assess, measure and discuss organisational health. 
It is made up of 7 domains and 32 sub-domains, 
ensuring a holistic coverage of organisational health. 

The OHFSS can be used to help you establish current 
state of organisational health, and identify specific 
gaps to strengthen. It also allows you to
track your organisation’s progress over time, 
and articulate your organisational capacity and 
sustainability outlook to funders and other key 
stakeholders.

NCSS has designed a Self-Assessment Form 
meant for SSAs to self-administer, through a 
group of identified personnel from within the 
organisation. This Form can be found on the  
NCSS website.

OHFSS Toolkit
This Toolkit is meant to guide SSAs in the 
administration of the OHFSS Self-Assessment Form. 
It will provide information on when to use it, the 
key steps involved in administering it, how to select 
respondents for it, and the statements and rubrics to 
be found in it.
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WHEN TO USE THE OHFSS 
SELF-ASSESSMENT
This self-assessment can have organisational benefits at any time, but it is especially useful to facilitate key 
conversations around organisational health, such as when:

preparing for a strategy review
planning capacity- and capability- building efforts
making decisions about resource allocation

•
•
•

SSA should assign a Diagnostic Lead, who reads the 
Organisational Health Guidebook for Social Services 

(OHGSS) to gain a good understanding of the 
structure of the OHFSS, as well as the 

Self-Assessment Questionnaire 
(in subsequent pages of this Toolkit).

Selected participants receive a One-Time Password over 
email, and use it to complete the Self-Assessment Form 

on the NCSS website.

Diagnostic Lead should brief CEO on the OHFSS, 
discuss diagnostic approach and identify 

participants to conduct the Self-Assessment.

Diagnostic Lead to submit the list of identified 
participants to NCSS via the link on the NCSS website.

Diagnostic Lead receives the Organisational Health 
Report from NCSS, and shares findings with CEO to 

discuss next steps. 

Diagnostic Lead and Senior Management should refer to 
the Organisational Health Guidebook for Social Service, for 

information on strengthening each of the 7 domains.

01

04

02

03

05

5 Key Steps to Administer the OHFSS Self-Assessment



Organisational Health Framework for Social Services Toolkit

5Organisational Health Framework for Social Services Toolkit

Step 1: Assigning a Diagnostic Lead

The Self-Assessment Questionnaire in the subsequent pages replicates 
the statements and rubrics you will find when completing the Online 
Self-Assessment Form. The Questionnaire reproduced below is purely 
for reference purposes, and to facilitate discussions in the organisation. 
It should not be used to submit scanned versions of responses to NCSS. 
NCSS will only treat as valid, electronic submissions made through the 
NCSS website Self-Assessment Form. No alternative mode of submission 
will be accepted.  

It is recommended for all participants to gain a common understanding of 
the statements and rubrics before completing the Self-Assessment Form. 

While every rubric may not describe your organisation perfectly in that 
area of review, you should proceed with the rating that comes closest. 
Remember to remain objective and truthful. 

The Diagnostic Lead (DL) should be someone who can drive the self-assessment process, with the sponsorship of the 
CEO. He/she will be the knowledge-holder on the OHFSS in the SSA, support the CEO in selecting participants, drive 
the conversations, participate in the Self-Assessment, guide other participants in completing the Self-Assessment 
and liaise with NCSS.

The DL could be from an organisation-wide role such as Strategy, Corporate Planning, Organisation Development 
etc., with some understanding and stake in the SSA’s organisational health. It is advantageous for the DL to be 
someone with skills in facilitation and communication. 

The first step for any DL would be to familiarise the self with the Organisational Health Guidebook for Social Services 
(OHGSS) available on the NCSS website, the OHFSS Questionnaire and this Toolkit.

OHFSS SELF-ASSESSMENT 
QUESTIONNAIRE



Organisational Health Framework for Social Services Toolkit

6Organisational Health Framework for Social Services Toolkit

Step 2: Select Participants and Discuss the Diagnostic Approach
The Diagnostic Lead should brief the CEO on the OHFSS, and discuss the key considerations:

It is compulsory for the CEO and the Diagnostic Lead to participate in the Self-Assessment.
 
Members of the Senior Management Team (SMT) - including the CEO (who must be one of the participants), 
direct reports of CEO, and other Directors who have a good understand of the overall running of the 
organisation. If the participants do not possess some basic knowledge of OD, discussions are encouraged to 
enhance the level of understanding before completing the Self-Assessment Form. 

Board Representatives - the CEO should discern whether it is useful to include Board views in this self-
assessment. For it to be effective, Board Members should have enough knowledge of the running of the 
organisation to be able to respond to the 77 statements in the questionnaire. It is recommended that the 
CEO review the statements before deciding on Board representation. 

Non-Senior-Management employees - CEO can use discretion to include some non-SM individuals he/she 
deems would provide meaningful inputs. 

The Diagnostic Lead must monitor participants’ responses, and be the last respondent to the online form, so as 
to trigger NCSS to generate the report.

The ideal number of participants per SSA is between 2 and 10, depending on the size of the organisation.

CEO and DL can choose to use this group engagement to discuss and establish everyone’s responses, before
individuals submit their separate online Self-Assessment Forms;

CEO and DL can choose to use this group engagement to discuss and consolidate responses, for DL to submit 
a single Self-Assessment Form on behalf of all the participants; 

It is key to respect and include diverse viewpoints for an objective and meaningful outcome.

CEO and DL should discuss and finalise the use of the findings at the onset, for a meaningful follow-
through. This would include plans to share findings at Board and Senior Management platforms, as well as 
considerations around sharing findings with the rest of the staff. 

It is useful to design a Theory of Change (ToC) for the use of the findings, with an end-goal in mind e.g. 
strategy review, use of funding for capability building efforts, application for funding etc. You can refer to 
the OHGSS for information on ToC.

There are several approaches to carrying out the self-assessment. It is strongly recommended that the 
Diagnostic Lead hold a group engagement at the start to establish a common, aligned understanding of the 
OHFSS domains and sub-domains before the participants carry out the self-assessment.

•

•

•

•

•

•

•

•

•

•

•

Selection of Participants

Diagnostic Approach 

Forward Steps
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Step 3: Submit the list of identified participants to NCSS

Step 4: Completion of OHFSS Self-Assessment Form

Step 5: Following Up on the Organisational Health Report

Once the list of participants has been finalised, the Diagnostic Lead should submit the information to NCSS using 
the link on the NCSS website. Participants will then be emailed with instructions on the completion and submission 
of the Self-Assessment form.

Identified participants should use the link provided to them to complete the Self-Assessment Form.
(Refer to page 8 on how to use the self-assessment tool)

Upon receiving the Report from NCSS, DL and CEO should explore the best platforms to share it at, to discuss next steps. 

This can be done through internal discussions, or engagement of a Strategy Consultant. 

Organisations can refer to Sections 2 and 3 of the OHGSS (Strengthening OD and Best Practices in the Social 
Service Sector respectively) for recommendations and guidance on how to improve specific domains. 

The findings can also be used as supporting material for specific fund/grant applications e.g. the Community 
Capability Trust. 

•

•

•
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Based on your current understanding and knowledge, 
provide an objective and truthful rating of your 
organisation in each of the 75 statements.

Instructions

Each rating is assigned a score i.e. Limited 
= 1 point, Fair = 2 points, Good = 3 points, 
Excellent = 4 points. 

Each statement score is aggregated into 
a sub-domain score, which is aggregated 
into a domain score, which is reflected as a 
percentage of the maximum attainable score 
for each domain.

This exercise is intended to help you assess your 
current strengths, and identify areas to build capacity 
and capability in. Staying objective and truthful in 
your responses will enable you to accurately address 
the root causes of your challenges.

As you attempt the OHFSS Self-Assessment online 
form, you are encouraged to include information 
from other tools, surveys and reviews which are being 
deployed in your organisation.

For all questions, a 4-point scale is provided, 
with 1 “Limited” being the lowest, and 4 
“Excellent” being the highest. 

Refer to the qualitative description of each 
rating. While the descriptions might not 
describe your organisation perfectly in that 
domain or sub-domain, you should proceed 
with the rating that comes closest.

This percentage score is tagged to the overall 
score rating as follows:

How to Use the OHFSS Self-Assessment Tool
There are a total of 75 statements in the Self-Assessment Questionnaire, which contribute to the 7 domains: Strategy & 
Leadership, Governance, People, Finances, Digitalisation, Communications & Partnerships and User-Centric Services. 

Score (%) Score (Rating)

Below 50% 1 – Limited

50% – 69% 2 – Fair

70% – 84% 3 – Good

85% – 100% 4 – Excellent

Each domain score adds up to provide the 
Organisational Health Index (OHI) of an SSA, 
which is a percentage value out of a total  
of 100%.
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O R G A N I S AT I O N A L 
H E A LT H  F R A M E W O R K

F O R  S O C I A L  S E R V I C E S
S E L F - A S S E S S M E N T  Q U E S T I O N N A I R E
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SELF-ASSESSMENT 
QUESTIONNAIRE
STRATEGY & LEADERSHIP

Mission & Vision

Strategy Development

Strategy Implementation

Organisation Structure

Organisation Culture

01

02

03

04

05

SUB-DOMAINS
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Limited Fair Good Excellent
1 2 3 4

The organisation’s Mission 
and Vision has little or no 
connection to its strategy 

and plans.

The organisation’s strategy 
and plans have basic 

alignment to its Mission and 
Vision.

The organisation’s Mission 
and Vision have a clear link 

to its strategy and plan.

The organisation’s Mission 
and Vision are the main 

drivers of its strategy and 
plans that guide all decisions 

at the organisation.

Limited Fair Good Excellent
1 2 3 4

The Mission and Vision are 
undefined.

The Mission and Vision are 
beginning to take shape 
but implementation is ad 
hoc in nature and there is 

limited commitment by the 
leadership team.

The Mission and Vision are 
defined and the leadership 
has a strong commitment 

to ensure that they are 
well-integrated with 
organisational needs.

The Mission and Vision are 
continuously innovative, 

forward-looking and guide 
all decisions of the leadership.

RATING DESCRIPTORS

The organisation has a documented Mission and Vision which drives its strategy and plans.

The leadership is committed to the organisation’s Mission, Vision and Values.

1.

2.

Mission & Vision

STRATEGY & LEADERSHIP* 

Please select the most relevant option for each statement with respect to your organisation.

How the leadership leverages on the Mission & Vision to guide the organisation 
to achieve and sustain excellence.

This page is for reference only. Actual statements and rubrics may differ in the OHFSS online self-assessment form. 
All scores should be captured in the OHFSS online self-assessment form on NCSS website.

*The definition of Leadership in business is the capacity of a company’s 
management to set and achieve challenging goals, take fast and decisive action 
when needed and inspire others to perform at the highest level they can.
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Limited Fair Good Excellent
1 2 3 4

The leadership takes an
ad hoc approach to

motivate and inspire staff.

The leadership is taking
steps to motivate and
inspire staff, although

the approach is not
consistent.

The leadership engages
in efforts to motivate

and inspire staff and this
is taken up consistently
across most functions.

The leadership embodies
the organisational values
and instils team spirit,

by proactively engaging
all functions of the

organisation to enhance
feelings of pride and

mutual loyalty.

RATING DESCRIPTORS

The leadership motivates and inspires team spirit in employees.4.

Mission & Vision

STRATEGY & LEADERSHIP* 

Please select the most relevant option for each statement with respect to your organisation.

How the leadership leverages on the mission & vision to guide the organisation 
to achieve and sustain excellence.

Limited Fair Good Excellent
1 2 3 4

The Mission and Vision 
are not mentioned in the 

leadership’s communication.

There are some references of 
the Mission and Vision in the 
leadership’s communication.

The Vision and Mission are 
communicated most of the 

time and are well integrated 
into the leadership’s 

communication. 

The Vision and Mission 
are consistently 

communicated in all 
leadership communication 

and employee buy-in is 
continously pursued.

The leadership communicates the organisation’s Mission, Vision and Values to stakeholders to guide  
the organisation.

3.

*The definition of Leadership in business is the capacity of a company’s 
management to set and achieve challenging goals, take fast and decisive action 
when needed and inspire others to perform at the highest level they can.

This page is for reference only. Actual statements and rubrics may differ in the OHFSS online self-assessment form. 
All scores should be captured in the OHFSS online self-assessment form on NCSS website.
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RATING DESCRIPTORS

Strategy Development

STRATEGY & LEADERSHIP* 

Please select the most relevant option for each statement with respect to your organisation.

*The definition of Leadership in business is the capacity of a company’s 
management to set and achieve challenging goals, take fast and decisive action 
when needed and inspire others to perform at the highest level they can.

How the organisation uses emerging scenarios and involves key
stakeholders to develop various strategic plans.

Limited Fair Good Excellent
1 2 3 4

The strategy is undefined
with no emerging

scenarios being taken
into account.

The strategy is developed
based on the immediate

scenarios that will impact
the organisation.

The strategy is progressive 
and well-integrated with 

the organisational needs and 
most emerging scenarios.

The strategy is systematically
developed based on the 
external environment, 
thoroughly considers

emerging scenarios, future
plans and other factors.

Limited Fair Good Excellent
1 2 3 4

Key stakeholders have
limited involvement in

the strategy development
and planning process.

Key stakeholders are
involved in the strategy

development process on
an ad hoc basis.

Key stakeholders are
regularly involved in the

strategy development
process.

Key stakeholders are actively 
involved in the strategy 

development process with 
established platforms to 

provide continuous feedback 
and steer.

Limited Fair Good Excellent
1 2 3 4

The strategy development
process is reactive with

no mid-term or long-term
plans.

The strategy development
process produces a plan

for a few functional areas
of the organisation with

no clear overall strategy
for the long term.

The strategy development
process produces a clear

plan that steers the
organisation and all of its
functions in the intended
direction with a detailed
timeline of work plans for

the long term.

The strategy development
process produces a robust

plan that addresses the 
existing needs of the
organisation as well as

prepares the organisation
to address emerging

trends with well calibrated 
timeline and resources  

for the long term.

The organisation develops its strategy and plans based on emerging scenarios.

The organisation involves its leadership and key employees in the strategy development and  
planning process.

The organisation has mid-term (2-3 years) and long-term (4-5 years) strategies to achieve
its organisational goals.

5.

7.

6.

This page is for reference only. Actual statements and rubrics may differ in the OHFSS online self-assessment form. 
All scores should be captured in the OHFSS online self-assessment form on NCSS website.
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RATING DESCRIPTORS

Strategy Implementation

STRATEGY & LEADERSHIP* 

Please select the most relevant option for each statement with respect to your organisation.

How the organisation creates well-defined strategic action plans and
communicates them to key stakeholders.

Limited Fair Good Excellent
1 2 3 4

The action plans for the
organisation’s strategies

are undefined.

The action plans for the
organisation’s strategies

are beginning to be
defined.

The long and short term
strategies are defined

with action plans
containing specific steps
and actions to be taken.

The long and short term
strategies are progressive
with well-defined action
plans that contains clear

objectives, involved
stakeholders, actions

and deadlines to effect
strategy implementation
across defined timelines

of the organisation’s
strategic plans.

Limited Fair Good Excellent
1 2 3 4

Key stakeholders have
limited knowledge of the

organisational goals.

Key stakeholders have
basic knowledge of
organisational goals.

Key stakeholders are
aware of organisational
goals and are engaged

on key platforms to
drive the organisation’s

performance.

All key stakeholders
understand the

organisational goals
and are continuously
engaged on multiple
formal and informal

platforms to drive
the organisation’s

performance.

The organisation translates its strategy into action plans to achieve organisational goals.

The organisation ensures that all the employees and stakeholders within the organisation are aware of the 
goals and what they need to do to achieve them.

8.

9.

*The definition of Leadership in business is the capacity of a company’s 
management to set and achieve challenging goals, take fast and decisive action 
when needed and inspire others to perform at the highest level they can.

This page is for reference only. Actual statements and rubrics may differ in the OHFSS online self-assessment form. 
All scores should be captured in the OHFSS online self-assessment form on NCSS website.
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RATING DESCRIPTORS

Organisation Structure

STRATEGY & LEADERSHIP* 

Please select the most relevant option for each statement with respect to your organisation.

How the organisation structure anticipates staffing needs ahead of time and
clearly defines job roles.

Limited Fair Good Excellent
1 2 3 4

The organisation structure
and HR needs, including

recruitment, are not
anticipated ahead
of time and do not

have a defined link to
strategic priorities and
organisational values.

The organisation
structure and HR needs,
including recruitment,
are created with some

basic alignment to the
strategic priorities and
organisational values.

The organisation structure
meets the needs of its
strategic priorities with

sufficient staff to support
most functions.

The organisation
anticipates staffing needs
ahead of time and has an

effective organisation
structure that is strongly 
aligned with its strategic 

priorities and organisational 
values.

Limited Fair Good Excellent
1 2 3 4

The job roles are unclear
and there is no definition

of what the intended
performance is.

The job roles have some
definition with a basic
understanding of job
responsibilities and the
intended performance
level for each service or

function.

The job roles are
defined with detailed
responsibilities and the
intended performance
level for each service or

function.

The organisation structure
effectively outlines the
job roles and has a clear
definition of what high
performance is for each

service or function.

The organisation structure is aligned with its strategic priorities and suitably staffed.

The organisation structure effectively outlines the roles of functions performed in the organisation.

10.

11.

*The definition of Leadership in business is the capacity of a company’s 
management to set and achieve challenging goals, take fast and decisive action 
when needed and inspire others to perform at the highest level they can.

This page is for reference only. Actual statements and rubrics may differ in the OHFSS online self-assessment form. 
All scores should be captured in the OHFSS online self-assessment form on NCSS website.
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RATING DESCRIPTORS

Organisation Culture

STRATEGY & LEADERSHIP* 

Please select the most relevant option for each statement with respect to your organisation.

How the leadership develops a culture that is consistent with its values, and 
encourages learning, innovation as well as organisational change.

Limited Fair Good Excellent
1 2 3 4

The leadership has a limited 
understanding of the culture 

and its alignment to the 
organisation’s Mission and 

Vision.

The leadership is beginning 
to understand how to 
develop a culture that 

supports the organisation’s 
Mission, Vision and Values to 

drive growth.

The leadership develops 
an effective culture across 

most functions that is in-
line with the organisation’s 

Mission, Vision and Values to 
drive growth.

The leadership has developed 
a continuously innovative 

culture to drive growth 
in the organisation and is 

strongly aligned with the 
Mission, Vision and Values.

Limited Fair Good Excellent
1 2 3 4

Learning and innovation 
is an ad hoc pursuit by 

the leadership of the 
organisation.

A culture of learning and 
innovation is beginning 

to take shape at the 
organisation, although the 

approach by the leadership is 
still vague.

Learning and innovation is 
consistently encouraged 

by the leadership at the 
organisation.

Learning and innovation 
is embedded within the 
organisation’s culture by 
the leadership through 

established platforms and 
feedback channels.

Limited Fair Good Excellent
1 2 3 4

There are limited initiatives 
and actions by the leadership 
in driving necessary change 

for sustainability.

There are ad hoc efforts 
taken by the leadership 

in developing and/or 
communicating change 
management plans for 

sustainability.

There are well-defined 
efforts taken by the 

leadership in developing 
and communicating change 

management plans for 
sustainability through key 
platforms (e.g. townhalls).

There are extensive efforts 
taken across the leadership 

of the organisation to 
create an organisation that 

continuously analyses 
and identifies change for 

sustainability, then develops 
and communicates change 

management plans through 
mulitple platforms (e.g. 
townhalls, conferences, 

learning festivals).

The leadership develops a culture with collective beliefs and values.

The leadership develops an organisation culture that encourages learning and innovation.

The leadership develops an organisation culture that embraces organisational change for sustainability.

12.

13.

13.

*The definition of Leadership in business is the capacity of a company’s 
management to set and achieve challenging goals, take fast and decisive action 
when needed and inspire others to perform at the highest level they can.

This page is for reference only. Actual statements and rubrics may differ in the OHFSS online self-assessment form. 
All scores should be captured in the OHFSS online self-assessment form on NCSS website.
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SELF-ASSESSMENT 
QUESTIONNAIRE

GOVERNANCE

Board Compliance & Composition 

Role of Board

Risk Management

01

02

03

SUB-DOMAINS
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RATING DESCRIPTORS

Board Compliance & Composition
GOVERNANCE

Please select the most relevant option for each statement with respect to your organisation.

How the Board ensures that it is compliant with governance practices and has 
diversity in areas of expertise to sufficiently guide the organisation.

Limited Fair Good Excellent
1 2 3 4

There is limited adherence 
to the Code of Governance for 

Charities & IPCs (April 2017).

There are some efforts taken 
to adhere to the Code of 

Governance for Charities & 
IPCs (April 2017).

The organisation aligns most 
of its policies to the Code of 
Governance for Charities & 

IPCs (April 2017).

The organisation has strict 
adherence to the Code of 
Governance for Charities & 

IPCs (April 2017), using it to 
inform policymaking and 

procedures.

Limited Fair Good Excellent
1 2 3 4

The Board is homogenous in 
terms of representation, and 

members provide their views, 
guidance, experience only 
when there is a request to 
do so by the Management 
Team of the organisation.

There is some diversity 
amongst the Board in 

terms of representation, 
and members provide their 
views, guidance, experience 
and provide connections of 
individuals with specialised 
skills on an ad hoc basis.

There is a well-defined 
diversity of the Board in 
terms of representation, 

and members provide their 
views, guidance, experience, 
and provide connections of 
individuals with specialised 

skills most of the time.

There is extensive diversity in 
the Board with representation 
in terms of gender, ethnic and 
professional background and 

all Board members actively 
share their views, guidance, 

experience, and provide 
connections of resources 
with specialised skills to 

support all requirements of 
the organisation.

The organisation adheres to the Code of Governance for Charities & IPCs (April 2017).

The Board has the needed diversity, expertise and connections. 

1.

2.

This page is for reference only. Actual statements and rubrics may differ in the OHFSS online self-assessment form. 
All scores should be captured in the OHFSS online self-assessment form on NCSS website.
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RATING DESCRIPTORS

Board Compliance & Composition
GOVERNANCE

Please select the most relevant option for each statement with respect to your organisation.

How the Board ensures that it is compliant with governance practices and has 
diversity in areas of expertise to sufficiently guide the organisation.

Limited Fair Good Excellent
1 2 3 4

While there is a board 
of governance present, 

currently there are no Board 
Committees established.

There are Board Committees 
overseeing basic areas 

(Audit Committee, 
Finance Committee) of the 

organisation.

There are Board Committees 
overseeing key areas (Audit 

Committee, Finance 
Committee, Fundraising 

Committee, Programmes & 
Services Committee) of the 

organisation.

There are Board Committees 
actively overseeing all 

relevant compliance areas 
of the organisation.

Limited Fair Good Excellent
1 2 3 4

Board resource planning 
is not strategically 

undertaken, and resource 
planning is conducted in an 

ad hoc fashion.

The Board establishes a basic 
recruitment process, and 
standardised onboarding 

programme to meet its 
needs, but succession 

planning for key Board roles is 
still vague. 

The Board establishes a 
structured recruitment 

process and detailed 
onboarding programme 

to meet its needs, and 
succession planning and 

grooming for key Board roles 
are aligned to governance 

procedures. 

The Board establishes 
a robust recruitment 
system to select the 

candidates for the best 
job fit, a customisable 

onboarding programme to 
effectively communicate the 
organisation’s mission, vision 
and values to new members, 

and ensures succession 
planning and grooming for 
key Board roles is aligned 

to governance procedures 
and meets relevant 

expectations.

The Board ensures that there are Board Committees present to oversee relevant areas of the organisation.

The Board ensures effective resource planning, such as recruitment and onboarding of Board members 
and succession planning for key roles.

3.

4.

This page is for reference only. Actual statements and rubrics may differ in the OHFSS online self-assessment form. 
All scores should be captured in the OHFSS online self-assessment form on NCSS website.
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RATING DESCRIPTORS

Role of Board
GOVERNANCE

Please select the most relevant option for each statement with respect to your organisation.

How the Board plays its role (e.g. in fund development*).

*The definition of Fund Development is inclusive and ongoing efforts to fund 
the organisation. This includes fundraising events/programmes sustaining 
funding sources by developing partnerships with corporations, communities 
and individuals, as well as actively participating in, and applying for funding.

Limited Fair Good Excellent
1 2 3 4

There is limited 
involvement of the Board 
in fund development, with 

participation occurring 
only if required by the 

Management Team of the 
organisation.

Selected members of the 
Board participate in fund 

development as needed for 
specific programmes.

The Board participates in 
fund development most of 

the time, and actively drives 
fundraising efforts.

The Board participates in fund 
development in an extensive 

and active manner, such as 
through using its strategic 
connections and driving 

fundraising efforts.

Limited Fair Good Excellent
1 2 3 4

The Board provides limited 
or no guidance to the 

organisation on its strategic 
plans.

The Board provides some 
ad hoc guidance on the 

organisation’s strategic plans 
as requested.

The Board participates 
and provides continuous 
guidance on its strategic 

plan.

The Board provides active 
and robust guidance to the 
organisation on its strategic 
plans and regularly reviews 

the plans within the year.

Limited Fair Good Excellent
1 2 3 4

There is limited clarity in the 
roles of Board members and 

Management Team members 
of the organisation.

There are some efforts to 
distinguish between the 

roles of Board members and 
Management Team members, 
although the approach is still 

largely vague.

The role of the Board is 
well documented, and the 
delineation between Board 
members and Management 
Team members is clear with 

efforts to minimise overlaps 
between strategic guidance 

and involvement in daily 
operations.

The role of the Board is 
clearly documented and 

practised, with all members 
providing only strategic 

guidance and are not 
involved in daily operations 

and decision-making.

The Board actively participates in fund development.

The Board provides appropriate guidance to the organisation by periodically reviewing and approving 
strategic plans.

The Board effectively differentiates between its role and that of the organisation’s Senior Management 
Team (SMT).

5.

7.

6.
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RATING DESCRIPTORS

Risk Management
GOVERNANCE

Please select the most relevant option for each statement with respect to your organisation.

How the organisation protects its data and establishes processes to mitigate 
risk and ensure regulatory compliance.

Limited Fair Good Excellent
1 2 3 4

The organisation has limited 
or no processes for risk 

identification, analysis and 
evaluation.

The organisation has some 
documented processes for 
risk identification, analysis 

and evaluation.

The organisation has 
effectively documented 

processes for risk 
identification, analysis and 

evaluation.

The organisation has 
extensively and robustly 
documented processes for 
risk identification, analysis 

and evaluation, such as risk 
management plans and 

protocols.

Limited Fair Good Excellent
1 2 3 4

The organisation does 
not conduct reviews 

for compliance to PDPA 
guidelines.

The organisation conducts 
ad-hoc reviews for 
compliance to PDPA 

guidelines.

The organisation conducts 
planned reviews for 
compliance to PDPA 

guidelines.

The organisation conducts 
frequent and continuous 
reviews for compliance to 

PDPA guidelines.

Limited Fair Good Excellent
1 2 3 4

The organisation has limited 
or no security arrangements 
to protect personal and other 

organisational data.

The organisation has 
adequate security 

arrangements to protect 
key personal and other 

organisational data.

The organisation has 
effective security 

arrangements to protect 
all personal and other 

organisational data.

The organisation has 
extensive, comprehensive 
and pre-emptive security 
arrangements to protect 

personal and other 
organisational data, which 

are clearly defined and 
communicated to employees 

and reviewed regularly by 
external specialists.

The organisation establishes processes for risk identification, analysis and evaluation.

 The organisation complies with PDPA guidelines to collect, use or disclose users’ personal data.

The organisation has reasonable security arrangements to protect personal and other organisational data.

8.

9.

10.
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RATING DESCRIPTORS

People & Succession Planning
PEOPLE

Please select the most relevant option for each statement with respect to your organisation.

How the organisation is able to plan for its manpower needs, including 
succession plans.

Limited Fair Good Excellent
1 2 3 4

The HR plans are not 
anticipated ahead of time 
and do not have a defined 

link to the strategic goals and 
organisational values.

The HR plans are created 
with some basic alignment 

to strategic goals and 
organisational values.

The organisation meets 
the key HR needs of its 

employees, and develops 
HR plans which are aligned 

to strategic goals and 
organisational values.

The organisation anticipates 
HR needs and systematically 

and strategically develops 
robust HR plans that 

encompass employees and 
are strongly integrated with 

the organisation’s vision, 
mission and values. 

Limited Fair Good Excellent
1 2 3 4

HR policies are not 
defined, administered, and 

communicated.

Basic HR policies exist, 
but are vaguely defined 
and communicated and 

administered on an ad hoc 
basis.

Most HR policies are well-
defined, easy to administer 

and communicated on a 
regular basis.

All HR policies are robust, 
developed with the intention 

of enabling development, 
facilitates deployment and 
two-way communication 

to ensure ongoing 
improvements.

Limited Fair Good Excellent
1 2 3 4

HR information is not used 
to track people performance 
and there are no succession 

plans for key roles.

HR information is used to 
track people performance on 
an ad hoc basis and potential 

candidates are identified 
with plans to groom them 

for succession, although the 
approach is still vague.

HR information is used to 
track people performance 

across most functions with 
succession planning and 

grooming of leaders being 
aligned to organisational 

needs.

HR information is extensively 
leveraged to track people 

performance which serves 
as a basis for identifying 

and grooming high potential 
employees for succession of 

key role across all functions.

The organisation systematically and strategically develops its Human Resources (HR) plans.

The organisation ensures that its HR policies are well-defined, communicated and easy to administer.

The organisation uses HR information to track people performance, and identifies and grooms employees 
for succession of key roles in the organisation.

1.

3.

2.
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RATING DESCRIPTORS

Recruitment
PEOPLE

Please select the most relevant option for each statement with respect to your organisation.

How the organisation recruits employees to meet organisational needs.

Limited Fair Good Excellent
1 2 3 4

A formal recruitment 
and onboarding process 

does not exist at the 
organisation, resulting in  

employee requirements and 
responsibilities being unclear 

and undefined. 

The organisation establishes 
a basic recruitment process 

to meet organisational 
needs, and new employees 

are introduced to the 
organisation through a 

standardised onboarding 
programme.

The organisation has a 
structured recruitment 

process with clearly defined 
job roles and responsibilities, 
and a detailed onboarding 

programme enabling 
new employees to transit 
smoothly into their new 

role.

A robust recruitment system 
exists within the organisation 

to select candidates for the 
best job fit, along with a 

customisable onboarding 
programme that effectively 

supports the transition 
and communication of the 

organisation’s mission, vision 
and values to new employees.

Limited Fair Good Excellent
1 2 3 4

Changes to the workforce 
landscape are not taken into 
account when designing job 

roles and workspaces.

Job roles and workspaces 
are redesigned in an ad 
hoc manner to cater to 
the changing workforce 

landscape.

Job roles and workspaces are 
mostly redesigned to meet 

the changing workforce 
landscape.

Job roles and workspaces are 
continuously redesigned 

and transformed as the 
organisation is well aware of 

future workforce demands 
and needs.

The organisation effectively recruits and onboards its employees.

The organisation redesigns job roles and workspaces dynamically to meet changing needs of the work-
force landscape.

4.

5.
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RATING DESCRIPTORS

Staff Engagement & Well-being
PEOPLE

Please select the most relevant option for each statement with respect to your organisation.

How the organisation engages employees and enhances their well-being to 
improve organisational health and performance.

Limited Fair Good Excellent
1 2 3 4

There is limited employee 
engagement to encourage 
fulfilment of job roles and 

responsibilities.

There are some efforts in 
place to engage employees 

to perform job roles and 
responsibilities.

There are key platforms to 
frequently engage and 

motivate employees to drive 
performance and fulfil their 

roles and responsibilities.

There is extensive employee 
engagement occuring 

on multiple established 
platforms to encourage 
high performance and 
strong commitment to 

job responsibilities, largely 
driven by a clear articulation 

to the role in meeting the 
organisation’s purpose, goals 

and objectives.

Limited Fair Good Excellent
1 2 3 4

There are limited or no 
platforms available for 

internal communication 
within the organisation.

There are some efforts 
present to develop 

platforms to enable internal 
communication within the 

organisation.

There are key platforms 
available to enable internal 
communication within the 

organisation.

There are multiple 
established platforms 

present to enable regular 
and effective internal 

communication within the 
organisation to promote 
strong commitment to 

organisational values and 
strategic goals.

The organisation suitably engages its employees to perform their roles and responsibilities so as to 
achieve organisational goals.

The organisation enables effective internal communication such as through townhalls, retreats, 
intranet, email, etc.

6.

7.
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RATING DESCRIPTORS

Staff Engagement & Well-being
PEOPLE

Please select the most relevant option for each statement with respect to your organisation.

How the organisation engages employees and enhances their well-being to 
improve organisational health and performance.

Limited Fair Good Excellent
1 2 3 4

The work environment is 
limited to managing hygiene 

factors.

The work environment has 
areas that address employee 
health and well-being, but is 

currently a work-in-progress 
at the organisation.

The work environment 
reinforces the values of the 

organisation and is designed 
to cater to most needs of 
the organisation curating 

employee wellness and 
benefits programmes to 

ensure employee satisfaction.

The work environment caters 
to the wide diverse needs 
of the organisation and a 
combination of employee 

wellness and benefits 
programmes conducted 

consistently caters to the 
differing demographics in 

the organisation.

 The organisation develops a work environment that enhances employee health and well-being, and caters 
to diverse employee needs (e.g. Flexible Work Arrangement, part-time employment, Employee Assistance 
Programmes, etc.).

8.
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RATING DESCRIPTORS

Learning & Development
PEOPLE

Please select the most relevant option for each statement with respect to your organisation.

How the Learning & Development of employees results in higher productivity 
and personal growth.

Limited Fair Good Excellent
1 2 3 4

Learning & Development 
plans for employees are 
limited or do not exist.

Learning & Development 
plans are implemented 

in an ad-hoc manner for 
employees.

Learning & Development 
plans exist internally for 
most key areas of work, 
augmented by external 

local learning opportunities 
for employees.

Learning & Development 
plans exist for all functional 

areas, both internally 
and externally, including 
participation at relevant 

external local and regional 
forums for employees.

Limited Fair Good Excellent
1 2 3 4

There is no defined 
supervision structure in the 

organisation to engage social 
service professionals for 

effective and efficient service 
delivery.

There is a basic supervision 
structure for social 

service professionals in 
the organisation, and 

some definition on the 
requirements for an effective 
and efficient delivery of this 

service.

There is a well-defined 
supervision structure for 

the social service function to 
ensure that the professionals 

are able to deliver services 
effectively an efficiently 

across most social service 
functions within the 

organisation.

There is an established and 
robust supervision structure 
(e.g. supervision processes 

and frameworks) for all 
social service professionals 

(e.g. Allied Health 
Professionals, Social Workers, 

Counsellors) and includes 
regular participation of 
local experts to enhance 

knowledge acquisition.

The organisation systematically designs and implements learning and development plans for employees.

The organisation has structures (e.g. supervision processes) in place that ensure social service 
professionals are delivering services effectively.

9.

10.
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RATING DESCRIPTORS

Performance Management & 
Recognition 

PEOPLE

Please select the most relevant option for each statement with respect to your organisation.

How the employee performance management and recognition channels 
encourage employees to achieve high performance and productivity.

Limited Fair Good Excellent
1 2 3 4

There is limited or 
no definition of high 

performance, and 
performance management 
is not aligned to drive the 
reinforcement of desired 

behaviours, organisational 
values and objectively 

measure outcomes.

The organisation is starting 
to take steps to define what 
is high performance, and is 
beginning to measure and 
reinforce these behaviours 

and outcomes.

The organisation has 
standardised definition 
of high performance, and 
performance metrics have 
a linkage to the strategy 

of the organisation to help 
reinforce desired behaviours 

and organisational values 
in most functions of the 

organisation.

The organisation has a robust 
definition of what high 

performance is, and supports 
productive behaviours 

with performance metrics 
having a clear linkage to 

organisational targets that 
reinforce desired behaviours 
for all functions across the 

organisation.

Limited Fair Good Excellent
1 2 3 4

The rewards and recognition 
programme is not present 

or is limited with little effort 
to incentivise and retain 

employees.

There is a plan to have a 
structured rewards and 

recognition programme to 
retain employees but is a 

work in progress.

There is a structured rewards 
and recognition programme 

that drives engagement and 
enhances retention amongst 

employees.

There is a robust rewards 
and recognition programme 
to retain employees with a 

visible value proposition to 
prospective employees.

The organisation establishes an effective performance management system to objectively measure out-
comes and reinforce desired behaviours.

The organisation establishes mechanisms to incentivise and retain employees, such as rewards and 
recognition programme.

11.

12.
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RATING DESCRIPTORS

Volunteer Management
PEOPLE

Please select the most relevant option for each statement with respect to your organisation.

How the organisation optimise and manage their volunteer resources 
strategically to achieve organisational goals.

Limited Fair Good Excellent
1 2 3 4

A volunteer management 
strategy does not exist at 

the organisation.

The organisation is starting 
to develop or has a basic 

volunteer management 
strategy in place.

The organisation has a 
well-defined volunteer 

management strategy in 
place.

The organisation has a robust 
volunteer management 
strategy, supported by 

volunteer-friendly culture 
with board and senior 
management buy in.

Limited Fair Good Excellent
1 2 3 4

The organisation has no 
proper or limited structure, 

processes, and systems 
in place for volunteer 

management. 

The organisation has some 
structure, processes, and 

systems for volunteer 
management. 

The organisation has a well-
defined structure, processes, 

and systems in place for 
volunteer management. 

The organisation has a 
robust structure, processes, 
and systems in place which 
are consistently used for 
the review of volunteer 

management.

Limited Fair Good Excellent
1 2 3 4

The organisation does 
not engage volunteers, or 
mainly engages individual 

volunteers.

The organisation has ad-hoc 
volunteering partnerships 

with stakeholders.

The organisation 
establishes sustained 

volunteering partnerships 
with stakeholders. The 

organisation looks out for 
new partnerships on an ad-

hoc basis.

The organisation 
establishes sustained 

volunteering partnerships 
with stakeholders. The 

organisation establishes a 
process to constantly look 

out for and establish new 
partnerships.

The organisation establishes a robust volunteer management strategy supported by volunteer-friendly 
culture with board and senior management buy in.

The organisation establishes a structure, processes, and systems to strengthen volunteer recruitment, 
training, engagement, and review of volunteer management. 

The organisation establishes volunteering partnerships with stakeholders (e.g., corporate, educational 
institutes) to achieve the organisational goals.

13.

14.

15.
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RATING DESCRIPTORS

Process Readiness
PEOPLE

Please select the most relevant option for each statement with respect to your organisation.

How the organisation ensures comprehensiveness in processes to meet 
people practice needs.

Limited Fair Good Excellent
1 2 3 4

The organisation has 
limited or no process 

management approach to 
track and monitor continuous 

improvement of people 
practices.

The organisation has taken 
some efforts to utilise 
a process management 

approach in some elements 
of people practices.

The organisation has 
an effective process 

management approach 
that drives periodic 

improvement of its people 
practices.

The organisation has a 
comprehensive process 

management system 
that drives continuous 

improvement of its people 
practices, with established 

platforms in place to collect 
feedback.

Limited Fair Good Excellent
1 2 3 4

The organisation has 
limited or no SOPS to drive 

performance of its basic 
people practice needs.

The organisation has some 
SOPS for basic people 

practice needs.

The organisation has largely 
documented the SOPs 

for current processes, that 
sufficiently meets most 
people practice needs.

The organisation has 
extensively documented the 
SOPs that sufficiently meets 

and anticipates people 
practice needs.  

The organisation establishes process management that enables continuous improvement of how its 
people practices function.

The organisation ensures that its current processes sufficiently meet its people practice needs, such as 
through SOPs.

16.
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RATING DESCRIPTORS

Funding Sustainability
FINANCES

Please select the most relevant option for each statement with respect to your organisation.

How the organisation establishes diversified and stable funding sources and 
builds capabilities and infrastructure for fundraising.

Limited Fair Good Excellent
1 2 3 4

The organisation has
limited funding derived

from similar sources
with little potential for

renewal.

The organisation derives
its funding from a few
different sources, and

has some potential for
renewal.

The organisation derives
its funding from different
sources which are mostly

stable.

The organisation has
multiple funding sources
that are well-diversified

and possess a strong
sense of stability.

Limited Fair Good Excellent
1 2 3 4

The organisation has
limited skills and

infrastructure to conduct
fundraising.

The organisation has a
basic understanding

of the skills and
infrastructure required for

fundraising.

The organisation has
the required skills and

infrastructure to conduct
fundraising.

The organisation
possesses strong

capabilities and a
robust infrastructure

for fundraising, that
undergoes review

periodically.

Limited Fair Good Excellent
1 2 3 4

There are limited income-
generating activities 

conducted by the 
organisation.

A few income-generating
activities are conducted by

the organisation.

The organisation has
signature income-generating

acitivities and conducts 
additional activities on an  

ad-hoc basis.

The organisation conducts
multiple income-generating
activities consistently on a 

year-by-year basis.

The organisation has diversified and stable funding sources.

The organisation has established the necessary skills and infrastructure to conduct fundraising.

The organisation has income-generating activities.

1.

3.
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RATING DESCRIPTORS

Financial Management
FINANCES

Please select the most relevant option for each statement with respect to your organisation.

How the organisation ensures effective financial management with financial 
planning, systems and processes, and reserves management.

Limited Fair Good Excellent
1 2 3 4

There is limited financial 
planning and analysis, 

resulting in the organisation 
being unable to monitor 

planned activities and 
promote accountability.

The organisation develops 
and conducts short-term 

financial planning and basic 
financial analysis, leading 
to accountability in most 

areas through monitoring of 
planned activities.

The organisation develops 
and conducts effective short-
term and long-term financial 

planning and detailed 
financial analysis, leading 

to accountability in all areas 
through monitoring planned 

activities.

The organisation has a robust 
system in place to develop 

and conduct clear and well-
defined financial plans and 
financial analysis, leading to 
an ability to easily monitor 

and track all planned 
activities, demonstrating 

exemplary levels of 
accountability.

Limited Fair Good Excellent
1 2 3 4

There is limited or no clarity 
in the procurement process 
with no alignment to the 

organisational goals.

The procurement process 
has some alignment to the 
organisational goals but it is 

still vague.

There is a clear procurement 
policy and guidelines, 

budgeting process and use 
of spend analysis to analyse 
purchases made to optimise 
benefits for the organisation. 

There is a consistent 
promotion of accountability 

and transparency across 
the organisation with 
an extensive use of 

analytics to understand the 
spending behaviours of the 
organisation. Well defined 

governance and compliance 
rules are referenced to ensure 

strict adherence to them.

The organisation conducts proper financial planning and analysis so as to monitor planned activities and 
demonstrate accountability.

The organisation aligns its procurement processes with organisational goals.

4.

5.
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RATING DESCRIPTORS

Financial Management
FINANCES

Please select the most relevant option for each statement with respect to your organisation.

How the organisation ensures effective financial management with financial 
planning, systems and processes, and reserves management.

Limited Fair Good Excellent
1 2 3 4

The organisation does 
not or rarely plans for the 

application and management 
of its reserves.

The organisation takes some 
effort in the application and 
management of its reserves 

on an ad hoc basis.

The organisation takes an 
active effort in the effective 
application and management 

of its reserves.

The organisation has a 
robust system in place for 
the sustained application 

and management of its 
reserves to ensure that it can 

sustain itself for a reasonable 
amount of time in the event 

it is unable to raise funds.

Limited Fair Good Excellent
1 2 3 4

The organisation uses 
a manual approach 
for accounting and 

unclear finance-related 
procedures which leads 
to inconsistencies and 

confusion.

The organisation has a basic 
accounting system and 

finance-related procedures 
are documented for key 

processes.

The organisation uses a 
well integrated accounting 
software that provides clear 

guidelines of all finance-
related procedures being 

documented for all processes 
to promote transparency.

The organisation has a 
comprehensive enterprise 

resource planning accounting 
system with clearly 

defined finance-related 
procedures for all processes 

to promote transparency and 
accountability and mandates 
regular accounting reviews 
to assess the collection and 

use of the budget. 

The organisation adequately plans for the application and management of its reserves.

The organisation has a transparent accounting system and finance-related procedures.

6.

7.
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RATING DESCRIPTORS

Process Readiness
FINANCES

Please select the most relevant option for each statement with respect to your organisation.

How the organisation ensures comprehensiveness in processes to meet 
financial needs.

Limited Fair Good Excellent
1 2 3 4

The organisation has 
limited or no process 

management approach to 
track and monitor continuous 

improvement in its finance.

The organisation has taken 
some efforts to utilise 
a process management 

approach in some services 
and division to improve the 

organisation’s finances.

The organisation has 
effective process 

management approach 
that drives periodic 

improvement of how its 
finances function.

The organisation has a 
comprehensive process 

management system 
that drives continuous 

improvement of its finance 
function, with established 

platforms in place to collect 
feedback.

Limited Fair Good Excellent
1 2 3 4

The organisation has 
limited or no SOPS to drive 

performance of its basic 
finance needs.

The organisation has some 
SOPS for basic finance 

needs.

The organisation has largely 
documented the SOPs 

for current processes that 
sufficiently meets most 

finance needs.

The organisation has 
extensively documented the 

SOPs for current processes 
that sufficiently meets and 

anticipates its finance needs.

The organisation establishes process management that enables continuous improvement of how its 
finances function.

The organisation ensures that its current financial processes sufficiently meets its needs, 
such as through SOPs.

8.
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RATING DESCRIPTORS

Vision & Alignment
DIGITALISATION

Please select the most relevant option for each statement with respect to your organisation.

How important digitisation is to the organisation, and how digitalisation 
projects are prioritised.

Limited Fair Good Excellent
1 2 3 4

The organisation knows of 
the impact of digitalisation 

but does not have a digital 
strategy. Digitalisation 
projects take place in 

an ad hoc manner and 
their performance is not 

monitored.

Digital strategies, ideation 
and pilots occur in several 

departments or functions. 
These departments or 

functions have their own 
framework for prioritising 

digitalisation projects based 
on trends and impact.

The organisation has a target 
state of digitalisation and 

this is articulated to all 
staff. Ideation and pilots 

appear to be systematically 
done by departments or 

functions. There is a common 
framework to evaluate 

digitalisation projects based 
on specific measurements.

Digitalisation is top priority 
and an integral part of the 

organisation’s vision. A 
formal process to prioritise, 
evaluate and measure the 

performance of digitalisation 
projects is systematically 

and consistently practised by 
all departments or functions.

The organisation prioritises digitalisation, and has a framework to prioritise such projects.1.

End-to-End (E2E) Stakeholder Journeys

Please select the most relevant option for each statement with respect to your organisation.

How the organisation designs its stakeholder journeys to provide the best experience through digitalisation.

Limited Fair Good Excellent
1 2 3 4

The organisation does 
not map stakeholder 
journeys from end to 

end. Occasionally, the 
organisation analyses 

interactions or uses surveys 
to measure stakeholder 

experience.

Within specific functions, the 
organisation uses human-

centred design to map 
stakeholder interactions 

across touchpoints, 
channels and services.

The organisation maps 
stakeholder journeys across 
functions or programmes, 
and has a comprehensive 

stakeholder experience 
measurement framework to 

implement and re-iterate user 
experience design.

The organisation monitors 
and measures stakeholder 

experience across all 
channels and services - 

over multiple years - to drive 
deep engagement and 

relationships. This extends 
to interactions outside of its 

systems. 

The organisation has a process in place to design its stakeholder journeys to provide the best experience 
through digitalisation. 

2.
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RATING DESCRIPTORS

Service Delivery
DIGITALISATION

Please select the most relevant option for each statement with respect to your organisation.

How the organisation optimises service delivery with digital tools 
and technology.

Limited Fair Good Excellent
1 2 3 4

Services are mostly delivered 
in a manual way; touchpoints 

are mainly face-to-face 
(physical). There is no self-
service channels available.

There is a mix of physical 
and digital service delivery 

channels. The organisation is 
starting to optimise service 

delivery by integrating 
physical and digital 

channels, through pilots.

Some level of multi-channel 
intregration is achieved. The 
organisation is starting to 
pilot emerging front-end 

technology like AI, chatbots, 
AR/VR.

Services are delivered via 
the most effective mix of 

physical and digital channels 
or touchpoints. Digital 

tools (including emerging 
technology like AI and AR/
VR) are fully harnessed for 

service delivery.

The organisation uses digital tools and technology to optimise its service delivery.3.

Corporate/Support Functions

Please select the most relevant option for each statement with respect to your organisation.

How the organisation uses technology to digitalise and automate corporate and support functions.

Limited Fair Good Excellent
1 2 3 4

Many administrative tasks 
remain heavily manual. 
There is a low degree of 

digitalisation in corporate and 
support functions.

Pilot projects involving 
document/workflow 

management, RPA, etc. are 
used to explore automation 

opportunities. Senior 
Management places 

emphasis on automation.

Successful case studies from 
several corporate functions 

are used to drive more 
digital transformation. 
Corporate processes are 

systematically reviewed 
and streamlined to leverage 

automation.

Most corporate and support 
functions are digitalised - 

including the use of RPA or AI 
to reduce the need for human 
intervention and to minimise 
errors. Management relies on 
real-time data and analysis 

for decision-making.

The organisation uses technology to digitalise and automate corporate and support functions.4.
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RATING DESCRIPTORS

Skills & People
DIGITALISATION

Please select the most relevant option for each statement with respect to your organisation.

How the organisation hires digital talents (including employees and volunteers) 
and develops required digital skills.

Limited Fair Good Excellent
1 2 3 4

There is no intention to hire 
digital talent specifically. 

Training plans do not include 
digital skills.

The organisation wants to 
hire digital talent but faces 

challenges. Efforts have 
started to look at relevant 
digital skills for our training 

plans. Some employees/
volunteers have digital skills.

The organisation 
intentionally hires people 
with specific digital skills. 

Training plans ensure most, 
if not all, employees/

volunteers are equipped with 
necessary digital capabilities.

There has been success in 
hiring and retaining digital 

talent. Almost everyone 
in the organisation has the 

necessary digital capabilities. 
Employees/volunteers see 
the organisation as a “tech 

organisation”.

The organisation hires digital talents (including both employees and volunteers) and develops the 
required digital skills. 

5.
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RATING DESCRIPTORS
DIGITALISATION
Data Strategy

Please select the most relevant option for each statement with respect to your organisation.

How the organisation capitalises on the value of data.

Limited Fair Good Excellent
1 2 3 4

There is no intentional 
collection of data. The 

organiation does not know 
how to make use of data 

to create greater impact or 
value.

Some departments or 
functions are starting to 

analyse data, using insights 
garnered to improve their 

services on an ad hoc basis.

There is a data strategy 
in place that covers the 

collection, fusion, access and 
distribution, and exploitation 
of data. Employees have the 
proficiency to capitalise on 
data in their work. Systems/
technologies are in place to 
facilitate this value creation.

Data is recognised and 
exploited as a key asset. 

No service or programme is 
implemented without the 
use of data. Employees are 
comfortable exchanging 
data (within governance 

frameworks). Budget and 
resources are invested in AI 

etc. to maximise the value 
of data.

Limited Fair Good Excellent
1 2 3 4

The organisation has not 
appointed a Data Protection 
Officer (DPO) and does not 
comply with the Personal 

Data Protection Act (PDPA).

The organisation has 
appointed a DPO, and 
is taking stock of data 
protection policies and 

processes and identifying 
existing gaps.

The organisation has taken 
stock of data protection 

policies and processes and 
identified existing gaps. 

Employees are educated on 
the PDPA and the importance 

of protecting data. 

The organisation is fully 
compliant with the PDPA 

and has a robust data 
protection management 

programme. It is working 
towards, or has achieved, 

the Data Protection Trustmark 
(DPTM) certification.

The organisation capitalises on data for its services and programmes.

The organisation complies with the Personal Data Protection Act and has a robust data protection man-
agement programme.

6.

7.
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RATING DESCRIPTORS

External Communication & Branding
COMMUNICATIONS & PARTNERSHIPS

Please select the most relevant option for each statement with respect to your organisation.

How the organisation builds its brand reputation and engagement with users 
and the public through various platforms

Limited Fair Good Excellent
1 2 3 4

The organisation has 
limited or no external 

communication and public 
relations initiatives to 

develop and build its brand 
reputation.

The organisation has 
developed some external 

communication and public 
relations initiatives to develop 
and build its brand reputation 

on an ad hoc basis.

The organisation has 
effectively developed 

external communication and 
public relations initiatives to 
develop and build its brand 
reputation continuously.

The organisation 
has extensive and 
comprehensively 

documented external 
communication and public 

relations initiatives to 
build its brand reputation, 

and actively seeks out 
opportunities to develop its 

brand further.

Limited Fair Good Excellent
1 2 3 4

The organisation rarely uses 
or does not use technology 
to reach out to, and engage 

with, users and stakeholders.

The organisation sometimes 
uses technology to reach out 
to and engage with users and 
stakeholders, through a few 
channels and platforms, on 

an ad hoc basis.

The organisation regularly 
uses technology to reach out 

to, and engage with, users 
and stakeholders through 

well-defined channels e.g. 
an interactive website and 

other social platforms.

The organisation extensively 
and actively uses technology 
to reach out to, and engage 

with, users and stakeholders, 
through known established 
channels e.g. an interactive 
and engaging website and 
all relevant social platforms 

(Facebook, Instagram, 
YouTube, etc).

The organisation develops and builds its brand reputation through effective external communication and 
public relations (PR) initiatives.

The organisation uses technology to reach out to and engage uses and stakeholders, such as through 
interactive websites and other social platforms.

1.

2.
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RATING DESCRIPTORS

Partnerships & Alliances
COMMUNICATIONS & PARTNERSHIPS

Please select the most relevant option for each statement with respect to your organisation.

How the organisation develops and maintains its partnerships and alliances.

Limited Fair Good Excellent
1 2 3 4

The organisation has few or 
no existing partnerships and 
alliances that add value to its 

programmes and target users.

The organisation has some 
existing partnerships and 

alliances that add value to its 
programmes and target users.

The organisation has 
a significant number 
of effective existing 

partnerships and alliances 
that add value to its 

programmes and target users.

The organisation has a 
robust system in place to 

manage its many effective 
existing partnerships and 

alliances that add value to its 
programmes and target users 
such as through co-creation 

of services and solutions.

Limited Fair Good Excellent
1 2 3 4

The organisation rarely 
or does not explore and 

develop partnerships and 
alliances strategically.

The organisation explores 
and develops partnerships 

and alliances strategically, in a 
conventional manner from 

a few key sources.

The organisation regularly 
explores and develops 

partnerships and alliances 
strategically, in a data-driven 

manner from a number of 
sources.

The organisation actively 
and consistently explores 
and develops partnerships 

and alliances strategically, in a 
data-driven manner from as 

many sources as possible.

The organisation has developed effective existing partnerships and alliances that add value to its pro-
grammes and target users.

The organisation explores and develops partnerships and alliances strategically, such as through the use of 
information and data.

3.

4.
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RATING DESCRIPTORS

Community Involvement
COMMUNICATIONS & PARTNERSHIPS

Please select the most relevant option for each statement with respect to your organisation.

How the organisation engages with the community and individuals it serves, along 
with identifying collaborative opportunities with policymakers and regulatory bodies.

Limited Fair Good Excellent
1 2 3 4

The organisation rarely 
connects or does not 

connect and engage with the 
community and individuals 

that it serves.

The organisation sometimes 
connects and engages 

with the community and 
individuals that it serves.

The organisation often 
connects and engages 

with the community and 
individuals that it serves.

The organisation regularly 
and effectively connects and 
engages with the community 
and individuals that it serves, 
creating opportunities for 

collaboration.

Limited Fair Good Excellent
1 2 3 4

The organisation rarely 
or does not partner with 

policymakers and regulatory 
bodies to advance its 

objectives.

The organisation sometimes 
partners with policymakers 

and regulatory bodies to 
advance its objectives.

The organisation regularly 
and effectively partners with 
policymakers and regulatory 

bodies to advance its 
objectives.

The organisation 
consistently and actively 

partners with policymakers 
and regulatory bodies to 

advance its objectives, taking 
initiative to reach out to 

minstries to understand areas 
they can create an impact in.

The organisation connects and engages with the community and individuals that it serves.

The organisation partners with policymakers and regulatory bodies to advance its objectives.

5.

6.
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RATING DESCRIPTORS

Process Readiness
COMMUNICATIONS & PARTNERSHIPS

Please select the most relevant option for each statement with respect to your organisation.

How the organisation ensures comprehensiveness in processes to meet communications 
and partnerships needs.

Limited Fair Good Excellent
1 2 3 4

The organisation has 
limited or no process 

management approach 
to track and monitor 

continuous improvement 
of its communications & 
partnerships function.

The organisation has taken 
some efforts to utilise 
a process management 

approach in some elements 
of its communications & 
partnerships function.

The organisation has 
effective process 

management approach 
that drives periodic 
improvement of its 
communications & 

partnerships function.

The organisation has a 
comprehensive process 

management system 
that drives continuous 

improvement of its 
communications & 

partnerships function, with 
established platforms in 
place to collect feedback.

Limited Fair Good Excellent
1 2 3 4

The organisation has 
limited or no SOPS to 

drive performance of its 
basic communications & 

partnerships needs.

The organisation has 
some SOPS for basic 

organisational needs.

The organisation has largely 
documented the SOPs 

for current processes that 
sufficiently meets most 
organisational needs.

The organisation has 
extensively documented the 

SOPs for current processes 
that sufficiently meets and 
anticipates organisational 

needs.

The organisation establishes process management that enables continuous improvement of its comunica-
tions & partnerships function.

The organisation ensures that its current communications & partnerships processes sufficiently meet its 
needs, such as through SOPs.

7.

8.
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RATING DESCRIPTORS

User Service Design
USER-CENTRIC SERVICES

Please select the most relevant option for each statement with respect to your organisation.

How the organisation designs services based on its strategic direction and 
identified user needs and gaps.

Limited Fair Good Excellent
1 2 3 4

The services offered by the 
organisation are ad hoc 
in nature and not well 

integrated and aligned with 
its mission and organisational 

goals.

Some of the organisation’s 
services integrate and 

align with its mission and 
organisational goals.

Most of the organisation’s 
services integrate and 

align with its mission and 
organisational goals.

All of the organisation’s 
services integrate and 

align with its mission and 
organisational goals with a 
clear value proposition to 

prospective clients.

Limited Fair Good Excellent
1 2 3 4

The organisation does not 
have an identified list of 

targeted users for its service 
delivery.

The organisation is 
beginning to define and 

identify its target users for its 
service delivery.

The organisation has a 
good understanding of its 
targeted users for its service 

delivery.

The organisation is forward 
looking and anticipates the 
needs of its targeted users for 

its service delivery.

Limited Fair Good Excellent
1 2 3 4

There is little knowledge of 
user needs and service gaps, 

so new programmes are 
rarely introduced.

There is basic understanding 
of user needs and service 

gaps so new programmes are 
designed on an ad-hoc basis.

There is a broad 
understanding of user 
needs and service gaps 
so new programmes are 
purposefully designed 

and introduced in a timely 
manner.

Future user needs and service 
gaps are researched and 
developed in response to 
anticipated trends so new 

programmes are designed in 
advance of these needs.

The organisation offers services that integrate and align with its mission and organisational goals.

The organisation defines and identifies its targeted users for its service delivery.

The organisation designs new programmes based on identified user needs and related gaps in its service 
delivery.

1.

2.

3.
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RATING DESCRIPTORS

Service Effectiveness Measurement
USER-CENTRIC SERVICES

Please select the most relevant option for each statement with respect to your organisation.

How the organisation measures performance and outcomes for its services.

Limited Fair Good Excellent
1 2 3 4

The organisation does not 
have defined measures to 

track its service performance 
hence limited or no tracking 

takes place.

The organisation is 
beginning to define its 

measures and track service 
performance systematically.

The organisation has a 
defined set of measures 

and these are consistently 
tracked and measured to 

assess service performance.

There is a robust and 
well-defined system to 

measure and track its service 
performance that serves 

as a basis for performance 
review and effective gap 

identification.

Limited Fair Good Excellent
1 2 3 4

The organisation does not 
have planned outcomes for 
its services, and there are no 
efforts to assess the impact 

achieved for its targeted 
users.

The organisation has planned 
outcomes for some of its 
services, and assesses the 

impact achieved for its target 
users on an ad-hoc basis.

The organisation defines 
planned outcome for most of 
its services, and assesses the 
impact achieved for its target 

users consistently.

The organisation defines 
planned outcomes for all 

its services, and improves its 
services based on the robust 

assessment of the impact 
achieved for its target users.

The organisation defines planned outcomes for its services, and assesses the impact achieved for its 
targeted users.

The organisation systematically measures and tracks service outcomes.

4.

5.
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RATING DESCRIPTORS

Knowledge & Research
USER-CENTRIC SERVICES

Please select the most relevant option for each statement with respect to your organisation.

How the organisation collects, manages and analyses data on service 
performance to inform planning and decision-making.

Limited Fair Good Excellent
1 2 3 4

The organisation rarely 
adjusts its services, with 

limited knowledge on 
addressing gaps in service 

performance.

The organisation adjusts 
its services on an ad-hoc 

basis as basic analysis of 
service performance and user 
feedback is undertaken at the 

organisation.

The organisation adjusts it 
services in a timely manner 

based on the detailed 
analysis of its service 
performance and user 

feedback.

The organisation conducts 
high levels of analysis for its 
service performance and user 
feedback with expectations 

set for future service 
delivery.

Limited Fair Good Excellent
1 2 3 4

Data and information is 
collected and stored on an 

ad-hoc basis.

Data and information 
is collected and stored 

manually, or on shared 
drives.

All data and information 
is collected and stored 

systematically in a 
consolidated platform for 

ease of data extraction.

All data and information is 
collected and managed in 
a consolidated platform 

to facilitate analytical 
and predictive analysis, 

decision-making.

Limited Fair Good Excellent
1 2 3 4

The organisation does not 
conduct research relevant to 
current and potential service 

users.

The organisation conducts 
research in an ad hoc 

fashion.

The organisation conducts 
research regularly, however, 

research is not an integral 
part of organisational 
strategy or processes.

The organisation conducts 
research regularly, and 

research is an integral part of 
the organisational strategy or 

processes. 

The organisation incorporates the analysis of its service outcomes and user feedback to  
adjust its services.

The organisation manages its data and knowledge effectively.

The organisation conducts research relevant to current and potential service users. 

6.

7.

8.
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RATING DESCRIPTORS

Knowledge & Research
USER-CENTRIC SERVICES

Please select the most relevant option for each statement with respect to your organisation.

How the organisation collects, manages and analyses data on service 
performance to inform planning and decision-making.

Limited Fair Good Excellent
1 2 3 4

The organisation rarely 
adjusts its services, and 

there is limited knowledge 
on needs gaps or service 

improvement.

The organisation adjusts its 
services on an ad-hoc basis 
as basic analysis to address 
needs gaps and/or improve 
services is undertaken at the 

organisation.

The organisation adjusts it 
services in a timely manner 

based on the detailed 
analysis to address needs 

gaps and/or improve 
services is undertaken at the 

organisation.

The organisation conducts 
high levels of analysis to 
address needs gaps and/
or improve services with 

expectations set for future 
service delivery.

Limited Fair Good Excellent
1 2 3 4

The organisation does not 
collaborate with any partners 

on evaluation.

The organisation collaborates 
with sector partners on 
evaluation in a limited 

manner.

The organisation is an active 
collaborator with sector 
partners on evaluation.

The organisation takes the 
lead in collaborating with 

sector partners on evaluation.

The organisation incorporates the research findings relevant to current/potential service users  
into its services.

The organisation collaborates with other partners e.g. social service agencies (SSAs), Institutes of Higher 
Learning (IHLs) and other sector stakeholders on research/evaluation of its programmes.

9.

10.
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RATING DESCRIPTORS

Process Readiness
USER-CENTRIC SERVICES

Please select the most relevant option for each statement with respect to your organisation.

How the organisation ensures comprehensiveness in processes to meet service needs.

Limited Fair Good Excellent
1 2 3 4

The organisation has 
limited or no process 

management approach to 
track and monitor continuous 

improvement of services.

The organisation has taken 
some efforts to utilise 
a process management 

approach in some 
programmes or services.

The organisation has 
effective process 

management approach 
that drives periodic 

improvement of all its 
programmes or services.

The organisation has a 
comprehensive process 

management system 
that drives continuous 

improvement of its 
programmes and services, 

with established platforms 
in place to collect feedback.

Limited Fair Good Excellent
1 2 3 4

The organisation has 
limited or no SOPS to drive 

performance of basic services 
and programmes.

The organisation has some 
SOPS in place with processes 

to meet the needs of 
some of its services and 

programmes.

The organisation has largely 
documented the SOPs for 

processes that meet most of 
its programme and service 

needs.

The organisation has 
extensively documented the 

SOPs for current processes 
that sufficiently meet and 

anticipate programme and 
service needs.

The organisation establishes process management that enables continuous improvement of how its ser-
vices function.

The organisation ensures that its current processes sufficiently meet the needs of its programmes and 
services, such as through SOPs.

11.

12.
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