
for the sector to ensure that it remains relevant and responsive to future

recently refreshed in 2022. Guided by 4ST, NCSS has been empowering its members 

To understand the sector’s progress and better prepare for the future, NCSS

  conducted the Social Service Sector Survey

Sub Sector 

25% (37)
Community

19% (28)
Children and Youth

14% (21)
Seniors

13% (19)
Adults and Family

9% (14)

14% (21)
Disability

4% (6)
Mental Health

1% (2)

1% (1)
SSA Enablers (i.e., provides services to SSAs)

28% (42)

32% (49)

11% (16)

19% (29)

 
(By Total Expenditure)  

<1 mil

1-5 mil

5-10 mil

>10 mil

1 Overview

Social Service 
Sector Survey 2021

The Social Service Sector Strategic Thrusts (4ST) is a strategic roadmap

challenges and changing needs of the population. First launched in 2017, it was

and the wider social service ecosystem to better meet the needs of service users.

in 2021 with Social Service Agencies (SSAs).

We heard from 149 Executive Directors 
(EDs) and CEOs of NCSS members* on their 
organisations’ effectiveness, as well as 
their opportunities and challenges ahead.

Our Respondents
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SSAs rated the most improvements in…
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• Senior Management (SMT) 
• Board 
• Strategy & Planning (STRAT)
• Human Resource Management (HR)
• Volunteer Management (VOL)
• Financial Management (FIN)
• Research & Data (R&D) 
• Fundraising & Engagement (FRE) 
• 

   (INNOV/COLLAB)
• Service Quality (SQ) 
• Culture (CUL) 
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SSAs were least confident in the area of 
Fundraising and Engagement

5.61
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5.53 5.70
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4.47
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FRE

10

26 28

9
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19% were able to obtain
new funding streams 
without much difficulty

35%
were able to grow
the organisation’s

earned revenue

38%
had committed long-term
funding to sustain and 
support growth

Note: Due to rounding, numbers presented may 
not add up precisely to the totals provided.

Seeking new solutions to solve existing problems

Developing an effective brand, marketing
and communications strategy

efficiency within the organisation

Having an innovative culture

Having a culture of transparency

Having the ability to anticipate and 
plan for future needs

Developing a clear plan for continued 
operations in case of emergencies

+/- % Change from 2018% Agree, Strongly Agree in 2021 
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SSAs were committed to improving areas 
in the green zone. However, they did 
not allocate as many tokens to the areas 
in the blue zone, which they had also
identified as areas they are less effective
in. These may be SSAs’ blind spots or 
are areas they may deprioritise when
faced with resource constraints. 

Average Tokens Allocated (out of 100)

Senior Leadership Fundraising & Engagement

and Processes

Human Resource Management Service Quality
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for 10 NPOs over 3 years;

Scan the QR code for 
more on the TB-NTI: OD:

Scan the QR code for 
more on ODT:

NCSS launched the Organisational Health Guidebook for 

SSAs can also tap on NCSS’s OD Framework for the social
service sector in the form of a Self-Assessment Toolkit. 

their strengths and areas for growth, as well 
as be informed of current practices in the sector.

19 12 10 8 8 7 6 6 6 6 6 5
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Senior
Leadership 

Human Resource
Management 

Fundraising and
Engagement 

Organisational Priorities

Social Services (OHGSS) in February 2022 to provide SSAs

Using the Toolkit, SSAs can better understand 

It also provides concrete, actionable steps 
for SSAs to strengthen and sustain their 
organisational health. 
 

We asked SSAs to allocate 100 tokens to strengthen their 
organisation in different effectiveness domains. 
Here’s how they spent them:

To help SSAs strengthen their organisational functions, NCSS launched the Organisation Development (OD) Journey 
Initiative in 2019. The OD Journey Initiative aims to improve the organisational health of social purpose entities to 
effectively deliver quality, innovative, and sustainable solutions. 
It consists of two programmes:

//

Both programmes follow a three-phase structure of diagnostic,
transformation intervention and post-transformation assessment.

Scan the QR code for 
more on the OHGSS:

with an introduction and understanding of OD concepts. 



4

20212018

Forms strong partnerships with the government sector

Forms strong partnerships with the people sector

Forms strong partnerships with the private sector

Designs programmes with others

Scans the environment to avoid overlapping of services with others

or programmes with external partners regularly

63%
69%

61%
66%

38%

54%

54%

50%

50%

49%

49%
46%

47%

50% (2021 data only)

44%

Compared to 2018, there was 
a decrease in the number of 
SSAs that thought they formed 
strong partnerships with various 
stakeholders. The drop was
largest for partnerships with the 
private sector.

Collaboration was a domain 
which SSAs felt they were 
less e!ective in. Even so, 
they did not prioritise it 

as much as other  
organisational 

e!ectiveness domains.

To facilitate effective collaboration among sector partners in service delivery, NCSS drives the 
Collective Impact model. The model provides a structure for multiple organisations to forge a 
common agenda for solving a complex social issue. NCSS supports interested SSAs through 
connection with relevant partners and resources. For instance, in partnership with the 
Tamarack Institute, agencies working on collaborative initiatives may also tap on consultancy 
and coaching services offering guidance towards achieving collective service outcomes.

The 4ST (2022-2026) also highlights collaboration as a catalyst to optimise resources and achieve 
more effective outcomes. NCSS is setting up a new 4ST Partnership Fund later this year, which will 
support initiatives that take a collaborative and innovative approach towards empowering service 
users; and bring in new partners and like-minded funders to strengthen a holistic ecosystem of 
support for those in need.

Fostering Collaboration



5 Looking Ahead
What challenges do you think SSAs will face in the next 3-5 years? (%)

    
ch and DataraeseR

“Needs of the public are changing very
fast, cost of operation is high. Important
for SSAs to remain efficient and effective
in addressing [clients’] needs.”

12%

 
“There is a need for SSAs  

 to consolidate or align efforts 
efforts to:
Bring about greater impact and 
value to the person in need;  
Reduce wastage of resources 
arising from unnecessary 

11%

Human Resource 
Management 

41%

Human Resource 
Management 
“Hiring of new staff for training and 
internship as there maybe more 
people looking at working in the 
Social Service Sector especially 

12%
 

partnership within and outside 
the people sector.” 

24%

 

more targeted services.” 

36%
 

14%

To keep pace with the challenges and 
opportunities brought about by COVID-19 
and the larger shifts to society, the 4ST has 
been refreshed to guide the sector over the 
next five years (2022-2026), focusing on 
being more future-directed, adopting more 
innovative approaches to philanthropy, 
providing greater empowerment
and choice for service users, and 
promoting greater collaboration 
across different parts of the 
ecosystem, taking a 
systems-centred lens.

The Social Sector Today and Beyond

Scan the QR code
to find out more 
on 4ST here: 

 NCSS has launched the Community Capability Trust (CCT), 
a dedicated long-term, fund to drive capability and capacity 
building of SSAs so that they are equipped to deliver quality, 
efficient and effective social services. SSAs may apply for 
CCT to support capability and capacity-building efforts 
in areas such as: 

- Organisational Health Diagnostic
- Innovation and productivity
- People practice
- Volunteer management
- Board leadership
- Financial sustainability
- Evaluation and research

 

Scan the QR code
to donate to the
CCT here:

Driving Capability and Capacity-Building

nancial nt
  

42%
Fi Manageme

Scan the QR code
to apply for the
CCT here:

“Have adequate financial resources 
to run the organisation well, serve 
clients well, improve the organisation 
and pay staff competitively.”

ncss.gov.sg

“Attracting qualified/good employees
to join so that SSAs can be 
transformed.”


