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Thank you for participating in the Non-Profit Digital

Acceleration Index (DAI) Study 2023

organisations participated in the
o~ 2023 non-profit DAI survey
> 5 O O individual respondents

(0) of respondents are senior leaders
o~ O (C-suite & board of directors)

~30 agencies engaged to provide more
qualitative insights
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The non-profit sector plays a critical role in Singapore

Supporting vulnerable Uplifting individuals, Building a caring and
populations/from all families, and inclusive society
walks of life communities for all

SSSSSSSSS



The non-profit sector faces a range of pressures

Evolving workforce dynamics

» Ageing local core workforce increasing
dependency on foreign labour

Rising digital expectations
» Accelerating demand for digital services,
digital volunteerism, and digital giving

» Next-gen non-profit workforce embracing
digital tools and mindsets

» Growing anxiety, burnout, and attrition
of social workers

Social
Services in

. Singapore
Complex social needs
» Ageing population, mental health

concerns, and social mobility challenges
raising demand for social services

Rapid advances in technology

» Advances in technology and data
expanding the art of the possible in
client engagement and care

» Multifaceted client needs requiring closer
integration of health and social care

» Improving connectivity of platforms
unlocking new opportunities and risks in
data sharing




Digitalisation is key in enabling non-profit organisations to...

Reach and help Engage volunteers | Free up capacity to | Attract and retain
more clients and donors better |be more 'high-touch’ top talent

10
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digitalisation journey

Three key resources for SSAs to leverage as you chart your

Roadmap

Industry Digital Plan for Social
Services (IDPSS)?

Destination

Social Service Sector Strategic
Thrusts (4ST)

Shared vision of Singapore's social
service sector, “Every person
empowered to live with dignity in a
caring and inclusive society”

Handbook that provides agencies
with actionable guidance to progress
in digital transformation.

Compass

Digital Acceleration Index (DAI)

Assessment that provides agencies with a
snapshot of their digital maturity across
various digital dimensions

1. Planned refresh in second half of 2024




The Digital Acceleration Index (DAI) is BCG's proprietary tool

that measures digital maturity across sectors & countries

Each dimension is scored from level 1 to 4
: Digital maturity
DIGITAL STRATEGY (0-100)
Plan of action that outlines how different digital initiatives come together to accomplish a specific outcome
— B 210
{w]: DIGITALISED SERVICE DELIVERY & OPERATIONS 7 NEW DIGITAL SERVICES ‘ B 8391 Es,
""" End-to-end transformation of service delivery, operations, and support processes S Development of new digital services 75'82 -
that transform service delivery
Stakeholder - lcT,)
L1 offer & > § {4 Operations = ?upptqrt 66-74 £
engagement unctions vee » 58-65 é
Q 50-57 @
‘A~ PEOPLE & WAYS @ DATA & ECOSYSTEM 42-49 o
OF WORKING TECHNOLOGY ~~ COLLABORATION =
Digital-ready leadership, talent, Deployment of technology to enhance Partnerships with other stakeholders to 34-41 ’(T)
governance, and ways of working key activities and unlock the potential share data, resources, and expertise o
of data 25_33 1
@ . N P hi ith For each dimension, | . 18-24 -
44 Benchmark vs ~18,000 datapoints artnerships wit : g
e P leading universities choose which stage | @ B o =
resembles the as-is . 0-8 o=
@y  Resular update to keep up with Validation by >100 global maturity in the - -
N  fast moving digital trends u_} topic experts organisation [

Source: BCG Digital Acceleration Index (DAI)




DAI 2023 has 33 dimensions across 6 building blocks

| DIGITAL STRATEGY Vision Ambition Awareness Roadmap

DIGITALISED SERVICE DELIVERY & OPERATIONS NEW DIGITAL SERVICES

Stakeholder offer & engagement

End-to-end stakeholder journeys
Programme development
Outreach & marketing

Personalisation

Operations

Service delivery
Fundraising
Volunteer management

Procurement

Support functions

Corporate/support functions

Reporting & submissions

Digital innovation

Pilot projects & prototyping

Leadership & culture
Organisation & governance
Skills & people
Agile ways of working

Virtual teaming

Data strategy
Data governance
Artificial intelligence
Digital & data platforms

Future-ready IT function

Internet of things
Cybersecurity
Cloud adoption

Extended reality

Robotics & automation

Digital ecosystem
partnerships

Digital ecosystem
operating model

PEOPLE & WAYS OF WORKING DATA & TECHNOLOGY ECOSYSTEM COLLABORATION

Source: BCG Digital Acceleration Index (DAI)
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DAl score

SG non-profit sector currently a Digital Starter @

DIGITAL STRATEGY

DIGITALISED SERVICE DELIVERY & OPERATIONS NEW DIGITAL

STAKEHOLDER OFFER | | OPERATIONS SUPPORT FUNCTIONS SERVICES

& ENGAGEMENT

PEOPLE & WAYS OF DATA & TECHNOLOGY ECOSYSTEM
WORKING COLLABORATION

Digital starter (Level 1) Digital literate (Level 2) Digital performer (Level 3) Digital leader (Level 4)
DAl score  pEEEEEEEZE 2533 34-41  42-49 50-57 58-65 66-74 75-82 [183:91 | [EZEIN)

Source: 2023 Non-Profit DAl Survey, BCG analysis




Growth in support functions and ecosystem collaboration;

largest decline seen in strategy

Overall non-

profit sector Breakdown by building blocks
o )
40
1 29
24 23 23 24
22 23
21 20 21 21
18
15

I 12 I

Overall Strategy Stakeholder  Operations Support New digital People & ways Data & Ecosystem
engagement functions services of working technology collaboration

2021 score - Increase in 2023 - Decrease in 2023

Source: 2021 Social Services DAl Survey, 2023 Non-Profit DAI Survey, BCG analysis




Competing priorities and lack of bandwidth limit progress in

many organisations

Limited focus on digitalisation
due to other pressing priorities

“Our primary focus is to fulfil our
organisation’s objectives; therefore, we
typically place digital training at a lower
priority.”

Lack of bandwidth and manpower
to drive digital efforts

No accountability or ownership
over digital agenda

“Digitalisation training is a lengthy
process, and our employees lack the
bandwidth to commit to such an
extended training period.”

“No one claims responsibility for
digitalisation. Everyone assumes it’s
solely an IT issue. We need stronger
top-level support.”

“We are bogged down by multiple day-to-
day operations that cause most (digital)
projects to be placed on the back
burner.”

“It is very difficult to find digitally-
inclined manpower to focus on
digitalisation.”

“There is no business case to hire
dedicated tech staff to take charge of the
digital roadmap.”

“We have little time to focus on
digitalisation as most professional leaders
prioritise organisational needs.”

“We have to handle daily support and ad-
hoc tasks. We don’t have the luxury to
have multiple teams specialising in the
different IT needs.”

Note: Quotes edited for clarity | Source: 2023 Non-Profit DAl Survey and interviews

“No ownership over digitalisation as the
mindset is generally one that is resistant
to digitalisation. We need senior
management to roll out a digitalisation
roadmap.”




Sharp pullback in ambition and awareness most

concerning, as strategy tends to be lead indicator for

B Digital strategy

Ch i 2021 -> 2023
ange in score ( > ) A Stakeholder offer and engagement

20 - ¢ Operations
Support functions

¢ Digital & data platforms Digital innovation

Increase in

digital maturity People and ways of working

0 - ® Ecosystem partnerships

—

Data and technology enablers

o < & »

Ecosystem collaboration

Pilots & prototypingA Service delwer/y Reporting Fundraising
*

< Cloud adoption

@ Data governance<> Corp functions
0 : p
Ecosystem operating model _®E%E journeys > Data strategy
Procurement, & o Volunteer mgmt ¢ W Vision
Agile o i
5 . Al o _ g1. /on Ops-tech integration Cybersecurity
dﬁ{:ﬁﬁa]tn o o Personalisation ,  |oT o Org & governance i .
g urity XR Programme devt| skills & people * ¢ Roadmap v ¢l teaming
Marketing Leadership
New digital services ?
m _ Ambition
'20 T T T T T T L Awarerl]ess . Ib t O 1
5 10 15 20 25 30 35 40 45 50
2021 DAl score
Lower starting maturity Higher starting maturity

Source: 2021 Social Services DAl Survey, 2023 Non-Profit DAI Survey, BCG analysis




Growth in digital maturity of support functions driven by a

push for efficiency

What are the top 3 outcomes that your organisation aims

to achieve through digital transformation'?
% of respondents

Improve operational efficiencies [ NN 76%
Improve service quality ([ KEGTHIINGEEEE 51
Improve regulatory adherence ([ NG NG 34%
Reduce operational costs ([ GG 27%
Improve client satisfaction | GIGTHIIIEE 23%
Improve fundraising | KGN 21%
Attract and retain donors | NG 17%
Attract and retain employees | 11%
Attract and retain volunteers ([l 11%
Develop new digital service offerings |l 11%
Integrate with broader digital ecosystem [l 10%
Upskill talent in digital skills ([l 8%

others || 1%

Note: Quotes anonymised and edited for clarity | 1. Each respondent selects 3 options | Source: 2023 Non-Profit DAl Survey, BCG analysis

"As our resources are limited, our priority is to digitalise
corporate functions (e.g. Finance, HR) that can drive most
efficiency gains in the short term”

"We make a conscious effort to leverage on digital to
increase collaboration for better work efficiency and staff
performance”

“We place heavy emphasis on digitalisation to increase
efficiency and improve staff and user experience”

“We have begun introducing new technologies and
automating tasks that help to improve both efficiency and
service delivery”

"At this stage, digitalisation is about efficiency of our
back-end processes. We will later figure out how to
digitalise our service delivery”

i oi@ mcC>



Digital divide between large and small agencies is widening

Overall Breakdown by building blocks
L J L
45 47 -

32 33 2% 25 33 31 95 33 33 28
e | | l l B l "B
(TOE'> S$10mn)

. 27

Medium % 19 @ 23 21 21 24 0 4 22 19 16

(TOE between

19 12
SS1mn to S$10mn) - . - . - . . -

23 26 21

23
Small 14 16 19 45 18 44 17 16 2 14 15 41 1
(TOE < 551mn) 7 ] - [ 1] . [ [ -
Overall Strategy Stakeholder  Operations Support New digital People & ways Data & Ecosystem
engagement functions services of working  technology collaboration

2021 score - Increase in 2023 - Decrease in 2023

1. TOE: Total operating expenses | Source: 2021 Social Services DAl Survey, 2023 Non-Profit DAl Survey, BCG analysis




Smaller agencies have lower adoption of core solutions

. . Potential for smaller agencies to adopt more core St . .
9 - i ) ructural challenges in fundin
% of large org adopting solutions Q foundational solutions (e.g. CMS, HRMS, DMS, etc) Y . . S S
100% R = programs highlighted from the ground
Solutions with lower adoption HR mat soln Mature solutions HEE S Antivir/u.s XWebsite °
90y |@mong smaller agencies Case mgt sys Office pdtivity soln
“ A Digital payment soln @ We are too small to have centres of
80% Health & assistive tech @ Document mat soln excellence, we need to identify &
A DTSl 42 73 . . prioritise needs, find solutions, check
70% Procurement A ¢ Analytics & reporting tools for grants available & secure funding”
? . A Volunteer mgt sys
Booking mgt sys @
60% Visitor mgt sys A /A Mobile apps B
Inventory mgt sys [ § B
S0 Teleconsult soln 10T @ As a small agency, we face challenges
® @

in getting the right IT talent to

Learning mgt sys 5 7 q oM
8 Mt sy support us, resulting in an inability to

40%
Roboti i
0 : ics S e — havte key groigss"owners to drive IT
0 systems adoption
30% ¢ RPA A Finance systems y P
20% oAl M Chatbot ¢ Analytics and automation
B Front-end channels “Deplovi b it uti .
eploying cybersecurity solutions in
10% ® Service delivery and operations Q ploying cy .y . .
a smaller-scaled organisation is a
oy [Nascent solutions A CRM systems challenging and expensive venture,
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100% we require time evaluate existing IT

) ) resources and customise a solution”
% of small org adopting solutions

Source: 2023 Non-Profit DAI Survey, BCG analysis




SG non-profit sector aspires to be a Digital Target score

Performer by 2027

DIGITAL STRATEGY
68
DIGITALISED SERVICE DELIVERY & OPERATIONS NEW DIGITAL
STAKEHOLDER OFFER OPERATIONS SUPPORT FUNCTIONS SERVICES
& ENGAGEMENT
57 64 64
61 60
PEOPLE & WAYS OF DATA & TECHNOLOGY ECOSYSTEM
WORKING COLLABORATION
57 58 54

Digital starter (Level 1) Digital literate (Level 2) Digital performer (Level 3) Digital leader (Level 4)

DAl score  pENIEEEBEEEZE 25-33 34-41 4249  50-57 58-65 66-74 | 75-82 [83°910 AL

Source: 2023 Non-Profit DAI Survey, BCG analysis




Significant effort needed to bridge ~40pt gap to ambition

Level 1 Level 2 Level 3 Level 4
(Digital Starter) (Digital Literate) (Digital Performer) (Digital Leader)

00— ® 25 o— ® 50 o— ® /5 o— ® 100

A
21 60 .
Digital strategy 27 iR ~_m68

42 -
Stakeholder offer & engagement 15 —_ W57
_ 42
: -, »
: 39 |
Support functions 25 —_— W64
20 40
New digital services — m 60
. 36 /
People & ways of working 21 —_ 57
37 \
Data & technology 21 —_— |58
18 36 54/
Ecosystem collaboration [ —_— |
- @ -2023 current 2027 target Gap to target
—_—

Note: 2023 target is 2027 | Source: 2023 Non-Profit DAl Survey, BCG analysis




4 common success factors for digitalisation

L o RS- N
aha il -~ -

Digitalisation high on the Clear link between Dedicated team with the Close collaboration
leadership agenda digitalisation & outcomes right skills & capabilities between tech & business
Leaders actively championing the Clear articulation of how technology Team empowered with the right Technology & business teams work
digital transformation, ensuring that enables them to achieve their capabilities to drive the as partners from the get-go, to

it is part of the organisation'’s strategic outcomes, to convince transformation, enabling clear ensure buy-in from the ground &
strategy & roadmap stakeholders along the journey accountability & ownership eventual utilisation of the tool(s)

Just starting out? Don't feel overwhelmed. Take the first step by developing a digital strategy.




Developing a digital strategy is the top focus area, but

most agencies face challenges

Digital strategy identified as the top focus area for agencies

in the next 12 months and where most urgent help is needed I oL ET ST SRt

1
Top focus area for next 12 months A?n Read up on how others have successfully used

40% - digital technologies to create value

®
Digital strategy

30% - (o B Think about your strategic outcomes and how
-H digitalisation help you achieve them

20% -
@ Digitalised operations

Articulate the potential impact of digitalisation on
@ People & ways of working _..I

Sl QUEse Etes your service delivery and operations

10% - Digitali
@ Digitalised stakeholder engagement

New digital growth

Data— @ @ Tech B Reach out to NCSS/AIC/MCCY for guidance on

0% | ®—Ecosystem collaboration .
° : : : : fundlng and resources you can tap on
0% 10% 20% 30% 40%

Most support needed’

Notes: (1) % of times ranked as 1st for "Which are top 3 building blocks that your organisation would like to focus on in the next 12 months?™ and "Which are
the top 3 building blocks that your organisation needs most support in?" | Source: 2023 Non-Profit DAl Survey, BCG analysis
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Agencies that participated will receive individualised packs

Key sections How you can use your results

Overview & key findings of the DAI survey Perform analysis to gain a deeper

-U" understanding of your agency's digital
maturity

Your agency's results

. Engage with NCSS/AIC/MCCY to discuss
' L potential support and funding

Relevant NCSS resources’ opportunities
Dx B Consult with experts to interpret and
: {) strategise around your agency's

Appendix: Your agency's detailed results

i H

(AEHEEEEHE
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assessment results

1. Only in individualised packs for SSAs




Each digital dimension is scored based on 4 levels of

maturit

Target

Current digital maturity
Score  digital maturity (2027)

Level 4

Digital initiatives deployed at scale; structured
governance approach guides execution and
impact measurement; organisation reaping
significant value from digitalisation

Level 3

Digital initiatives are being scaled up; structures
and systems being set up to manage digitalisation
in an organised and integrated manner

Starting to explore digitalisation in ad hoc
manner with small-scale initiatives; no

Level 2 : 0
governance in place to track performance and
impact
No digital initiatives in place, or early stages of

Level 1  digitalisation with no roadmap or target state

defined

0 Illustrative survey input

Dimension scores
are averaged to
calculate your
agency's overall
scores & building
block scores

If there are multiple
respondents, the
average score is
used




Your individualised pack has 2 primary types of charts

Heatmap

Examples

Bar chart

Building block score at bottom right

DIGITAL STRATEGY 1
63
DIGITALISED SERVICE DELIVERY & OPERATIONS DIGITAL
STAKEHOLDER OPERATIONS SUPPORT INNOVATION
OFFER & FUNCTIONS
ENGAGEMENT
42 50 33
43 33
PEOPLE & WAYS OF DATA & TECHNOLOGY ECOSYSTEM
WORKING COLLABORATION
48 33
Building blocks colour-coded according to score
Digital starter (Level 1)  Digital literate (Level 2) Digital performer (Level 3) Digital leader (Level 4)

(08 | 5-17 | 18-24 JEERY

34-41  42-49 50-57 58-65 | 66

-74

75-62 18359 EEEI

85 <«— Target score
[ ]
I
|

Gap between current &

35
target scores

<— Current score




Your agency's results covers an overview of current and
target digital maturity...

Your SSA's current and target digital maturity in 2023

39 86

Current digital maturity . Target digital maturity .

DIGITAL STRATEGY DIGITAL STRATEGY
63 [ 96 |

DIGITALISED SERVICE DELIVERY & OPERATIONS DIGITAL DIGITALISED SERVICE DELIVERY & OPERATIONS DIGITAL

H eatl | I a p W] t h INNOVATION INNOVATION
STAKEHOLDER OPERATIONS SUPPORT STAKEHOLDER OPERATIONS SUPPORT
OFFER & FUNCTIONS OFFER & FUNCTIONS
C u r re n t & t a rget ENGAGEMENT ENGAGEMENT
42 50 33 96 92 100
95

scores across 6 = .

L] L]
b u 'I ld 'I n g b lOC kS PEOPLE & WAYS OF DN, [o]Eelehd | ECOSYSTEM PEOPLE & WAYS OF DATA & TECHNOLOGY | | ECOSYSTEM
WORKING COLLABORATION WORKING COLLABORATION

[ 75

(33 a8 5 (&

48
Digital starter (Level 1)  Digital literate (Level 2) Digital performer (Level 3)  Digital leader (Level 4) N/A

DAl Score WSS ECEFAETEYE (2533 3441 4249 5057 5865 [6674 7582 JSOWEEEE |

23




...ahd a zoom-in to each of the 33 dimensions

Current Target Current Target
Your SSA Your SSA Change Your SSA Your SSA Change Your SSA Your SSA Change Your SSA Your SSA Change
2021 2023 (21>23) 2021 2023 (21>23) 2021 2023 (21>23) 2021 2023 (2123)
A. Digital strategy 25 33 8 67 D. People & ways of working ‘ 56 40 6 | 88 70 18
1. Vision 33 33 0 67 17. Leadership & culture 33 33 0 67 67 0
2. Ambition 33 33 0 67 18. Organisation & governance 67 33 -34 67
3. Awareness IEl = == 67 19. Skills & people 50 33 |8 s 33
4. Roadmap 33 33 0 67 20. Agile ways of working 67 33 -34 100 67 -33
B. Digitalised service delivery & operations 44 28 -16 67 62 -5 21. Virtual teaming 50 83 33 100 m 0
5. E2E stakeholder journeys n 33 E. Data & technology 27 -6 89 60 -29
6. Programme development 50 22. Data strategy 33 67
7. Outreach & marketing n 33 23. Data governance 33 67
8. Personalisation 33 67 24. Artificial intelligence 33
9. Service delivery 33 67 25. Digital & data platforms 33 67
10. Fundraising 67 33 -34 67 67 0 26. Future-ready IT function 33 -34 100 67 -33
11. Volunteer management 67 m 27. Internet of things ES “ 2R 33 =
12. Procurement 67 m 28. Cybersecurity n 33 33 67 67 0
13. Corporate/support functions 33 33 0 67 29. Cloud adoption 33 33 0 100 67 -33
14. Reporting & submissions 33 n -33 33 30. Extended reality 33 67
C. New digital services 50 83 31. Robotics & automation 33 - 67
15. Digital innovation 67 m F. Ecosystem collaboration - 50
16. Pilot projects & prototyping 33 67 32. Digital ecosys. partnerships 33 67
33. Digital ecosys. operating model “ - 33
Digital starter (Level 1) Digital literate (Level 2) Digital performer (Level 3) Digital leader (Level 4) N/A
DAl Score pemErEVEIETEYE (2533 3441 4249 5057 58-65 (6674 7582 ISSOMEEEEd |

MINISTRY OF HEALTH

Your agency's current and
target scores

2021 and 2023 scores, and
how it has changed

Blank if your agency selected

o "l don't know" or "N/A", or did

not participate in 2021

DAl score scale showing the
corresponding digital
maturity levels




A scorecard summarises your quantitative

results and

qualitative inputs

Your SSA's digital maturity scorecard

Building blocks
Strategy

People & ways of working
Stakeholder engagement
Operations

Support functions

Digital innovation

63

48

42

50

33

33

Data & technology enablers

Current Target
score

score

PPSS chapter to
ead to learn more
I Setting a mission-
|Jdriven digital strategy

Building a digital-ready
|Jorganisation

|
|

delivery and
operations

Transforming service

Unlocking the value of

IEEREREAELEZ] (25-33 34-41 4249 50-57 58-65 66-74 |75-82 8391 ZRLY

. data
Ecosystem collaboration 33
Legend
Digital starter Digital literate Digital performer Digital leader N/A
(Level 1) (Level 2) (Level 3) (Level 4)

1. Top building blocks that your organisation would like to focus on in the next 12 months

.

.

.

Top motivators

Improve service quality
Improve client satisfaction
Streamline processes & improve
operational efficiencies
Develop new digital service
offerings

Top challenges

Limited management
capacity/bandwidth

Unclear/poor business case
Employees are not equipped with the
right skillsets to drive transformation
Difficult to integrate digital tech into
our current services & operations
Concerns around cybersecurity &
data privacy

Areas your SSA wants to focus on’

Digital strategy (i.e. vision, ambition,
awareness, roadmap)

Digitalised stakeholder engagement
(i.e. stakeholder journeys, programme
development, outreach & marketing,
personalisation)

Digitalised support functions (i.e.
corporate/support functions, reporting &
submissions)

Digital innovation (i.e. new digital
services, pilot projects & prototyping)
Data enablers (i.e. data strategy,
governance, Al, digital platforms)
Ecosystem collaboration (i.e. digital
ecosystem partnerships & operating
model)

Areas where support is needed

Data enablers (i.e. data strategy,
governance, Al, digital platforms)
Digital strategy (i.e. vision,
ambition, awareness, roadmap)
Digitalised support functions (i.e.
corporate/support functions,
reporting & submissions)
Ecosystem collaboration (i.e.
digital ecosystem partnerships &
operating model)

Source: Your response in the 2023 Non-Profit DAl Survey

Scores across 6 building blocks

IDPSS chapter to read to learn
more about each building block
(for SSAs)

Your agency's top motivators and
challenges

Areas your agency wants to focus
on, and areas where support is
needed

Intagiazad e

aic) Mo



Your agency's detailed results in the appendix

Your SSA's digital maturity by dimension

SSSSSSS

Your SSA's digital maturity compared to peers
Current and target digital maturity scores for 2021 and 2023
¥ ghee ¥ igher
i 4 e !
f Tk

7
,,,,,

1. Measured by total operating expenses

Current & target scores « Use the increased granularity to guide creation
of each dimension of more targeted interventions
e Comparison with peers « Understand where your agency stands

compared to:
- Your sector (social service/non-profit)
- Peers in the same primary service type
- Peers of similar size'

e Solutions adopted « Get an overview of your agency's current
solutions and explore potential solutions




It's quiz time! How well do you know what's in your
individualised reports?

ahoot.com

e Go to www.kahoot.it on your « Keep this Zoom in view to see the « Select your answer by clicking
phone or another browser window questions the corresponding colour on
« Enter the game PIN and your « Each question will have four your phone / browser window

nickname answer options « Get higher scores by selecting
the right answers and being fast
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SASCO Senior Citizens’ Home

SASCO Senior Citizens’ Home

A SOCIAL SERVICE PROGRAMME
INITIATIVE BY

sisca

(SASCO Limited)



s scoY)

SASCO Senior Citizens’ Home

Ingapore
Amalgamatec
Services

Co-operative
Jrganisatiop

SASCO

SASCO Senior Citizens’ Home

The SASCO Story

SNCU then changed its name to
“Singapore Amalgamated Services Co-
operative Organisation Ltd” (SASCO Ltd).

SASCO Ltd was
known as “The
Singapore Urban
Co-operative Union
Ltd”,

. h d Since then, SASCO LTD became an
its name was It was changead to affiliate to Singapore National Co-

4 operative Federation Ltd ( )
changed to the the Singapore

”
ues National Co- SASCO Ltd, supported by 11 affiliates
Slngapore Co- o H H (SNCF) set up as added to its role to support 2 community
. . perative Union . .
Operatlve Union Ltd” (SNC apex orgarnzat'on projects —
Ltd” t ( N U) for all Co-operative Child Care Services and
societies. Elder Care Services.

1981

A flagship (elder care) programme, SASCO Senior Citizens Home, with IPC Charity status operates
under a separate management appointed by SASCO Ltd .

37



Figure 4: The Eldercare Framework

S. SCO”

SASCO Senior Citizens’ Home

Clinical |
Frailty
Score
(CFS)

Site

Health and Wellness

» A National Seniors’ Health Programme
that will reach over 400,000 older adults.

» A new workplace health programme
that will target 120,000 mature workers
aged 40 and above.

Low-income elderly with little or
no family support and in need of

long-term accommodation can
stay at MISF-licensed Sheltered
Homes (MSF Website)

Community Spaces

Health Scre=e

AAC & EC Sheltered

---\

Common Screening Tool at Placed-based Care Pilot Sites

Home

Senior Volunteerigm

P We aim to recruit gn additional
50,000 senior yefdnteers.

Centre-based

Inter-generational Harmony

p Co-locate eldercare and childcare
facilities in some 10 new
Housing & Development Board
housing developments.

Moderate-Frail
=56

Centre-based,
Home

Proactive
ome Visits

N

ommunity Nurses

l

H

Aged Care

Between 2015 and 2020,
the Ministry of Health (MOH) will:

» More than double the number
of Community Hospital beds.

» Increase nursing home capacity
by more than 70%.

» Increase home and community care
places by 50% and 100% respectively.

Active Ageing and Assisted Living

» MOH has planned another 40 day
centres for seniors by 2020. About
a quarter of these centres will be
large Active Ageing Hubs in housing
developments, providing active ageing
and assisted living services to seniors.



Si SCOY)

SASCO Senior Citizens' Home Today, SASCO Senior Citizens’ Home comprises of
7 centres offering a variety of eldercare services:

b

@Senior Care Centres

Sheltered Home (Maintenance / Dementia / Rehab / IHDC /
and Crisis Placement Centre-based Nursing @ Active Ageing Centres
SASCO@HongSan SASCO@HongKahNorth SASCO@Compassvale
(Evergreen Place) SASCO@JurongWest SASCO@Khatib
SASCO@Telok Blangah SASCO@WestCoast

SASCO@WestCoast
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SASCO Senior Citizens’ Home

JOURNEY to ORGANISATIONAL EXCELLENCE
From 28 Aug 2019

- Background and significant developments



2020

Admin Committee
CEO onboard 13 Jul
1%t review of Vision-
Mission- Values
Established

Organisation Structure

2021

Moved to 991
Alexandra road
Re-org further —
Corporate Planning
and Comm
Engagement
Streamlined
operational processes
OHFSS — ‘FAIR’

DAl -"21’

IPC for 21 mths
Further re-org —
Corporate Affairs &
Admin; Centre Mgt
Management
Revisioning Summit
‘New’ V-M-V’
Mid-Term Plan (3
years)

DPTM

Tripartite Standards
(Age-friendly Org)
Purchased property
for investment

Renewed funding
partnership
Project MTP with
S2M budget

16 MTP Initiatives
Management
Summit in Aug to
review MTP
Refreshed branding
Increasing brand
awareness

IPC

By-laws

RFPs - AACs
Review MTP
Project SOPs
Participate in
Transparency Award
Digital Maturity —
Literate to
Performer
Funding — new
avenues of §S$
Branding level
OHFSS — Fair to
Excellent

Adopt PDCA cycle



=1=c0 7 CORPORATE LEVEL KPIs

SASCO Senior Citizens’ Home

1. DAl in 2021 - Be a ‘Digital Performer’ (digital maturity) on NCSS’s DAl in 2023

Your SSA’s Summary of your SSA’s current and target
DAI results digital maturity relative to SG SS sector

Digital starter Digital literate Digital performer Digital leader
Current Digital | ———— e

digital maturity maturity

Digital Starter @
(Level 1)
. Your SSA (current score)
A Your SSA (target score)

dlgltal matu I"Ity @ 5G 55 sector (current score)
Ps A 5G 5SS sector (target score)

Digital Literate

N—
(Level 2) Digital maturity 25-33 3441 4245 50-57 5865 & 66-74 nmm Digital

(DAl score) journey

Source: NCSS DAl Study 2021
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SASCO

SASCO Senior Citizens’ Home

o'C)FEGAI\IISA'I'IOI*I STRATEGY DRIVEN BY DIGITAL

Why | Vision | | Ambition | | Priorities & alignment

Roadrmap

eDIGITALI’:'.E THE CORE
I

Client offer & Go-to-market | | Operations | | Support functions
EZE stakeholder journeys Fundraising
Corporate/support functions
Research & programme development Volunteer management
Outreach & marketing Procurement
Reporting & submissions
Personalisation Service delivery

NEW DIGITAL GROWTH

Nevys digital services/products

Degree of digital innovation

Lighthouses & prototyping

Social enterprise incubation

oCHANGING WAYS OF WORKING oLE‘\I’ERAGII\IG THE POWER OF DATA & TECHNOLOGY

Leadership & culture Data stratesy | Future-ready IT function

Organisation & governance

Internet of things

Data governance

Skills & people

Digital transformation accelerator Cloud adoption

Digital & data platforms

| I
I
I I | Cybersecurity
| Artificial intelligence | |
| |

|
I
I
| Agile ways of working
I
I

Virtual teaming Mixed reality (AR/VR)

INTEGRATING ECOSYSTEMS

Digital ecosystem
go to market

Digital ecosystem
operating model

Source: BCG




SASCO

SASCO Senior Citizens’ Home

Wh o'C)RGANISA'I'ION STRATEGY DRIVEN BY DIGITAL
y | Vision | | Ambition | | Priorities & alignment |

Roadmap

NEW DIGITAL GROWTH

eDIGITaﬂ.LISE THE CORE
| Client offer & Go-to-market | | Operations | | Support functions |

—
E EZE stakeholder jc@

Research & programme development

Outreach & marketing

Personalisation

New digital services/products

Corporate/support functions D Degree of digital innovation
Lighthouses & prototyping
Reporting & submissions D

Social enterprise incubation

Fundraising

Volunteer management

Procurement

Service delivery

o(:Haf'tl\l(.-:ll\l(.-w WAYS OF WORKING eLI':\J'ERA(HNG THE POWER OF DATA & TECHNOLOGY. e|T‘I'I'Etﬁl:'bﬁ\'l-lNG ECOSYSTEMS
I LeaderShip & culture Data strategy | q\ Future—ready IT function) I
Organisation & governance ) | Internet of things | Digital ecos'{(stem
~ Data governance | go to market

L Cybersecurity |

Artificial intelligence , )
| Digital transformation accelerator : | (l\ Cloud adoption |

3R
|
‘ Skills & people | |
| Agile vays of working | | Digital R
| ( gital ecosystem
.. operating model
| Virtual teaming | q: Digital & data platfom'iD | | Mixed reality {AR/VR) | ’ ’

Source: BCG



SASCO

SASCO Senior Citizens’ Home

Domain Name

Strategy &
Leadership

Governance

People

Finances

Digitalisation

Communications
& Partnerships

User-Cenitri
Services

LT . Sub-Domain Score S[_)::':ati:]

E L “a

Mission & Vision ALL 75.0%

Strategy Development CAA 54 2%

Strategy Implementation ALL 56.3% 62.9%

Organisation Structure CEQ/CAA 75.0%

Organisation Culture ALL 54 2%

Board Compliance & Composition CEQ/CAA 68.8%

Role of Board CEO/CAA 66.7% 63.2%

Risk Management ALL 54.2%

People & Succession Planning HR 50.0%

Recruitment HR 56.3%

Staff Engagement & Well-being HR 50.0%

Learning & Development HR 68.8% e

Performance Management & HR O :

Recognition

Volunteer Management CE 75.0%

Process Readiness ALL 75.0%

Funding Sustainability CAASFN 62.5%

Financial Management FM 71.9% 67.7%

Process Readiness FN 68.8%

Vision & Alignment T 50.0% =

EZE Stakeholder Journeys IT 0%

Service Delivery T ( s0.0% 10

Corporate/Support Functions IT \'il].l]% :

Skills & People T 50

Data Strategy IT 56.3%

E:m:rn_al Communication & CAA 50.0%

Branding

Partnerships & Alliances CAASCM 50.0% 57.8%

Community Invelvement CAASCM 62.5%

Process Readi CAASCM 68.8%

User Service Design CM 70.8%

Service Effectiveness CAASCM SR

Measurement 64.6%

Knowledge & Research CAASCM 50.0%

Process Readi CAASCM 62.5%




SASCO Senior Citizens’ Home

STRATEGIC PLANNING
- MID — TERM PLAN
2023 — 2025



°:|\/ 8 15t Retreat
SASCO !)

SASCO Senior Citizens’ Home

- Management Summit

Dates : 15 - 18 Jul 2022
Venue : dusitD2 Hotel, Chiang Mai, Thailand
Participants : Total Pax = 15

SASCO Ltd COM Members (3)

SASCO Home COM Members (3 + 1 [AC member])
CEO & 6 HODs, SASCO Home (7)

CP Dept, SASCO Home (1)

PRE-NURSING 'ORGANISATION'
MID-TERM PLAN (2022 — 2025)

SASCO Senior Citizens' Home

& i%&aé" mm

§
*™L,  SHELTERED HOME DAY CARE CENTRES ACTIVE AGING CENTRES
3

\\ﬁﬂld Term Plan, || (] 02 bedS)
GETS 0D = on S
Holist, “Case Holisuc Case
] Management Management
-— Mid Term Plan IDHC+24x7; Concierge Service

N Holistic Case
Concierge Service;
Management Assls?fd Living) Assisted Living
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S. SCO”

SASCO Sen&)itizens’ Home

Programs are Holistic &
Person-Centred

Our Strategic Map

Success Outcomes

A Service Culture
Guided by Mission &
Values

Strategic Initiatives

Increased Presence in
the Pre-Nursing Sector

rogrammes

A Process Excellent

Organization

H1.
H2.
H3.
HA4.
H5.
Heé.
H7.

HS.

H9.

Case Management (PCC)
Dementia Expertise

IHDC Structure

Committed volunteer resources
Quality Therapy - Head Therapist
Bring onboard Geriatric Specialist

Comprehensive caregiver
support package

Assemble a Mobile homecare
team

SASCO membership scheme

H10. Implement Conciege Services

o

S1. Develop and implement
Service Excellence
Framework/ Strategy

n.

SCa é

Active Ageing
Centres

P1. Enhance SASCO Brand
Awareness in the Sector
P2. RFP Bidding

Comprehensive Service Provider

@enior Care Centres

(Maintenance / Dementia / Rehab
/ IHDC / Centre-based Nursing

E1l.

E2.

E3.

Organisational Health
Framework for Social Services
(OHFSS) - ‘healthcheck’
Digitalisation initiatives
according to MasterPlan
Establish People Developer

Framework — Total Training
Plan

SASCO
HomeCare

SASCO HomeCare is aimed to serve
the senior citizens at their homes,
encouraging ageing in the community.



SXSCOY) A PROCESS-EXCELLENT ORGANISATION

SASCO Sen

Strategic Initiatives / Programmes

E2 - To review digitalisation initiatives to achieve
the desired strategic outcomes

49



s4sc0 Y A PROCESS-EXCELLENT ORGANISATION

SASCO Senior Citizens’ Home

STRATEGIC OUTCOMES

E2 - To review digitalisation initiatives to achieve the desired strategic outcomes

OBIJECTIVES

* Formulate a Digitalisation Master Plan, that reviewed and examined areas in the
organisation such that it would improve systems and processes.
* To achieve an ‘excellent level’ organisation partly through a digital transformation.



SASCO

SASCO Senior Citizens’ Home

Wh o'C)RGANISA'I'ION STRATEGY DRIVEN BY DIGITAL
y | Vision | | Ambition | | Priorities & alignment |

Roadmap

NEW DIGITAL GROWTH

eDIGITaﬂ.LISE THE CORE
| Client offer & Go-to-market | | Operations | | Support functions |

—
E EZE stakeholder jc@

Research & programme development

Outreach & marketing

Personalisation

New digital services/products

Corporate/support functions D Degree of digital innovation
Lighthouses & prototyping
Reporting & submissions D

Social enterprise incubation

Fundraising

Volunteer management

Procurement

Service delivery

o(:Haf'tl\l(.-:ll\l(.-w WAYS OF WORKING eLI':\J'ERA(HNG THE POWER OF DATA & TECHNOLOGY. e|T‘I'I'Etﬁl:'bﬁ\'l-lNG ECOSYSTEMS
I LeaderShip & culture Data strategy | q\ Future—ready IT function) I
Organisation & governance ) | Internet of things | Digital ecos'{(stem
~ Data governance | go to market

L Cybersecurity |

Artificial intelligence , )
| Digital transformation accelerator : | (l\ Cloud adoption |

3R
|
‘ Skills & people | |
| Agile vays of working | | Digital R
| ( gital ecosystem
.. operating model
| Virtual teaming | q: Digital & data platfom'iD | | Mixed reality {AR/VR) | ’ ’

Source: BCG



—

SASCO Senior Citizens’ Home IT D e p ad rt me nt

Digitalisation Masterplan —

OHEFSS

v
Operations

Compliance User Support

Compliance
Framework

User Support

Administration

Software Applications

Management

IT Procurement

Staff IT Training

Records Keeping /
Reporting

:
|
E Risk Management
|
|
|




Si SCCJv

SASCO Senior Citizens’ Home

Incorporate into HR LMS module

IT Policy Cybersecurity U theracy.
: recommendation
Compliance Awareness
to RO

IT Environment
Orientation




° o 2nd Retreat
SASCO !)

SASCO Senior Citizens’ Home

-  Management Summit

Dates : 10—-16 Aug 2023
Venue : Colombo, Sri Lanka
Participants : Total Pax =14

SASCO Ltd COM Members (6)
SASCO Home COM Members (4 + 1 [Virtual])
CEO & 3 staffs

PRE-NURSING/'ORGANISATION'

MID-TERM PLAN (2022 - 2025) SASCO Senior Citizens' Home
& ‘ak i o % o
L G, sell
SHELTERED HOME DAY CARE CENTRES ACTIVE AGING CENTRES
1(102 beds)

Full Capacity

10 AACs
FREE fees Enhanced Services SC'JT;IIT'Z':Q
(estd $430K) New Services AACs; 5 satellites;
2 new AACs

Champion
outfreach

Talk of First-Class
the Town Service to Seniors




S. SCO”

SASCO Senior Citizens’ Home

Team

P3—Free Sheltered Home Care

Team ; _
Leads Damien Ooi
H1. Case Management (PCC) I Jason
H2. Dementia Upgraded Usha
H3. H4BEStructure Tong
H4. Committed volunteer resources Matthew
H5. Quality Therapy - Head Therapist Veronica
H6. Bring-onboard-GeriatricSpecialist Penny
H7. Comprehensive Caregiver support package Jason
H8. Mobile Homecare Amu
H9. SASCO membership scheme Liz
H10.4mplement-Conciege-Services- Liz
$2. Viable Business Model - SCCs Felicia &
CMs
P2.1 Expansion AAC Satellites Damien
P2.2 RFP of AACs Damien

Whelan

Eric Son
2 Leads

E1. Organisational Health (OHFSS) Eric
E2. Digitalisation initiatives Maria

according to MasterPlan
E3. People Developer Framework Tong

- Total Training Plan

E4. Research (Knowledge Management) Angela
P1. Enhance SASCO Brand Charles

Awareness in the Sector
S$1. Develop and implement Service Angela

Excellence Framework/ Strategy




SASCO Senior Citizens’ Home




IT CALENDAR Software Applications
2024 2025
Jan Feb Mar Apr May Jun Jul Aug SED Oct Mo Dec lan | Feb | har
Company Level
Human Resource System (QuickHR) zo Live
- Finance Integration Finance
Integration
Holistic Care System (CARES)
- Sheltered Home w/o invoice zo Live
- Day Care w/o invoice Go Live
- Finance Integration Finance
Integration
Finance ERP (Oracle NetSuite)
- Finance Implementation Go Live
- Finance Integration Finance
Integration
Donor Management System
- DM3 o Live
- Finance Integration Finance
Integration
Volunteer Management System Go Live
Visitor Records System Go Live




SASCO

SASCO Senior Citizens’ Home

BEFORE —JUN 2022

Percentage Score
Below 50%

50%-69%

70%-84%

85%-100%

3 - Good

NOW —SEP 2023

Domain Name Sub-Domain Name

Strategy & Leadership

Sub-Domain Score (%) Domain Score (%)

Governance

Finances

Digitalisation

Communications & Par

Domain Name Sub-Domain Name BT Dm?m score Doma “-.i
(%) Score (%)
Mission & Vision ALL 75.0%
Strategy Development CAA 54.2%
Strategy & -
X Strategy Implementation ALL 56.3% 62.9%
ey Organisation Structure CEQ/CAA 75.0%
QOrganisation Culture ALL 54.2%
Board Compliance & Compaosition CEQ/CAA 68.8%
Governance Role of Board CEQ/CAA 66.7% 63.2%
Risk M it ALL 54.2%
People & Succession Planning HR 50.0%
Recruitment HR 56.3%
Staff Engagement & Well-being HR 50.0%
Learning & Development HR 68.8% 05
Performance Management & HR T
Recognition
Volunteer Management CE 75.0%
Process Readiness ALL 75.0%
Funding Sustainability CAASFN 62.5%
Finances Financial Management FN 71.9% 67.7%
Process Readiness FN 68.8%
Vision & Alignment T 50.0%
E2E Stakeholder Journeys T 50.0% P
(I T Service Delivery - T 50.0% 51.0%
Corporate/Support Functions IT 50.0% \
Skills & People IT 50.0%
Data Strategy IT 56.3%
External Communication & CAA
. o Branding EILES
C;'::::E':f:':) U Partnerships & Alliances CAAJCM 50.0% 57.8%
Community Involvement CAAJCM 62.5%
Process Readiness CAA/CM 68.8%
User Service Design M 70.8%
User-Centric Service Effectiveness CAA/CM 75.0% ,
services Measurement 64.6%
Knowledge & Research CAA/CM 50.0% X
Process Readiness CAASCM 62.5% v

user-cLernuic seivices

Mission & Vision 75.0%
Strategy Development 75.0%
Strategy Implementation P e 70.4%
Organisation Structure / 68.8% \
Organisation Culture \ 58.3% /
Board Compliance & Composition N—tlLSl”
Role of Board 79.2% 72.6%
Risk Management 66.7%
People & Succession Planning 70.8% NG
Recruitment ( 688% 3
Staff Engagement & Well-being \ 66.7% /
lLearning & Development Er— 75.0%
Performance Management & Recognition 75.0%
olunteer Management
Process Readiness 75.0%
Funding Sustainability 75.0%
Financial Management 68.8% 75.0%
Process Readiness 81.3%
ision & Alignment 75.0%
E2E Stakeholder Journeys 75.0%
oDl 75.0% _
orporate/Support Functions 75.0% 7
Skills & People 75.0%
Data Strategy 75.0%
External Communication & Branding 68.8%
Rastnarshins.R.Alliance 81.3%
78.1%
ommunity Involvement
Process Readiness 75.0%
User Service Design 75.0%
Service Effectiveness Measurement 75.0% 5
Knowledge & Research — e —] ’
Process Readiness 56.3%

73.1%




SASCO

SASCO Senior Citizens’ Home

BEFORE —JUN 2022

Percentage Score
Below 50%

50%-69%

70%-84%

85%-100%

Domain Name Sub-Domain Name BT Dm?m score Doma “-.i
(%) Score (%)
Mission & Vision ALL 75.0%
Strategy Development CAA 54.2%
Strategy & -
X Strategy Implementation ALL 56.3% 62.9%
ey Organisation Structure CEQ/CAA 75.0%
QOrganisation Culture ALL 54.2%
Board Compliance & Compaosition CEQ/CAA 68.8%
Governance Role of Board CEQ/CAA 66.7% 63.2%
Risk M it ALL 54.2%
People & Succession Planning HR 50.0%
Recruitment HR 56.3%
Staff Engagement & Well-being HR 50.0%
Learning & Development HR 68.8% 05
Performance Management & HR T
Recognition
Volunteer Management CE 75.0%
Process Readiness ALL 75.0%
Funding Sustainability CAASFN 62.5%
Finances Financial Management FN 71.9% 67.7%
Process Readiness FN 68.8%
Vision & Alignment T 50.0%
E2E Stakeholder Journeys IT 50.0%
(I T Service Delivery - T 50.0% 51.0%
Corporate/Support Functions IT 50.0%
Skills & People IT 50.0%
Data Strategy IT 56.3%
External Communication & CAA
. o Branding EILES
C;'::::E':f:':) U Partnerships & Alliances CAAJCM 50.0% 57.8%
Community Involvement CAAJCM 62.5%
Process Readiness CAA/CM 68.8%
User Service Design M 70.8%
User-Centric Service Effectiveness CAA/CM 75.0%
services Measurement 64.6%
Knowledge & Research CAASCM 50.0%
Process Readiness CAASCM 62.5%

3 - Good

NOW —SEP 2023

Domain Name Sub-Domain Name

Strategy & Leadership

Sub-Domain Score (%)

Domain Score (%)

Governance

Finances

Digitalisation

Communications & Partnerships

User-Centric Services

Mission & Vision 75.0%

Strategy Development 75.0%

Strategy Implementation 75.0% 70.4%

Organisation Structure 7~ 688% N\

Organisation Culture \ 58.3% J

Board Compliance & Composition 9%

Role of Board 79.2% 72.6%

Risk Management 66.7%

People & Succession Planning IE-L.

Recruitment 68.8%

Staff Engagement & Well-being 66.7%

Learning & Development 81.3% 75.0%

Performance Management & Recognition 75.0%
olunteer Management

Process Readiness 75.0%

Funding Sustainability :

Financial Management C 638 ) 75.0%

Process Readiness o
ision & Alignment 75.0%

E2E Stakeholder Journeys 75.0%

Service Delivery 75.0% 5
orporate/Support Functions 75.0%

Skills & People 75.0%

Data Strategy TSN —

External Communication & Branding S 68.8% 2

Partnerships & Alliances = A
ommunity Involvement _

Process Readiness

User Service Design

Service Effectiveness Measurement

Knowledge & Research

Process Readiness
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SASCO Senior Citizens’ Home

Your SSA's current and target digital maturity in 2023

Current digital maturity 29 Target digital maturity _

[ ]

DIGITAL STRATEGY DIGITAL STRATEGY
67
DIGITALISED SERVICE DELIVERY & OPERATIONS NEW DIGITAL DIGITALISED SERVICE DELIVERY & OPERATIONS NEW DIGITAL
SERVICES SERVICES
STAKEHOLDER OPERATIONS SUPPORT STAKEHOLDER OPERATIONS SUPPORT
OFFER & FUNCTIONS OFFER & FUNCTIONS
ENGAGEMENT ENGAGEMENT
46 67 67 83
58 67
PEOPLE & WAYS OF DATA & TECHNOLOGY | § ECOSYSTEM PEOPLE & WAYS OF DATA & TECHNOLOGY j ECOSYSTEM
WORKING COLLABORATION WORKING COLLABORATION
60 55 50
Digital starter (Level 1) Digital literate (Level 2) Digital performer (Level 3) Digital leader (Level 4) M/A

DAl'Score  prwemprevEETEYE 195330 3441 4249 5057 58-65 (6674 7582 JEISMEEEID




siscoY)

SASCO Senior Citizens’ Home
SG Social Service Sector
- Digital Starter @

DIGITALISED SERVICE DELIVERY & OPERATIONS NEW DIGITAL

STAKEHOLDER OFFER | OPERATIONS SERVICES

& ENGAGEMENT

DATA& TECHNOLOGY | ECOSYSTEM
WORKING COLLABORATION

PEOPLE & WAYS OF

SASCO
- Digital Performer

59

DIGITALISED SERVICE DELIVERY & OPERATIONS

STAKEHOLDER

OFFER &
ENGAGEMENT
46 67 67
58
PEOPLE & WAYS OF DATA & TECHNOLOGY ECOSYSTEM
WORKING COLLABORATION
60 55 50

Digital starter (Level@ate (Level 2) Digital performer (Level 3) Digital leader (Level 4)

DAl score  CTRNEEEVBNESTN (25331 3441

Source: 2023 Hon-Profit DAl Survey, BCG analysis

5057 5865 6674 | 75-62 1839
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SASCO Senior Citizens’ Home

* Need to ascertain work processes - then can determine requirements for
application softwares

* Funding sources (grants) — have to cater for approval process and period.

 REGULAR monitoring and updates — amidst other work schedules

 Bandwidth to ‘look into everything’ — projects and processes



siscoY)

SASCO Senior Citizens’ Home

Do the DAl and OHFSS - it provides for the baselines (“where we are”) for
Organisational Excellence journey

* Obtain BOARD and key staff buy-in - due to our OE journey we managed to
do that easily

* Ripple effects on other areas - Digitalisation efforts have ripple effects on
other areas of developments

* REGULAR monitoring and updates - Strategic Roadmap and OE journey
provide the impetus

e Participate in OHDS - 2024 - Next steps in OE journey



SKe SCQS‘() Thank youl!
We would love to hear from you

Eric Song

Head, Corporate Planning
(Diagnostic Lead, OHFSS)
H/p: 82928118

Maria Leong

Head, Information Technology
(Digitalisation, OHFSS)

H/p: 9006-1903
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SASCO Senior Citizens’ Home

Thank youl!



Today's agenda

0 Welcome message

1 Overview of the 2023 Non-Profit DAI Survey

2 Key findings from the study

3 How to read your individual giveback packs
4 Using DAI for digital strategy planning

5 Funding & support resources

6 FAQs + Q&A

5 min
5 min
15 min
25 min
20 min
10 min

10 min



Funding Support - NCSS Members

Funding & Support - SSAs

DAl webpage with webinar
recordings and slides, links to
resources

Industry Digital Plan for Social Services

Funding & Support - SSAs -

e Tech Subsidy - SSAs
s Consultancy Subsidy - SSAs

» |T Professional Services Subsidy -
SSAs

Tech-and-GO!
schemes are now
open B ie -....I:--.l.:-nn

Refreshed Social Services
Digitalisation Playbook
(SSDP) will be launched in
second half of 2024

IT Solutions

Resources

Check out our Tech-and-GO!
Website for all the available
grants to support your
digitalisation needs!

Tech-And-GO! | National Council of Social

Service (ncss.gov.sg)

Pre-scoped and
Greenlane solutions
that require only one

quote for grant
application

Templates and toolkits, for
digital strategy planning, data

dashboarding and more!



https://www.ncss.gov.sg/our-initiatives/tech-and-go
https://www.ncss.gov.sg/our-initiatives/tech-and-go

In collaboration with

COMMUNIY Powering social service sector ® = tote
CAPABILITY capability and capacity building @. N CS S board
TRUST of o sennce e,

Organisational Health Framework for Social Services (OHFSS)

v -~

Strategy &
Leadership

User-Centric Governance
Services

Presents SSAs with a holistic view of their organisational
health, and monitor over time

Supports SSAs to identify their strengths and areas for
development

ORGANISATIONAL
HEALTH

?-bo FRAMEWORK
d

Empowers SSA to strategically plan for capability
development and achieve sustainable outcomes

FOR SOCIAL SERVICES

Communications

& Partnerships E

Digitalisation Finances

Have a common language for effective
communication and collaboration

Guide SSAs on the funding and support to apply for
under CCT

(‘;1 Comprises 7 Domains; 32 Sub-domains; 77 Statements

Self-diagnose with OHFSS Strategic Planning with OHDS Capability Building with CCT




COMMUNIY Powering social service sector
CAP'?RBlIJLSI Y capability and capacity building

In collaboration with

o
'6. NCSS b

National Council )
of Social Service Giving Hape
Improving Lives

The 3-step Approach for SSAs to improve their organisational health
Thereby increasing their capacity and effectiveness, with a lens of being future-ready

STEP DIAGNOSE WITH

©97 oHrss

To allow S5As understand their current
strengths and areas for development.

STEP STRATEGIC PLANNING
0)2 WITH OHDS

To support in-depth and objective
assessment of organisational health for
strategic planning of capability and
capacity building effforts.

STEP CAPABILITY BUILDING

03 wiITH ccT

To support SSA-initiated capability- and
capacity-building projects.

Enhancing Org Health for better
service delivery to the
beneficiaries

OHFS5S: Organisational Health Framework for Social Services
OHDS: Organisational Health Diagnostic Scheme
CCT: Community Capability Trust




In collaboration with

COMMUNIY Powering social service sector ® tote
CAPABILITY capability and capacity building l S. N CS ) board
TRUST.. oF Soaal Service S e

Join us at our OHFSS Workshop!

Upcoming date
14 Mar 2024

|
INTRODUCTION INTERPRETATION HOW TO USE THE
TO OHFSS OF RUBRICS SELF-ASSESSMENT TOOL

Understand the Learn how to interpret Get step-by-step guidance
principles of the the 7 domains, 32 sub- on how to navigate and

OHFSS. domains and rubrics of submit the OHFSS Online . . . .

the OHFSS. Self-Assessment Form. Registration for Organisational

Health Workshop | FormSG
Scan the QR code to register!



https://form.gov.sg/6442342819d7c80013dc485d
https://form.gov.sg/6442342819d7c80013dc485d

Funding Support - Charities (non-NCSS members)

CHARITIES
CAPABILTY
FUND

Info-Communications Technology Grant

(A) Basic infrastructure components

For Small and Medium size Charities:

For all Exempt, Registered Charities and 80% of the Supported cost or actual
Institutions of a Public Character (IPCs) expenditure, whichever is lower, and

Check out the Charity
Portal for details on CCF!

Charities Capability Fund

https://go.gov.sg/charitiescapabilit
yfund

capped at:

« 4 computers (Desktop or Laptop):
$1,500 per equipment

- 2 Printers: $300 per equipment
1 Broadband Account: $1,700 per
account

- Website development costs to
facilitate publishing of charity’s
information for  transparency:
$3,000 per charity

 Subscription charges of video and
audio-conferencing tools: $250 per
charity
Firewall devices: $3,000 per charity

(B) Digital solutions that enhance
productivity and operational efficiency
of charities

For All Charities: Up to 80% of the
supported cost or actual expenditure,
whichever is lower, and capped at $40,000
per charity over 5 years.

+ Accounting Management
Bill & Payment
+ Customer Relationship Management
- Cyber Security
Document Management
Donor Management
Digital Marketing/Fund-raising
Human Resource Management
Learning Management
Live Streaming
Remote Working
« Visitor Management
+ Volunteer Management

Consultancy Grant

Consultancy projects by external
consultants to review and draft policies
and standard operating procedures for the
charity, in areas such as:

* Anti-Money Laundering/Countering the
Financing of Terrorism

» Board Governance

» Crisis Management, Business Continuity
Planning

» Conflict of Interest

» Disclosure and Transparency

+ Digitalisation/Data Protection/Cyber
Security

 Strategic Planning

» Financial Management, Internal Controls,
Risk Management

» Fundraising Practices

* Human Resource and Volunteer
Management

+ Leadership and Organisational
Development

* Programme Management
* Public Image/Communications



https://www.charities.gov.sg/Pages/Charities-and-IPCs/Grants-and-Support-for-Charities-IPCs/Charities-Capability-Fund.aspx

Funding Support - CommCare Organisations (non-NCSS members)

AIC:

The Community
Care Digital
Transformation

Plan (CCDTP) was '
launched in June 2022
to support the sector
in uplifting its
productivity and
driving digitalization
initiatives.

For more information on
CCDTP and available
resources:
(www.aic.sg/partners/digital-
transformation-plan)

Productivity & Digitalisation
Grant (PDG)

Funding Categories:

1 Green Lane Assistive Tech =
and Digital Solutions g\r
SN E
2 Non-Green Lane and ¢

Digital Solutions

*terms & conditions apply (e.g., one-time funding,
up to $150k cap per project per site)



http://www.aic.sg/partners/digital-transformation-plan
http://www.aic.sg/partners/digital-transformation-plan

Digital Strategy Consultancy

Digital strategy was identified in DAl as the top focus area where most urgent help is needed. Tap
on highly subsidised consultancy expertise to develop an overall digital masterplan to build a

future-ready organisation!

NCSS Members Charities CommCare

Book a ConSUltanC\/ scoping clinic Submit applications at Book a pre-consultancv discovery
Our SG Grants Portal clinic now!



http://go.gov.sg/tngpcc
https://oursggrants.gov.sg/
http://www.aicdigital.tq.sg/
http://www.aicdigital.tq.sg/

DAI Clinics - NCSS Members

More questions on the DAI giveback pack?

NCSS will be setting up group clinics for all SSAs to
take questions and provide more clarifications and
guidance if needed!

1. Clinics will be conducted in batches

2. Interested SSAs to register and send in questions
3. Invites will be sent to registered participants

4. Facilitated session with open Q&A

Registration Closing : 29 Feb 2024
Timeline of Clinics : March to April




Enquiries - Contact Us!

NCSS Members Tech-and-go®@ncss.gov.sg
Charities charity_council_sec@mccy.gov.sg
CommCare ccdtp@aic.sg

Mlmsm;a‘: HEALTH :O,ﬂ.'i‘"@ nmccyw

SINGAPORE



Today's agenda

0 Welcome message

1 Overview of the 2023 Non-Profit DAI Survey

2 Key findings from the study
3 How to read your individual giveback packs
4 Using DAI for digital strategy planning

5 Funding & support resources

© 6 FAQs + Q&A

5 min
5 min
15 min
25 min
20 min
10 min

10 min



Audio Settings

Audio Settings

Watch this space
for further
instructions from
the NCSS team

~ 2

Raise Hand

~ 2

Raise Hand

You may submit your questions here:
Ask the panelists questions using this
Q&A function

Live captioning will be enabled




May | have a copy of the survey questions and the responses that
| have submitted?

The survey questions and responses cannot be distributed as they
are proprietary to BCG.

The score of each dimension corresponds to the level selected
across the 4 options (If there are multiple respondents, an average
score will be calculated) i.e.

Level 1 - Score 0
Level 2 - Score 33
Level 3 - Score 67
Level 4 - Score 100

SSAs may review the scores on the heatmap to get an indication
which level was chosen.



How do | interpret the scores?

The score of each dimension corresponds to the below levels:

Level 3

No digital initiatives in place, or early stages of
digitalisation with no roadmap or target state defined

Starting to explore digitalisation in ad-hoc manner with
small-scale initiatives; no governance in place to track
performance and impact

Digital initiatives are being scaled up; structures and
systems being set up to manage digitalisation in an
organised and integrated manner

Digital initiatives deployed at scale; structured
governance approach guides execution and impact
measurement; organisation reaping significant value from
digitalisation



Questions from the floor




Thank You!

Feedback Form

https://go.gov.sg/fb-cctus-dai-nonpr
ofit-sector

Scan to provide your feedback on today's session!




Thank you

For Joining Us Today!

o) MO BG
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How to read the charts

Heatmap Bar chart
L ] @
Building block score at bottom right
XX <«— Target score
[ ]
DIGITAL STRATEGY l : :
XX LXK | Gap between current &
DIGITALISED SERVICE DELIVERY & OPERATIONS NEW DIGITAL SERVICES | | target scores
STAKEHOLDER OPERATIONS SUPPORT | |
OFFER & FUNCTIONS
ENGAGEMENT
XX XX XX
XX XX
PEOPLE & WAYS OF DATA & TECHNOLOGY ECOSYSTEM
WORKING COLLABORATION o .
XX XX XX

Building blocks colour-coded according to score

Digital starter (Level 1)  Digital literate (Level 2) Digital performer (Level 3) Digital leader (Level 4)

IENEEFAEEEZE 1255330 3441 4249 50-57 58-65 | 6674 75'82) ISR KA




Your agency's current and target digital maturity in

Current digital maturity Target digital maturity 78

DIGITAL STRATEGY DIGITAL STRATEGY

25

DIGITALISED SERVICE DELIVERY & OPERATIONS NEW DIGITAL DIGITALISED SERVICE DELIVERY & OPERATIONS NEW DIGITAL
SERVICES SERVICES
STAKEHOLDER OPERATIONS SUPPORT STAKEHOLDER OPERATIONS SUPPORT
OFFER & FUNCTIONS OFFER & FUNCTIONS
ENGAGEMENT ENGAGEMENT
83 83
87 67
PEOPLE & WAYS OF DATA & TECHNOLOGY § ECOSYSTEM PEOPLE & WAYS OF DATA & TECHNOLOGY | f ECOSYSTEM
WORKING COLLABORATION WORKING COLLABORATION
27 | 0 | 77 70 67
Digital starter (Level 1) Digital literate (Level 2) Digital performer (Level 3) Digital leader (Level 4) N/A

DAI'Score e NEEEFEINESZE 2533 3441 4249  50-57 5865 6674 | 75:82 839N AL

9 - oi@ ,



Your agency's results by dimension

Current Target Current Target
Your Your Your Your Your Your Your Your
agency agency Change agency agency Change agency agency Change agency agency Change
2021 2023 (21>23) 2021 2023 (21>23) 2021 2023 (21>23) 2021 2023 (21>23)
A. Digital strategy 33 25 -8 33 59 D. People & ways of working 47 27 -20 47 77 30
1. Vision 33 “ -33 33 67 34 17. Leadership & culture 33 33 0 33 67 34
2. Ambition 33 33 0 33 67 18. Organisation & governance 33 33 0 O 100 Y
3. Awareness 33 33 0 33 100 67 19. Skills & people 33 67
4. Roadmap 33 33 0 < 100 Y 20. Agile ways of working 7 I o o 67 0
B. Digitalised service delivery & operations 47 [JEEM ¢« 4 | 8 40 21. Virtual teaming 67 | 33 34 e | 8 16
5. E2E stakeholder journeys B o |3 67 E.Datagtechnoogy 4 M » « w0 23
6. Programme development 33 n -33 33 67 34 22. Data strategy 33 n -33 33 67 34
7. Outreach & marketing 67 33 -34 67 100 33 23. Data governance 33 n -33 33 67 34
8. Personalisation 67 “ -67 67 67 0 24. Artificial intelligence n 67
9. Service delivery 3 I = | 3 e 25. Digital & data platforms 3 Il 3 3 g
10. Fundraising 67 33 -34 67 33 26. Future-ready IT function n 67
11. Volunteer management 33 33 0 33 67 27. Internet of things n 67
12. Procurement 30 0 i 100 Y 28. Cybersecurity 7 M o ¢ @& 0
13. Corporate/support functions 67 33 -34 67 33 29. Cloud adoption 67 m 33 67 m 33
14 Reporting & submissions (33 33 o [ @ 4 30. Extended reality [ o &7
C. New digital services 3 33 3 e 3 31 Roboticsgautomation [ - e -
15. Digital innovation 67 - F. Ecosystem collaboration 33 n -33 33 67 34
16. Pilot projects & prototyping 67 - 32. Digital ecosys. partnerships n 67
33. Digital ecosys. operating model 33 n -33 33 67 34
Digital starter (Level 1) Digital literate (Level 2) Digital performer (Level 3) Digital leader (Level 4) N/A

DAl Score  prEENECEFEIEFSYE 125330 3441 4249 5057 58-65 (6674 7582 SSOMEEI | |

& Q')




Your agency's digital maturity scorecard

Current Target SSDP chapter to

Building blocks score score read to learn more
Digital strate 25 92 Setting a mission-
& gy driven digital strategy
. Building a digital-ready
People & ways of working 27 77 workforce
Stakeholder engagement 83
Operations 25 ) )
Transforming service
. delivery & operations
Support functions 33 83
New digital services “ 67
Data & technology enablers 70 _
Unlocking the value of
) data
Ecosystem collaboration 67
Legend
Digital starter Digital literate Digital performer Digital leader N/A
(Level 1) (Level 2) (Level 3) (Level 4)

IEENEEEAIEEE] 25-33 34-41 42-49 50-57 58-65 66-74 75-82 83°91 (PR

1. Top building blocks that your organisation would like to focus on in the next 12 months | Source: Your response in the 2023 Non-Profit DAI Survey

Top motivators

« Attract & retain employees
« Improve service quality
e Reduce operational costs

Areas your agency wants to focus
on'

« Ecosystem collaboration (i.e.
digital ecosystem partnerships &
operating model)

« Digital strategy (i.e. vision,
ambition, awareness, roadmap)

« People & ways of working (i.e.
leadership & culture, organisation
& governance, skills & people,
agile ways of working, virtual
teaming)

¢

Top challenges

« Limited financial resources &
funding

« Unable to keep track of the latest
digital advances/unclear which
solution is most relevant

e Limited management
capacity/bandwidth

Areas where support is needed

« People & ways of working (i.e.
leadership & culture, organisation
& governance, skills & people,
agile ways of working, virtual
teaming)

« New digital services (i.e. digital
innovation, pilot projects &
prototyping)

« Digital strategy (i.e. vision,
ambition, awareness, roadmap)

D)
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Kick start your

digitalisation
journey with
NCSS' resources

%é Industry Digital Plan for Social Services

Playbook that provides SSAs with actionable guidance to
progress in digital transformation (link to website)

Tech-and-GO!

Visit the website for funding support and digitalisation
resources (link to website)

For enquiries, email us at Tech-and-GO@ncss.gov.sg

Stay up to date with the latest resources on our website


https://www.ncss.gov.sg/our-initiatives/tech-and-go
mailto:Tech-and-GO@ncss.gov.sg
https://www.ncss.gov.sg/our-initiatives/tech-and-go/industry-digital-plan-for-social-services

Please feel free to contact us if you have any questions

. N C S S Aileen Tan, Tracy Wong,
: : Director Senior Manager
National Council Aileen_TAN®@ncss.gov.sg Tracy WONG@ncss.gov.sg
of Social Service



mailto:Aileen_TAN@ncss.gov.sg
mailto:Tracy_WONG@ncss.gov.sg
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0 - Organisation information




Key figures of your agency

Operating expenses

Clients, volunteers and employees

Your organisation's approximate total operating
expenses for the last completed fiscal year (in SGD)

Percentage of current operational expenses
dedicated to digitalisation

Percentage of operating expenses anticipated to be
dedicated to digitalisation in the next 3 years

Source: Your response in the 2023 Non-Profit DAl Surve

$2,000,000

5%

10%

Total number of clients (i.e. service users) that your
organisation works with

Total number of volunteers in your organisation

Total number of full-time employees (on your
payroll) in your organisation

Percentage of manpower in your current workforce
dedicated to digitalisation

Percentage of manpower in your current workforce
anticipated to be dedicated to digitalisation in 3
years

50

90

35

3%

6%




Range of services your agency provides

Legend: - Provide D Does not provide
Agency services MOH-licensed services (if applicable)

Residential & shelter support Nursing home Psychiatric day centre

Centre-based services Community hospital Home medical

Medical services Inpatient palliative care Home hospice

Counselling & mentoring Psychiatric rehab & sheltered home Home nursing

Rehabilitation & therapy Active ageing centre (AAC) Home personal care

Financial, legal & other professional services Active ageing centre (Care) Home therapy

Social support activities Active ageing hub (AAH) Interim caregiver services

Community, networking and caregiver support Day care centre Integrated home & day care

Learning and development Dementia day care centre Medical escort & transport

oot

Public education Day rehab centre Meals-on-wheels

Associations, professional bodies & foundations Day hospice

HENENENENENENENE AEEEEN
OO0 o oot o

Others

Source: Your response in the 2023 Non-Profit DAl Surve
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0 - DAI heatmaps




SAMPLE

The detailed heatmaps shows your scores for all dimensions

Each of these 33 dimensions aims to give you a holistic view of the different components of digitalisation

I DIGITAL STRATEGY Vision Ambition Awareness Roadmap
DIGITALISED SERVICE DELIVERY & OPERATIONS NEW DIGITAL SERVICES
Stakeholder offer & engagement Operations Support functions
End-to-end stakeholder journeys Service delivery Corporate/support functions
Digital innovation
Programme development Fundraising Reporting & submissions
Outreach & marketing Volunteer management
Pilot projects & prototyping
Personalisation Procurement
Leadership & culture Data strategy Internet of things Digital ecosystem
Organisation & governance Data governance Cybersecurity partnerships
Skills & people Artificial intelligence Cloud adoption
Agile ways of working Digital & data platforms Extended reality Digital ecosystem
- - - - - operating model
Virtual teaming Future-ready IT function Robotics & automation
PEOPLE & WAYS OF WORKING DATA & TECHNOLOGY ECOSYSTEM COLLABORATION

Source: BCG Digital Acceleration Index (DAI)




Your agency's digital maturity by dimension

DIGITAL STRATEGY

Ambition 33 Awareness 33 Roadmap 33

4 \ )
DIGITALISED SERVICE DELIVERY & OPERATIONS NEW DIGITAL SERVICES

E2E stakeholder journeys 33 Service delivery 0 Digital innovation
Corporate/support functions 33
Programme development 0 Fundraising 33
Outreach & marketing 33 Volunteer management 33 Pilot projects &
Reporting & submissions 33 prototyping
Personalisation 0 Procurement 33
. J
PEOPLE & WAYS OF WORKING DATA & TECHNOLOGY ECOSYSTEM COLLABORATION
Leadership & culture 33 Data strategy Internet of things 0 -
Digital ecosystem
Organisation & governance 33 Data governance Cybersecurity 0 partnerships
Skills & people 33 Artificial intelligence Cloud adoption 100
Agile ways of working 0 Digital & data platforms Extended reality 0 Digital ecosystem
: ; . " . operating model
Virtual teaming 33 Future-ready IT function

Digital starter (Level 1) Digital literate (Level 2) Digital performer (Level 3) Digital leader (Level 4) N/A

DAI'Score e NEEEFEINESZE 2533 3441 4249  50-57 5865 6674 | 75:82 839N AL




Your agency's target digital maturity by dimension

( )
DIGITAL STRATEGY
L Vision 67 Ambition Roadmap )
e N\ N
DIGITALISED SERVICE DELIVERY & OPERATIONS NEW DIGITAL SERVICES
Stakeholder offer & engagement Operations Support functions
E2E stakeholder journeys 100 Service delivery 67 Digital innovation 67
Corporate/support functions 100
Programme development 67 Fundraising 100
Outreach & marketing 100 Volunteer management 100 Pilot projects &
Reporting & submissions 67 prototyping 67
Personalisation 67 Procurement 100
\ J U y,
PEOPLE & WAYS OF WORKING DATA & TECHNOLOGY ECOSYSTEM COLLABORATION
Leadership & culture 67 Data strategy 67 Internet of things 67 o
Digital ecosystem 67
Organisation & governance 100 Data governance 67 Cybersecurity 67 partnerships
Skills & people 67 Artificial intelligence 67 Cloud adoption 100
Agile ways of working 67 Digital & data platforms 67 Extended reality 67 Digital ecosystem 67
. . . . . operating model
Virtual teaming 83 Future-ready IT function 67 Robotics & automation 67
Digital starter (Level 1) Digital literate (Level 2) Digital performer (Level 3) Digital leader (Level 4) N/A

DAI'Score e NEEEFEINESZE 2533 3441 4249  50-57 5865 6674 | 75:82 839N AL
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0 - Comparison with peers




Your agency's digital maturity compared to peers

Current and target digital maturity scores for 2021 and 2023

Your score is higher than Your score is higher than Your score is higher than
LT EEEE SG Non-Profit Sector Multi-Sector agencies Large agencies
(N=276) (N=32) (N=72)
78
=== 73 _3_ 71
_66_ 63 I Y B ==
S e R R m B BV RV
| | | | 42 39 |
| | | | | | | | |
| | | | | | | '
26 27 28 24 32 32
2021 2023 2021 2023 2021 2023 2021 2023

Legend: /! Currentscore [ _ Gap to target




Your agency's digital maturity by building blocks vs peers

Current and target digital maturity scores across building blocks for 2023

SG Non-Profit Sector Multi-Sector Agencies Large Agencies
Your agency (N=276) (N=32) (N=72)

Overall score 30 le7

1. Digital strategy

2. Digitalised service delivery
& operations

3. New digital services
4. People & ways of working 23 70

5. Data & technology

- —

33 |100

6. Ecosystem collaboration

Bl Current score | _, Gap to target



Your agency's digital maturity by dimension compared to

peers

SG Non- SG Non-
Your profit Large Your profit Large
agency sector Charities  agencies agency sector Charities  agencies
A. Digital strategy 25 28 28 D. People & ways of working 27
1. Vision [ o0 | 34 29 34 17. Leadership & culture 33
2. Ambition 33 18. Organisation & governance 33 [ 19 |
3. Awareness 33 19. Skills & people 33
4. Roadmap 33 31 30 20. Agile ways of working [ 0 | [ 9 N 10 |
BDlgltallsed service dehvery & operations ......... 21. Virtual teaming 33
5. E2E stakeholder journeys E. Data & technology 18|
6. Programme development 22. Data strategy B > 27 28
7. Outreach & marketing 23. Data governance [ 0 |
8. Personalisation 24. Artificial intelligence [ o N 6 |
9. Service delivery 25. Digital & data platforms [ o0 IFE 26 28
10. Fundraising 36 33 36 26. Future-ready IT function [ o0 |
11. Volunteer management 33 27 27 27. Internet of things [ o0 | B
12. Procurement 33 28. Cybersecurity o
13. Corporate/support functions 33 26 26 29. Cloud adoption 45 43 47
,,,,,,,,,, lheortios o msion o T BRI 30 Ftenced reaity — -
C.Newdigitalservices N EE B AN 23 31. Robotics & automation o § 13 § 3 § 6
15. Digital innovation [ 9 ] F. Ecosystem collaboration . o N 19 Qg 18 § 18 |
16. Pilot projects & prototyping 32. Digital ecosys. partnerships B 5 28 26
33. Digital ecosys. operating model n “
Digital starter (Level 1) Digital literate (Level 2) Digital performer (Level 3) Digital leader (Level 4) N/A
| 18-24

DAl Score [F7H 2533 3441 4249 5057 58-65 6674 7582 NS3OMEREI | |

1)




Your agency's target digital maturity by dimension vs peers

SG Non- SG Non-
Your profit Large Your profit Large
agency sector Charities  agencies agency sector Charities  agencies

A. Digital strategy 72 65 72 D. People & ways of working 77 60 55 59
1. Vision 67 77 71 78 17. Leadership & culture 67 59 49 58

2. Ambition [ 100 | 67 60 68 18. Organisation & governance 100 62 58 61

3. Awareness [ 100 N 58 68 19. Skills & people 67 56 50 54

4. Roadmap 100 [IE 72 76 20. Agile ways of working 67 54 47 51

B. Digitalised service delivery & operations 87 65 57 64 21. Virtual teaming 83 69 70 68
5. E2E stakeholder journeys [ 100 | 62 55 60 E. Data & technology 70 61 57 60

6. Programme development 67 58 48 56 22. Data strategy 67 71 72 71

7. Outreach & marketing B « 56 60 23. Data governance 67 63 60 61

8. Personalisation 67 56 48 55 24. Artificial intelligence 67 45 36 42

9. Service delivery 67 59 48 57 25. Digital & data platforms 67 71 73 71
10. Fundraising B - 76 81 26. Future-ready IT function 67 61 55 57
11. Volunteer management [ 100 [ 71 76 27. Internet of things 67 52 45 49
12. Procurement [ 100 | 62 53 57 28. Cybersecurity 67 65 59 65
13. Corporate/support functions 100 66 56 66 29. Cloud adoption 100 78 76 80
14. Reporting & submissions 67 69 62 68 30. Extended reality 67 44 27 40

C. New digital services 67 62 55 59 31. Robotics & automation 67 48 36 40
15. Digital innovation 67 64 57 61 F. Ecosystem collaboration 67 58 61 57
16. Pilot projects & prototyping 67 60 52 56 32. Digital ecosys. partnerships 67 63 68 65
33. Digital ecosys. operating model 67 52 52 49

Digital starter (Level 1) Digital literate (Level 2) Digital performer (Level 3) Digital leader (Level 4) N/A

DAI'Score e NEEEFEINESZE 2533 3441 4249  50-57 5865 6674 | 75:82 839N AL
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0 - Solutions your agency has adopted




SAMPLE. Vendors listed are

Solutions your agency has adopted (1/4) randomly chosen examples.

Adoption status Vendor (if adopted)’
General enterprise software °

Antivirus/encryption/firewalls/VPNs . McAfee;Bitlocker
Office productivity & collaboration solutions . Microsoft Office 365;Zoom
Document management solutions . Google Drive;Microsoft OneDrive
@ Human resource management solution . Workday
C RM Systems .................................................................................................................................................................................................................................................................
@ Centre/client/case management system . N/A
@ Volunteer management system N/A
@ Donor management system N/A
Visitor management system . N/A
Legend: @ Core solutions all SSAs are encouraged to adopt [l Adopted Plan to adopt in next 1-2 years Relevant but no plans to adopt [l Not relevant

1. Answers by multiple respondents are delineated by ";" | Source: Your response in the 2023 Non-Profit DAI Survey




SAMPLE. Vendors listed are

Solutions your agency has adopted (2/4) randomly chosen examples.

Adoption status Vendor (if adopted)’
L

Finance systems

ccounting/finance/payroll system ;QuickBooks
@A ing/fi / lw MYOB;QuickBook

Procurement system Tenderboard

Digital/online payment solution . Stripe;PayNow

Inventory management system

Analytics and automation

@ Data analytics & reporting tools . Tableau;Microsoft Excel
Robotic process automation . Microsoft PowerAutomate
Artificial intelligence . ChatGPT;Midjourney
Legend: @ Core solutions all SSAs are encouraged to adopt [l Adopted Plan to adopt in next 1-2 years Relevant but no plans to adopt [l Not relevant

1. Answers by multiple respondents are delineated by ";" | Source: Your response in the 2023 Non-Profit DAI Survey




SAMPLE. Vendors listed are

Solutions your agency has adopted (3/4) Y CesET S e

Adoption status Vendor (if adopted)’
L L

Front-end channels

Website . Wordpress

Mobile apps Whatsapp;CareSenz

Chatbot MessageBird;Tidio

Service delivery & operations

Robots (e.g., cleaning, telepresence, humanoids) Dexie;Lionsbot

Internet of Things (IoT)/smart home solutions Hikvision;SoundEye

Learning management system TalentLMS;Moodle

Health & assistive tech (e.g., therapy equipment) . AlterG;BIXEPS

Teleconsultation solution MedBridge;Plato Medical; Zoom

Booking/appointment management system . Calendy;Microsoft Bookings

Legend: M Adopted Plan to adopt in next 1-2 years Relevant but no plans to adopt B Not relevant

1. Answers by multiple respondents are delineated by ";" | Source: Your response in the 2023 Non-Profit DAI Survey




SAMPLE. Vendors listed are

Solutions your agency has adopted (4/4) randomly chosen examples.

Other solutions that your agency has adopted and how they benefit your organisation:

ABC fleet management system that optimises delivery routes for our food delivery programme.

Source: Your agency's verbatim response in the 2023 Non-Profit DAl Survey




Disclaimer

109

The services and materials provided by Boston Consulting Group (BCG) are subject to BCG's
Standard Terms (a copy of which is available upon request) or such other agreement as may
have been previously executed by BCG. BCG does not provide legal, accounting, or tax advice.
The Client is responsible for obtaining independent advice concerning these matters. This advice
may affect the guidance given by BCG. Further, BCG has made no undertaking to update these
materials after the date hereof, notwithstanding that such information may become outdated

or inaccurate.

The materials contained in this presentation are designed for the sole use by the board of
directors or senior management of the Client and solely for the limited purposes described in

the presentation. The materials shall not be copied or given to any person or entity other than
the Client (“Third Party”) without the prior written consent of BCG. These materials serve only as
the focus for discussion; they are incomplete without the accompanying oral commentary and may
not be relied on as a stand-alone document. Further, Third Parties may not, and it is unreasonable
for any Third Party to, rely on these materials for any purpose whatsoever. To the fullest extent
permitted by law (and except to the extent otherwise agreed in a signed writing by BCG), BCG
shall have no liability whatsoever to any Third Party, and any Third Party hereby waives any rights
and claims it may have at any time against BCG with regard to the services, this presentation, or
other materials, including the accuracy or completeness thereof. Receipt and review of this
document shall be deemed agreement with and consideration for the foregoing.

BCG does not provide fairness opinions or valuations of market transactions, and these materials
should not be relied on or construed as such. Further, the financial evaluations, projected market
and financial information, and conclusions contained in these materials are based upon standard
valuation methodologies, are not definitive forecasts, and are not guaranteed by BCG. BCG has
used public and/or confidential data and assumptions provided to BCG by the Client. BCG has not
independently verified the data and assumptions used in these analyses. Changes in the underlying
data or operating assumptions will clearly impact the analyses and conclusions.

This document is provided “AS IS” without
any express or implied warranty of any
kind. Whilst NCSS has made every
reasonable effort to ensure that the
information contained herein are obtained
from reliable sources and that any opinions
and/or conclusions drawn therefrom are
made in good faith, to the extent not
prohibited by law, NCSS, its employees,
agents and/or assigns shall not be
responsible or liable for reliance by any
person on the information, opinions and/or
conclusions contained herein. NCSS, its
employees, agents and/or assigns shall not
be liable for any direct, indirect, incidental
or consequential losses arising out of the
use of this document.
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