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(II)  The Role of Social Cohesion

Right from the start, ASEAN had realized that intense
cooperation in the economic and political sectors alone
would not bring about lasting regional integration.
The 1967 Bangkok Declaration (which is ASEAN’s
founding document) put the acceleration of social
progress and collaboration in the social field as one of
the main aims of ASEAN. The ASEAN Leaders have
repeatedly reaffirmed this goal and have highlighted
the need to improve participation by the relevant
groups in our respective societies. It was clear to them
that unless income gaps were narrowed; unless the
disadvantaged were no longer disenfranchised; and
unless the potential of women and the young were
actively developed, the ASEAN member countries
would lack the social stability that was so necessary
for reinforcing the regional integration effort. In other
words, the overarching ASEAN Community could not
become a reality if we did not first build a cohesive
and caring community among the peoples of ASEAN.

However, since the early days, it came down to a
question of limited resources, both human and
financial. ASEAN took a conscious decision to focus
on economic integration. This was the means to fast-
track the larger regional integration goal, and generate
more resources to ramp  up regional cooperation in
strengthening social cohesion.

(III) The Nuts and Bolts of Regional
Cooperation

The way I see it, ASEAN initiatives in the social sector
have been gaining some momentum over the last few
years. ASEAN member countries can see that there
are advantages in tackling social welfare and
development challenges on a regional scale. Capacity-
building workshops can be held at a regional level. A
regional approach provides a wider database from

which to share knowledge and experiences. Above
all, a regional approach allows for a holistic look at
problems that are no longer confined by national
borders. Desperate poverty in one country can have
knock-on effects on the social stability of neighbouring
countries - the flow of illegal migrant labour, the
transmission of communicable diseases and the
trafficking of narcotics.

(a) The Challenge in Undertaking
Regional Cooperation

Yet tackling social issues on a regional level is not
always feasible, nor necessarily the most effective
approach. Not one policy fits all countries. Nor is a
particular social sector activity even relevant to all.
Especially when I am talking about a regional grouping
where GDP per capita across countries can range from
US$180 to US$21,000; where populations can be as
small as 360,000 or as large as 220 million; where
dependency ratios (the young to the proportion of
working- age population) range from 0.3 to 0.8; or
where literacy rates could be 66% or 90%. If you
add the mix of political and economic systems, it is
clear that needs are not uniform and generic solutions
do not work.

Furthermore, in ASEAN, there are no supranational
institutions to mandate region-based action. Member
countries are still very much their own sovereign
power. Regional action on a particular area works only
if the national and regional agendas are aligned. Many
issues in the social sector are ultimately national
responsibilities.

These are the realities and ASEAN pursues its regional
agenda within these parameters. Goals are scoped to
the realm of the doable. The social sector, with its
pressing needs that affect ASEAN citizens at a very
personal level, is not the place for extravagant plans,
just practical action.
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First, the social issue tackled has to be transboundary in nature or require inter-
country cooperation.

For example, there are efforts to address trafficking in women and children under the Work
Programme of the ASEAN Plan of Action to Combat Transnational Crime through measures like
information exchange, cooperation in law enforcement and capacity building.

Second, the activity has to facilitate the implementation of or commitment to
international conventions and other regional and international instruments on social
welfare and development. (This provides an opportunity for member countries
who are signatories to international conventions to share experiences on the
challenges and solutions encountered in implementation.)

For example, by 1996, all ASEAN member countries had became signatories to the Convention
on the Rights of the Child.

Third, the activity should promote the formulation of an ASEAN consensus at
international forums.

For example, ASEAN presented the Declaration on Commitments for Children in ASEAN to the
UN General Assembly Special Session on Children in 2002.

Fourth, the activity should promote learning from best practices in the region.
This could be through physical meetings, or compiling best practice models,
guidelines and standards.

For example, the ASEAN-Australia Social Safety Nets project increased the capacity of policy-
makers to design social protection and social safety net programmes based on a comparative
understanding of best practices from ASEAN and other countries.

Fifth, the activity should promote intra-ASEAN linkages among centres of
excellence. We are looking at how to promote the networking of social
development institutions, professionals and practitioners in the region.

For example, senior officials responsible for social welfare and development have mooted an
ASEAN Social Workers Exchange Programme.

Sixth, the activity has to build a capacity for compiling regional indicators and
trends.

For example, ASEAN has a joint project with the ILO that conducts research on the impact of
regional integration on labour and unemployment.

Seventh, the activity should take advantage of economies of scale.
For example, holding one regional training session for all member countries rather than having
ten separate sessions.

what can be done on the national level. At the level
of nuts and bolts, ASEAN’s Framework for the ASEAN
Work Programme on Social Welfare, Family and
Population (2003-2006) sets out some criteria on what
issues and activities require a regional approach.

Let me elaborate.

(b) A System for Practical Action: The “Regionality”
Criteria

Which begs the question: What activities can be done
or should be done at the regional level?

Because resources are scarce, activities should only
be undertaken if they have a clear value-add beyond
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There are many project ideas out there and member
countries of ASEAN are enthusiastic to lead them. But
projects will not get approved for implementation if
they do not fit the “regionality” criteria. This pared-
down approach is out of practical necessity. We do
not have unlimited resources to run numerous projects
and for the ones we do take up, we want them to be
effective. We are also mindful that funding partners
who work with ASEAN had earmarked specific funds
to help the entire region.

Of course, each country can and will continue to work
on a national or bilateral level to deliver benefits for
its own citizens. Indeed, in some cases, bilateral
undertakings can be more effective. Moreover, several
bilateral activities can be linked up eventually to an
ASEAN-wide undertaking. But as to what is
undertaken under the umbrella of ASEAN, we insist
that the project must have regional relevance.

I have sketched the broad framework of how ASEAN
goes about cooperating on a regional level so you
can better understand our operational context in the
social sector - what sort of activities we feel we can
do to further social development in the region. Now I
would like to turn to what we have chosen to do.

(IV) The Approach to Regional
Cooperation: People-centred,
Community-based

Ultimately, work in the social sector is about helping
and empowering the citizens of ASEAN, enabling them
to lead dignified and meaningful lives. Relying only
on top-down policies and action is not enough - in
fact, it is somewhat incongruous. ASEAN’s chosen
approach in building social cohesion is people- centred
and community-based. It has to be.

We focus our energies in two key areas. The first area
is about developing the ‘software’ of the social sector,
namely, building the capacity of the practitioners who
work in the sector. The second area is about building

the ‘hardware’ of a cohesive society, namely, setting
up the pen based infrastructure and networks - within
a country and across the region that will get things
done.

(a) Capacity Building is critical

Capacity building and human resource development
is one area that works well in a regional framework.
ASEAN relies on information exchange, training and
knowledge sharing. A regional approach not only
leverages on the different experiences and expertise
of ASEAN member countries, but also that of dialogue
partners and international organisations and agencies.

Let me cite a few examples.

ASEAN has worked with the New Zealand
Government on a Training Workshop on Prevention
of Domestic Violence and with the UN Department
for Economic and Social Affairs (UNDESA) on ICT
access for the disabled. In the area of co-operation
on children, ASEAN and UNICEF are working to build
capacity of personnel across agencies like the police,
social workers and health workers to develop a
multidisciplinary framework for child protection and
abuse intervention. ASEAN, with assistance from the
Republic of Korea, also completed an epidemiological
assessment of need and resources for frail elderly
people and a project focused on home care for the
elderly in ASEAN.

Such joint projects do not necessarily cost a lot of
money. Creative and innovative ways can be used to
keep costs low. For our project with the World Bank
to mainstream social development into the national
development agenda, we have used technology like
video conferencing to cut travel time and costs.

(b) Engaging the Stakeholders: Working
Together for the Common Good

Whereas human resource development increases the
efficacy of the practitioners, community building in
the social sector is about putting in place an
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infrastructure that supports social development
initiatives.  As I mentioned, this is ASEAN’s second area
of focus.

The definition of ‘community’ necessarily goes beyond
the ASEAN governments because the challenges of
the social sector are complex and cannot be met
without the help of key stakeholders. The logic is
simple. No one has a monopoly of knowledge,
expertise and experience when it comes to tackling
social issues. To begin with, policy formulation and
policy implementation is a massive task for a
government to undertake on its own. It becomes a
particularly difficult task without the buy-in of the
stakeholders. A well thought-out policy still requires
the efforts of committed implementers to turn the
words on paper into action.

Stakeholders in the ASEAN social sector, member
governments aside, fall into two broad categories.

(i) The Regional Stakeholders

First, there are what I call the regional stakeholders -
the ASEAN dialogue partners and collaborators like the
various international agencies that provide expertise
and commit funds towards building a stronger ASEAN
through enhancing social stability in the region. These
relationships with ASEAN have been established over
the years and their roles in regional initiatives are
straightforward.

While ASEAN’s intent and motivation in tackling the
social sector comes from a regional perspective, the
corresponding follow-up action can often be local,
requiring the active participation of what I call the in-
country or local stakeholders - families and civil society
groups.

(ii) The Local Stakeholders

The family and civil society groups form the bulk of
non-government players in the social sector in ASEAN
member countries. Many ASEAN declarations and
statements have stressed the role of the family and

community as cornerstones for social welfare,
providing care for the children, young, women and
the elderly. Recent statements have also highlighted
the role of an empowered civil society in aiding the
disadvantaged, disabled and marginalized.

As the role of these local stakeholders in ASEAN’s
social agenda is less structured than that of the
regional stakeholders, I shall spend some time
explaining how we hope to work with them.

The Family -
How to Strengthen Their Role as Care-givers

When it comes to provision of care, families play an
important role. They are also a strong force of social
cohesion. However, the changing structure of the
nuclear family - fewer children, working parents or
single parents - has affected the capacity of families
to carry out traditional care-giving functions. As such,
ASEAN has been looking at various ways to
strengthen as well as supplement the role of families
in care-giving. There are also plans to carry out
assessments on the impact of national and regional
development on family functioning. There is also a
possible study on the changing structure of the family
and its ability to provide care. The role of the family
in care-giving increasingly needs to be supplemented
by partnerships with NGOs and the private sector.

Civil Society -
How to Harness a Vital Resource

As for the civil society groups, the ASEAN Leaders
recognise that they have an important role to play in
the social sector. This is not just in service delivery.
Even at the early stage of problem assessment,
reliable information on the nature and extent of social
problems in the region is lacking in government
institutions. The local civil groups that have been
dealing first-hand with such issues are valuable
resources and can also help provide on-the-
ground assessments.
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Some projects targeted at enhancing ASEAN
cooperation with NGOs have been mooted, for
instance, a possible NGOS-ASEAN Network
Cooperation Project where the national social welfare
council (or equivalent) in each country could be linked
as an ASEAN Affiliated Network. There is also
discussion on an ASEAN coalition of NGOs in disaster
relief.

ASEAN-NGO cooperation is still at a nascent stage.
Both sides are still finding their way around each other.
I am confident both the NGOs and the bureaucrats
realise that they have much to gain from working with
one another. In many ways, they are on the same
side. We need to find a modus operandi to sustain a
long-running and mutually rewarding relationship.

Building such a relationship requires some
understanding of how ASEAN works so at this point
it is probably useful to explain a little about the
“ASEAN Way”.

How civil society can work with ASEAN -
The “ASEAN Way”:

Taking it Step-by-Step, Incrementally

There is an established culture, or as some would say,
an “ASEAN Way”. Over its 37 year existence, ASEAN
member countries have worked to build a comfortable
working relationship based on trust and a shared ethos
of cooperation. This is not always easy given the
diverse social and political backgrounds, cultures,
ethnicities and religions that shape each member’s
perspective. Tolerance and patience are hallmarks of
moving things along in the ASEAN Way. To outsiders,
the pace of ASEAN can seem glacial, the dynamics
baffling.

Those who have been serious in working with ASEAN
understand that we are not looking for big bang
solutions. Radical change that passes undue shocks
to the system is out. We have learnt to be patient
with one another in order to achieve a higher goal.
 We take modest incremental change over no change.

The ASEAN Way should not be seen as a barrier to
engaging with us. Some NGOs have successfully
worked with ASEAN. Indeed there are 58 NGOs
registered with ASEAN and several are related to the
social sector. ASEAN-NGO cooperation is a viable
proposition.

Just ask the NGOS, religious and community leaders,
academics and business representatives who worked
with ASEAN government officials to draft the 7th
Summit Declaration on HIV/AIDS and the 2nd ASEAN
Work Programme on HIV/AIDS in 2001. Probably few
would say it was an easy process. But then I am sure
many would in the same breath express satisfaction
that they were able to give their input and work
together to bring an important plan of action to life,
and play their part in combating HIV/AIDS in
Southeast Asia.

It boils down to this. When people come together to
further mutual interests, and if the mutual interest is
sufficiently compelling, all parties will invest the time
to hammer out a comfortable working relationship,
one that can see them through successive projects.
This is how a community-based approach can bring
about a larger good. And so it is in this light that I
hope interested civil society groups will view a
potential working relationship with ASEAN and the
ASEAN national governments.
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(V) Conclusion

Regional cooperation in ASEAN’s social sector for the first 30 years was generally
ad-hoc and unseen. Even now, when there is more focus on the sector, ASEAN
tackles social issues quietly in the background. The issues that ASEAN focuses on
in the social sector - children, youth, women, the disabled, the poor, the elderly
and families - are just not headline-grabbers unlike the other initiatives which are
more publicly linked with the ASEAN ‘name’, say the ASEAN Free Trade Area
(AFTA) or the ASEAN Regional Forum (ARF). Initiatives in ASEAN’s social sector
are rarely publicised in the mass media. I hope this will change as we work more
purposefully towards broader and deeper socio-cultural cooperation.

From the outset, the ASEAN leaders were clear that building a socially cohesive
and caring ASEAN was critical. They envisioned an ASEAN where social justice
and the rule of law would reign. The population would be free of hunger,
malnutrition, deprivation and poverty. Strong families would form the basic units
of society, tending to the children, the youth, women and the elderly. Civil society
would join hands with government to give special attention to the disadvantaged,
disabled and marginalised. This is not some pipe-dream but a vision ASEAN is
committed to making into reality by 2020.

So with or without fanfare and acclaim, we will tackle the challenges of the social
sector as a Community, step by step. And in making a better life for all our fellow
ASEAN citizens, we will strengthen the Community that we have become.

C o m m u n i t y  B u i l d i n g  i n  A S E A N ’ s  S o c i a l  S e c t o r

Mr. Ong Keng Yong is the Secretary-General of ASEAN since 1 January 2003.  He joined the Singapore
Ministry of Foreign Affairs(MFA) in June 1979. Since then, he served in various appointments in
Singapore Embassies and High Commissions around the world. He has also held a number of
appointments in the MFA such as the Press Secretary to the Minister for Foreign Affairs and Spokesman
for the Foreign Ministry. Mr. Ong was the Press Secretary to the Prime Minister of Singapore and
concurrently the Deputy Secretary to the Ministry of Information, Communications and the Arts
from September 1998 to December 2002. Between 1999 and 2002, he was also the Chief Executive
Director of the People’s Association, a grassroots-based community development organisation in
Singapore.

This speech was made by Mr Ong Keng Yong, Secretary-General of ASEAN during the Plenary
Session of “Civil Society and Regional Cooperation” at the 31st International Conference of

International Council of Social Welfare held in Kuala Lumpur on 18 August 2004.
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Effective Capacity Building In
Nonprofit Organizations

Nonprofit organizations are justly admired for their
passionate commitment to mission and their inventive
approaches to addressing urgent social problems.
Across the country and around the world, nonprofits
are implementing programs that are improving the
quality of life for tens of millions of people, and they
are often doing so against heavy odds and with very
limited resources.

The success that nonprofits have demonstrated in
addressing social issues has generated increased
demand for their services. Government is increasingly
turning to nonprofits as potential service providers and
partners in tackling our most pressing social issues.
We now recognize that most of these issues - such as
hunger, homelessness, or environmental conservation
- will not be “solved” in our lifetime, and therefore
will require strong organisations to continue to address
them. Nonprofits have an obligation to seek new and
ever more effective ways of making tangible progress
toward their missions, and this requires building
organizational capacity.

All too many nonprofits, however, focus on creating
new programs and keeping administrative costs low
instead of building the organizational capacity
necessary to achieve their aspirations effectively and

efficiently. This is not surprising, given that donors and
funders have traditionally been more interested in
supporting an exciting new idea than in building an
organization that can effectively carry out that idea.
This must change; both nonprofit managers and those
that fund them must recognize that excellence in
programmatic innovation and implementation are
insufficient for nonprofits to achieve lasting results.

Great programs need great organizations behind them.
As the leaders of Samaritan Inns learned, the only way
to build a great organization is to build capacity.

As nonprofit organizations play increasingly important
roles in our society, it becomes even more critical for
them to perform effectively. In response, nonprofit
managers have demonstrated a growing interest in
management practices and principles that will help
them build high-performing organizations, rather than
just strong programs. Traditional foundations and
venture philanthropists have also professed a new
commitment to investing in the organizational capacity
of the nonprofits that they fund.

Great programs need great
organizations behind them...
the only way to build a great
organization is to build capacity.
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Despite this new emphasis on the importance of
nonprofit “capacity building,” the sector lacks a widely
shared definition of the term. There is also precious
little information about what works and what does
not in building organizational capacity in nonprofits.
This is largely due to the sector’s historic inattention
to capacity building, which has not been adequately
supported by funders and has been of secondary
importance to nonprofit managers trying to deliver
programs and services to people who need them. This
situation is changing, and more funders are dedicating
attention and financial support to organizational
capacity. A growing community of individuals
nationally and in the Washington D.C. region are
committed to capacity building and are engaged in
an exciting dialogue around the topic.

In partnership with Venture Philanthropy Partners
(VPP) and in collaboration with several other
philanthropic organizations and sector experts,
McKinsey & Company launched a project to contribute
to this dialogue. We set out to develop a definition of
nonprofit organizational “capacity” as well as an easy-
to-use tool for assessing it. We also sought to capture
valuable lessons from organizations that have engaged
in successful capacity building.

To these ends, we conducted case studies of 13
nonprofit organizations that have engaged in capacity
building efforts within the past decade. These groups
span the spectrum of size and mission from The Nature
Conservancy ($780 million in revenues, 3,000
employees) to the school improvement organization
Powerful Schools ($700,000 budget, 14 staff). In
keeping with Venture Philanthropy Partner’s focus,
about half of the organizations studied were involved
in youth services or education.

Each organization had also completed or was in the
process of completing a substantial capacity building
exercise, and these exercises were driven by a range
of capacity builders, from venture philanthropists to
consultants to the organizations themselves. It is
important to note that this group of organizations does

not represent a “top 10” list of organizations, nor does
the report attempt to describe the best efforts at
capacity building from across the sector. Similarly, the
report does not compare or evaluate different funding
models or provide a step-by-step recipe for building
nonprofit capacity.

The report does, however, present a clear framework
for defining capacity as well as a tool for measuring
an organization’s capacity level. We believe that the
framework and capacity assessment grid will provide
nonprofit managers with a practical and useful way
to understand and track their own organization’s
capacity, and then develop plans to improve it.

The report also shares the lessons learned from
nonprofits that have engaged in successful capacity
building efforts. Finally, the report captures three
general lessons about capacity building that we
learned by looking across the 13 case study
organisations.

The first lesson is that the act of resetting aspirations
and strategy is often the first step in dramatically
improving an organization’s capacity. The nonprofits
in this study that experienced the greatest gains in
capacity were those that undertook a reassessment
of their aspirations - their vision of what the
organization was attempting to accomplish in the next
phase of its development - and their strategy. It is
important to emphasize that a new aspiration or
strategy can only be transformative if it is then used
to align the other aspects of organizational capacity.
If done thoroughly, this alignment process provides a
tight institutional focus and a road map for the
organization to use with both internal and external
audiences, which help keep everyone on track during
the long and difficult process of building capacity.

The second lesson is the importance of good
management. Nonprofits need people in senior
positions who are committed to taking the initiative
to make capacity building happen and are willing to
“own” it and drive it down through the organization.

E f f e c t i v e  C a p a c i t y  B u i l d i n g  I n  N o n p r o f i t  O r g a n i z a t i o n s
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Progress in effectively resetting aspirations and
strategy, institutionalizing sound management
processes, and improving systems to work at scale
requires managerial ability as well as good leadership.
What organizations facing these circumstances often
need is a chief operating officer - a trained professional
manager who can ensure that the organization
functions efficiently and effectively.

The third lesson is that you must have patience.
Almost everything about building capacity in
nonprofits (and in for-profit companies) takes longer

All rights reserved and used with permission, this summary was extracted from the report “Effective Capacity
Building in Nonprofit Organizations,” Copyright 2001, Venture Philanthropy Partners (VPP), which was prepared
for VPP by McKinsey & Company.

The report examines several successful capacity building experiences at nonprofit
organizations across the United States in order to learn from their insights and experiences
and to help nonprofits become stronger, more sustainable, and better able to serve their
communities. It is available online at http://vppartners.org/learning/reports/capacity/
capacity.html and contains examples of successful capacity building efforts, as well as an
easy-to-use assessment tool developed by McKinsey that nonprofits can use to assess
their organizational capacity.  Venture Philanthropy Partners (VPP) is a nonprofit
philanthropic investment organization that provides growth capital and strategic assistance
to build, strengthen, and scale high potential community-based organizations serving the
core developmental, learning, and educational needs of children of low-income families.

and is more complicated than one would expect.
Building capacity can feel like a never-ending process
because improvements in one area or practice have a
way of placing unexpected new demands on other
areas, which in turn trigger new needs. There are few
quick fixes when it comes to building capacity, and
both nonprofit managers and those supporting them
need to acknowledge this up front and set
expectations accordingly.

Where do these lessons leave us?
While the benefits of capacity may be compelling, the
actual effort of building capacity can seem daunting
indeed. It can be hard for the nonprofit manager to
fund, hard to launch, and hard to implement. It takes
a long time and the need is not always apparent to
staff, volunteers, board members, or donors. It is
therefore critical that in our roles as nonprofit funders,
board members, staff and advisors, we support
nonprofit managers in their efforts to build
organizational capacity. For their part, nonprofit
managers need to take on the difficult and often
painful task of assessing their own capacity and
identifying the gaps that need to be filled. The sooner
we begin to collaborate on the challenging task of
capacity building, the better off nonprofits - and
society as a whole - will be.

Journal
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In late 2002, Students Care Service (SCS)
identified the need to review its Human Resource
(HR) policies and procedures to meet the
changing trend of HR policies and practices that
could affect SCS’smanpower plan in the next
three to five years.

The constraints on manpower resource and the need
for a neutral party to examine the areas where we
could do better led us to tap the services of the
Management Enhancement Consultancy Programme
(MECP) offered by the National Council of Social
Service (NCSS).

SCS worked with a project team, put together by
MECP, and headed by the Manager of Personnel and
Sector Support Department, NCSS, to provide
consultancy on specific areas of need.

The consultation process on the “Human Resource
Needs Analysis” study spanned a period of 10 months.
Three surveys - ‘The Motivated Organisation’, ‘Work
Values Assessment’ and ‘Strategies on Staff Retention’
- were conducted and questionnaires were administered
to the management, professional and support staff.
SCS achieved a participation rate of 95% in all three
surveys.

The NCSS project team shared the findings and results
in a presentation made to the SCS team on 15 January
2004.   One key finding of the Motivated Organisation
Survey revealed that SCS has some characteristics of a
high motivation organisation.

According to the surveys, SCS staff scored well in
the following areas:

• Having a clear understanding of the organisation’s
mission, vision and values;

• There is a learning culture amongst employees of
SCS;

• Employees are energetic and enthusiastic
• Employees have positive and optimistic attitudes.

This finding, together with others in the report, is
helpful to the management as it is more objectively
measured instead of just relying on observations and
anecdotal records which are subjective.

The report recommended job-sharing as a possible
strategy for retention of good staff members, taking
into consideration the life-stage of a pre-dominantly
female workforce within SCS.

In addressing the finding on the question of “fair and
equitable pay”, the report also suggested translating
non-monetary benefits to monetary value to better
reflect, and educate staff on the full compensation
package.

Insights from Students Care
Service’s HR Consultancy Experience



Under the Work Values Assessment Survey, SCS was
pleased to know that there are twelve work values
rated as high importance to our staff.  Some
examples of the work values are achievement,
intellectual stimulation, creativity, moral fulfillment,
efficiency, helping others, service to society and
working with others. On the other hand, the survey
also helped SCS management understand some
work values that SCS staff are most unwilling to
compromise.  These included leisure time, personal
growth, positive atmosphere and helping others.

These findings are useful as it serves as a basis for
SCS to design the appropriate HR strategies that align
to the needs of our staff.

One of the key recommendations from the third
survey, ‘Strategies for Staff Retention’ which was
administered to the management staff, revealed that
“Professional Training Development”, “Career
Development” and “Compensation” are some areas
that SCS should focus on. SCS concurred with the
recommendation that one of the adopted strategy
is to enhance the sense of professional pride and
passion for work in our staff. This emphasis coincides
with one of our core values, “We uphold professional
excellence” which focuses key areas such as integrity,
teamwork and quality of work, treating fellow
colleagues and co-workers with respect and dignity,
thinking and working creatively, growing in our

knowledge and skills and also learning from our
mistakes.

Overall, the findings and recommendations arising
from the three surveys are helpful and will no doubt,
contribute towards a more current and relevant total
HR plan.

Through this collaborative effort, we found that the
team from NCSS was not only enthusiastic, but very
sincere in wanting to help a VWO like ours. The
team’s professionalism and the amiable staff made
it very comfortable and easy for SCS’ staff to share
honestly.

Both teams benefited greatly from the discussions
and exchanges on this project. One example is the
feedback to NCSS on the lack of sector benchmarks
on benefits, the absence of which means that the
findings relating to this specific area could not be
meaningfully interpreted. One suggestion, as
conveyed to NCSS, was to conduct a sector study
on worklife schemes and benefits in the social
service sector to establish benchmarks for the
benefit of VWOs.

SCS looks forward to future partnerships with NCSS.
We take this opportunity to acknowledge and
appreciate NCSS for the assistance and guidance
rendered through this project.
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Morene Sim (Ms)
Executive Director,

Students Care Service

The Non-Profit Consultancy Department of NCSS is dedicated to partnering with voluntary welfare organisations
(VWOs) to enhance their governance and management capabilities towards organisational excellence.

We welcome NCSS member VWOs to tap on the VWO Capability Fund (VCF). The VCF Consultancy grant provides
co-funding of up to 70% of the cost of engaging external consultants for governance and management consultancy
projects, such as board governance, organisation management eg. strategic planning, financial procedures and human
resource management.

Please contact Ms Lalithaa Maniam (Tel: 6210 2498, Email: lalithaa@ncss.gov.sg) or Ms Jeanette Houmayune (Tel:
6210 2487, Email: jeanette_houmayune@ncss.gov.sg) for an appointment to discuss your consultancy needs.  You
may also visit our website at www.ssti.org.sg to learn more about the services we provide and seek answers to FAQs
about non-profit governance and managment.



Philip Kotler has been regarded as the “world’s
foremost expert on strategic marketing” and is un-
disputably one of the world’s leading thinker in the
area of marketing. His illustrious resume includes being
the S. C. Johnson Distinguished Professor of
International Marketing at the Kellogg Graduate
School of Management, author of some twenty over
books and consultant to corporate leaders such as IBM,
Bank of America and General Electric, amongst others.
In this update on their first edition of “Marketing
Professional Services”, Kotler, Hayes and Bloom again
came together again to author this book, which
includes new chapters on recent market trends and
areas of emphasis affecting today’s professional
services.

Although written for companies providing professional
services, the book holds many useful topics that social
service organisations and other non-profits can benefit
from.

In the initial chapters of the book, the authors listed
out twelve keys to effective marketing. These keys
formed the basis for the rest of the chapters. Non-
profits will find relevance to their work in several topics
throughout the book such as:

I. Delivering quality service - Each of us has a
definition of what quality service is, but what does
it mean to your customer?

II. Importance of an internal audit -  How it relates
to an organisation’s life cycle and distinctive
competency and ultimately its competitive
advantage.

III.Role of the physical evidence and how it affects
the service experience -Includes the physical
environment and other physical attributes that
the client can see and touch.

I.  Delivering Quality Service
Quality is intrinsically linked to customer loyalty.
However, a satisfied customer does not mean a loyal
customer. According to Burke Inc., “the only loyal
customer is one who has had his other expectations
exceeded”. Thus, quality service is the delivery of a
service in relation to your client’s expectations. To
understand how the customer feels about your service,
the authors suggested finding out how customers will
rate your service on the three dimensions based on
Burke’s research. They are the customer’s overall
satisfaction, the probability that they would continue
using your organisation’s services and recommend
your service to others.

Because the quality of a service cannot be
quantitatively measured, customers of non-profits
often measure quality in terms of the process or the
delivery of the service. For example, parents of children
with intellectual disability may define service quality
by the way  a special education teacher interacts with
their child as opposed to any demonstrated increase
in the child’s academic skills .

II.  Importance of an Internal Audit
Any marketing professional will tell you the importance
of market analysis, which includes an understanding
of the organisation’s internal environment, and its
usefulness to strategic planning. In their chapter on
strategic planning, the authors point out that an
internal analysis allows the organisation to determine
where it is in the institutional life cycle and thus, be
able to identify new opportunities to extend its life
cycle. Understanding your organisation’s strengths and
weaknesses also enables you to identify the distinctive
competencies that your organisation can expand on.
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For example, a voluntary welfare organisation (VWO)
with capabilities in creative therapy may want to
expand in this area and establish itself as the market
leader.

III.  Role of Physical Evidence
There is a general consensus that the organisation’s
physical environment plays a role in formulating the
customer’s overall impression of the organisation.
Findings also indicate that tangible evidence
surrounding the service (what the authors term as
“physical evidence”) also influences strategy and the
behaviour of both customers and employees.

The authors stipulate that physical evidence can be
used as part of the marketing strategy through its
impact on various factors: packaging, facilitating the
service process, socialising employees and customers,
and as a means of differentiation. Specific room layouts
and signages help facilitate the flow of activities in
the service process. For example, in a Family Service
Centre, the presence of a separate room where after
counselling or therapy, clients can take time to
physically or emotionally regroup before leaving as

well as bypass others helps to enhance the client’s
privacy level. Also, the dress code of a non-profit also
sends a distinct message to its clients about the way
the organisation conducts business or its level of
professionalism.

In all, the book emphasises “client-centredness”: the
organisation and its members’ commitment to be client
sensitive and client driven. In addition, the
organisation’s efforts to continually  keep abreast of
the external environment such as competition, market
trends and global changes that will impact the

organisation.

In other words, the key to
marketing professional services is
the ability of the members of an
organisation to constantly learn
and   cultivate a “learning
organisation” that can adapt to
the evolving world around them.
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ACCOUNTABLE GOVERNANCE : LEGAL AND
FINANCIAL RESPONSIBILITIES
Course date: 26 Oct 2004
This course offers board members a good overview
of the legal framework that VWOs in Singapore
operate under as well as their statutory
responsibilities in the financial activities of the
organisations.  The concept of risks will be discussed
and board members will gain a better understanding
of legal and compliance risks and controls.  In terms
of financial responsibilities, board members will be
introduced to financial planning in the VWO context
and the key areas to look out for when reporting or
reviewing financial performance.

ACCOUNTABLE GOVERNANCE : ASPECTS OF
FINANCIAL CONTROL
Course date: 27 Nov 2004
This one-day course will help board members gain
further insights into financial risk management and
how the board can create a strong internal control
framework and environment with its management
and staff.  At the end of the course, participants will
be able to identify and assess the risks facing most
VWOs and the appropriate controls set in to protect
the organisation against these risks.  International
best practices on internal controls will be discussed
for application in the local context.

MARKETING FOR SOCIAL SERVICE
Course date: 8-9 Nov 2004
Marketing is needed in every organisation,
regardless of whether it is for for-profit or non-profit.
In recent decades, non-profit organisations have in

fact increasingly adopted marketing as a tool to
promote their causes and successfully win
stakeholders, retain and develop important
networks and relationships to advance their
services and expand their outreach.  Executive
heads and senior management staff will learn
from Mr Spencer Chan, a principal consultant
with 25 years of practical marketing as well as
training and consultancy experience including
customisation of marketing and sales strategies
workshop for the Singapore Sports Council.
Principles of marketing in the social service
environment and the approach for developing
marketing plans and strategies suitable for VWOs
will be discussed in this course.

SMPSS ELECTIVE MODULE : CREATING
SOCIAL ENTERPRISE
Course date: 22-23 Nov 2004
This 2-day course aims to impart participants with
an in-depth knowledge on what it means to be
a social enterprise and how the management can
provide the entrepreneurial leadership without
compromising their social vision and mission.

Executive heads and senior management staff
of VWOs will find this course useful for picking
up tips on identifying and evaluating new
opportunities for VWOs, bridging innovation
with social entrepreneurship and most
importantly, leading the organisation through a
common purpose while balancing social and
enterprise objectives.
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