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1. Background




The core activities of a Singapore charity can be structured around the
lifecycle of impact...

Strategy & Planning

Outreach & Engagement

Fundraising & Donor
Management

Volunteer / Community
Engagement

Program Delivery

Monitoring, Evaluation
and Reporting

Define long-term goals,
success metrics, and
organizational roadmap

= Define vision, mission, and
values

= Develop governing structure,
policies and processes (e.g.,
finance, HR, ethics)

= Define strategic priorities, KPIs
and programs

= Plan budget and resource
allocation

Build public visibility, develop
partnerships to enhance
impact

= Develop and maintain website
and social media presence

= (Create content (blogs, videos,
newsletters)

= Launch awareness and
education campaigns

= Host public events or webinars

= Attend conferences and joint
events

Secure the financial resources
to sustain operations

= Design and execute
fundraising campaigns

= Manage donor database and
communications

=  Process and acknowledge
donations

= Run grantapplications and
institutional fundraising

=  Prepare donorreports and
impact updates

Harness people power to
extend reach and capacity

= Recruit and onboard
volunteers

= Define volunteer roles and
training processes

= Schedule volunteer shifts and
events

= Track hours, contribution, and
satisfaction

=  Recognize and reward
volunteer contributions

Deliver programs and services
to address core mission goals

= Design programs aligned to
needs and outcomes

= Develop SOPs and delivery
toolkits

= Provide direct services (e.g.,
training, relief, counseling)

= Maintain case files or
beneficiary records

= Coordinate logistics and
fieldwork

Track effectiveness and
assess impact against goals

= Collect program data regularly
= Measure and track KPIs

= Collate beneficiary and
stakeholder feedback

=  Produce dashboards and
internal reports

= Share findings with donors and
stakeholders

Operations & Administration

Streamline communication, collaboration, and execution across all functions of a charity

= Manage HR processes, staff records

= Facilitate meeting, documents and communications management

= Store and share common knowledge such as policies, guides, templates, etc.

> Sources: Harvard Business School Institute for Strategy & Competitiveness, Social Impact Architects, Think NPC, National Council of Social Service Tech-and-GO! Start Digital
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... and can be enabled by various digital tools available to drive greater
efficiency, transparency, and outcomes

. Fundraising & Donor Volunteer / Communit . Monitoring, Evaluation
Strategy & Planning Outreach & Engagement & / y Program Delivery 6, Eval
Management Engagement and Reporting
. . Website & content . Volunteer management . . .
Productivity suite Donor management solution . g Booking system Data analytics solution
management system solution
Learning management . . .
Event management system Payment gateway sgolutiong Case allocation system Online survey solution
. . IRAS donation APl integration Case / client management
Marketing automation . < / .
services system
Due diligence screening
platform for AML / terrorism Community map app
financing
Operations & Administration
. . Video / audio conferencin Collaboration . Singpass login
Productivity suite / & - / . Accounting system HR management system . oI gin /
tools communication solution Singpass myInfo

Sources: National Council of Social Service Tech-and-GO! Start Digital, Charity Capabilities Fund Info-Communications Technology (ICT) Grant, Dot Digital, Charity Digital UK, Activist

Handbook, Neon One Copyright © 2025 Accenture. All rights reserved.



Each charity’s size, legal status, and cause can have direct impact on its
technology needs and readiness
/ Size

@ Legal Status

—=7 Cause

HYPOTHESES

Sector

Categories of charitable purposes recognized by the

Commissioner of Charities

Religious

Entity

Type of charity recognized by the Commissioner of
Charities

Social & Welfare

Health

Arts & Heritage

Charity

A charity is an organisation set up for charitable
purposes and registered with the Commissioner of
Charities

Education

Community

Sports

Others

4

Different causes entail different core
activities, impacting technology
requirements and readiness

Institute of Public Character (IPC)

Exempt or registered charities that can issue tax
deduction receipts to donors for qualifying donations
made, and are dedicated to serving the needs of the
community in Singapore as a whole

Financials Team size
Gross annual receipts (GAR) or total expenditure, No. of employees No. of mgmt. committee
tiered to meet different levels of regulations members
<S50K <10 <5
Tier 1
Small and medium non-
S50K-S500K IPC charities ($50K to 10-19 5.9
$10M)
S500K-$5M 20-49 10-14
$5M-$10M Tier 2 50-99 15-19
Large charities (S10M+)
and all IPCs
>$10M 2100 >20

4

IPCs have both higher tech needs and
higher readiness due to stricter
compliance, donor expectations, and

access to funding

Technology needs rise significantly

with financial scale, driven by program
complexity and regulatory standards

Larger team size implies more

operational complexity, coordination
needs, and governance expectations,
which require better systems

Copyright © 2025 Accenture. All rights reserved.



https://www.charities.gov.sg/PublishingImages/Resource-and-Training/Publications/COC-Annual-Reports/Documents/Commissioner%20of%20Charities%20Annual%20Report%202023.pdf
https://www.charities.gov.sg/PublishingImages/Resource-and-Training/Guides-Templates-Awards/Guides/Documents/Risk%20Management%20Survey_5April2024.pdf
https://www.charities.gov.sg/PublishingImages/News-and-Notices/Newsroom/Press-Releases/Documents/2023/4%20Apr%202023%20-%20Media%20Release%20-%20Publication%20of%20Revised%20Code%20of%20Governance.pdf

Today, Funders lack a way to quickly determine needs of charities, and
provide targeted support on digitalization to scale impact

A missing middle for quick diagnostics and advisory for ... slows the digitalization of the non-profit sector, mostly
charities today... felt in small to medium size charities

1. Lengthy assessments: Current assessments, such as BCG assessment
from NCSS, are lengthy and require manual consultations making the
process inefficient

Unsustainable for Small/Mid Charities: Smaller sized charities
often have no dedicated talent to bridge the complex digital gap

2. Noself-service: Charities rely on external support or having to hire tech

. . . o e Donors lack information: Doesn’t empower donors with actionable
skills, which stimies digitalization

insights or advice to support charities effectively
3. No holistic view of charity needs: Siloed digital capability assessments

overlook key interdependencies, like how data maturity impacts

. . Delays Funding and Hinders Growth: Increases time to secure
monitoring or automation affects staff strength

funding, while reducing digital adoption and overall productivity.
4. Lack of Follow-Through: Assessments do not bridge practical steps or

recommendations on specific tech stacks, preventing charities from

effectively starting on the digitalization journey

— WE NEED A HOLISTIC AND INTEGRATED APPROACH FOR A MORE ACTIONABLE FUTURE

For charities: Allows for self-service to help them understand For funders and consultants: It offers a clearer view of where a
their digital needs, and suggest where to start for the highest charity stands, thus enabling more precise & justified funding or
impact digital advisory

> Copyright © 2025 Accenture. All rights reserved.



An archetype-based model can accelerate digital transformation, helping
small-mid charities on their first steps to digitalization

Charity archetype-based recommendation to help charities start or progress on their digital journey, offering tailored recommendations on tech stack and
funding costs.

ACCELERATE FUNDING & SUSTAINABLE DIGITAL GROWTH

0]
(0)
0=>>
CHARITIES FUNDERS DIGITAL CONSULTANTS
(e.g. Better.sg)
v’ Achieve self-sufficiency/ efficiency v’ Enable funders to better v Improved access to information on
through digital tools advice charities on digital charities and digital solutions to make
v Tailored technology stack journey better decisions
recommendations v’ Streamlined evaluation, v’ Deliver impactful digital
justification, and approval of transformation projects

v’ Targeted education on digital

solutions/usage technology investments

v’ Clear & nuanced value proposition of
- digital solutions

Copyright © 2025 Accenture. All rights reserved.



2. Our Approach




We used a 4-phased approach to develop the charity archetype model

n-\\\‘I.I‘
-

CONDUCT RESEARCH

SCAN LANDSCAPE

Analyze relevant models and frameworks
locally & internationally, and identify best
practices and gaps

* Charity segmentation methods

* Charity core activities

* Cross-sector maturity models (e.g.,
capability, digital, startup)

CCY % CHARITY 6. NCSS

Natienal Counc:
of Sacial Service

THE
FORRESTER [SMIEEEY (SC) Sommons

n

MODEL DESIGN

GENERATE HYPOTHESES

Ideate long list of hypotheses around tech
needs, maturity, to derive organizational
archetypes

CONSOLIDATE DIMENSIONS

Group and refine hypotheses into key
dimensions that drive digital maturity in
charities

DESIGN QUESTIONNAIRE

Design clear, tailored diagnostic questions
for each dimension to assess needs and
maturity

DESIGN DIAGNOSTICS

VALIDATE MODEL

Discuss model and diagnostic questions
with Better.sg, conduct surveys with
charities and refine based on collective
feedback

REFINE MODEL

REFINE ARCHETYPE MODEL

Build scoring logic based on diagnostic
responses to segment charities into 4
archetypes

DEFINE RECOMMENDATIONS

Recommend technology priorities and stack
requirements tailored to each archetype

f,J ENRICH WITH GENAI

Use GenAl-powered research to test hypotheses, strengthen logic, and contextualize for local relevance

Copyright © 2025 Accenture. All rights reserved. 10



CONDUCT RESEARCH

Our research will blend local charity insights with global maturity frameworks

to understand local nuances when assessing needs

CORE ACTIVITIES

-> Volunteer / Community Engagement

- Program Delivery

-> Strategy & Planning

-> Operations & Administration

- Outreach & Engagement

- Fundraising & Donor Management

- Monitoring, Evaluation & Reporting

Pros: Ensures relevance to charity core activities, supports
tailored insights, facilitates benchmarking

Cons: High variability across charities, activities alone may not
reflect digital maturity

SEGMENTATION

Different causes entail different missions and programs, impacting
technology requirements

- Entity

Institute of Public Characters have both higher tech needs and
higher readiness due to stricter compliance, donor expectations,
and access to funding

Technology needs rise significantly with financial scale, driven by
program complexity and regulatory standards

Larger team size implies more operational complexity,
coordination needs, and governance expectations, which require
better systems

MATURITY ASSESSMENT
-» Forrester Digital Maturity Model
Pros: Strategic alignment focus, practical tools & language

Cons: Assumes tech investment capacity, limited focus on
accessibility & inclusion

-> Capability Maturity Model

Pros: Process-oriented, client-centric, promotes auditable
processes

Cons: Engineering-heavy dimensions, assumes low employee
turnover rate, designed for large and structured organizations

- Startup Maturity Model
Pros: Agile approach, encourage innovation and cost-efficient

Cons: Mission misaligned, risky experimentation

Copyright © 2025 Accenture. All rights reserved.
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3. Desk Research
Findings




CONDUCT RESEARCH

Maturity models are often used to provide greater insights into the
capabilities and readiness level of the org.

O3> - = . . .
i Capability []E Digital Maturity 202, Startups
0O E G
Capability Maturity Model Integration Forrester Digital Maturity Model Startup Maturity Model
Widely used for software and process maturity; 5 levels from Initial Measures 4 dimensions: culture, technology, organization, insig hts, Identifies 5 critical stages that each startup must cross, provides
to Optimizing identifying "Skeptics" to “Differentiators" holistic view while keeping view on critical issues at each stage
Initial Skeptics Ideation
Managed Opportunity Analysis
Adopters
Defined Viability Analysis
Collaborators
Quantitatively Managed Solution Development
Optimizing Differentiators Launch & Beyond

b

PROS CONS

Often standalone assessments which are not tailored to context of charities and may

Enables maturity analysis of internal capabilities and readiness of the organization oy ae s . . .
ty ¥ P g provide limited actionable insights

Copyright © 2025 Accenture. All rights reserved. 13


https://cmmiinstitute.com/learning/appraisals/levels
https://foloop.in/uploads/images/stock/The-Digital-Maturity-Model-5.0-1.pdf
https://startuplaunchbook.com/summary/

CONDUCT RESEARCH

A structured Review is needed to ensure it aligns to Charity Sector nuances

Ensures the model aligns with intended

1. Purpose & Scope 2. Dimensions 3. Structure & Approach outcomes (e.g., diagnostics, roadmap,
benchmarking)

* What is the stated goal of the assessment? * What categories does the model assess * What is the format (tiers, archetypes, Helps define the architecture of tool and
. . . .8 i ills)? i ? delivery method
« Who is the target audience (sector, size, (e.g., leadership, culture, tech, skills) continuum) Yy
geography)? * Are these relevant to charities? * What types of questions are used (quant.,
qual., Likert, binary)? Identifies relevant content areas

* What is the scoring logic? . .
Informs design of effective and adaptable

survey instruments

:C_2> om Clarifies what the end-user will take

away and how they’ll act on it

5. Strengths & Relevance to 6. Gaps & Limitations Ensures sectoral fit — especially for

4. Output & Actionabilit .
P y Charity Sector charities with unique dynamics

* What is this outcome of the assessment * Does it consider the nuances of charities? * What is missing from this model (e.g., L . .
. . . . . e s S Pinpoints best practices to adopt or build
(score, maturity level, archetype, E.g., mission orientation, funding sector specificity, resource feasibility, local upon
roadmap)? constraints, volunteers relevance)?
* Can it be used for decision-making? * |s it adaptable to organizations of different * Can it be made more relevant or applicable He‘slps avoid pitfalls and build a more
sizes and types? to charities? tailored model

> Copyright © 2025 Accenture. All rights reserved. 14



01 — MODEL & METHODOLOGY

Deep Dive Self-assessment questionnaire of 7 qualitative statements for each of the 4 key dimensions
*  “How much do you agree with each of the following statements?”

* Rated on Likert scale: 0= Completely disagree, 1= Somewhat agree, 2 =Somewhat agree, 3 = Completely agree

Forrester Digital
Maturity Model
5.0

Dimension Statements

We believe that our competitive strategy depends on digital.

Our board and our C-level executives back our digital strategy.

We have the right leaders to execute on our digital strategy day to day.

We invest in targeted digital education and training at all levels of our organization.

We clearly communicate our digital vision both internally and externally.

We take measured risks in order to enable innovation.

We prioritize overall customer experience over the performance of any individual channel.

Culture

A company’s approach to digitally
driven innovation and how it
empowers employees with digital

Our technology budget is fluid to allow for shifting priorities.

Our marketing and technology resources work together to co-create our digital technology road map.
We have aflexible, iterative, and collaborative approach to technology development.

We leverage modern architectures (APIs, cloud, etc.) to promote speed and flexibility.

We measure our technology teams by business outcomes, not just system uptime.

We use customer experience assets, like personas and journey maps, to steer our technology design.
We use digital tools to promote employee innovation, collaboration, and mobility

A company’s use and adoption of
emerging technology

Our organization structure prioritizes customer journeys over functional silos.

We dedicate appropriate resources to digital strategy, governance, and execution.
The staff supporting our critical digital functions are best in class.

We have digital skills embedded throughout our organization.

Our organization model encourages cross-functional collaboration.

We have defined and repeatable processes for managing digital programs.

Our vendor partners deliver value that enhances our digital competencies.

We have clear and quantifiable goals for measuring the success of our digital strategy.

Every employee understands how her performances ties to corporate digital goals.

We use customer-centric metrics like Net Promoter Score or lifetime value to measure success.
We measure how channels work together to accomplish a desired outcome.

Customer insights actively steer our digital strategy.

Customer insights inform digital design and development.

We feed lessons learned from digital programs back into our strategy

The Forrester Digital Maturity Model
evaluates how well user companies
have incorporated digital into their
operating models and how effective
they are at executing on digital
initiatives.

Organization

How aligned a company is to
support digital strategy,
governance, and execution

Insights

How well a company uses
customer and business data to
measure success and inform
strategy

It assesses an organization’s progress
across culture, technology,

organization, and insights to identify
its stage from skeptics to differentiated Scoring & segmentation

e U SN PR @SN PR SN IR e N =

indi gl ta | tran SfO rmation. Maturity Segment Characteristic Behaviour Strategy Score Range
Ignore digital Disrupt yourself 0-33
Adopters Stuck in conventional practices Accelerate current digital efforts 34-56
Collaborators Cooperative, but not insights driven Embrace advanced analytics 57-74
Differentiators Demonstrate ad hoc excellence Systematize best practices 75-84

Copyright © 2025 Accenture. All rights reserved.




01

Deep Dive

Forrester Digital
Maturity Model
5.0

The Forrester Digital Maturity Model
evaluates how well user companies
have incorporated digital into their
operating models and how effective
they are at executing on digital
initiatives.

It assesses an organization’s progress
across culture, technology,
organization, and insights to identify
its stage from skeptics to differentiated
in digital transformation.

— RELEVANCE TO CHARITY

Assessment Dimensions

Dimension Relevance Observations

High .
C-level executives = management team)

Medium .

Technology

Organization High .

High .
effectiveness)

Overall

Strengths

Organization, Insights) with defined maturity stages

Holistic Approach: Balances people, process, and technology, going beyond just
technology tools

Strategic Alignment Focus: Encourages linking digital efforts to organizational goals

Practical Tools & Language: Uses familiar methods like personas, journey maps, and
cross-functional collaboration metrics

Weaknesses
Commercial-Centric Metrics: Uses KPIs like NPS and customer LTV

Assumes Tech Investment Capacity: Expects fluid budgets, custom architecture, API
integration

Limited Focus on Accessibility & Inclusion: Does not account for inclusive or equitable
digital design

Clear & Structured Framework: Organized across four dimensions (Culture, Technology,

* Change readiness, leadership buy-in, and digital mindset remain critical for digital adoption in charities
Some terms used are only relevant in a for-profit setting, but can be adapted to charity context (e.g., competitive strategy = mission,

* Technology budget may be constrained by available grants / funding
Expected levels of maturity for technology in charities may differ from for-profit organizations
* Smaller charities may rely on basic digital tools, while larger charities may use CRMs, ERPs, or custom apps

* Governance structures, volunteer/staff upskilling, and cross-team coordination are essential for executing digital strategies
However, depending on funding available, resource allocation may be limited and ‘best-in-class digital staff’ may be aspirational and
require support through other avenues (e.g., partnerships, pro bono work)

* Strong alignment with impact measurement, donor reporting, and program optimization based on beneficiary data
Customer-centric metrics (e.g., NPS, LTV) are less relevant but can be adapted to charity context (e.g., donor retention, program

Relevance to Charity Front Door
Offers a logical, easy-to-follow roadmap for nonprofits to self-assess and grow

Aligns well with nonprofit priorities like leadership buy-in, team capabilities, and
governance

Can be adapted to mission-driven outcomes instead of commercial KPIs

Readily translatable to donor, volunteer, or beneficiary experience mapping

Less relevant to nonprofit priorities, can instead focus on impact, engagement, and trust

Technology statements have to be tweaked as many charities operate with tight budgets
and rely on off-the-shelf or donated tools

Critical point of consideration for charities as they serving diverse, vulnerable, or
underprivileged communities

Copyright © 2025 Accenture. All rights reserved. 16




01

Deep Dive

Capability
Maturity Model
Integration 3.0

The Capability Maturity Model
Integration (CMMI) is a proven
framework for identifying gaps,
strengthening processes, and
delivering consistent results. This self-
assessment focuses on development,
helping organisations evaluate their
maturity level.

It is widely used in software
engineering, systems engineering, and
product development, but it is also
applicable across domains such as
business process management

— MODEL & METHODOLOGY

Self-assessment questionnaire of 39 questions divided into 7 process area to determine maturity level

Each answer received will be graded with points ranging from 0 to 4

Choice of answers: “Definitely no” (0 point), “Not sure” (1 point), “Planned but not applied” (2 points), “Usually” (3 points) and “Definitely Yes” (4 points)
Dimension Examples of Question

Do you provide double-sided traceability on the requirements?
Are project requirements documented and tracked?

Requirements Management

Project Planning 1. Do you estimate size, effort and cost for projects?

T G RN )88 1. Are the commitments and project risks being traced according to project plan?

Supplier Agreement . . .
upplier Agr 1. Do you determine the methods to be used in the purchasing of a product and product components

Management

Measurement and Analysis 1. Areyou giving a course to the people regarding statistical methods, data collection, analysis and reporting processes?

Process and Product Quality

1. Doyou have any quality assurance activities for projects?
Assurance v U v el

Configuration Management 1. Do you haveany general configuration management policy of the institution?

»
(@)
S
3
5

@
"
@

®
3
2
5
-+
Q)
=
S
>

Maturity Segment Characteristic Behaviour Strategy

Initial (ML 1) Processes are unpredictable and poorly controlled Reactive

Processes are planned, documented, performed,

. . Monitored and Controlled
monitored, and controlled at the project level.

Managed (ML 2)
Processes are well characterized and understood, and are

Defined (ML 3
el ) described in standards, procedures, tools, and methods.

Standard Operating Procedure

Processes are controlled using statistical and other
guantitative techniques

Qualitatively Managed (ML 4)

Improvement upon analysis

Focus is on continuous process improvement through Improvement upon

Optimized (ML 5 . . . N . .
P ( ) incremental and innovative technological improvements  innovations

Copyright © 2025 Accenture. All rights reserved.

17




01

Deep Dive

Capability
Maturity Model
Integration 3.0

The Capability Maturity Model
Integration (CMMI) is a proven
framework for identifying gaps,
strengthening processes, and
delivering consistent results. This self-
assessment focuses on development,
helping organisations evaluate their
maturity level.

Itis widely used in software
engineering, systems engineering, and
product development, but it is also
applicable across domains such as
business process management

— RELEVANCE TO CHARITY

Assessment Dimensions

Dimension

Management

Project Planning High
Project Monitoring and High
Control

Supplier Agreement Medium
Management

Measurementand Hieh
Analysis <

Process and Product
Quality Assurance

Medium

Configuration
Management

Low

Overall

Strengths

Process-oriented Framework: Organised across dimensions that aims to improve

efficiency in processes

Client-centric: Focuses on identifying the needs of the client

Promotes auditable processes: Framework requires well-documented, repeatable
processes which makes activities traceable

Weaknesses

Engineering-heavy dimensions: Some areas such as Product Integration may not map

cleanly to nonprofit workflows

Relevance

Observations
* Charities will need to identify the needs of their target audience and identifying areas in which they need support with (e.g.
financial, social, emotional etc.)

* Planning of campaigns, fundraising events, or program rollouts

* Tracking progress of community outreach or donor campaigns
e Identifying risks in funding, compliance, or community programs

* Vendor management

* Using data to measure and improve campaign or program performance

*  “Product” of charities refer to the service that they provide to their target audience
* Training of staff and volunteers on processes, compliance and tools will improve the service they provide

* Documenting standard procedures for programs, donor handling, reporting
* Version control of these documentations with introduction of new policies

Relevance to Charity Front Door

Aligns well with nonprofits lean manpower resource and reduce the administrative
workload

Offers a guideline for charities to clearly define the needs of their beneficiaries

Transparency and accountability are critical for charities to gain and maintain trust with
donors, beneficiaries and regulatory bodies

Less relevant to nonprofits as they do not have a clear product to build

Assumes low employee turnover rate: Charities usually runs based on volunteers which

have high employee turnover rate

Designed for large and structured organisations: Charities usually operate under tight

financial, human and time constraints

Volunteers are usually short-term and diverse, making process standardization difficult
Charities may have limited resources to implement

Copyright © 2025 Accenture. All rights reserved. 18




01

Deep Dive

Startup Maturity
Model

The Startup Maturity Model (SMM) is
a framework designed to assess and
guide startups through their growth
journey by evaluating how mature
their core business functions and
capabilities are.

SMM focuses on the unique needs and
challenges of startups, including
product-market fit, team formation,
funding, and scalability.

— MODEL & METHODOLOGY

Self-assessment questionnaire determine startup maturity level

*  Yes/No questions

Dimension Examples of Question

Isthere an MVP?

Is it validated with real users?

Isit scalable and stable?

Has the target market been defined and tested?
Are there early adopters or paying customers?
Are sales channels repeatable?

Product Development

Market Understanding

Is the founding team balanced (tech, business)?
Are hiring and onboarding processes defined?
Is there leadership in place for scale?

Team Structure

Has initial funding been secured?
Is there a financial runway?

Are processes repeatable and documented?
Is there a customer support system?
Are metrics and dashboards in place?

Operations and Scalability

PPN PPN PPN PPN E

Scoring & segmentation

Maturity Segment Characteristic Behaviour

_ Validate the problem and potential market

Concept Develop early product concept

Validation Build and test MVP, acquire first users/customers

Efficiency Optimize operations, prepare for scale

_ Expand market reach, grow team and revenue

Are metrics available to attract next-round investors?

Strategy

Problem Discovery
Solution Definition
Product-Market Fit
Growth Strategy

Execution at Scale

Copyright © 2025 Accenture. All rights reserved.
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01

Deep Dive

Startup Maturity
Model

The Startup Maturity Model (SMM) is
a framework designed to assess and
guide startups through their growth
journey by evaluating how mature
their core business functions and
capabilities are.

SMM focuses on the unique needs and
challenges of startups, including
product-market fit, team formation,
funding, and scalability.

— RELEVANCE TO CHARITY

Assessment Dimensions

Dimension Relevance Observations

Product Development Medium

Market Understanding High

Team Structure High
HEE € productive workflow

High L ) o
< crucial in the operation of charities

Operations and Scalability [5:{1 * For charities that are growing,

Overall
Strengths
Agile approach: Enables quicker response to community needs or external changes

Encourage innovation: Charities can explore bold experimentation with new tools and
approaches

Cost efficient: Helps nonprofits avoid over-investment in unproven tech through lean
testing

Weaknesses

Mission misaligned: Not all startup methods are appropriate for values-driven, service-
focused missions

Risky experimentation: Many charities operate in risk-sensitive environments;
experimentation can be culturally difficult

* Nonprofits do not have a specific product to build and sell but their products can be seen as the services that charities provided to
their beneficiaries and the consistent improvement on the help that they can provide

* Charities will need to clearly identify the needs of their beneficiaries but also understand the key drivers to recruiting more
volunteers or employees to join their cause

The multiple programs and pillars that charities have to manage will require certain level of hierarchy and team structure to ensure

* Nonprofits rely most on funding from various sources (e.g. donations), hence the need to ensure a consistent flow of revenue is

Relevance to Charity Front Door

Charity organisations are constantly catering the needs of the beneficiaries. These needs
are always changing based on various factors.

Nonprofit who may still be using legacy systems can try out new tools

For charities that relies heavily on donations as their source of revenue, being cost-
efficient is their key principle

The approaches that startup usually takes differ from the approaches that charities take

Methods used by startup may be too risky for charities to use as this will impact their
beneficiaries greatly

Copyright © 2025 Accenture. All rights reserved. 20




CONDUCT RESEARCH

Learnings from self-help diagnostics available today inform us that we need a

model that is simple, straightforward and allow benchmarking and
actionable insights

1. Local - Digital Health Check for SMEs by IMDA

This self-check will help you understand how digitally ready you are in your
sector and provide recommendations of digital solutions you should adopt
for your business.

Additional questions for breakdown in terms of maturity across different
digital pillars + benchmarked against peers

Learnings for a good archetype model

Simple, straightforward

Tailored to charity context & needs
Benchmarking against other comparable
organizations might be useful

Provide actionable insights

2. International - Digital Maturity Matrix by NCVO (UK)
Assess your current strengths and weaknesses, and helps you see what you
need to do next to improve. Covers 8 areas including 1. Leadership and
strategy, 2. Expertise and capacity, 3. Technology, 4. Service design, 5.
Content, 6. Communications and campaigns, 7. Data and insight, 8. Security
and data protection

Tailored to charity organisations but is quite lengthy and doesn’t provide
recommendations

> Copyright © 2025 Accenture. All rights reserved. 21



4. Archetype Model
Development




MODEL DESIGN
Leveraging the desk research, we consolidated a longlist of initial hypotheses

and crystallized them into 13 key dimensions

HYPOTHESES DIMENSIONS Implications for diagnostics framework
Cause / Sector [ > Contextual, informs tech needs shaped by cause (e.g., health — data privacy)
c
% Legal Status e > Contextual, informs level of measures needed to meet regulatory requirements
c
%, Size (Financials) | > Contextual, informs level of measures needed to meet regulatory requirements
" Size (Team Members) [ :
e > Contextual, informs level of internal communication and coordination required

Volunteer & Community Engagement =~ | :
g Strategy & Planning e
% Program Delivery -> Measures overall operational readiness for digital and automation
§ Operations & Administration
(]
‘g Outreach & Engagement [ > Measures maturity in public-facing presence and stakeholder engagement
S Fundraising & Donor Management [ > Measures maturity in donor CRM and engagement tech

Monitoring, Evaluation & Reporting id 8 Monitoring, Evaluation & Reporting Measures maturity in leveraging data and insights to measure and track impact
Strategy & Leadership [ > Signals vision, buy-in, and direction from the top
§ Skills & Capacity e > Measures the team’s ability to use, scale and maintain tech
S
ﬁ Funding & Resourcing [ :
g ----- > Reflects intentional investment in digital priorities and initiatives
‘E Infrastructure & Tools
S
§ Culture & Openness [ > Measures openness to change and innovation, such as digital adoption
External Ecosystem s > Measures use of available sector support and partnerships

Copyright © 2025 Accenture. All rights reserved.

\'/

Note: See Appendix 1 for Hypothesis Statements



MODEL DESIGN
The crafted questionnaire will assess the organization across the 13 key
dimensions

DIMENSION DIAGNOSTIC QUESTION

1 Cause / Sector What is your charity’s primary cause area or sector?
2 Legal Status What is your charity’s legal status?
3 Size (Financials) What is your charity’s annual gross receipts or total operating expenditure for the most recent financial year?

4 Size (Team Members) How many full-time staff and active volunteers does your charity currently have?

How would you describe your charity’s process under theses areas:

- Volunteer management process (e.g. recruitment, onboarding etc.)

5 Process Readiness - Donor management process (e.g. registration of donors, donor outreach)

- Relationship management process (e.g. public, employee, vendor, donor relationship)
- Administrative process (e.g. HR, Finance, Payroll, Disbursements)

6 Outreach & Engagement What digital channels does your charity actively use to engage with stakeholders (e.g. website, social media, email)?
7 Fundraising & Donor Management How does your charity currently manage donor relationships and fundraising activities?

8 Monitoring, Evaluating & Reporting How does your charity currently collect, analyze, and use data to assess its outcomes or impact?

9 Strategy & Leadership Does your leadership team have a digital strategy or roadmap that guides technology adoption?

10 Skills Readiness Do your staff or volunteers have the necessary digital or IT skills to use current and upcoming tools?

11 Budget Readiness Does your charity have a dedicated or flexible budget for investing in digital improvements?

12 Culture Readiness How open is your charity to adopting new digital tools or experimenting with technology?

13 External Ecosystem Has your charity accessed grants, or worked with external partners (e.g., Better.sg, pro bono consultants) for tech adoption?

Copyright © 2025 Accenture. All rights reserved.
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DESIGN DIAGNOSTICS

... and organizations are scored from 1 to 3 based on their responses to
determine their overall score (1/2)

DIMENSION

QUESTION

RESPONSE OPTIONS (SCORE)

Cause / Sector*

Legal Status*

Size (Financials)*

Size (Team
Members)*

Process Readiness

Outreach &
Engagement

Fundraising &
Donor
Management

> * These dimensions are not scored. However, it would be useful to obtain this data to contextualize needs and recommendations as based on these characteristics, charities may face different digital
imperatives. It could potentially also help us to measure organizations againsttheir peers of similar cause, legal status, or size.

What is your charity’s primary cause area or sector?

What is your charity’s legal status?

What is your charity’s gross annual receipts or total
expenditure for the most recent financial year?

How many full-time staff does your charity currently have?

How would you describe your charity’s internal workflows
(e.g. finance, HR, program delivery)?

What digital channels does your charity actively use to
engage with stakeholders (e.g. website, social media,
email)?

How does your charity currently manage fundraising
activities and donor relationships?

2

N

N =

Religious (-) *  Arts & Heritage (-) .
Social & Welfare (-) »  Education (-) . ?)2?12:5((_—))
Health (-) *  Community (-)

Not registered as a charity
Registered charity
Registered Institute of Public Character (IPC)

Below $1,000,000
$1,000,000-$10,000,000
Above $10,000,000

Fewer than 10 staff or mostly volunteer-run
11-50 staff and volunteers
>50 staff and volunteers

Processes are manual and inconsistent
Some workflows are standardized or partially digital
Workflows are digitally automated, integrated and continuously improved

No active digital channels or limited web presence
Basic website and social media presence
Integrated digital strategy supported by analytics and engagement tools

Fully offline and no digital tracking of donors
Some online donations accepted but mostly offline donations and donor data management
Predominantly digital fundraising system and donor data management

Copyright © 2025 Accenture. All rights reserved.
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DESIGN DIAGNOSTICS

... and organizations are scored from 1 to 3 based on their responses to
determine their overall score (2/2)

DIMENSION QUESTION RESPONSE OPTIONS (SCORE)
Monitoring, . 1. Data collection is adhoc, mostly paper or spreadsheet-based
: How does your charity currently collect, analyze, and use . . L
Evaluating & data to assess its oUtcOMes or impact? 2. Some data is tracked but lacks consistency or insights
Reporting pacts 3. Dashboards and digital tools support real-time impact tracking
Strategy & Does your leadership team have a digital strategy or L. Lga.derjc.h'm') h.a s not dlsgussed d'.gltal SRS, [0 MESEITE G1E
e T i MR s fedele e AeE 2. Digital initiatives occasionally discussed, but lacks formal plans and structure
| 3. Clear, documented digital roadmap Championed by leadership and regularly reviewed
. : Do your staff or volunteers have the necessary digital or IT Lo LAESERElLEE d.lg.ltal Sk!"S’ OLSITTLEL .trammg B preeE
Skills Readiness . . 2. Some staff are digitally literate, but skills are uneven across the team
skills to use current and upcoming tools? . . L
3. Staff are digitally savvy, with access to structured training
. Does your charity have a dedicated or flexible budget for L. N.o.budget s gllocated o alliel Bek o upgrades
Budget Readiness investing in digital imorovements? 2. Digital spend is adhoc, no formal IT budgeting process
& & P ’ 3. Dedicated and flexible budget exists for digital initiatives aligned to strategic goals
. e G e R e et ey el s e 1. Staff are generally re5|stant. t'o tech chgnges, change mana}gement is Iackmg .
Culture Readiness experimentine with technoloay? 2. Some openness however digital adoption / advancement is not seen as a high priority
P & BY* 3. Staff actively embrace new technology and digital initiatives
Has your charity accessed grants, or worked with external L. No awareness or use @ ex'ternal programs to suppgrt eligicll gebpeen e
External 2. Occasional engagement with external partners, limited use of grants for digital initiatives
partners (e.g., Better.sg, pro bono consultants) for tech . ) . .
Ecosystem 3. Routinely partners with vendors, tech volunteers, or government schemes to implement and maintain digital

adoption?

systems
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MODEL DESIGN
The model with 5 archetypes details core characteristics and suggests

primary digital recommendations

Sector Role Model

Strategic Use Of Digita/ * Digital is deeply embedded
Tools in culture and strategy

* Advanced data and
cybersecurity practices with

Digital Adoption across |, Integrated tools used secur .
sustained innovation

Functions  Strong data practices &

Testing Tools, Isolated automations with regular

Use * Multiple areas digitized with training and digital roadmap
staff training in progress

..IUSt Stal ting OUt ® LeaderShip is Suppor'tive of
. m ieital | . o

* Manual, paper-based .

Budget and leadership . . . .
processes interest emerging Digital Optimiser 1. Innovate (Al, low-code

* Low digital literacy and apps)

leadership buy-in - 1. Automate cross-team 2. Mentor other charities
Digital Integrator workflows 3. Advocate open data /

1. Link systems (CRM + 2. Leverage analytics shared infrastructure
finance) 3. Run multichannel
2. Expand outreach via campfmgns
digital channels 4, Contribute to sector
initiatives

3. Usedashboards for
program tracking
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5. Model Validation
& Results




To validate our secondary research insights, we conducted two surveys with
14 charity respondents

Digital Strategy &
Governance

OVERVIEW OF CHARITIES SURVEYED

/ Market Gap Survey

Staff Skills and Confidence

Budget and Staffing

Archetype Survey

Donor & Data Management

Funding Appetite /
Use of Partners

A5

Legal Status

® |nstitute of Public
Character
B Registered Charity

® Non-Profit Organization

® Ground-Up Initatives

Main Causes

B Vulnerable Population

® Social & Community Services

® Education & Youth Development

= Arts & Culture

Broad Populations

Copyright © 2025 Accenture. All rights reserved.
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Surveys reveal strong interests in IT but fragile foundations for rapid IT

adoption

MATURITY IS IN ITS INFANCIES FOR MOST CHARITIES

... AND THEY ARE UNPREPARED FOR SUSTAINABLE IT ADOPTION

Digital Leader
0%

Digital
Optimiser
1/8 (13%)

Digital Starter
3/8 (37%)

Digital
Integrator
1/8 (25%)

Digital
Explorer
2/8 (25%)

Digital Strategy &
Governance

Staff Skills and
Confidence

Budget and Staffing

Donor & Data
Management

Funding Appetite /

Use of Partners

10 out of 14 (71%)

have no digital strategy or
roadmap

6 out of 14 (43%)

rated staff as “somewhat skilled,
training needed”

14 out of 14 (100%)
lack dedicated IT budget

5 out of 14 (36%)

still rely on manual donor tracking

7 out of 14 (s0%)

use partners only occasionally

5 out of 14 (36%)

have
documented processes

5 out of 14 (36%)

review data only occasionally

12 out of 14 (s6%)

want funding / support for digital
transformation

7 out of 14 (50%)

conduct regular reporting

3 out of 14 (21%)

use grants / partners regularly
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Survey insights revealed key systemic barriers, which requires close
collaboration of ecosystem partners to overcome

OH &, 4D

STRATEGY GAP BUDGET GAP SKILL GAP
No clear roadmap for IT-related priorities, along with Consequently, IT spending is ad-hoc with limited Teams have uneven skill levels, with limited use of
weak governance planning and allocation partners to support IT initiatives
“We hired someone to work on our data strategy but they “lLack of funding and capacity to explore the options “Not the most optimal use of funds given that | can self-
ended up being consumed by other tasks” available” learn (but | don't actually do it)”
IPC | Social & Community Services Charity | Arts & Culture Ground Up Initiative | Social & Community Services

A STANDARDIZED CHARITY ARCHETYPE MODEL WILL HELP TO ADDRESS STAKEHOLDER CHALLENGES,
BRIDGE GAPS AND ACCELERATE SECTOR-WIDE DIGITAL UPLIFT

200 <>

FOR CHARITIES FOR FUNDERS FOR PARTNERS

Understand tech gaps, recommended stack and what Ensure funding is targeted to the right charities & Diagnose charities’ tech challenges
support is needed priorities at the right time, driving greater ROI accurately to provide the right support
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Some preliminary hypotheses have also emerged for our archetype model
recommendations

OBSERVATIONS

PRELIMINARY HYPOTHESES

Legal Status vs. Process

Maturity

Strategy vs. Openness to
Tech

Openness vs. Actual Tools

Budget vs. Skills

External Partnership vs.

Data Practices

All'IPCs (5 out of 5) reported well-defined admin processes. By contrast, most registered charities (2 out of
3) described their processes as “informal” with only one citing “well-defined.”

Charities with a digital strategy consistently rated themselves as “very open” to new tools. Without a
strategy, responses were mixed between “somewhat open” (3 out of 5) and “very open” (2 out of 5).

Some charities say they are “very open and proactive” to tech, but still manage relationships manually
(Excel/paper)

No clear link emerged. Some charities with no budget still reported “adequately skilled” staff (3 out of 4),
while those with flexible budgets often described staff as only “somewhat skilled, training needed” (3 out

of 4).

Charities that engaged external partners were more likely to report systematic and regular data collection,
compared to those with no or occasional partnerships.

IPC status strongly correlates with more formal
processes

Digital strategy presence increases likelihood of
receptiveness to tech

Openness doesn’t always translate into adoption,
although willingness exists resources/tooling lag
behind

Budget size and flexibility does not directly correlate
with having skilled staff

Use of partners is associated with more frequent and
systematic data practices
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Model Validation Summary & Recommended next steps

1. Out of 500 targeted respondents, 8 have completed the survey so far.
2. While the initial responses are promising, the overall response rate remains low.

3. Recommendation: To improve participation, we should deploy additional engagement strategies (e.g., reminders,
outreach through multiple channels, or small incentives).

4. Thereafter, we can re-run the same analysis on a larger dataset to establish a more definitive benchmark, which will
then provide a stronger basis for engaging external parties such as newspapers.
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6. Model Refinement &
Recommendations




REFINE MODEL
We refined the framework to zoom in on charities with lower IT maturity,

which is the main focus for TMT & Better.sg

Preliminary

DIMENSIONS
1 Cause/ Sector
2 Legal Status
3 Financial Scale
4 Organization Size
5 Process Readiness
6 Outreach & Engagement
7 Fundraising & Donor Management
8 Monitoring, Evaluation & Reporting
9 Strategy & Leadership
10 Skills Readiness
11 Budget Readiness
12 Culture Readiness
13 External Ecosystem & Partnerships

>

CATEGORIES DIMENSIONS RATIONALE
Geographic Reach
Strategic Intent Informs how big the charity wants to become

3 Scalability

4 Operational Readiness

5 Transformation Readiness

Target Scale & Depth

Current Scale & Depth
Problem Significance
Impact Evidence

Model Scalability
Tech for Scale
External Ecosystem & Partnerships

Process Digitization
Internal Tools Use

External Commes. Tools Use
Data Use

Leadership
Skills
Culture
Budget

Measures how meaningful and how proven the charity’s
results are relative to community need

Assesses how effectively the charity's model can scale its
impact to realize its long-term ambitions

Captures how well digital is already embedded in day-to-day
operations

Dictates how fast the charity can adopt and sustain digital
solutions

Dimensions 1 to4 have been deprioritized from the diagnostics as current size may contribute to, but may not be areliable predictor of digital capabilities and readiness. These dimensions have

been replaced with Ambition, Impact, Scalability dimensions to take into account the potential impact and growth of charities. Fundraising & Donor Management was also deprioritized as it may

not be a necessary element for small charities. It is broadly covered under Operational Readiness.
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REFINE MODEL
Diagnostics Questionnaire (1/3)

CATEGORIES

Preliminary

DIAGNOSTIC QUESTION & RESPONSE OPTIONS

In 3 years, what geographic footprint will your

Geographic Reach
programmes cover?

. How often will you clearly document your

Strategic Intent . . Lo
organisation-wide strategy for achieving impact?

In 3 years, what is the annual interaction volume do

you aim to achieve?

Interaction volume = unique beneficiaries x average

touchpoints per beneficiary

Target Scale & Depth

What is your current annual interaction volume?
Interaction volume = unique beneficiaries x average
touchpoints per beneficiary

Current Scale & Depth

For the issues that your organisation is tackling,
how would you describe the current extent of
outreach from other organisations in the same
industry?

Problem Significance

How often do you track to show that your
programmes or services achieve their intended
outcomes?

Impact Evidence

Model Scalability How easily can your programme model be scaled?

How often do you use technology to widen

Tech l
el S outreach?

Scalability

How often your charity accessed grants, or worked
with external partners (e.g., Better.sg, pro bono
consultants) for tech adoption?

External Ecosystem
Partnerships

Note: The sequence of options correlate to the amount of points they will be receiving for that option. E.g. for the first question, if they select ‘One neighbourhood /single site’ they will receive 1 point

and if they select ‘Nationwide’, they will receive 3 points.

N =

w N

W N = W N -

W N - W N = W N = W N =

One neighbourhood / single site
2-4 neighbourhoods
Nationwide

Rarely with no formal strategy, activities are ad hoc and opportunistic
Occasionally document strategy but is broad and lacks success metrics
Always with focused, time-bound strategy that prioritises objectives and measurable KPls

<1,000
1,000-9,999
>10,000

<1,000
1,000 -9,999
>10,000

Well-served by many organizations
Some service gaps, partially addressed needs
Largely underserved

Rarely with anecdotal stories only and no systematic data
Occasionally collect small-scale data and conduct basic analysis of impact
Always with repeatable measurement of outcomes tracked and reported

Difficult to scale without significant additional costs
Some scalable parts
Designed for scaling with minimal additional costs

Rarely use any digital tools and has no plans to leverage technology
Occasionally use digital tools
Always using digital tools to widen outreach

Rarely accessed grants or worked with external partners to support digital adoption

Occasional engagement with external partners, limited use of grants for digital initiatives

Routinely partners with vendors, tech volunteers, or government schemes to implement and maintain
digital systems
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REFINE MODEL Preliminary
Diagnostics Questionnaire (2/3)
CATEGORIES DIAGNOSTIC QUESTION & RESPONSE OPTIONS

To what extent are the following processes

digitalized*? 1. Processes are entirely manual and paper-based

2. Processes are mostly manual with some use of online forms / sheets

o 1. Volunteer management o . .
Process Digitalization & 3. Most processes are fully digitized, only minor manual tasks remain
2. Donor management
3. Relationship management . . .
. p : . * Each process will be scored, and the overall rating will be calculated as the average of scores.
4. Administration (e.g., HR, Finance)

1. Basic communications & spreadsheets only — e-mail, chat apps and spreadsheets
ingle-fi i lin 1 - ill rel h f k, iali i
Which best describes the digital tools your team ?lng e-function too |n. area — you still rely on spreadsheets for most work, but one specialised system is
Internal Tools Use in place (e.g., accounting, donor CRM, HR payroll or case management)
uses day-to-day? . L . . .
Operational 3. Multiple specialised tools across different functions— 2 or more systems used for different processes
(e.g., donor CRM + HR payroll)

4 Readiness

1. Audience is digital, but no digital plan in place

2. Audience have mixed digital readiness levels, offline/online channels available
Outreach Comms. Tools How well do your communication / service 3. Audience is highly digitally ready, digital channels optimized (e.g., mobile friendly, accessible), with
Use channels match beneficiaries’ digital habits? support for those offline

4. Audience largely offline, no requirements for digital*

* If this option is selected, this dimension will be omitted when calculating the final score.

1. Datais rarely collected or used
Data Use How often is data used to support decision-making? 2. Basic analysis in spreadsheets reviewed on ad hoc basis
3. Simple dashboard and KPI summaries reviewed regularly

Note: The sequence of options correlate to the amount of points they will be receiving for that option. E.g. for the first question, if they select ‘One neighbourhood /single site’ they will receive 1 point Copyright © 2025 Accenture. All rights reserved. 37
and if they select ‘Nationwide’, they will receive 3 points.



REFINE MODEL Preliminary
Diagnostics Questionnaire (3/3)
CATEGORIES DIAGNOSTIC QUESTION & RESPONSE OPTIONS

Leadership has not discussed any digital strategy or initiatives
Digital initiatives occasionally discussed, but lacks formal plans and structure
Clear roadmap championed by leadership and regularly reviewed

How actively does senior leadership champion

feocee digital adoption?

= WN -

Low confidence: Most team members avoid or delay digital tasks, rely on printed forms or ask others to

complete online actions for them, and require step-by-step help when using email, cloud documents, or

messaging apps

2. Mixed confidence: Some staff navigate email, spreadsheets, or chat apps on their own, while others need
occasional guidance. Routine tasks get done, but anything unfamiliar (e.g., setting up a form, basic data
clean-up) is handed to a “digital go-to” person

3. High confidence: The majority independently use productivity suites, cloud storage, and collaboration

tools; they troubleshoot simple issues themselves, quickly adopt new apps, and often share tips or short

how-tos with colleagues

When staff or volunteers need to use everyday

. digital tools (e-mail, cloud docs, messaging apps,
Skills . . . .

. simple online forms), which of the following best
Transformation reflects their typical behaviour?

Readiness

. . . . 1. Staff are generally resistant to tech changes, change management is lacking

How open is your charity to adopting new digital . . . - L
Culture . . . 2. Some openness however digital adoption / advancement is not seen as a high priority

tools or experimenting with technology? . s

3. Staff actively embrace new technology and digital initiatives
. . 1. No dedicated budget

Do you set aside a dedicated annual budget for <

Budget technoloay? 2. Small, ad hoc amount
By 3. Formal budget that is reviewed periodically
Note: The sequence of options correlate to the amount of points they will be receiving for that option. E.g. for the first question, if they select ‘One neighbourhood /single site’ they will receive 1 point Copyright © 2025 Accenture. All rights reserved. 38
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REFINE MODEL

Preliminary

Charities will be scored on strategic growth potential & organizational

readiness and segmented into 4 archetypes

CATEGORIES

SCORING METHODOLOGY

1 Ambition

Strategic Growth Potential Score

Points scored (9 to 27)

1009
Max. points possible (27) x &

Scalability

Operational
Readiness

Organizational Readiness Score

Points scored (7 to 21 or 8 to 24)

0,
Max.points possible (21 or 24) .

Transformation
Readiness

DIMENSION 1

STRATEGIC GROWTH
POTENTIAL

refers to the estimated scale and
speed of growth for the charity in

CHARITY ARCHETYPES

3 years
Score
Low 30%-67%
High 67% - 100%

DIMENSION 2

ORGANIZATIONAL
READINESS

refers to how prepared a charity is
to use technology effectively

Score
Low 30%-67%
High 67% - 100%

STRATEGIC GROWTH POTENTIAL HIGH

LOW

xs

Aspirational Builder

Big growth vision and clear
impact plan, but lacks the digital
tools and skills needed to
execute at scale

#a
Local Caretaker

Community-focused charity with
limited scale ambitions and
mostly manual processes

\J
*®
Strategic Scaler

Equipped with both a national-

level strategy and an integrated

tech stack, ready to grow reach
rapidly and sustainably

FO‘O)

Efficient Specialist

Operates a tight, tech-enabled

model within a narrow niche;

excels in efficiency rather than
expansion

Low ORGANIZATIONAL READINESS HIGH

Copyright © 2025 Accenture. All rights reserved.
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m REFINE MODEL
Archetypes combined with the charity context allow us to provide tailored

tech stack and funding recommendations...

CHARITY ARCHETYPES

STRATEGIC GROWTH POTENTIAL HIGH

Low

x;

Aspirational Builder

Big growth vision and clear
impact plan, but lacks the digital
tools and skills needed to
execute at scale

#a0
Local Caretaker

Community-focused charity with
limited scale ambitions and
mostly manual processes

\J
¢4
Strategic Scaler

Equipped with both a national-

level strategy and an integrated

tech stack, ready to grow reach
rapidly and sustainably

Qﬁo.

Efficient Specialist

Operates a tight, tech-enabled

model within a narrow niche;

excels in efficiency rather than
expansion

Low ORGANIZATIONAL READINESS HIGH

4

CONTEXTUAL QUESTIONS

Sector / Cause

Brief Summary of Problem Being Addressed &

Solution

Charity Status

. Annual Total Op. Expenditure (Current)

. Annual IT Expenditure (Current)

No. of FTE (Current)
No. of FTE (Planned in 3 years)
No. of Volunteers (Current)

No. of Volunteers (Planned in 3 years)

Preliminary

RECOMMENDATIONS

@E} HARDWARE

+

T
SOFTWARE
+

o _2 ADVISORY & CAPACITY
@ﬁT@ -BUILDING SUPPORT

% TOTAL GRANT AMOUNT
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Preliminary
REFINE MODEL

... together, they shape the guardrails and guiding principles for the
recommendations

2 \J
A al Local Caretaker x Aspirational Builder ofao. Efficient Specialist {" Strategic Scaler

Strategic Growth Low High Low High

Digital Readiness Low Low High High
Sector / Cause

. For contextual understanding, however no Identifies functional requirements or domain-specific tools (e.g., case management, learning portal, event management system) for

Brief Summary of Problem i\, ed recommendation will be provided recommended tech stack
Being Addressed &
Solution
Charity Status Factor for defining recommended tech stack to meet regulatory requirements

Annual :I'otal Op. Based on IT expenditure as a % of TOE, analyze whether currently underspending or overspending compared to recommended range
Expenditure (Current) 1. Aspirational Builder: 2-4%
2. Efficient Specialist: 4-6%

Annual IT Expenditure
3. Strategic Scaler: 6-10%

(Current)

Factor for defining recommended tech stack

No. of FTE (Current - . . . .
( ) Multiplier for calculating recommended grant amount to acquire necessary devices, software licenses

No. of FTE (Planned in 3 Funding not provided for future tech needs, charity to return for re-application and Funding will be provided for future FTE tech needs

years) reassessment to request additional funding Multiplier for calculating recommended grant amount for future tech needs
No. of Volunteers Factor for defining recommended tech stack

(Current) Multiplier for calculating recommended grant amount to acquire necessary devices, software licenses

No. of Volunteers Funding not provided for future tech needs, charity to return for re-application and Funding will be provided for future volunteer tech needs

(Planned in 3 years) reassessment to request additional funding Multiplier for calculating recommended grant amount for future tech needs
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Preliminary
REFINE MODEL

A tailored recommendation will be developed for each charity

* I . . . - > .
Aa Local Caretaker & Aspirational Builder Rofiao. Efficient Specialist {’p Strategic Scaler

Strategic Growth Low High Low High

Digital Readiness Low Low High High
Hardware 1. Basic laptops (1 per FTE, 0.5 per monthly active volunteer) 1. Laptops thatcan support advanced data analytics/automation work (1 per data/analytics
Cost f)fope.-timepurchase 2. Printer/ scanner (1 for office) FTE)
/ maintaining a 3-year Wi-Fi router + Internet subscription (1 for office) 2. Tablets, mobile POS devices for field teams (1 per field team)
subscription

Free or paid productivity suite: E-mail, cloud storage, online forms, spreadsheets 1. Paid community outreach & engagement software: e.g., CMS, donor or volunteer CRM

Software 2. Basic accounting software 2. Advanced productivity suite: Analytics, automation, integrated cloud platform (e.g., CRM
Liekt @ one-time 3. Website and domain hosting + finance)
purchase or maintaining a
3-year subscription 1. Charity: Lightweight tools that cover basic accounting, donor tracking, plus foundational PDPA hygiene

2. IPC: Additional requirements include tax-receipt CRM, AlS e-filing, audit-grade finance, stricter cybersecurity, governance tracking, and compliance dashboards

1. Training: Basic digital literacy and change management for FTE & volunteers 1. Training: Advanced digital skills for 1. Training: Advanced digital skills for
Advisory & Capability- 2. Consulting support: Design, optimization and digitalization for 1 core workflow, IT spend relevant FTE & volunteers (e.g., relevant FTE & volunteers (e.g.,
Building Support optimization automation, analytics) automation, analytics)

Gt GG 2. Consulting support: Design of strategy 2. Consulting support: Advanced digital

T and roadmap, target operating model, capability support (e.g., analytics, data
gag sector playbook, IT spend/tech stack governance, cybersecurity), IT
optimization spend/tech stack optimization
$10-15K $30-50K $10-30K $50-100K

Indicative grant quantum

Final grant amount to be determined by relevant multipliers for the archetype (e.g., no. of current FTE), capped at the maxim um grant quantum recommended

Note: These recommendations are tailored to each archetype butare not meantto be prescriptive. Charities may redirect grant funding based on existing capabilities. For example, if a Local Caretaker Copyright © 2025 Accenture. Al rights reserved. 42
already has a website and domain, the allocated budget can instead be used for other needs, such as more digital literacy training



Appendix 1: Hypothesis Statements | Characteristics

Hypothesis Statement Diagnostic Question

Different causes entail different core activities, impacting technology requirements and

Cause / Sector .
readiness

What is your organization’s primary cause area / sector?

IPCs have both higher tech needs and higher readiness due to stricter compliance,

Lzl S donor expectations, and access to funding

What is your organization’s legal status (e.g., Charity, IPC)?

Technology needs rise significantly with financial scale, driven by program complexity

size{Financials) and regulatory standards

What is your gross annual receipts / annual expenditure?

Larger team size implies more operational complexity, coordination needs, and

(2= R0 o), governance expectations, which require better systems

What is your team size (full time employees, volunteers, etc.)?
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Appendix 1: Hypothesis Statements | Core Activities

m Hypothesis Statement Diagnostic Question

Strategy & Planning

Outreach & Engagement

Fundraising & Donor
Management

Volunteer / Community
Engagement

Program Delivery

Charities that use digital tools for strategic planning are more agile and data-driven.
Limited digitization of planning and KPI tracking limits transparency and accountability.

Digital channels are essential for visibility and mission amplification.

Charities without content management or outreach platforms struggle to engage
supporters effectively.

CRM and donor management systems improve campaign targeting, donor retention,
and fundraising outcomes.

Manual processes reduce scalability.

Digital scheduling, tracking, and recognition tools enhance volunteer coordination and
satisfaction.

Without digital volunteer management systems, charities face inefficiencies in
mobilizing and retaining volunteers.

SOPs, delivery toolkits, and beneficiary services benefit from digital formats that enable

scalability and quality control.

What digital tools or systems do you use to support strategic planning, budgeting, or
tracking KPIs?

Are there areas in your strategic planning or governance processes where technology
could improve visibility or decision-making?

What digital platforms do you currently use for public outreach and awareness (e.g.,
website, social media)?

Where do you face challenges in creating, publishing, or managing outreach content?

What systems or tools are used to manage donor relationships and run fundraising
campaigns?

Are there manual steps in your fundraising or donor reporting processes that you
would like to digitize?

Do you use any systems to schedule, communicate with, or track volunteer
contributions?

Where do you face inefficiencies in managing or mobilizing volunteers?

Do you use digital formats for program SOPs, delivery toolkits, or training resources?

Fieldwork and logistics coordination require mobile or real-time tools for efficiency and What tools do you use to coordinate field activities or direct services, especially in real-

responsiveness.

Charities that digitize data collection and reporting are more effective at demonstrating

Monitoring, Evaluation & impact.

Reporting

Operations &
Administration

>

Lack of data visualization and reporting tools limits stakeholder communication and
donor confidence.

Digital platforms and tools streamline internal collaboration and execution.

Lack of integrated systems leads to inefficiency.

time?

How do you currently collect and report program data or impact metrics?

Are there challenges in producing dashboards or reports for donors or internal use?

What systems do you use for HR, documentation, or knowledge-sharing across the
organization?

Do you face duplication or manual work due to a lack of system integration across
admin functions?
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Appendix 1: Hypothesis Statements | Capabilities

Hypothesis Statement Diagnostic Question

Strategy & Leadership

Skills & Capacity

Funding & Resourcing

Culture & Openness

Infrastructure & Tools

External Ecosystem

A clear digital strategy and leadership commitment are strong predictors of successful
tech adoption.

Board-level sponsorship accelerates digital transformation efforts.

Internal digital capabilities reduce reliance on external providers.

Lack of digital skills is a key barrier to maturity.

Budget availability directly impacts a charity’s ability to invest in digital.
External funding opportunities support digital capacity-building.

An innovation-friendly culture increases willingness to adopt digital solutions.
Risk appetite affects tech adoption.

Cloud-based and integrated systems are indicators of digital maturity.
User-unfriendly tools reduce digital adoption.

Participation in tech ecosystems improves access to digital resources.

External partners can accelerate digital development.

Does your organization have a digital strategy or roadmap guiding technology
adoption?

Is there senior leadership or board-level support for investing in digital capabilities?
Do you have staff or volunteers with digital or IT skills in your organization?

Have staff or volunteers received digital or IT training in the past year?

Is there a dedicated or flexible budget allocated for digital tools or improvements?
Have you received grants or funding specifically for digital initiatives?

How open is your organization to experimenting with or adopting new technologies?

How would you describe your organization’s approach to risk and change in relation to
digital tools?

Are your systems primarily cloud-based and integrated across functions?
How easy is it for staff and volunteers to use your existing digital tools?

Are you connected to shared digital platforms or sector-based tech initiatives?

Have you worked with external consultants or tech partners to improve digital
capabilities?

Copyright © 2025 Accenture. All rights reserved. 45



	Default Section
	Slide 1: Archetyping Charity Needs

	Contents
	Slide 2: Contents 

	1. Background
	Slide 3: 1. Background
	Slide 4: The core activities of a Singapore charity can be structured around the lifecycle of impact…
	Slide 5: … and can be enabled by various digital tools available to drive greater efficiency, transparency, and outcomes
	Slide 6: Each charity’s size, legal status, and cause can have direct impact on its technology needs and readiness
	Slide 7: Today, Funders lack a way to quickly determine needs of charities, and provide targeted support on digitalization to scale impact
	Slide 8: An archetype-based model can accelerate digital transformation, helping small-mid charities on their first steps to digitalization

	2. Approach
	Slide 9: 2. Our Approach
	Slide 10: We used a 4-phased approach to develop the charity archetype model
	Slide 11: Our research will blend local charity insights with global maturity frameworks to understand local nuances when assessing needs

	3. Desk Research Findings
	Slide 12: 3. Desk Research Findings
	Slide 13: Maturity models are often used to provide greater insights into the capabilities and readiness level of the org.
	Slide 14: A structured Review is needed to ensure it aligns to Charity Sector nuances 
	Slide 15: Deep Dive  Forrester Digital Maturity Model 5.0
	Slide 16: Deep Dive  Forrester Digital Maturity Model 5.0
	Slide 17: Deep Dive  Capability Maturity Model Integration 3.0 
	Slide 18: Deep Dive  Capability Maturity Model Integration 3.0
	Slide 19: Deep Dive  Startup Maturity Model 
	Slide 20: Deep Dive  Startup Maturity Model
	Slide 21: Learnings from self-help diagnostics available today inform us that we need a model that is simple, straightforward and allow benchmarking and actionable insights

	4. Archetype Model Development
	Slide 22: 4. Archetype Model Development
	Slide 23: Leveraging the desk research, we consolidated a longlist of initial hypotheses and crystallized them into 13 key dimensions
	Slide 24: The crafted questionnaire will assess the organization across the 13 key dimensions
	Slide 25: … and organizations are scored from 1 to 3 based on their responses to determine their overall score (1/2)
	Slide 26: … and organizations are scored from 1 to 3 based on their responses to determine their overall score (2/2)
	Slide 27: The model with 5 archetypes details core characteristics and suggests primary digital recommendations

	5. Model Validation & Results
	Slide 28: 5. Model Validation & Results
	Slide 29: To validate our secondary research insights, we conducted two surveys with 14 charity respondents
	Slide 30: Surveys reveal strong interests in IT but fragile foundations for rapid IT adoption
	Slide 31: Survey insights revealed key systemic barriers, which requires close collaboration of ecosystem partners to overcome
	Slide 32: Some preliminary hypotheses have also emerged for our archetype model recommendations
	Slide 33: Model Validation Summary & Recommended next steps

	6. Model Refinement & Recommendations
	Slide 34: 6. Model Refinement & Recommendations
	Slide 35: We refined the framework to zoom in on charities with lower IT maturity, which is the main focus for TMT & Better.sg
	Slide 36: Diagnostics Questionnaire (1/3)
	Slide 37: Diagnostics Questionnaire (2/3)
	Slide 38: Diagnostics Questionnaire (3/3)
	Slide 39: Charities will be scored on strategic growth potential & organizational readiness and segmented into 4 archetypes
	Slide 40: Archetypes combined with the charity context allow us to provide tailored tech stack and funding recommendations…
	Slide 41: … together, they shape the guardrails and guiding principles for the recommendations
	Slide 42: A tailored recommendation will be developed for each charity

	Appendix
	Slide 43: Appendix 1: Hypothesis Statements | Characteristics
	Slide 44: Appendix 1:  Hypothesis Statements | Core Activities
	Slide 45: Appendix 1: Hypothesis Statements | Capabilities


