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• Government’s Feedback Unit (from 1985)
• Restructured to REACH (October 2006)
• REACH website is the key Government e-

engagement platform (January 2009)

Reaching Everyone for Active Citizenry @ Home
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• Three main roles
- gathering & gauging ground sentiments

- reaching out & engaging citizens through
new media

- promoting an active citizenry through 
citizen participation & involvement
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Gathering & gauging 
ground sentiments

Reaching out & 
engaging through 
new media 

Promoting active 
citizenry through 
participation & 
involvement

Platform for online discourse

e-Engagement with 
Government

Connecting with citizens

One-stop engagement 
entity

Active citizens who 
participate in policy 
making

Facilitate a 
meaningful e-
engagement

Sense of ground 
sentiments

Give citizens a stake in 
the country

A consultative Government

Giving citizens a say

Encouraging a bottom-up 
approach to policy making

Enabling citizens to 
participate in policy making 
process

Sound policies

Roles Strategies Outcomes
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• Cognizant of the increasing impact of new media on 
Government-Citizen engagement

• Aware that active online citizens remain largely 
younger & more educated

• Know the importance of reaching out to connect & 
engage Singaporeans both here and overseas

• Observed an increasing interest by Singaporeans to 
participate online

• Recent growth of online forums 
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As the official Government’s engagement arm, 
it is vital that REACH

• Reaches out to those who are actively 
participating in external online platforms and 
engage them for their views

• Gives online citizens the avenues to engage the 
Government

• Provides an official platform whereby 
Government can engage online citizens



“… The Public Service's Engagement in New Media 

And just as public relations professionals in corporations are exploring 
the potential of new media, the Singapore Government is also actively 
experimenting with new media in public communications. 

Take REACH for example. The public feedback agency uses a wide 
variety of platforms including face-to-face dialogue sessions, online 
discussion fora, e-Townhalls, SMS polling, and e-consultation papers to
seek the views of Singaporeans on various issues such as the Budget, 
public transport, community issues, to name a few…”

22 May 2008

Dr Vivian Balakrishnan
Minister for Community Development, 
Youth and Sports
7th Annual PR Academy Conference



“…The recent appointment of REACH as the government’s key e-
engagement platform for national policies and issues further 
underscores the role of REACH in facilitating Government-Citizen 
engagement. 

With increasing desire, especially among netizens, for more outspoken 
interaction and even intellectual contest of ideas between citizens and 
the government, we are working with key Ministries to explore possible 
further collaborations for e-engagement on pertinent issues…”

11 February 2009

Dr Amy Khor
Chairman, REACH
MCYS Committee of Supply 2009 
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• Increased adoption of new media channels and e-
engagement amongst Ministries and agencies

• For REACH to be recognised as the platform for citizens to 
voice their views

• Two-way online engagement as the “norm” in Government-
Citizen communication
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Desired Outcome: Increased adoption of new media channels 
and e-engagement amongst Ministries and agencies



• Recognised that Ministries and agencies may not have 
the necessary expertise 
– Need a front-runner to share how new media can be leveraged 

to enhance engagement efforts

• REACH launched REACH Singapore Facebook in Jun 
2008 
– Engage active Facebook users
– Stay in touch with fellow Singaporeans, including those located 

overseas. 

• Twitter touted as the next big thing on the internet
– Created REACH Singapore Twitter page in Jan 2009
– Provide regular updates on REACH events, activities and 

postings 

• “Live” webchats organised for netizens to directly e-
engage the politicians

Desired Outcome: Increased adoption of new media channels 
and e-engagement amongst Ministries and agencies



• Array of New Media channels available
• Continuously improving on them
• Introduced “Talk Abuzz” in Sep 2008

– Features a snapshot of current hot issues and feedback received via the 
various feedback channels

– Provided the platform for agencies to close the loop with feedback 
contributors and assure them that their feedback is valued and 
considered. 

– Give recognition to our feedback contributors by showcasing contributor 
quotes 

• Created dedicated webpages to centre discussions on common 
issues of interest 
– E.g May Day Rally Speech and the President’s Address

• Draw discussions among like-minded individuals
• Direct users to related discussions, polls and platforms for more 

information and details on discussions that interest them.

Desired Outcome: For REACH to be recognised as the platform 
for citizens to voice their views



Desired Outcome: Two-way online engagement as the “norm” in 
Government-Citizen communication



Desired Outcome: Two-way online engagement as the “norm” in 
Government-Citizen communication

• REACH’s e-engagement policy
– A light-touch approach 
– Avoid censorship or sanitisation of comments posted

• Balanced with the need to nurture a responsible, 
meaningful and credible online discourse 
– Enhance two-way interaction & engagement with 

netizens
– Encouraging Ministries to engage with netizens on our 

forums.

• Much of our e-engagement has thus focused on 
our discussion forums where ministries are 
encouraged to respond to online postings. 

•
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• Enhance Government-Citizen e-engagment where 
more Ministries & netizens are interacting

• Keep abreast of media & engagement developments
• Operating like a newsroom – reporting & posting 

real-time information
• Battle anonymity in virtual space
• Encourage credible and responsible online 

discourse
• Close the loop with citizens on their feedback
• Reach out to the silent majority
• Recognise and acknowledge good online 

contributions
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