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ABOUT LAKESIDE FAMILY  SERVICES 

“We are here to 
lend a hand”
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1. ABOUT LAKESIDE
    FAMILY SERVICES

1.1 Our History

Lakeside Family Services commenced operations in 1993 
at Jurong West, providing a myriad of programmes for the 
entire family. Since 2000, the Jurong East Centre began 
to serve individuals and families at Jurong East as well. 
In 2007, Lakeside birthed an extension centre at Taman 
Jurong, with programmes for the incarcerated and their 
families. Approval by the Ministry of Social and Family 
Development, Lakeside Family Services was registered as 
a society and a charity in 1997 and 1998 respectively. 

1.3 Our Mission

We, at Lakeside, fulfil our Christian responsibility to the 
society by caring for the community. We provide quality 
services, focused on the needs of individuals and families 
in the community at Jurong, regardless of race, language 
or religion. We work in harmony with our neighbours, the 
community and the government.

1.2 Our Vision

Changing Lives, Transforming Communities.
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1.4 Our Services 

Casework and Counselling Services

Casework and counselling services help individuals, 
couples and families in distress cope with the demands 
of daily living through a systemic and family-centered 
approach. 

Our social workers, certified Marriage Counselling 
Programme (MCP) counsellors and other professionals 
work tirelessly to help mend relationships, feed hungry 
mouths and repair fractured lives. 

Family Services

Marriage Enrichment Workshop empowers newly-
wed couples and couples planning to get married to face 
challenges of married life and to strengthen marital bonds.

Parenting Talks and Workshop develop confidence 
in parents to cope with the challenges of parenting and 
coaching their children in their development. 

Family Life Education helps families improve family 
relationships by conducting talks and workshops at their 
workplace, covering a plethora of topics like parenting and 
coaching their children in their development. 

Active Seniors Club promotes physical, emwotional and 
social well-being of the elderly by equipping them with 
skills and encouraging active participations.

ABOUT LAKESIDE FAMILY  SERVICES 
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Children Services

Student Care provides holistic care to children, especially 
those from single-parent and low-income families.

Creative Arts creates opportunities for children, especially 
those from low-income families, to develop self-esteem 
and confidence through different forms of creative arts.

Educational and Psychological Services provide 
assessment and reading intervention for children with 
learning needs.

Holiday Programmes provide activities for the family 
during the June and December school holidays.

ABOUT LAKESIDE FAMILY  SERVICES 
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Youth Services

Our youth work is supported by our dedicated Social 
Workers, Counsellors and Programme Executives under 
our two teams; Youth Services and Agape Inspires.

Youth-a-Life helps rehabilitate at-risk youths aged 13 – 19 
who have committed offences, or are at risk of doing so, 
as well as reducing at-risk tendencies. Services under 
Youth-a-Life are: 

YARE – Youth Venture is a 6-months programme which 
uses outdoor activities, such as sports and adventure 
learning, with casework and family engagements to nurture 
our youths.

YARE – Youth Strive is a rigorous work-based 
programme which includes mentoring and career 
preparation especially for graduating youths in their 
secondary education.

School Social Work helps students having difficulties 
to grapple with challenging growing-up issues through 
counselling, group work, talks and workshops.

Youth Cop is a school-based programme which aims to 
reduce juvenile delinquency by appointing at-risk youths to 
be Crime Prevention Youth Ambassadors in their schools 
and communities.

Lakeside Basketball aims to connect and cultivate 
positive relationships with youths through engagement in 
basketball games.

ABOUT LAKESIDE FAMILY  SERVICES 



05

Lakeside Drop Zone is a platform for youths to gather, 
engage in meaningful activities and workshops, build 
friendships, and develop their strengths.

The Aces (Girls only) empowers girls by teaching them 
how to cope with stress, identify positive peer influences, 
and develop self-confidence. We mentor them to help them 
form healthy relationships as they contribute to the society.

StreetWise Programme enables youths involved in gangs 
to have a fresh start in life dealing with relationships and 
difficult situations.

Guidance Programme guides youths who have fallen 
prey to petty crimes to change for the better through 
individual and family counselling.

The Triage System allows assessments and 
recommendations to be made for young offenders so they 
can receive timely support from the community. 

ABOUT LAKESIDE FAMILY  SERVICES 
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Expedition Agape transforms and empowers the lives 
of teenagers through intentional mentoring by volunteers, 
and a structured programme over 6 months developing the 
participants as “Leaders in Action”.

Youth Corps Singapore collaborated with Lakeside 
Family Services to mentor and develop youths to serve the 
community.

Youth-Serve provides mentoring, training and support 
for students to develop the knowledge, heart and skills to 
be community change makers. By serving the community, 
students can make a meaningful and sustainable impact.

Agape Inspires conducts preventive 
and developmental youth work through
mentoring and service-learning.
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Specialised Services

Families-In-Transition (FiT) provides temporary housing 
and holistic support for homeless families to help them to 
obtain more permanent housing.

TJ Haven

Family Programme an initiative by the Singapore Prison 
Service consists of a series of workshops where inmates 
learn about self-discovery, better communication with 
family members and managing change. TJ Haven serves 
the incarcerated and their families through in-depth and 
integrated services to meet their  practical, educational and 
emotional needs.

Support Groups facilitated by professionals meet 
fortnightly to share their journey, encourage one another 
and learn coping strategies within the group.

Tele-Visit provides a safe and comfortable environment 
for the incarcerated to maintain regular interactions with 
their family members remotely via video conferencing so as 
to maintain strong families ties during incarceration.
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Tuition Plus programme is conducted weekly by 
experienced tutors and volunteers to give the children of 
inmates a better chance at succeeding in school. 

The Voice ‘R’ Us (TVC) was set up to help the children 
cope with grief and loss of having their parents being 
separated from them due to incarceration. 

SG2@ TJ (Stop Gambling… Start Growing… @ Taman 
Jurong) aims to help and support individuals and families 
affected by gambling. We aspire to support our clients 
to stop gambling, develop and empower them to grow 
holistically. 

1.5 How We Involve Volunteers

Lakeside Family involves more than 500 individuals per 
year in volunteering. These volunteers come from diverse 
backgrounds and bring a variety of skills and experience 
to Lakeside. Volunteers contribute a significance amount 
of time to our wide range of programmes, enhancing the 
capacity of our services and provide us with increased 
talents, passion and drive.
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2. JOINING LAKESIDE

2.1 Orientation and Preparation

• You will be invited to a first meeting where we get 
to know each other and your reporting volunteer 
coordinator. 

• Next, we will welcome you to attend an on-boarding 
session. It will enable you to fulfil your role effectively, as 
you familiarize yourself with all our general requirements 
and guidelines.

• You will also know about the Do’s and Don’ts, policies 
and important information about your rights and 
responsibilities as a volunteer. 

• After the session, you are officially a Lakeside Family 
Services’s Volunteer.

2.2 Your Personal Information

All personal information about volunteers will be held 
securely by the staff of Lakeside Family Services and only 
used in relation to your role as a volunteer.

2.3 Your Reporting Volunteer Coordinator

All volunteers will be reporting to their respective volunteer 
coordinator, who is usually a staff of Lakeside Family 
Services. He/She will be your first contact person when 
it comes to matters relating to your volunteering work at 
Lakeside Family Services.
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3. WHILE YOU ARE
    VOLUNTEERING WITH US

3.1 Looking After The Environment 

Everyone at Lakeside is advised to use equipment, 
materials, services and energy wisely. Everyone should 
try to reduce wastage and the subsequent impact on the 
environment by ensuring that they avoid using unnecessary 
lighting or leaving taps running, switch off equipment when 
it is not in use and handle all materials with care.

3.2 Reliability and Commitment 

We ask that you do your best to be available at the times 
agreed with the volunteer coordinator. However, it is 
understandable that this may not always be possible for a 
variety of reasons.

Please let your volunteer coordinator know at the earliest 
opportunity if you will not be available as expected.

It is important to us that you are 
comfortable and happy while 
you are volunteering. Please 
do not hesitate to contact the 
volunteer coordinator or volunteer 
management if you need any 
further support or guidance about 
any of the items in this Handbook.

VOLUNTEERING WITH US
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3.3 Use of Facilities and IT

The volunteer coordinator will show you how to use any 
equipment relevant to your role. Do ask if you need help. 
For brief personal use of facilities such as telephone, 
photocopier, internet or E-Mail, please check with the 
volunteer coordinator beforehand. 

When using computers and/or laptops, volunteers are 
asked to be mindful of security and avoid downloading 
software or attachments when the source is unknown. We 
also ask that you do not use the IT facilities for downloading  
music, media files or file sharing websites as they can 
significantly affect the efficiency of the whole system.

4.1 Health and Safety 

Lakeside seeks to provide a healthy and safe working 
environment for all. This not only enables us to meet our 
legal requirements but improves the quality of what we do 
and the services we provide. Lakeside has a duty as far  
as is reasonably practicable, to ensure that the health and 
safety of volunteers is not put at risk.

4. THE ESSENTIALS

As a volunteer, you’ll need to be aware of the 
following policies and procedures at Lakeside. Please 
take a few minutes to have a good read through and 
familiarise yourself with them.
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As a volunteer, we ask that you:

• Take reasonable care of your own health and safety 
and that of others who may be affected by what you do 
or do not do.

• Cooperate, as far as necessary, to enable Lakeside 
to meet its responsibility for the health and safety and 
well-being of all.

• Not intentionally or recklessly interfere with, or misuse 
anything provided in the interests of health and safety.

• Report to the programme coordinator any hazards you 
encounter or observe.

• Use correctly any equipment provided by Lakeside, in 
accordance with any training or instruction you received 
to enable you to use the items safely.

• Do not carry out any of your voluntary duties while 
under the influence of alcohol or illegal drugs. Please 
inform the programme coordinator if any prescribed 
medication you are taking may affect your health and 
safety or that of others.

• Whenever possible, avoid lifting or manual handling to 
protect yourself from injury. Do not attempt to lift a load 
you cannot manage comfortably. Request for a trolley 
or assistance if there is a need to.

• Not to solicit or promote sales of any kind.

THE ESSENTIALS 
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4.2 No Smoking Policy

Our premises are no smoking zones. Hence smoking is not 
permitted during your volunteering service with Lakeside 
Family Service. 

4.3 What To Wear

Everyone at Lakeside is encouraged to dress appropriately 
for their role or for the specific duties they are carrying out 
on any given day. If you are unsure about what to wear, 
please check with your programme coordinator. 

4.4 Compassion 

When you are volunteering with Lakeside, you may 
encounter some of our clients who have special needs. We 
seek your compassion when you are working with them.

• Respect our clients as you would to any others.
• Be encouraging to our clients.
• Do not scream and shout at our clients.
• Be patient with our clients. Repeat yourself if necessary. 
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4.5 Confidentiality

Our confidentiality policy aims to safeguard
privacy and ensure appropriate access to 
information. Breaches of confidentiality can
occur as a result of thoughtlessness or lack
of awareness of potential consequences to an 
individual of disclosing confidential information.

Volunteers should:

• Regard all information they have access to or are given as 
a result of their volunteering duties as confidential unless 
advised otherwise.

• Respect the right of confidentiality of those people who 
work or volunteer at Lakeside, and who we provide a 
service to.

• Not disclose information given to you to third parties 
without consent.

• Keep only factual and objective notes about individuals.

• Not leave confidential information lying around; ensure 
that it is locked away. This includes any documents that 
contain names or addresses of any kind.

• Be mindful of discussions that involve confidential 
information and ensure that these are not overheard 
or carried out in front of people who do not need this 
information.

• Be mindful of any confidential information included in 
E-Mails as this is not completely secure.

THE ESSENTIALS
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4.6 Harassment and Discrimination 

Lakeside is committed to provide a positive and safe work
environment. Discrimination, harassment, and bullying will 
not be tolerated. Any conduct or action which creates an 
offensive or hostile volunteering environment is prohibited 
and will be grounded for immediate disciplinary action. 

• No harassment between volunteers, staff, or other non-
staff on the basis of sex.

• No volunteer, male or female, should be subjected 
to unsolicited or unwelcome sexual overtones and 
conduct, either verbal or physical. 

• Misconduct applies to males and females, and includes 
harassment between individuals of both sexes and the 
same sex.

• Each volunteer is committed and responsible for their 
own conduct. 

• Every volunteer with us is representing Lakeside Family 
Services thus we expect whatever you say or do shall 
be honorable.

• Lakeside reserves the right to investigate incidents 
where there are concerns of alleged discrimination, 
harassment, or bullying.

4.7 Boundaries 

Clear boundaries are important for staff, volunteers and 
other non-staff. They enable us to carry out a service 
according to agreed expectations and ensures that 
everyone receives the same quality of service. 

We realise that staff and volunteers may sometimes have 
contact with clients in a personal capacity. In this situation, 
please take care to avoid any apparent conflict of interest.
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4.8 Personal Data Protection Act

Please be assured that your personal data collected, 
used or disclosed are for the purposes of maintaining, 
updating and otherwise administering the Agency’s 
records and for planning and reporting purposes, arising 
out of or in connection with the volunteer service;

• contacting you by telephone or sending phone or 
email messages to you in relation to your volunteering 
participation; 

• communicating and updating you on other Lakeside 
Family Services’ related activities including soliciting 
donations and volunteers; 

• using any of photographs, motion pictures, recordings, or 
any other media records of events related to you, to be 
used by Lakeside Family Services for legitimate purpose, 
including any publicity purposes, and/or to be uploaded 
onto Lakeside Family Services’s public sites and channels.
Not to solicit or promote sales of any kind.



17YOU MEANT A LOT TO US

5.1  Volunteer Appreciation

Lakeside Family Services acknowledges volunteers are 
a valuable resource to the organisation. Volunteers who 
have provided regular support to us will be acknowledged, 
celebrated and/or highlighted in the newsletter wherever 
possible.

Each year, we will organize a Volunteer Appreciation 
Day to show our gratitude and appreciation towards the 
volunteers.

5.3  We are better together

We need your earnest observations and inputs to support 
for a pleasant volunteer experience with Lakeside. You 
will receive online or written feedback forms from us and  
Volunteer Management Executive will arrange feedback 
sessions to hear from the ground.

5.2  Keeping in touch

As a volunteer with Lakeside, we want to keep you in the 
loop. You can ask to receive our newsletter which is jam-
packed with the latest information about everything we are 
up to. You can also follow us at our website www.lakeside.
org.sg or facebook https://www.facebook.com/Lakeside.
Family.Services

5. YOU MEANT   
    A LOT TO US
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Problems Within Your Role

You may contact the Volunteer Management at 6265 6522 
or email: volunteer@lakeside.org.sg should you need to 
raise any grievance during your volunteering at Lakeside 
Family Services. 

Please refer to procedure on how to deal with volunteers’ 
grievance.

6. HANDLING Volunteers 
    GRIEVANCE
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NO

YES

Grievance Raised 
by Volunteers

About Lakeside 
Volunteer

About 
Beneficiaries/ 
Others

Grievances raised 
to Volunteer 
Management  
(VM) for 
investigation.

Resolved?

VM Raised to Head 
of Programme &/or 
Service Director to 
counsel volunteer/
beneficiaries/staff.

VM to update
Volunteer on 
actions taken 
based on his/her 
grievances.Case Closed

Lakeside Volunteer Coordinator 
attempt to solve with volunteer/ 
beneficiaries

AboutLakeside 
Family Services 
Staff
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7.1 The Volunteer Management Team

The Volunteer Management Executive can offer 
advice about applying for volunteering roles within 
the organisation and any other support needed.  

Lakeside Family Services (Taman Jurong) 
Telephone: 6265 6522 
E-mail: volunteer@lakeside.org.sg 
General enquires email: lfstj@lakeside.org.sg

7.2 Change in Personal Details

Please update the Volunteer Management Executive 
about any changes to your personal details so that we can 
continue to keep you updated about the organisation’s 
news, events and volunteering opportunities. It is also 
important that we are able to contact you or your 
designated person in case of emergency.

7. OTHER USEFUL
    INFORMATION
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Thank You for Volunteering at Lakeside

Please do give the volunteer coordinator as much advance 
notice as you can that you intend to leave your role. You 
will be invited to complete an exit questionnaire or interview 
as your feedback will help us to improve our volunteer 
management and other practices.

8. MOVING ON
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Telephone :6564-9722
Email :family-agape@
lakeside.org.sg

FAMILY@AGAPE
21 YUNG HO ROAD
#01-03
SINGAPORE 618593

10.00am to 6.00pm
(Monday to Friday)
10.00am to 4.00pm
(Saturday Only)

Telephone :6271 1744 
Fax :6274 0410   
Email :lfsfit@lakeside.org.sg

BUKIT MERAH CENTRE
BLK 118D JALAN MEMBINA
#01-111
SINGAPORE 164118

9.00am to 6.00pm
(Monday to Friday)

LAKESIDE FAMILY SERVICES LOCATION

Telephone :6567 1908
Fax :6565 6435
Email :lfsjw@lakeside.org.sg

Telephone :6564 9722
Fax :6564 9422
Email :lfsje@lakeside.org.sg

Telephone :6265 6522
Fax :6265 6523
Email :lfstj@lakeside.org.sg

OUR CENTRES

JURONG WEST CENTRE
BLK 516 JURONG WEST
STREET 52 #01-73
SINGAPORE 640516

TAMAN JURONG CENTRE
21 YUNG HO ROAD
#03-01
SINGAPORE 618593

JURONG EAST CENTRE
BLK 302 JURONG EAST
STREET 32 #01-22
SINGAPORE 600302

Office Locations Office Hours Contact Information

9.00am to 5.30pm
(Monday to Friday)

9.00am to 5.30pm
(Monday to Friday)

9.00am to 5.30pm
(Monday to Friday)
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OUR STUDENT 
CARE CENTRES

Telephone: 6567 7270
Fax: 6896 0516
Email: lakesidescjw@lakeside.org.sg

Telephone: 6564 9677
Fax: 6564 9876
Email: lakesidescje@lakeside.org.sg

Designed by students of Nanyang Polytechnic
School of Design, Visual Communication
Nurul Iffah, Nur Faranismah, Nurul Ashikin, Joycelyn Sng,
Carmen Chan, Cindy Tay Hui Ning, NurShaza Atiqah, Low Jy Wa.

JURONG WEST
BLK 514 JURONG WEST
STREET 52 #01-18
SINGAPORE 640514

JURONG EAST
BLK 302 JURONG EAST
STREET 32 #01-22
SINGAPORE 600302

Office Locations Office Hours Contact Information

7.00am to 7.00pm
(Monday to Friday)
7.30am to 1.30pm
(Saturday Only)

7.00am to 7.00pm
(Monday to Friday)
7.30am to 1.30pm
(Saturday Only)



 6265-6522 

 www.lakeside.org.sg

21 Yung Ho Road, #03-01
The Agape, Singapore 618593


