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Governing Structure

The Board of Directors is the highest decision-making body of
the Agency. With the succession mechanism for the governing
board members, including the term of office and number of
consecutive terms etc., our Board of Directors could maintain
its openness to progress with the society. The regular
participation of representatives from Staff Association in our
Board of Directors Meeting also enhances our communication
with staff.

Our Board of Directors has established Finance & Personnel
Committee, Development Committee and other management
committees to oversee the operation and development of
our services. With the valuable inputs of these Committees
and the work reports and policy reviews from the
management, our Board of Directors can regularly monitor
service progress and formulate sound policies and strategic
directions of the Agency.

Articles of Association & Governance

To meet the ever-changing needs of the society and to
comply with the regulations and requirements of government
departments such as the Education Bureau, we reviewed the
Articles of Association and included our objects in education,
medical & health and environmental protection.

In compliance with the ‘Lump Sum Grant (LSG) Subvention
System Best Practice Manual for NGOs’, the Agency
formulated policies with clear guidelines and procedures on
‘Management and Ultilisation of LSG Reserve’, ‘Provident
Fund Scheme’, ‘Salary Package Policy and Administration’ as
well as ‘Handling of Complaints’ for maximising our resources
utilisation and strengthening our work on monitoring and
management. With the completion and implementation of all
these policies in the last year, the capabilities of the Agency
on human resources management, financial management as
well as corporate governance and accountability have been
further enhanced.
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Strategic Plan & Image Building

We re-grouped our 70 plus service units into 10 core services
and 2 special services 2 years ago. Each core service formulates
its strategic directions and plans for the upcoming 3 to 5 years
and at the same time proposes a core social value to represent
their respective key visions, including ‘Love your Family’,
‘Dream’, ‘Care for Elders’, ‘Caring’, ‘Hope’, ‘Flourishing’,
‘Health’, ‘Social Inclusion’, ‘Livable City’, ‘Justice’, ‘Advance’,
and ‘Excellence’. The overall service theme of the whole
Agency is positioned as ‘Services for a Better City’. A public
image building campaign was launched to publicise our new
themes with an aim to strengthen our collaboration with
stakeholders and strategic partners, so as to expand our
service impact and work together for a better city in future.

Key Performance Management &
Quality Enhancement

For effective performance management and enhancement of
service quality, the Agency set up Quality Improvement
Committee and Performance Management Unit to monitor
the overall service standards and to develop policies and
protocols for continuous quality improvement of our service.
In the last year, the Committee reviewed and revised the
corporate Key Performance Indicators (KPI) and the Agency’s
10 core services also formulated their service-related KPIs
to be in line with the new strategic plan. Reports and
recommendations on KPIs will be prepared by the Committee
regularly to evaluate the overall organisational performance
and for further improvement. In-line with the review visit
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Mr. Kwok Lit-tung, JP, Chief Executive of the
Agency signed the ‘Declaration on Occupational
Safety and Health’.
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mechanism of the Social Welfare Department, the
Performance Management Unit also conducted internal
assessment to service units to ensure continuous quality
improvement.

Besides, Performance Management Unit conducts ‘Customer
Service Month’ annually in which activities are organised to
express our thankfulness for our service users. ‘Customer
Service Survey’ and mysterious shoppers’ study will also be
conducted to collect opinions from external and internal
service users for a better understanding on customers’
satisfaction level and ultimately building up our quality
customer service culture.

Apart from service quality, occupational safety of staff is also
our prime concern. We set up the post of Health & Safety
Officer. The officer would review the operation and safety
measures of service units through site inspection and give
recommendations to tackle high risk problems. The
promulgation of ‘Declaration on Occupational Safety and
Health’ clearly demonstrated the management’'s commitment
to ensuring workplace safety for staff.
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The management communicated with staff through different
internal meetings.
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The 62nd Annual General Meeting

Internal Communication and
Management

The Agency continuously communicates with staff through
various meetings and consultation platforms to collect their
views on policies and to keep them informed of the latest
development of the Agency for better alignment between staff
and management. The annual staff satisfaction survey and
exit questionnaire can further let the management be aware
of the employees’ aspirations, enhance the communication
and strengthen the corporate governance. The repositioning
of our Managerial Leadership Execution Meeting in 2017 was
believed to be able to strengthen the capability of our service
managers in management.

Public Accountability

The Agency values transparency and public accountability.
Our Annual Reports and also Auditor's Reports have been
made accessible to the public through our website to facilitate
public surveillance. In this year, we further posted our Review
Report for the Remuneration Packages for Staff in the Top
Three Tiers to our website for public information.
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