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The rationale in implementing 2Quality Journey ~ Tal Quality Management® is based on
the mission of Hong Kong Sheng Kung Hui in providig social welfare services: 2What
you did to the least of my brother, you did unto Me® That is, to fulfill the needs and
expectations of services users through the provisio of person-oriented services.

< The Crest was located at the top corner, indicatinghe commitment of top management in
implementing Total Quality Management, together witfront line workers.
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Quality Journey

B’ H <R The aiming at the target symbolizes that a clear déction and goal was set. The goal for the
implementation of Total Quality Management is to dgeve a quality driven organization, so as
to ensure the continuous improvement of service quidy.
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Heading towards the targeted direction, with armsifm and straight, legs strong and stable;
the arrow will then be set for the mark. Similarlystaff development, relevant skills and
techniques, service standards and procedures are exential elements of service quality.
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The archer is an essential person to bend the bow ad shoot the arrow at the targeted
direction, including the importance of staff membes, and that quality culture is essential so
that the whole staff team implements Total QualitiManagement in concerted effort.
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Quality Journey was implemented to ensure the continuous improvement of service quality through Total Quality
Management, in order to fulfill the needs and expectations of service users. With the support from the Executive
Committee, the commitment of the staff team, and tle encouragement of service users, the Journey has
received appreciations and recognitions for the achievements throughout the year.

In the past year, H.K.S.K.H. Nursing Home has inwéid Centre on Behavioral Health from the Universitpf
Hong Kong to conduct an evaluation study on Integréive Body-Mind-Spirit Hospice Care for Older Adultsa
press conference was held to announce the results ad to arouse public awareness on the physical, meral
and spiritual needs of frail elders in residentidlomes. The Neighbourhood Elderly Centre Service Quidy
Improvement Team has conducted a @Music Power® Training Workshop for staff to strengthen their knowledge
in music therapy and application in dementia servies. The District Elderly Community Centre Service @@lity
Improvement Team organized three working groups orparticular projects, including Home Environment
Improvement Scheme for the Elderly, Positive Life Elderly Suicide Prevention Project and Hidden Elder Service.
With the sponsorship of the Social Welfare Development Fund, Integrated Home Care Service and Home Help
Service Quality Improvement Team organized a Studyour to Taiwan. The delegation visited a number of
social service organizations in Taipei and Taichuntp understand their operations and experiences. Cidren
and Youth, Community and Family Service Quality Intpvement Team developed a curriculum filtering web-
application named 2Study What® so that the candidates could search for multiple pathways of further studies by
entering their DSE results. Besides, a mock DSE release day for parents was held and the @DSE 2012 Career
Guidance Programme® research report was released.

This report summarizes our colleagues' efforts infle Quality Journey during the year. With generousupport
and encouragement from all around, the Council would continue to endeavor for excellence.
7.

Dr Jane Lee
Director
6t December 2013
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Beyond the extent of service provision to cater for the needs of service
users, the Council has all along aimed at servicexxellence through
continuous improvement, even to the degree of exceding users'
expectations. To achieve this, the Council collectseedback regularly
from service users and their families, colleaguessawell as relevant
stakeholders via different channels to formulate gmopriate strategies for
service development. During this year, the Councikceived a total of 182
letters of appreciation, which were not only recogitions to colleague's
hard work, but a source of motivation to pursue quality services.

Staff Satisfaction Survey

Staff satisfaction survey was conducted every yeato collect opinions
from colleagues in order to understand their viewsThis practice could
be dated back to the year 2001 whence the survey wa conducted
biannually. Since 2008 the survey time interval was changed to annually
in order to grasp the colleague's views in a timely manner.

This year, the survey was conducted during the AlStaff Meeting in
January 2013 through the administration of questionaires. With 1,768
valid questionnaires received, the response rate was 81.3%. The results
showed that overall staff satisfaction was with theCouncil stood at
76.2%.
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«"AUG™ A Staff overall satisfaction towards the Council

+
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The Survey is included the following six dimensions:
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Dimension Purpose
1. V.«E Y «° AE;X6Y4 vqfzYoéx d AUbdi-~ Y!Po¢ AUOGS
- £YT, f
Communication To understand staff members' degree of understandig towards the Council's
and Planning vision, mission and strategic plans, their level o€onfidence towards the
Council's management, as well as their views on the Council's new initiatives.
2. 1h Y " 7% i Yi hg « 1f
Development To understand the level of attainment and sense ofchievement of staff
Opportunities members regarding their posts.
3. Uso- Y «& AUbY O-qUb «o I, Y« 1f
Organizational To understand the organizational culture and staffmnembers' level of trust
Culture towards their work partners within the Council.
4. 6*0 Y «~ AU66*0O Y d < AA YO jcif
Operational To understand staff satisfaction level towards theorganization's operational
Efficiency efficiency including information technology support.
5 p_é- Y o ~— mdg¢eeqeloeY ¥ ée. v f
Employees’ To understand staff satisfaction level towards thevorking relationship with
Relationship supervisors and their colleagues.
6. ACA Y «~ AU6d6Y A[e qCAA°Y f
Information To understand staff satisfaction level towards theorganization's information

and Training

release and training arrangements.
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And the Council's performance was as follows:
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+p tp
Satisfaction Satisfaction
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Note: Operational Efficiency was not measured in 2001 survey.
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Employees' Relationship Information and Training
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E;X6 _ZgggE &. 2 "« The Council has set up the Professional Internal Aditor Team

A2ey * E™ _ "+ Yo Programme since 2003, colleagues from various serge units were

“A,«A2eY ‘d% X6 nh appointed as auditors, to conduct internal audits to the Council's service

¢ 1t «A2e devl 6¢* units in order to achieve continuous improvement.
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da bPY2eyY ‘. dIE » —  Other than existing auditors in the programme, seve colleagues from
YV 8 e Yo different service units were invited and trained as internal auditors during

YaCAd ~ @&dO%«A2 this year, forming a team of 30 internal auditorsa perform internal

eY ‘d $ebgd «2Y ‘% quality audits for the Council service units and deartments. Training and

E; X667 A~ T sharing sessions were arranged by the Quality Management Department

«R2e 7 /IM# A(6>, A periodically to enhance auditor's skills in the prgramme. During this
°«2Y ‘CA¢; +. 6dg ®t year, quality audits were conducted in 30 service units and suggestions

Y "eY tt d(d °Y ‘Y 2 forfurtherimprovements were raised.
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Child Care Service Quality Improvement Team
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Staff Development
Day
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A staff development day @life touches life® was hdl The core essence of the
service was shared with illustrations of differentases and teaching curricula.
The history of Hong Kong Sheng Kung Hui serving theommunity based on
the needs of the society over the century. Proud to be members of Hong Kong
Sheng Kung Hui, colleagues were more confident andnotivated to inherit
culture to discern the needs of individuals, put baevolence and justice into
practice to build campuses full love and care, whih allow children to foster
harmony and peace through school activities, promdhg the culture of love
oneself, love others, love the community and lovehe nature. Besides, the
children were further motivated to learn and apply the knowledge effectively and
positively, which in turn further consolidates the vision of preschool education.
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Child Care Service Quality Improvement Team
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Revision on Child
Development
Assessment

Tool
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To facilitate whole-brain learning, the Child Development Assessment Tool was
revised from a traditional approach to a more pradtal approach. Based on
the Children's Development Domain of Performance kficators (Pre-primary
Institutions) from Education and Manpower Bureau,hte revised content
included logical thinking, language abilities, motoskills, good health habits,
affective development, social development as well s aesthetic and cultural
development.
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Children and Youth, Community and Family Service Quality Improvement Team
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Study Tour on
Life Education
in Taiwan
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Career and
Life Planning
Task Force
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The Quality Improvement Team organized a Study Touto visit Taiwan
during the period from 20" to 25" January 2013. The aim of the study
was to understand the know-how in the implementatim of life education
for adolescents. A sharing session was held on 16 May 2013 with other

colleagues in the services.
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The Quality Improvement Team developed a curriculum filtering web-application
named 2Study What° so that the candidates can search for multiple pathways
of further studies by entering their DSE results. Breover, the mock DSE
release day was held on ™ July 2012 for parents. With 92 parents and 52
students participated, the program has attracted seven media to report on the
event. This year the DSE release day hotline seréchas recruited and trained
volunteers to run counseling service centers in Yi®On Estate and APM Plaza.
aDSE2012 Career Guidance Programme® research report was also released on

14t July 2012,
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Children and Youth, Community and Family Service Quality Improvement Team
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Other Professional
Training
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The Quality Improvement Team conducted different professional trainings such
as the Workshop on Skills in Conducting Parental Gups, 15 social workers
has joined the 10-sessions training and agreed thathe skills learned in the
training could be applied to their daily work with parents. A rock climbing coach
training course was also conducted this year. The 17 participants have become
qualified coaches after the training and would assist in organizing rock climbing
activities.
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Integrated Home Care Service and Home Help Service Quality Improvement Team
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Taiwan Study Tour
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Professional
Training
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With the subsidy of Social Welfare Development Fundhe Team organized
a Taiwan Study Tour. The delegation visited differg types of welfare service
providers in Taipei and Taichung to learn from theibest practice and
experience. Participating colleagues were impressedby the diversification of
services provided and the mobilization of community resources, while the user-
orientation approach and the thoughtfulness in thewhole service process,
from concept in service design, physical setting toservice operation, was
unforgettable.
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During the year under review, three professional trainings and sharing sessions
were organized:
aSelf-defense Workshop® + To strengthen colleagues' knowledge and ability
in identifying potential risks during the delivery of home care service, in order
to minimize accidents.
aHorticulture Therapy® Group + The basic principleof horticulture therapy
and different planting knowledge were introduced irthe group. Colleagues
were able to experience the effectiveness of horticulture therapy via planting
and role playing activities.
agxperience Sharing of Taiwan Study Tour® £ The frontline staff were able to
understand the characteristics of Taiwan integrated home care services and
the difference of their services with Hong Kong in the sharing session. The
tutor also introduced the characteristics of hospie care service in Taiwan
and shared her experience during this session.
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Day Care Centre for the Elderly Service Quality Improvement Team
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Talk on Use of
Chinese Medicine
in Pain Relief
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Enhancement of
Dementia Member
Service
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Recognizing staff members as invaluable assets othe services who have
provided quality service in serving our service ugse and their families with
dedication and commitment, the Team invited an expeenced Chinese
medicine practitioner to conduct a talk on the use of Chinese medicine in pain
relief for staff members. Colleagues learned how to lead a healthy lifestyle and
the prevention of strains. 65 colleagues who attendd found that the training

was practical in pain relief.
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Since October 2011, Dementia Care Supplement was reeived for Day Care
Centre to enhance services provided to members with dementia. Based on the

needs and characteristics of each centre, differenprojects were implemented
with additional resources, manpower, and training provided.
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Neighbourhood Elderly Centre Service Quality Improvement Team
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Music Therapy

Staff Training
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In view of the rising number of elderly sufferingdm dementia alongside with
the ageing population, the Team encouraged colleagues to apply music therapy
in group work to improve the emotional, social andcognitive performance of
demented elders and to enhance their self-confidence.
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In order to enhance colleagues' knowledge and sk#lin music therapy, a @Music
Power Workshop® was organized. Taught by registerednusic therapist, the
workshop started from the basic principle of musicto the characteristics of
different kinds of musical instruments. In addition, the tutor introduced a variety
of assessment tools for evaluating the effectiveness of therapeutic groups. The
participants were requested to share their practichexperience with others in

the workshop.
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District Elderly Community Centre Service Quality Improvement Team
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Working Groups

Staff Training
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In order to ensure the quality of services, threendividual working groups
were set up to oversee particular projects, includig 2Home Environment
Improvement Scheme for the Elderly®, 2Positive Lif&lderly Suicide Prevention
Project® and 2Hidden Elder Service®. In addition tgrovide a platform for
experience sharing, the working groups also enabledervices to be reviewed
systematically and effectively through in-depth discussions.

%d ¢_"¢ 0e"Y YB8]E (¥ 17d] Y _6 i +?2- a
»* EY4°p "CA z fCA °f < |

“¥%+7 ?pCA 0 ™ U IE LAO™+9—{0¥#"}a z2
GE;X6 W' D#2 oA, zkd% "e"° -p&g] O,Y# £

$. duA° Y  u» 7 ¢—kf\z ™g” 707 ¢—kf\z ™
YCAz §"dad  °«"Yf \z Y !7fJACA (W p

7 2,70 7 2aA - ado —e° a7 O,Y? p]l&E ¢—kf\
z Y D\'7f

In order to enhance the professional knowledge andractical skills of social
workers and programme staff, four training programres were organized with
the support of the Social Welfare Development Fund. The training programmes
included:

aNarrative Therapy Workshop® and 2Basic Skills on btivational Interviewing®
+ Taught by a lecturer from The Hong Kong Polytechio University and the
Council's clinical psychologist, these training prgrammes introduced the theory
and knowledge of intervention strategies and the counselling skills.

aGroupwork in Art Therapy® and 2Groupwork in Play fierapy® = Delivered by
registered art therapist and play therapist respectively, the trainings introduced
basic knowledge and applications in conducting groups for elderly.
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of Centralized
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With the implementation of hospice care in the residential homes an integrated
hospice care programme, 2Integrative Body-Mind-Spit Hospice Care for
Older Adults®, has been implemented in the H.K.S.Kd. Nursing Home since
2009. An evaluation study was conducted for this pogramme by the Centre
on Behavioral Health of The University of Hong Kongdrhe result of this study
was announced in a press conference on 14 December 2012 to arouse public
concern on physical, mental and spiritual health ofrail elders in residential
homes. Talks and sharing sessions related to 2lifefvere also held periodically
to help the residents and their families to face tb end of life with a positive
attitude. Staff development programmes organized icluded a seminar on
funeral and interment arrangement and a day camp on life education.
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H.K.S.K.H. Nursing Home, H.K.S.K.H. John Yuen Homédor the Elderly and
Loving Joy Court, H.K.S.K.H. Mei Mao Keen Ying Homédor Senior Citizens
had worked as pilot centers and collaborated with he Council's 2Community
Medical Support Service Network® to implement the sheme of centralized
procurement of medical supplies. During this year, phase 2 of the scheme was
commenced and the procurement was extended to othersubvented homes
for elderly. A one-stop platform for assisting service users and their families to
purchase medical supplies could be fully launched in August 2013.
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Enhancement of In order to enhance the 2Home Message System® (HMSh residential homes

for the elderly, discussion session was held to c¢éct the views and opinions
on the HMS for enhancement purpose. Modifications bthe system has been
made following the discussion and subsequent trainings were provided by the
Information Technology Services Department to intmuce the newly added

Home Message
System

functions.
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There is no unified way to be followed by welfare manizations in

launching Total Quality Management. From the begiring, when the

Council had tried to conceive the concepts; to thisday when all staff

members share the belief on the importance of qualy service to the

service users; this journey would not be possible without the efforts and
contribution of each individual staff member.

We believe the quality culture will be sustained and reach its maturity in
providing innovative and user-oriented services.

We will remember the Council's mission: @The Countifollows the
footsteps of Christ, discerns the needs of society,puts benevolence
and justice into practice, and provides pertinent srvices, so that life,
while being transformed, may be lived in a manner appropriate to human
dignity and values.® while delivering our services to the society.



