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SECTION 1 - BACKGROUND 
 
The Lump Sum Grant Subvention System (LSGSS)  
 
1.1 The Lump Sum Grant Subvention System was introduced in 2001 as a major revamp 

of the public funding and management of non-government organizations (NGOs) in 
the social welfare sector.  The essence of the LSGSS is described as “effective use of 
public resources, innovation, responsiveness and performance management to meet 
the changing community needs in a timely manner” based on the Social Welfare 
Services Lump Sum Grant Manual (SWD, 2000, p.4).  Under the LSGSS, the Social 
Welfare Department no longer imposes rigid input controls on staffing and salary 
structures or individual items of expenditures of NGOs subvented by the LSGSS 
(NGOs). 
 

Issues and Challenges Faced by Subvented NGOs in Response to the 
LSGSS 
 
1.2.1 In January 2008, seven years after the LSGSS was first introduced, the 

Government appointed the Lump Sum Grant Independent Review Committee 
(LSGIRC) to assess its overall effectiveness.  The Review Report on the Lump 
Sum Grant Subvention System (2008) published by the LSGIRC, identified issues 
faced by subvented NGOs after the introduction of the LSGSS, namely: overall 
implementation; efficiency and cost effectiveness; corporate governance and 
accountability; impact of the LSGSS on the quality of welfare service; handling of 
complaints; and some other related issues.  As a result, the LSGIRC made 36 
recommendations, and the first one is the production of a Best Practice Manual for 
subvented NGOs on three domains: financial management, human resource 
management, and governance and accountability.   

 
1.2.2 Recommendation 1: A Best Practice Manual for NGOs on various management 

issues ……….should be developed by the welfare sector, with professional input 
from management experts if necessary.  The LSG Steering Committee should 
work with the sector in drawing up this manual.  (LSGIRC, 2008, p.118) 

 
1.2.3 The three domains addressed by the Best Practice Manual as identified by the 

Review Report of the LSGIRC are: 
 

a. Corporate Governance and Accountability: 
i. Review of best practice guidelines currently available and consolidation of       

NGOs’ useful experience and success stories in trying out new management 
strategies which are conducive to the development of the welfare sector under the 
LSGSS;  
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ii. The roles of NGOs’ management and governing boards, as well as how front- 
line staff and services users can be involved in the decision-making process for 
important management issues; and  

iii. How management and governing boards can better perform their respective roles 
in handling complaints made by service users and staff.      

 
b. Financial Management: 

i. The optimal level and the gainful deployment of the LSG reserves taking into 
account commitments to Snapshot Staff, as well as the need for services 
enhancement and staff development; and  

ii. The deployment of provident fund provisions and reserves for non-Snapshot 
Staff on PF contribution, including possibly special contributions to award non-
Snapshot Staff for their good performance.   

 
c. Human Resource Management: 

i. Pay system such as pay scales, linkage between performance and pay, and fair 
pay policy on the remuneration package; and public disclosure of remuneration 
packages of staff at the top three tiers;  

ii. The use of funding for salary adjustments in line with civil service salary 
adjustments;  

iii. Prevention of unintended disparity in staff pay; and  
iv. Administration of time-limited employment contract.   

 
1.2.4 In 2011, the Social Welfare Department commissioned The Hong Kong 

Polytechnic University Consultancy Team to collect views from NGOs receiving 
the LSG for drafting a “Best Practice Manual” and making recommendations to 
the LSG Steering Committee.  A Project Steering Committee on the Consultancy 
Study for the Production of the Best Practice Manual was formed by the LSG 
Steering Committee to give direction and steer to this study.    
 

1.2.5 The Consultancy Team has committed to conducting a thorough, fair and open-
minded study of the issues related to the three domains to be covered by the Best 
Practice Manual and to seek and learn from the wisdom and experiences of NGO 
stakeholders in the compilation of the Manual.   

 
 
Basic Information of the 164 Subvented NGOs 
 
1.3.1 Based on the information provided by the Social Welfare Department, in 2010, 

there were 164 NGOs subvented by the LSGSS.  Among these 164 NGOs, 60 had 
provisional subvention allocation for the year 2010-2011 under 5 million dollars, 
54 from 5 million to 30 million dollars and 50 above 30 million dollars. 
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Size  Provisional subvention allocation for 2010-11 Number of NGOs 
Small NGOs Below 5 million  60 
Medium NGOs 5 million to 30 million  54 
Large NGOs Over 30 million  50 
 Total 164 

 
 
1.3.2 The reserve position of NGOs is shown in the following two tables.  The first table 

shows the number of NGOs grouped by level of LSG reserve at 5% interval, while 
the second table shows the number and percentage of NGOs with LSG reserve 
above or below 25%.  
 
Reserve Position of NGOs receiving the LSG as per NGOs’ Annual Financial 
Report of 2010-11 at 5% interval 
 

LSG Reserve as a % of 
Operating Expenditure 

No. of NGOs 
Including 

Holding Account 1 

No. of NGOs 
Excluding 

Holding Account 

45% or above 42 7 
40% to less than 45% 7 3 
35% to less than 40% 12 4 
30% to less than 35% 11 3 
25% to less than 30% 10 3 
20% to less than 25% 17 17 

1  According to the LSG Manual, “the level of cumulative reserves (including interest but 
excluding PF reserve) at the financial year end will be capped at 25% of the NGO’s operating 
expenditure (excluding PF expenditure) for that year.  Any amount above this cap needs to be 
refunded to the Government in the following financial year…”  To address NGOs’ concern to 
honour their contractual commitment to snapshot staff after opting for LSG and to achieve 
financial sustainability in the longer term, in July 2005 SWD introduced the Special One-off 
Grant (SOG) together with other facilitating measures. 
There were two schemes under SOG.  Scheme A was for NGOs who required assistance in 
meeting their contractual commitments to snapshot staff.  Scheme B was for NGOs who did not 
require further assistance in meeting the contractual commitment to snapshot staff.  For NGOs on 
Scheme B, financial resources were provided to enhance their human resource practices.  A total 
number of 46 NGOs opted for SOG under Scheme A and 78 NGOs opted for Scheme B.  NGOs 
who opted for Scheme A had to provide Financial Analysis Reports to SWD with a projection for 
a period of 2 to 10 years showing that they will achieve financial viability within the timeframe. 
The other facilitating measures under SOG included withholding the clawback of LSG Reserve 
above the 25% mark for three years from 2004-05 to 2006-07 to enable NGOs to accumulate 
savings to meet their financial commitments in the long run.  The savings during these three years 
can be kept by NGOs in a Holding Account.  When using their Reserves and the savings in their 
Holding Accounts, NGOs were advised to ensure that such use would not affect their financial 
viability in honouring their contractual commitment to snapshot staff.  For 2007-08, the clawback 
arrangement resumed, but the brought forward balance of the LSG Reserve as at 1 April 2007 was 
taken as zero for calculation of clawback above the 25% cap. 
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LSG Reserve as a % of 
Operating Expenditure 

No. of NGOs 
Including 

Holding Account 1 

No. of NGOs 
Excluding 

Holding Account 

15% to less than 20% 17 19 
10% to less than 15% 7 17 
5% to less than 10% 9 17 
less than 5% 32 74 
Total 164 164 

Reserve Position of NGOs receiving LSG as per NGOs’ Annual Financial Report 
of 2010-11 over or below 25% 

LSG Reserve as a % of Operating 
Expenditure 

No. of NGOs 
Including 

Holding Account 

No. of NGOs 
Excluding 

Holding Account 

Over 25% 82 202 
25% or less 82 144 
Total 164 164 

2 Any reserve above the 25% cap (excluding the Holding Account) is subject to clawback. 
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SECTION 2 - RESEARCH OBJECTIVES  
 
Scope of Study 
 
2.1 According to the Service Specifications, the objective of this study is to compile a 

Best Practice Manual providing NGOs with both guidelines and good practices which 
in turn requires completion of the following tasks: 
a. to examine current practices of NGOs on the aspects of human resource 

management, financial management, and corporate governance and accountability; 
b. to identify NGOs’ good practices and analyse practicable parameters on these 

aspects as reference to other NGOs in Hong Kong; and 
c. to make recommendations on developing good practices among NGOs in Hong 

Kong having regard to NGOs’ acceptance. 
 
 
Preamble 
 
2.2 The NGOs range widely in structure, size, affiliation, types of service and complexity.  

Thus, it is not expected that there will be a “one-size-fits-all” model (Efficiency Unit, 
2010, p.7).  The goal of “best practices” is to identify measures for the preservation 
and effective stewardship of the charitable assets of the NGOs (McDermott Will & 
Emery, 2004) that will benefit most NGOs while shedding light to the remaining.   
 

2.3 Equally important is that the principles of the best practices might not be applied in all 
circumstances.  That is why a “how to” procedural guideline is not always appropriate.  
NGOs need to be aware of the guiding principles in order to achieve the best possible 
public benefit (Controller and Auditor General, 2006).  In the production of the Best 
Practice Manual, the heterogeneity of the NGOs should be taken into account. 

 
2.4 The social welfare field has experienced challenges brought by demographic, social 

and economic changes in tandem with rising social expectations in the past two 
decades.  During the same period, many NGOs have undergone transformations in 
governance and management, especially in human resources and financial 
management due to the introduction of the LSGSS and the associated reforms like 
competitive bidding and SQS.  This has posed a multiplicity of challenges, and 
stakeholders of many NGOs have divergent views on the changes that are necessary 
and on the most appropriate ways to meet these challenges.   

 
2.5 In view of the above situation, the social welfare field needs to search for its consensus 

and bridge the divergences among its key stakeholders so that it remains a steadfast 
force of social solidarity built on the principles of social justice, fairness and 
betterment for Hong Kong.  It is against this background that the Consultancy Team 
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has designed this research study.  Thus, the interests of key stakeholders and society at 
large should be taken into consideration in the preparation of the Best Practice Manual.  
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SECTION 3 - RESEARCH DESIGN  
 
Overview 
 
3.1.1 This study has employed multiple methods to collect quantitative and qualitative 

data with convincing validity and reliability.  This ensures that the compilation of 
the Best Practice Manual is well founded theoretically and contextually while fully 
incorporating the concerns and wisdom of major stakeholder groups. 

3.1.2 The methods utilised include: 1) review of international and local literature, 2) 
questionnaire survey, 3) case study, and 4) focus group interviews of major 
stakeholders. 

 
Review of Foreign and Local Practices 
 
3.1.3 Review of international and local literatures provide references for parameters, 

principles, and underlying values of best practices.  The study begins with a 
literature review examining the best practices of NGO management overseas in 
locations such as North America and Australia, with regards to human resource 
management, financial management, and corporate governance and accountability. 
Further, useful local references are drawn from guides for NGOs in relevant 
sources such as the Efficiency Unit and ICAC in Hong Kong.   

 
Stakeholder Analysis through Survey, Case Study and Focus Group 
Interviews 
 
3.1.4 Empirical researches on NGOs in Hong Kong provide data grounded in the local 

context which on the one hand validates the criteria identified from the literature 
review, and on the other hand forms an empirical ground for designing the Best 
Practice Manual for the local NGOs.  Three empirical researches were conducted 
in this study, namely a questionnaire survey, case study and focus group interviews 
of major stakeholders.  

 
3.1.5 Objectives of the empirical researches include: 

a. Conducting a basic scanning of the NGOs and their major stakeholders to locate 
data grounded from the local context and to inform the production of the Best 
Practice Manual. 

b. Providing empirical evidences on current practices in corporate governance and 
accountability, financial management, and human resource management; and 
views on principles of good practices. 

c. Investigating in greater depth the current practices so as to identify the good ones, 
the level of effectiveness, advantages and disadvantages, the difficulties and areas 
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for improvement; and from there find out stakeholders’ views on the parameters, 
underlying values and principles of best practices.   

 
3.1.6 These empirical researches adopted Stakeholder Analysis as a common analysis 

framework, which investigated and analysed the opinions from the key groups 
directly related to the system, i.e. the key stakeholders.  The key stakeholders 
involved in this study include the followings from each category of large, medium 
and small-sized NGOs:  

a. board members who provide steering and guidance for overall development of the 
NGOs,  

b. CEOs or senior management who are in charge of the operation of the NGOs,  
c. front-line staff who provide direct services to NGOs, and; 
d. service users who use the services directly. 

 
Self-administered Questionnaire Survey – First Stage 
 
3.1.7 The survey collected basic information of the current practices and views of the 

population, i.e. the 164 NGOs, and probed into a basic picture of good practices as 
seen by the stakeholders.  It also provided a broad picture of common practices 
among the NGOs.  Three categories of stakeholders were involved, namely the 
CEO or senior management, a front-line staff member, and a service user from 
each NGO.   
 

3.1.8 The questionnaire for CEOs or senior management focused on data collection, 
together with their views on their current practices.  It was assumed that the CEOs 
or senior management, as compared with board members and middle management, 
possessed more comprehensive and systematic knowledge of the current practices 
and were more ready to provide detailed and accurate information alongside their 
views.  
 

3.1.9 The questionnaires for front-line staff and service users focused on collecting their 
views on current practices.  In the questionnaire for front-line staff, all three areas 
of concern were covered.   
 

3.1.10 Since service users did not have much knowledge about the operation of financial 
management and human resource management of the NGOs, the questionnaire for 
them covered mainly questions about governance and accountability.  
 

3.1.11 In all three sets of questionnaires, in order to facilitate identification of good 
practices, respondents were asked to select some good ones from among their own 
practices, and they were also requested to nominate any of their good practices.   
 

3.1.12 Pilot test of the questionnaires was conducted with a total of 23 respondents from 
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18 NGOs of various sizes, including CEOs / senior management, front-line staff 
and service users.  Based on the feedback from the respondents in the pilot test, the 
Consultancy Team revised the three sets of questionnaires which were endorsed by 
the Project Steering Committee. (See Appendices 2a – 2c) 

 
Case Study – Second Stage 
 
3.1.13 The case study was conducted through individual interviews and documentary 

research to investigate in greater depth the current practices of NGOs so as to 
identify the good ones, key stakeholders’ views on them, their effectiveness, 
advantages and disadvantages, as well as difficulties and areas for improvement. 
Respondents were also interviewed for their views on the parameters, underlying 
values and principles of best practices.  Four categories of key stakeholders were 
interviewed and the respective interview guides are attached. (See Appendices 3a – 
3d.)  Documents on best practices from NGOs interviewed were collected and 
studied.  The collection of voices from different stakeholders engendered a more 
holistic picture on the good practices as compared with more uni-dimensional 
impressions from the perspectives of one group of stakeholder.  To strike a balance 
between standardization and flexibility for exploration, a semi-structured interview 
guide was designed for data collection.  (See Appendices 3a – 3d.)  

 
Focus Group Interviews – Third Stage 
 
3.1.14 The original research design of this study was to consult and seek further opinions 

especially on the levelling of best practices from NGOs after the compilation of the 
first draft of a Best Practice Manual based on the data collected from the 
questionnaire survey and good practices drawn from the case study.  Key 
informants including senior management and front-line staff would be invited to 
focus groups, and open forums would be conducted to collect views from those 
who were not invited to the focus groups.  During the case study and questionnaire 
data collection period, it was however found that many stakeholders had concerns 
about the production of the Best Practice Manual, and requested to participate in 
the data collection process at an earlier stage in the form of a focus group before 
the consolidation of a draft manual.  
 

3.1.15 With a view to accommodating their concerns, after discussion with the 
representatives from the Social Welfare Department, the Consultancy Team made 
a proposal which was endorsed by the Project Steering Committee to bring the 
focus group forward before the consolidation of the draft manual.  As a result, 
focus group interview became the third data collection channel to further tap 
respondents’ experiences and views on best practices.  A framework for focus 
group discussion were then drafted and endorsed by the Project Steering 
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Committee and results are included in this research report.  A total of 10 focus 
groups from CEO/senior management, front-line staff, and service users were then 
planned.  Additional sessions for those who would like to share their views but 
were not randomly chosen to join the focus group were specially arranged for these 
three groups of stakeholders respectively.  Written suggestions from the NGOs and 
their stakeholders were also welcome.  In addition to these three types of 
stakeholders, representatives from social work professional bodies were also 
invited to join the focus group discussion. 

 
Sampling 
 
Survey with self-administered questionnaires 
 
3.2.1 Letters explaining the objectives of the survey together with the three sets of 

questionnaires were sent to all subvented NGOs (164) which were expected to 
participate in the questionnaire survey.  At least three reminders in the form of 
phone calls were made even after the deadline.    

 
3.2.2 Selection criteria for the questionnaire survey:  
 

a. Front-line staff were defined as those who were at or under the rank of ASWO or 
its equivalent and at a post lower than the CEO, and had been working in a service 
subvented under the LSG within the organization for at least 3 years.  The front-
line staff could be nominated by the CEO or staff, staff association or staff union.  
For NGOs lacking staff associations or unions, the respondents were either elected 
by relevant staff members or nominated by the CEO.   

b. The selection of service users followed the same criteria as that for front-line staff.  
The service user could be nominated by the CEO or service users or member 
council.  For multi-service NGOs, the service users they nominated should come 
from a major service subvented by the LSG and should had been receiving that 
service from the organization for at least 3 years.  Parents or family members 
could help the service users to fill in the questionnaire if needed. 

 
Case study 
 
3.2.3 As the main purpose of this research is to identity best practices rather than getting 

representative figures or pattern, purposive sampling instead of random sampling 
was adopted in the case study.  Further, self-nomination from NGOs was welcome, 
as long as it did not exceed the set quota for a particular category of NGOs 
differentiated by the predetermined selection criteria as follows.   

 
3.2.4 Selection criteria for NGOs were set to tap the following diversities: 

a. Organizational size: large, medium and small  
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b. Subvention: any agencies with all services subvented by LSG or agency with a 
mix of subvented and non-subvented services 

c. Religious affiliation: with or without religion background  
d. Salary payment method: linking vs. delinking with Government Pay Scale (GPS) 
e. History of organization: young to old 
f. Board composition: elected or appointed. 

 
3.2.5 In order to tap good practices, a certain quota for self-nomination was reserved. 

The main channel for self-nomination was the respondents’ reply on the self-
administered questionnaire in the first stage.   

 
Focus group interviews 
 
3.2.6 Cluster and stratified random sampling was used for the selection of respondents 

for focus group.  The 164 NGOs were divided into 3 groups accordingly, namely 
small, medium and large.  8 of them were drawn from each group, taking into 
consideration of the criteria as set for case study.  For each drawn NGO, it was 
expected that three types of stakeholders, namely, CEO/senior management, front-
line staff and service users could participate.  The criteria and selection for the 
NGOs were the same as those set for the case study while the criteria for 
participants from each NGO were the same as those in the questionnaire.  Since it 
was of great interest to the field, social work professional bodies were also invited 
as respondents which constituted as the fourth type of stakeholder.  As some 
stakeholders were eager to express their views but were not selected, one group for 
senior management, one group for front-line staff and one group for service users 
were set aside for this purpose, i.e. they were stakeholders who volunteered but 
were not selected to participate.  

 
3.2.7 A letter about the research was sent to all NGOs restating the research objectives 

and explaining the purpose and arrangements of the focus group interviews.   A 
separate invitation letter was sent to those who were selected to participate in the 
focus group.  When a NGO refused to join, a letter would be sent to the next one 
on the randomly drawn list.   NGOs not selected could contact the Consultancy 
Team if they wanted to participate.  Besides CEOs, two professional bodies helped 
disseminate the message to front-line staff, who were assumed to disseminate the 
message to service users in turn.  

 
3.2.8 Basing on the data and recommendations of this research report, a Best Practice 

Manual will be drafted.  3-4 consultation sessions will be conducted with NGOs to 
seek their feedback after the drafting of the Best Practice Manual.  

 
 
 

P a g e |  
 

11 



Guidelines and Procedures for Data Analysis 
 
3.3.1 The Consultancy Team complied with the Research Ethics and Safety guideline set 

by the Research Office of The Hong Kong Polytechnic University.  Related 
guidelines on data collection, retention and access (Research Handbook 6.1.2.2 
and 6.1.3.1) are listed as below: 

 
a. Researchers are responsible for accuracy of the data.  Fabrication of data (claiming 

results where none have been obtained) or falsification of data (amending records 
to give incorrect information) is totally unacceptable and must be avoided. 

b. Researchers should be able to demonstrate the integrity of their data and hence the 
results obtained in any research work must be accurately recorded in durable and 
retrievable form.  

c.  All members of the Consultancy Team possess the mutually agreed right to have 
access to data and other products of the research. 

d.  The Team will comply with any conditions agreed with the research sponsor/s.  
 
3.3.2 In addition to the above, the data collected from this study were processed by team 

members and research personnel in the office.  Data collected have been properly 
stored and strictly used for research purposes only.  Information/data will not be 
disclosed to any unauthorized parties.  The period of retention of data (in whatever 
form) after termination of the research project should be agreed by SWD.  In 
normal circumstances, all returned questionnaires and interview transcriptions will 
be disposed properly after the termination of the research project.  

 
3.3.3 The team also complied with the Good Practices for Protection of Sensitive Data 

on External Storage Media and Mobile Devices issued by the Information 
Technology Services Office of The Hong Kong Polytechnic University.  
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SECTION 4 - LIMITATIONS OF THIS STUDY 
 
 
4.1 During the study process, the Consultancy Team received very active feedback from 

many stakeholders.  Yet at the same time the Consultancy Team also came to know 
that there were various concerns and reservations about this study that had prevented 
some stakeholders from giving input to the Consultancy Team.  The latter did to a 
certain extent put a limit on the full range of views this study could have collected and 
represented.  
 

4.2 Random sampling is ideal for the selection of respondents from front-line staff and 
service users in NGOs to avoid biased samples in the survey or the focus group.  
However, difficulties were anticipated in the collection of a full list of front-line staff 
or service users from the NGOs and it would be very time consuming.  It was 
therefore decided that representatives from front-line staff and member associations or 
councils were given priority.  Otherwise, the respondent could be elected by relevant 
staff or nominated by the CEO, on the condition that the respondent met all the criteria 
set by the Consultancy Team.  It should be noted that when respondents are not 
randomly chosen, results generated from non-random sampling can be neither 
generalized nor viewed as representative. 

 
4.3 Only 20 NGOs were successfully interviewed in the case study and some 

organizations either did not return their questionnaires or failed to give detailed 
information in the questionnaire survey.  There is a chance that some good NGO 
practices may have been missed.   

 
4.4 Since purposive sampling and self-recommendation were adopted in selection of 

NGOs for case study and focus group interviews, and respondents in each NGO for 
the three research methods were also not randomly chosen, favourable responses on 
organizational practices might result.  

 
4.5 Subjectivity from interviewers was reduced as far as possible by providing four pre-set 

interview guides for the case study and a framework for focus groups discussion. 
 

4.6 Most data gathered from the questionnaires do not distinguish clearly if they are 
experiences that have been well tested or newly implemented ideas, or are only plans 
being contemplated or suggestions that have not been tried out. The experience and 
judgment of the Consultancy Team members would be relied upon in subsequent 
interpretation and selection in the writing of Best Practice Manual.   

 
4.7 Due to research design limitation, it is difficult to gauge comprehensively the success 

level of the good practices cited and even more challenging to locate precisely the 
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facilitating conditions and constraints for some of the good practices to be replicated 
by other NGOs. 
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SECTION 5 - LITERATURE REVIEW 
 
5.1 The purpose of a systematic review on foreign practices is to find references for 

parameters, principles, and underlying values of good practices recommended for 
subvented NGOs.  It is well noted that the cultural and structural contexts of foreign 
practices should be carefully noted when they are employed in the Hong Kong context. 
Some guiding principles and examples of good practices from foreign NGOs and local 
best practice guidelines compiled by relevant organizations in Hong Kong like the 
Efficiency Unit and ICAC are illustrated in this section. 

 
Corporate Governance and Accountability 
 
5.1.1 After the introduction of the LSGSS, corporate governance has become 

increasingly important as boards have more autonomy and flexibility in managing 
resources, and at the same time, they are facing increasing demand from public 
scrutiny and accountability from various stakeholders.  The significance of 
corporate governance of NGOs in enhancing performance becomes increasingly 
recognized.  However, there are competing demands between performing the 
conformance roles and performance roles of the board.  According to Tricker 
(1994), the conformance roles of board members refer to those activities which 
ensure that the organization is conforming to policies, procedures and plans laid 
down by the board and that the board is properly accountable for its activities.  In 
contrast, the performance roles refer to those activities that the board is focusing 
on such as strategic and policy issues for the future, setting the corporate direction 
and contributing to the performance of the business.  These two competing roles 
have led to tensions between the board and top management, or even front-line 
staff.   
 

5.1.2 The purpose of good governance and accountability is “not only to ensure ethical 
and trustworthy behaviour, but equally important, to spotlight strong practices that 
contribute to the effectiveness, durability, and broad popular support for charitable 
organizations of all kinds” (Panel on the Non-profit Sector, 2007, p.2).  Good 
governance is to help sustain public trust in NGOs that receive public funds.  
Leadership is the vital element to the success of organization (Fullan, 1999; 
Pellicer, 2007).  Moreover, leadership is also paramount to the success of the 
implementation of any type of reforms.  When the board members, who are the 
leaders, understand the reasons for the change, they would more likely create a 
climate “which the organization’s collective consciousness prepares for 
changes...[Staff] are motivated to change” (Cheung & Wong, 2009, p.91).   

 
5.1.3 Better governance: A code for the voluntary and community sector (2010), issued 

by the Governance Hub in the United Kingdom, states that an effective board helps 
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create good governance and provide leadership.  An effective board also provides 
the organization with strategic guidance, leadership and overall direction, and 
monitors organizational and managerial performance.  In Innovation in the public 
sector: Enabling better performance, driving new directions (Australian National 
Audit Office, 2009), it is noted that the primary purpose of leadership is in 
facilitating innovation in organization.  The essential pre-conditions for innovation 
are as follows:  

 
Innovation can only flourish and be sustained in the context of a culture that 
encourages, recognizes and rewards new ideas and gives authority to translate 
those ideas into practice.  The executive leadership team has primary 
responsibility for setting the philosophy and culture of an organization and 
putting in place the policies and procedures to facilitate innovation. (p. 9) 

 
5.1.4 Edgar, Marshall and Bassett (2006) note five principles for good governance 

including legitimacy, voice, direction, performance, and accountability.  The 
importance of collaboration among the NGOs is stressed.  Better governance: An 
introduction to measuring and improving board effectiveness (2007), issued by the 
Governance Hub in United Kingdom, stresses the benefits of better governance 
when NGOs follow the following principles: 

 
a. Strategy focus: to make more robust long-term decisions 
b.Risk focus: to manage risk and make the most of opportunities  
c. Mission focus: to be more effective at delivering the mission 
d.Reputation focus: to be more credible with funders, staff, volunteers and the media 
e. Relationship focus: to promote common efforts between groups 
f. Learning focus: to develop a responsive and creative organization. 

 
5.1.5 Similarly, Principles of good corporate governance and best practice 

recommendations (2003) by ASX Corporate Governance Council in Australia 
points out the essential corporate governance principles as followings:   

 
a. Lay solid foundations for management and oversight  
b. Structure the board to add value 
c. Promote ethical and responsible decision-making 
d. Safeguard integrity in financial reporting 
e. Make timely and balanced disclosure 
f. Respect the rights of shareholders 
g. Recognize and manage risk 
h. Encourage enhanced performance 
i. Remunerate fairly and responsibly 
j. Recognize the legitimate interests of stakeholders.  
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5.1.6 Non-profit organizations have been increasingly challenged by public and 
stakeholder demands for broader accountability.  The multiple dimensions of 
accountability are accountability for finance, fairness and performance, negotiable 
accountability, democratic 360 degree accountability, and “…non-profits achieve 
accountability in these often-overlooked dimensions through on-going negotiation 
with multiple constituents and maintaining the ability to exercise discretion in 
judgement throughout the organization” (Morrison & Salipante, 2007, p. 197).    

 
5.1.7 Principles to underpin management by public entities of funding to non-

government organisations (2006) issued by the Controller and Auditor General in 
New Zealand states that NGOs are accountable for their performance and are 
required to give full and accurate accounts of their activities to address any 
concerns from the public.  Accountability is about performance and the measurable 
achievement of the goals that the funding arrangements are designed to meet.  To 
ensure that they can meet accountability requirements, NGOs should keep 
sufficient records of what has been done and how and why.  Ebrahim (2003) 
examined how accountability was practiced by NGOs and concluded that 
“accountability in practice has emphasized ‘upward’ and ‘external’ accountability 
to donors while ‘downward’ and ‘internal’ mechanisms remain comparatively 
underdeveloped” (p. 813).  Ebrahim’s remarks imply that accountability to staff 
and service users should be ensured. 

 
5.1.8 Despite ample studies in the literature, there is scant systematic study on the 

governance of NGOs in Hong Kong.  Chan, et al’s study on The Roles of board of 
directors of subvented NGOs in Hong Kong (2002) was one of the rare studies in 
this area.  This study was commissioned by the Social Welfare Department, Hong 
Kong SAR Government in 2001.  In this study, a total of 252 questionnaires were 
received, amounting to an overall return rate of 45.65% with 94 questionnaires 
from CEOs (51.09% return rate), 80 questionnaires from board chairs (43.48%) 
and 78 questionnaires from board members (42.93%).  The following were  
findings from the questionnaires that might help in the further examination of the 
corporate governance of NGOs in Hong Kong: 

 
a. The boards spent more time on board activities like contributing to, evaluating, 

approving, and monitoring core business strategies developed by management 
(23.4%), discussing general internal affairs of the organization (19.5%), 
ensuring the functioning of the stewardship framework (16.4%), and ensuring 
that the organization is working towards its mission (15.3%). 

b. Generally speaking, the respondents to the survey did not agree that there was 
either inadequate or over control by their boards.  However it was noted that 
11.8% of CEOs, 15.4% of board members and 9.1% of board chairs in the 
sample expressed agreement to the statement that “the board has too little 
control of the organization and it should participate more in the policy affairs 
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of the organization”.  At the same time, 27.2% of the CEOs, 8.2% of the board 
members and 9.1% of the board chairs in the sample agreed to the statement 
that “the board has too much control of the organization and some board 
members should avoid involvement in non-policy matters that are better left to 
the CEO”. 

c. Financial stability, service quality and staff morale were three aspects that the 
respondents believed would be affected mostly by the recent changes in the 
external environment of social service organizations.  Respondents tended to 
believe that the impact on financial stability and staff morale would be 
negative; while the impact on service quality would be positive. 

 
5.1.9 It is considered that the above findings constitute a good ground for further 

examining the changes brought about by the implementation of the LSG in the past 
decade. 
 

Financial Management  
 
5.2.1 Financial management is a crucial tool in enabling the governing board and top 

management to make good and timely decisions.  As the funding environment is 
also becoming highly competitive, an organization must be supported by sound 
financial practices in order to achieve organizational objectives.  Under the LSGSS, 
the Social Welfare Department no longer imposes rigid input controls on 
individual items of expenditure, and NGOs are granted more autonomy and 
flexibility to deploy resources and re-engineer their services to meet changing 
social needs in a timely way.  The financial issues arising from the LSGSS include 
the use of the LSG reserves, adjustment of other charges (OC), and the use of 
Provident Fund (PF) reserves.  These are some issues highlighted in the Review 
Report on the Lump Sum Grant Subvention System (LSGIRC, 2008) and with 
details as follows: 
• As of 31 March 2007, 140 out of the 164 NGOs operating under LSGSS had 

accumulated reserves totaling about $2.05 billion, or 33% of their annual 
operating expenditures in 2006-07.  43 NGOs were keeping reserves at or 
above 40% of their annual operating expenditures….Front-line staff, staff 
unions and social work students are of the view that such sizeable reserves 
could have only come from cutting staff costs, as that accounts for about 80% 
of NGOs’ subventions.…The resentment is particularly strong where staff are 
not aware of their management having any plans to put the reserves to good 
use. (p. 43) 

 
5.2.2 Principles to underpin management by public entities of funding to non-

government organisations (2006) issued by the Controller and Auditor General in 
New Zealand states that NGOs are accountable for using resources efficiently to 
avoid wasting public resources.  However, this principle does not imply working at 
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the lowest short term cost.  Effectiveness and efficiency should be balanced to 
achieve “value for money”, which refers to the best possible outcome for the total 
cost, rather than the lowest cost.  For example, reducing staff cost and minimizing 
staff training and development costs might lead to the lowest short term cost, but 
in the long term this would affect the quality of service and reputation of NGOs.  
Good financial management practices (such as monitoring, review, and evaluation 
to meet its need and to demonstrate effectiveness and value for money) would also 
lead to financial capacity building in the long run, prepare NGOs to manage risk, 
and enhance service quality.   

 
5.2.3 The followings six principles for good management of public resources do not 

override each other.  Among these principles, a responsible approach to fulfilling 
the increasing expectations, a risk-based approach to maintaining a balance 
between high compliance costs and insufficient transparency owing to under-
reporting, and effective relationship management are all essential (Controller and 
Auditor General, 2006):  
a. Law abiding   
b. Accountability  
c. Openness (transparency)  
d. Value for money (effective and efficient use of resources, without waste, and 

in a way that optimises the public benefit)  
e. Fairness   
f. Integrity.  

 
5.2.4 In Canada, the policy on transfer payments has been in place since June, 2000 to 

ensure that transfer payment programs are managed with integrity, transparency 
and accountability in a manner that is sensitive to risks.  A code of good practice 
on funding: Building on an accord between the government of Canada and the 
voluntary sector (Volunteer Sector Initiative, 2002b), emphasizes the importance 
of transparency and consistency in funding policies and practices across the 
government and the voluntary sector to enhance efficiency and effectiveness in 
fund allocation, application and reporting.  The government and voluntary sector 
should fulfil their respective accountabilities as below: 
        Voluntary sector organizations, through their boards of directors, are 

accountable to multiple constituencies, including funders, donors, clients, 
members, volunteers, staff, government and the general public.  When they 
accept public funds, as with any other funds, they are accountable for how 
these funds are used. (p.6) 

 
5.2.5 In sum, international practices from countries such as the United States, Canada, 

United Kingdom, Australia, New Zealand, and Singapore are explored.  Together 
with local references, they might shed light on how to achieve good practices in 
Hong Kong. 
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Human Resource Management   
 
5.3.1 The board and the CEO are key persons for a successful organization, but they 

have to rely on quality staff in order to govern well (Dyer, 2006).  Therefore 
human resource development, which is part of human resource management, is 
viewed as a vital contributor to productivity and effective performance.    Human 
resource management is the strategic planning and management of training, 
development and education interventions, so as to fulfil or achieve organizational 
and individual employee needs, goals, and objectives in the immediate and long 
term, while ensuring maximum development and utilization of ability, judgment, 
maturity, knowledge and skills of individual employees.   
 

5.3.2 As in the Review Report on the Lump Sum Grant Subvention System (2008), the 
LSGIRC points out that under the LSGSS, NGOs have greater flexibility in 
resource allocation.  It was noted that NGOs in Hong Kong adopted different 
strategies for this purpose such as changing career structure, employing short term 
or contract staff, delinking pay from the Government Pay Scale, capping salary 
increments at mid-point, or even using non-social workers to perform some 
peripheral or supporting job duties.  As a result, staff morale, stability of 
manpower, continuality of service, and disparity between Snapshot and non-
Snapshot Staff, might all be issues.  Fairness, equity, and transparency were 
questioned.  Furthermore, in order to minimize expenses, staff training and 
development and service enhancement activities might be kept to a minimum.  In 
pursuance of the LSGIRC’s recommendation, SWD established a $1 billion Social 
Welfare Development Fund (SWDF) in 2009 for NGOs to conduct training and 
professional development programs, system upgrading projects and studies.  

 
5.3.3 According to the same report, NGOs employed different methods to minimize 

costs, including the employment of time-limited contract staff instead of non-time 
limited contract staff, reducing staff training and development costs, etc.   
 

5.3.4 To minimize negative impact, the LSGIRC said that “….the sector should have 
every reason to be more forward looking – to deploy surplus resources for service 
improvements, to invest more in staff and team building, to plan more 
progressively for future developments” (LSGIRC, p.56).   
 

5.3.5 Minnesota Council of Non-profits (2005) suggested that “non-profit organizations 
should place a high priority on exercising fair and equitable practices that attract 
and retain qualified volunteers and employees” (p.5).   
 

5.3.6 Human resource practices are influenced by the mission, values, and strategic 
goals of the organization.  Empirical evidence showed that employees working in 
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non-profit organizations had a stronger non-monetary orientation, which was 
different from employees in the profit-making sector (Johnson, 2000).  Therefore, 
NGOs should employ values-laden human resource management by investing 
more resources to develop the knowledge and skills of the employees (Ridder & 
McCandless, 2010).  Johnson uncovered further empirical evidence that best 
practices for human resource management were a safe, healthy and happy 
workplace, an open book management style, performance linked bonuses, a fair 
evaluation system for employees, knowledge sharing, highlighting performers, 
surprising employees with the unexpected, ensuring job enrichment, internal career 
opportunities, employee training, formal performance appraisal and 360 degree 
feedback, contingent pay, self-directed work team, etc.  What made best practice 
effective was the underlying ‘guiding principle’ that employee performance was 
valued and rewarded which was often exhibited through empowerment and 
development of employees. 
 

5.3.7 In the document Code of governance for charities and institutions of a public 
character (2007) issued by The Charity Council in Singapore, it was suggested 
that systems for regular supervision, appraisal and personal development of CEOs 
and staff should be set up to ensure fairness and transparency.  Principles and 
practices for non-profit excellence: A guide for non-profit board members, 
managers and staff (2005) issued by Minnesota Council of Non-profits, provides 
recommendations on training, development and retention including the followings: 

 
a. Non-profit organizations should provide personnel with clear, current job 

descriptions and the resources they need to produce quality work  
b. Non-profits should support the education and development of any 

opportunities for growth and advancement of personnel 
c. Non-profit boards have an obligation to balance internal equity with market-

based and livable compensation for all employees 
d. To the extent of their financial ability, non-profits should provide personnel 

with adequate benefits and the opportunity to contribute to retirement plans 
e. Non-profit organizations should be open to input from personnel regarding the 

organization’s activities and results on a continual basis 
f. Non-profit personnel should receive performance evaluations on at least an 

annual basis.  
 
5.3.8 Above all, NGOs should establish specific policies and practices that promote 

cooperation and open communication among the board, the CEO, and staff to 
advance the organization’s mission and accomplish the organization’s goals 
(Minnesota Council of Non-profits, 2005, p.5).  The board, the CEO and staff 
should strive to understand each other’s needs, interests, concerns and difficulties 
and reach agreements that are beneficial to all sides (Efficiency Unit, 2010, p.59).  
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SECTION 6 - QUESTIONNAIRE SURVEY 

Basic Data 

6.1.1 3 sets of self-administered questionnaires were sent to 164 subvented NGOs 
operating under the Lump Sum Grant subvention mode in early June, 2011.  Three 
categories of stakeholders were involved in each NGO - the CEO/senior 
management, front-line staff, and service users respectively.  A number was 
assigned to each questionnaire for identification by the Consultancy Team.  Phone 
calls were sent to those NGOs which had not returned the questionnaires yet.  As 
some NGOs claimed they lost the questionnaires, the Consultancy Team sent them 
soft copy through email.  All the questionnaires were returned before the end of 
August, 2011. In the following paragraphs, tables referred to are attached in 
Appendix 1. 

6.1.2 Except 8, all of the returned questionnaires were returned by mail, either 
separately or in a set of two or three questionnaires.  Another 8 questionnaires (3 
from CEOs, 2 from frontline staff and 3 from service users) were received by 
email, thus without identification number on the questionnaires. 

6.1.3 Using the Consultancy Team’s mailed questionnaires, 93 NGOs returned at least 
one completed or blank questionnaire from either one of the three groups, i.e. the 
CEO, front-line staff, or service users.  At least three more unknown NGOs, using 
email, returned 3 questionnaires on CEOs, 2 questionnaires on front-line staff, and 
3 questionnaires from service users.   As a result, there were a total of at least 96 
NGOs returning at least one type of questionnaire.  Among these, 85, 81 and 83 
questionnaires were received from CEOs, front-line staff and service users 
respectively, of which 14, 12 and 14 were blank.  If only completed questionnaires 
were counted, the number of questionnaires for CEOs (71, or 43.3% of the 164 
NGOs), front-line staff (69, 42.1%) and service users (69, 42.1%) was a little bit 
under expectation, as it was expected that at least 50% of the 164 NGOs would 
return the questionnaires.  If returned but blank questionnaires were also counted, 
the number on CEOs and service users achieved the target.  If the number of 
NGOs was counted, which was 96, it exceeded the target.  (Table 1) 

6.1.4 Excluding the unknown NGOs which had returned questionnaires through email, 
among the 93 NGOs which returned at least one completed or blank questionnaire 
from either one of the three groups, i.e. CEO, front-line staff, and service users, 64 
returned completed or blank questionnaires from three groups, 20 returned 
completed or blank questionnaires from any two groups, and 9 returned completed 
or blank questionnaires from any one group.  
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6.1.5 Also excluding the unknown NGOs, of the completed questionnaires, 79 NGOs 
returned at least one completed questionnaire from either one of the three groups, 
i.e. CEO, front-line staff, or service users, of which 52 returned completed 
questionnaires from three groups, 19 returned completed questionnaires from any 
two groups, and 8 returned completed questionnaires from any one group. 

6.1.6 The number of returned questionnaires from CEOs, front-line staff and service 
users was quite evenly distributed in terms of the size of NGOs.3  Large, medium 
and small NGOs each accounted for 30-36% of the returned questionnaires. 

6.1.7 Out of 71 filled questionnaires from CEOs, 25 (35.2%) of them supplied 
organizational documents indicating the salary structure of staff under LSG.   
Some follow GPS, while some do not.  Those not following have their own 
uniqueness.  

Findings 

Overview 

6.2.1 The survey findings presented here are deemed to be useful in helping formulate a 
blueprint for the Best Practice Manual.  These findings however should be subject 
to interpretation by corroboration with, cross-examination or triangulation from 
other collected data such as case study and focus group to help enhance their 
validity and provide more contextualized interpretation. 

6.2.2 Despite the fruitful empirical evidence the questionnaire survey provides on 
current practices on corporate governance and accountability, human resource 
management, and financial management, in the data collection process many 
stakeholders expressed great concern about the chance of the data leading to an 
impractical one-size-fit-all model for all NGOs in Hong Kong.  The return of 
blank questionnaire was a sign of worry. 

Governance and accountability 

Board formation 

6.3.1 According to the CEO respondents, while 48 NGOs (56.5%) have their board 
members elected, 33 NGOs (38.8%) appoint their board members. (Table 2.1)  

3 We classify the size of the NGOs according to the amount of Provisional subvention allocation for 2010-
11.  NGOs receiving more than HK$30 million are categorized as large, between 5 and 30 million medium, 
below 5 million small.  
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6.3.2 The most common backgrounds of the board members are social welfare or social 
service sector (13.8%), business/industry sector (13.5%), and education (13.2%). 
(Table 2.2)  

6.3.3 More than half of the front-line staff respondents (66.7%) know at least some of 
the board members, and 69.1% think the major backgrounds of the board 
members are of a good mix.  However, only 33.7% of the service user respondents 
know at least some of the board members. (Tables 2.3 and 2.4) 

6.3.4 50.6% of the service user respondents believe that they should have 
representatives on the board and 65.1% of them think that there should be staff 
representatives on the board. (Table 2.5) 

6.3.5 Nearly half of the NGOs (48.3%) have a three-year or less tenure arrangement for 
their board members.  The same arrangement applies to 41.3% of the executive 
committee members, and 61.2% of the chairpersons.  However, one-fifth of the 
board members, 15.3% of the executive committee members, and 10.6% of the 
chairpersons of NGOs have an unlimited tenure.  (Table 2.6) 

6.3.6 The majority of front-line staff respondents agree with the tenure arrangement for 
board members (58.0%), executive committee members (54.3%), and the 
Chairperson (58.0%).  About one-fifth of the front-line staff respondents do not 
know the detailed tenure arrangement for board members, executive committee 
members and the Chairperson. (Table 2.6) 

6.3.7 The majority of board members (60.0%), 51.8% of the executive members and 
56.5% of the chairpersons respectively enjoy unlimited term of office, (Table 2.7)  

6.3.8 44.4% of the front-line staff respondents agree with the term of office of their 
board members, and 33.3% of them do not know about the arrangement. (Table 
2.7) 

6.3.9 41.2% of the NGOs have succession plan for the board. (Table 2.8) 

Roles and responsibilities of the board 

6.3.10 The most common method used by NGOs to help new board members  
understand their roles and responsibilities is by inviting them to read manuals 
(41.2%).  The second common method used is through an orientation program 
(25.9%).  While 42.0% and 45.7% of front-line staff respondents agree with these 
two methods to familiarise the board members with the NGOs, 53.1% prefer the 
new board members to meet them in person. (Table 2.9) 
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6.3.11 The most common way by which new board members understand the core 
business of NGOs is to participate in organizations’ events (68.2%).  50.6% of 
them also visit service units, and 32.9% meet with front-line staff to know more 
about the business.  The majority of the front-line staff respondents rate visiting 
service units (70.4%) and participating in event (55.6%) as the best ways to 
understand the core business of NGOs.  Nearly half of them (48.1%) suggest that 
the board should meet them for this purpose. (Table 2.10) 

Transparency 

6.3.12 Regarding the unclassified minutes of board meetings, 42.4% of the NGOs make 
them available to stakeholders, such as front-line staff (22.4%), service users 
(9.4%), the public (7.1%), and the Social Welfare Department (32.9%).  37.6% of 
NGOs do not disclose such information.  The majority of front-line staff 
respondents (69.1%) and service user respondents (67.5%) are of the opinion that 
the unclassified minutes of board meetings should be transparent as this is in the 
interests of the stakeholders. (Table 2.11) 

6.3.13 Regarding the availability of guidelines on various issues, such as conflicts of 
interest, corruption, confidentiality, ethical and fair decisions, and integrity, NGOs 
have these guidelines readily available for the staff (80.0%), the board (63.5%) 
and the committees (56.5%). (Table 2.12) 

Decision-making and consultation in important management issues 

6.3.14 According to CEO respondents, the majority of NGOs consult their staff on 
development of new projects (74.1%); changes in service delivery mode (74.1%); 
change in work conditions (74.1%); changes in work performance appraisal 
systems (74.1%); and service re-engineering (70.6%).  Significantly less NGOs 
involve the front-line staff in decision-making of the above mentioned important 
issues (17.6 % to 24.7%).  The involvement of service users in these major issues 
is less common: about half NGOs consult their service users in service delivery 
mode and service performance standards, and 42.4% consult them in developing 
new projects and service re-engineering.  Few NGOs involve service users in 
decision-making in all range of issues.  (Table 2.14a) 

6.3.15 The front-line staff respondents are particularly interested in participating in the 
decision-making of issues related to change in work conditions (45.7%); service 
re-engineering (44.4%); change of salary structure, remuneration package, fringe 
benefits and contribution of provident fund (40.7%); change in the service 
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delivery mode (40.7%); and monitoring of service performance standards (38.3%). 
(Table 2.14b) 

6.3.16 The majority of service user respondents would like to be consulted on issues 
related to development of new projects (73.5%), service delivery mode (71.1%), 
service performance standard (68.7%), service re-engineering (68.7%) and 
resource allocation (56.6%).  (Table 2.14c) 

Communications and collecting feedback 

6.3.17 NGO boards have different channels for communications with stakeholders.  Most 
NGOs convene meetings for staff (72.9%), arrange social gatherings with service 
users (55.3%), communicate with the Social Welfare Department through reports 
(67.1%), and inform the public via public notice boards (43.5%). (Table 2.15a) 
The arrangements are generally considered as appropriate from the points of view 
of the front-line staff (Table 2.15b) and 69.9% service users also prefer the board 
to use meeting as a form of communication with staff and 49.4% service users 
prefer the board to use social gathering as a form of communication with them 
(Table 2.15c). For continuous improvement, 74.1% front-line staff prefer the 
board to collect feedback from them, 60.5% from service users, and 53.1% from 
senior management; while for the service users, 65.1% of them prefer the board to 
collect feedback from them, 63.9% from front-line staff, and 47.0% from senior 
management.  (Table 2.17)     

Capacity, integrity and transparency 

6.3.18 NGOs have adopted various policies to ensure the integrity of their governing 
boards and senior management, such as a policy on declaration of conflicts of 
interest for the board, committees and staff (74.1%), rules and procedures for 
board and committees (54.1%), decision by vote (55.3%), the establishment of 
complaint mechanism (68.2%), and disclosure of information regarding the 
organization’s operation through website and annual report (67.1%).  (Table 2.16) 

6.3.19 More than half of the NGOs (58.8%) reported that they have in place various 
mechanism(s) for continuous improvement of their board governance and 
accountability.  Nearly half of them (49.4%) make use of meetings, 29.4% arrange 
retreats, and 5.9% conduct written evaluation questionnaires. (Table 2.13) 

Complaint settlement 

6.3.20 Respondent NGOs reported that they have a series of internal protocols in 
handling complaints from service users and grievance and appeal from staff. The 

P a g e |  
 

26 



mostly chosen practice is assigning staff with appropriate grade to investigate 
(78.8% for complaints from service users).  One important area of concern is that 
only around 30.6%, 34.1% and 28.2% of the NGOs involve independent or 
impartial body in handling complaints from service users, appeal from staff and 
grievance from staff respectively, and 46.9%. 59.3% and 45.7% of the front-line 
staff respondents would like to have such arrangements for these complaints 
respectively.  (Table 2.18)   

6.3.21 49.4% of the front-line staff and 41.0% of service user respondents are satisfied 
with the complaint handling mechanism for service users respectively. (Table 2.19) 

6.3.22 35.8% and 32.1% of the front-line staff respondents are satisfied with their 
organization’s staff appeals handling mechanism and staff grievance handling 
mechanism respectively.  (Table 2.19) 

6.3.23 74.1% of front-line staff respondents recommend peer colleagues to be the first in 
line for handling complaints from service users, 55.6% recommend superiors to be 
the second in line, 38.3% recommend the CEO to be the third in line, 32.1% and 
30.9% recommend the CEO and committee members to be the fourth in line 
respectively; and 45.7% recommend board members to be the final adjudicator. 
(Table 2.20)  More than half (53.0%) of the service users recommend the 
involvement of superiors and 50.6% recommend staff representatives.  (Table 2.21)  

6.3.24 Concerning mechanism for handling appeals from staff, 49.4% of the front-line 
staff respondents recommend superiors to be the first in line for handling 
complaints, 33.3% and 32.1% recommend superiors and the CEO to be the second 
in line respectively, 27.2% recommend committee members to be the third in line, 
25.9% recommend the CEO and committee members to be the fourth in line 
respectively, and 40.7% recommend board members to be the final adjudicator. 
(Table 2.22) 

6.3.25 As regards the mechanism to handle grievance from staff, 50.6% of the front-line 
staff respondents recommend the superiors to be the first in line to handle 
complaints, 33.3% and 30.9% recommend the superiors and the CEO to be the 
second in line respectively, 27.2% recommend superiors and the CEO to be the 
third in line, 28.4% recommend committee members to be the fourth, and 37.0% 
recommend board members to be the final adjudicators.  (Table 2.23) 
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Principles for governance and accountability 

6.3.26 Both the CEOs and front-line staff prioritize transparency (54.1%/55.6%), fairness 
(48.1%/63.0%), and legitimacy (48.2%/32.1%) as the top three desirable 
principles for governance and accountability.  (Table 2.24) 

Best practices 

6.3.27 The CEO respondents consider being clear about the organization’s goal (55.3%), 
the ability to act ethically (52.9%), ensuring proper stewardship mechanism 
(38.8%), the ability to carry out its roles and responsibilities in an efficient and 
effective manner (34.1%), and following established procedures and rules for 
decision-making (32.9%) as the top five areas in governance and accountability 
that their boards perform best.  On the other hand, the front-line staff respondents 
ranked being clear about the organization’s goal (51.9%), the ability to act 
ethically (32.1%), being clear about the roles and responsibilities of the board and 
the CEO (28.4%), board members having a good mix of knowledge, skills and 
experiences (28.4%), and ensuring proper stewardship mechanisms (28.4%) as the 
top five.  (Table 2.25) 

6.3.28 Top five practices that CEO respondents consider to be improved are: develop the 
governance capability of the board (32.9%); have a good mix of knowledge, skills 
and experiences of board members (29.4%); have succession plans for 
CEO/senior management (29.4%); monitor work performance measures according 
to goals set and compare this with relevant organizations (28.2%); and being 
accountable to stakeholders (24.7%).   For the front-line staff, governance 
capability is also the first (29.6%), followed by being accountable to stakeholders 
(24.7%), have succession plan (24.7%), being transparent, and making 
information available upon request (24.7%), monitoring work performance 
measures (22.2%), and the last one is enhancing the credibility of the organization 
(22.2%).  (Table 2.25) 

 
 
Financial management 

Use of LSG reserve 

6.4.1 Excluding provident funds, 43.5% of the CEO respondents report that the share of 
their NGOs’ LSG reserve against operating expenditure for the year 2009-2010 is 
not more than 20%.  (Table 3.1) 
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6.4.2 Nearly half of the front-line staff respondents (48.1%) do not know about the 
amount of LSG reserve in their organization.  (Table 3.2) 

6.4.3 Over half (57.6%) of the CEO respondents have used LSG reserve for salary 
increment/adjustment (40.0%), and FSA related activities (37.6%).  While slightly 
more front-line staff respondents (45.7%) are of the view that LSG reserves 
should be used for salary increments/adjustments and service development 
(40.7%).  (Table 3.3) 

Use of PF reserve 

6.4.4 36.4% of the CEO respondents report that their NGOs have HK$100,000 or less 
Provident Fund reserve for subvented non-Snapshot Staff as at 31 March 2010.  
(Table 3.4) 

6.4.5 Only 16% of the front-line staff respondents know the amount of PF reserve of 
their organizations. (Table 3.5) 

6.4.6 43.5% of NGOs have not allocated PF reserve to make extra MPF contribution in 
2009-2010 no matter in the form of increasing employer’s contribution or as an 
one-off lump sum to employees’ MPF account.  (Table 3.6) 

6.4.7 42.0% of the front-line staff respondents would like their organizations to make 
use of the reserve to increase the percentage of the employer’s MPF contribution, 
and 24.7% of them want to see an one-off lump sum injection to staff’s MPF 
accounts.  (Table 3.6) 

Revenue generation and cost saving 

6.4.8 The most popular ways for NGOs to increase revenue are fundraising or donation 
(68.2%), seeking external funding support (47.1%), and developing income 
generating services/programs (40%).  They are also the best revenue generating 
strategies considered by the CEO respondents, and the preferred method by the 
front-line staff and the service user respondents.   For front-line staff respondents, 
bidding projects replace developing income generating services as the best 
revenue generating strategies with a percentage of 14.8.  (Table 3.7) 

6.4.9 The most popular ways for NGOs to save cost are by controlling the budget 
(61.2%), capping salaries to mid points on maximum scale (40%), and calculation 
and monitoring of unit cost (38.8%), and while the front-line staff respondents 
agree that controlling the budget (56.8%) and calculation and monitoring of unit 
costs (45.7%) are the preferred cost saving measures, only 3.7% of them would 

P a g e |  
 

29 



like to see their salary being capped at the mid points.  Instead, 23.5% and 18.5% 
of them suggest saving cost by re-engineering the organization, and reducing other 
operating costs respectively.  (Table 3.8a).  Service user respondents express very 
similar views as the front-line staff in terms of cost saving.  (Table 3.8b) 

Financial control 

6.4.10 More than half of the CEO respondents reported that their NGOs are currently 
using the following financial control mechanisms: staff manuals with information 
on accounting policies and procedures, together with a clear hierarchy of 
authorization and approval, recording and reporting methods, etc. (56.5%); 
implementation of internal controls (54.1%); and external audit and the 
establishment of finance/account department (50.6%).  According to the front-line 
staff respondents, internal audit (58.0%), establishing a finance/account 
department (39.5%), and implementing internal controls (39.5%) are the preferred 
financial control mechanisms.  (Table 3.9) 

6.4.11 The CEO respondents consider the above-mentioned mechanisms, namely staff 
manuals with information on accounting policies and procedures, and with a clear 
hierarchy of authorization and approval, recording and reporting methods, etc. 
(34.1%); implementation of internal controls (32.9%); and internal audit (24.7%) 
as the best methods for financial controls.  The front-line staff respondents have 
similar views but with different priority in this regard.  They consider internal 
audit (23.5%), implementation of internal control (23.5%), and staff manual (21%) 
as the best methods for financial control.  (Table 3.9) 

Principles of financial management 

6.4.12 Both the CEO and front-line staff respondents agree that cost effectiveness 
(40.0%/42%), compliance (37.6%/44.4%), and balanced budget (32.9%/30.9%) 
are the three most important principles of financial management. (Table 3.10) 

Best practices 

6.4.13 According to the CEO respondents, the best practices in terms of financial 
management in their own NGOs are internal control (52.9%), financial reporting 
(44.7%), purchasing practice (40.0%), financial analysis (38.8) and 
implementation of the policy of conflicts of interest (38.8%).  The front-line staff 
respondents concur with internal control (49.4%), purchasing practice (35.8%), 
and financial reporting (34.6%) as three of the five best practices of their NGOs.  
They cite prevention of corruption and embezzlement (37.0%) and flexible 
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resources allocation to meet needs (33.3%) as the two other best practices of their 
NGOs.  (Table 3.11) 

6.4.14 According to the CEO respondents, the top five areas in financial management of 
their NGOs which require improvement are financial risk management (38.8%), 
use of PF reserve for non-Snapshot Staff (32.9%), financial analysis (24.7%), 
financial planning (21.2%), and use of LSG reserve (21.2%).  The front-line staff 
respondents resonate that financial risk management (24.7%), use of PF reserve 
for non-Snapshot Staff (28.4%), financial analysis (30.9%), and use of LSG 
reserve (30.9%) are four of the top five areas for improvement.  They however 
cite disclosure of financial information (25.9%) as the fifth area that mostly 
requires improvement.  (Table 3.11) 

 

Human resource management 

Transparency on salary structure, salary and fringe benefits under LSG in NGOs 

6.4.15 About half (51.8%) of the NGOs provide information about salary structure, 
salary, and fringe benefits under LSG to their staff by way of staff manual.  For 
the rest of the NGOs (43.5%), such information will be disclosed upon request by 
staff.  For other stakeholders, such as SWD, service users and the public are 
interested in such information, some NGOs (from 17.6 to 24.7%) provide this 
information in their annual reports.  For the rest of the NGOs, if these stakeholders 
make such requests, 37.6-54.1% of the NGOs will supply the information.  (Table 
4.2) 

6.4.16 In general, the front-line staff respondents would like their NGOs to be more pro-
active in terms of enhancing the transparency.  (Table 4.3)   61.7% of the front-
line staff respondents prefer to read such information in their staff manual.  For 
service users, 33.7% of the respondents would like to read it from the annual 
report and 38.6% would like to know about it upon request.  (Table 4.4) 

Salary  

6.4.17 In most NGOs, salary structures for Snapshot and non-Snapshot Staff are very 
different.  While 43.5% of the NGOs adopt Government Pay Scale (GPS) for all 
Snapshot Staff, only 10.6% apply it to the subvented non-Snapshot Staff.  (Tables 
4.5 and 4.6)  
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6.4.18 44.7% of the NGOs view academic and professional qualifications as the most 
important factor for designing salary structure.  The next factor is ranking (25.9%).   
(Table 4.7) 

6.4.19 Generally speaking, majority of the front-line staff respondents (63.0%) are 
satisfied with their current salary structure. The most commonly acknowledged 
areas are MPF provisions (38.3%), following by GPS (21.0%), and equal fringe 
benefits for Snapshot and subvented non-Snapshot Staff (17.3%).  Out of the 
53.1% of the front-line staff respondents who are dissatisfied with the current 
salary structure, 29.6% feel that there are insufficient career promotion ladder, and 
23.5% attribute such dissatisfaction to their pay scale not following the GPS.  
(Table 4.8) 

6.4.20 In view of the additional funding arising from civil service pay adjustment, 
majority of the NGOs allocate the additional funding to the current Snapshot Staff 
(67.1%) and subvented non-Snapshot Staff (56.5%) respectively.  56.8% and 
64.2% of the front-line staff respondents prefer such arrangement.  (Table 4.10)   
63.5% of the NGOs have the same level of salary adjustment for Snapshot Staff 
and subvented non-Snapshot Staff.  (Table 4.11) 

Manpower deployment, appraisal and reward 

6.4.21 57.6% NGOs have a periodic manpower plan for subvented services.  (Table 4.12) 

6.4.22 76.5% front-line staff respondents prefer a periodic manpower plan (Table 4.13) 
and 28.4% of them are satisfied with the periodic manpower plan for current 
subvented service.  (Table 4.14)    

6.4.23 72.9% of the NGOs classify rank/band/post based on job analysis, such as 
knowledge, skills, working experiences required, and the responsibilities required 
of a particular post. (Table 4.9) 

6.4.24 Not many NGOs adopt job rotation policy for subvented non-Snapshot Staff with 
time-limited contract (29.4%), subvented non-Snapshot Staff with non time-
limited contract (24.7%), and Snapshot Staff (25.9%).  (Table 4.15) 

6.4.25 30.9% of the front-line staff respondents find the job rotation policy for subvented 
staff satisfactory.   (Table 4.16) 

6.4.26 The most common consideration for a subvented time-limited contract staff to 
become a subvented non time-limited contract staff is work performance (35.3%), 
length of service (16.5%), and financial situation (15.3%) of the NGOs.  Having 
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said that, 29.4% of the NGOs do not have any arrangements for the contract 
conversion.  (Table 4.17) 

6.4.27 Most of the NGOs (80.8%) administer written appraisal for subvented staff.  
74.1 % of them conduct the appraisal annually, and 63.5% get feedback from the 
superiors.  (Table 4.18)  Almost half (49.4%) of the front-line staff respondents 
find such arrangement satisfactory.  (Table 4.19) 

6.4.28 For subvented non-Snapshot Staff with time-limited contract (51.8%), subvented 
non-Snapshot Staff with non time-limited contract (44.7%), and Snapshot Staff 
(47.1%), and the usual time for salary increment is upon satisfactory results in 
performance appraisal.  (Table 4.20) 

6.4.29 For subvented non-Snapshot Staff with time-limited contract (68.2%), subvented 
non-Snapshot Staff with non time-limited contract (54.1%), and Snapshot Staff 
(56.5%), and the most common criterion for salary increment is satisfactory work 
performance.  (Table 4.21)  In general, about 70% of the front-line staff 
respondents prefer such arrangement.  (Table 4.22) 

6.4.30 While about half (48.2%) of the NGOs do not pay cash reward for staff after 
getting a satisfactory result in performance appraisal under LSG, the eligibility for 
such cash reward is similar for the subvented non-Snapshot Staff with time-
limited contract (25.9%), subvented non-Snapshot Staff with non time-limited 
contract (21.2%), and Snapshot Staff (21.2%) for NGOs if they have cash reward 
system.  (Table 4.23)  For those NGOS which have cash reward system, both 
work performance (30.6%) and the organization’s financial situation (27.1%) are 
the two key criteria.  (Table 4.24)   

6.4.31 Not many NGOs provide the same salary (30.6%), fringe benefits (35.3%), and 
Provident Fund allocation (34.1%) to Snapshot Staff who are transferred to posts 
not funded by LSG.  About 33% of the NGOs do not have such arrangement.  
(Table 4.25)  For those staff members who have been transferred to non LSG 
funded post, 32.9% can later be transferred back to LSG funded posts (Table 4.26), 
and 2.4% of them will not be able to enjoy the original salary, fringe benefits and 
provident fund. (Table 4.27)    

6.4.32 55.6% of the front-line staff respondents are satisfied with the current practice on 
employment contract for subvented staff (Table 4.28) and 69.1% of them are 
satisfied with the current recruitment procedures. (Table 4.29) 
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Retirement policy 

6.4.33 77.6% of the NGOs did not alter their normal retirement age after the 
implementation of the LSGSS.  (Table 4.30)  The same percentage of NGOs do 
not have early retirement plan for subvented staff under the LSG.  (Table 4.31) 
Majority of the front-line staff respondents (65.4%) agree to the retirement age of 
their organization (Table 4.32) and only 18.5% of them agree to early retirement 
plan. (Table 4.33) 

Training and development 

6.4.34 Most of the NGOs support staff training and development by provision of 
financial support (77.6%) and study leave (75.3%).  (Table 4.34) 

6.4.35 64.2% of the front-line staff respondents are satisfied with such offer to subvented 
staff.  (Table 4.35) 

Supervision guideline 

6.4.36 Majority of the NGOs adopt supervision guideline (68.2%).  57.6% of them 
follow the supervision guideline developed by their own organization and 32.9% 
of them follow the one developed by the Social Workers Registration Board.  
(Table 4.36) 

MPF arrangement 

6.4.37 According to the CEO respondents, for most NGOs the MPF arrangements for 
subvented non-Snapshot Staff with time-limited contract and subvented non-
Snapshot Staff with non time-limited contract are quite similar, and about 30% of 
them increase employer’s contribution to MPF according to employee’s year of 
service.  (Table 4.37) 

Human resources management principles 

6.4.38 Almost two-thirds (67.1%) of the CEO respondents, irrespective of the human 
resources management practices they actually adopt, consider fairness and equity 
as the most important principle in human resources management.  The second and 
third most important principles are compliance to rules and procedures (45.9%), 
and effectiveness (27.1%).  For the front-line staff respondents, the most 
important principle is fairness and equity (56.8%), and transparency (39.5%) and 
effectiveness (37.0%) claim the second and the third places respectively. (Table 
4.38) 
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Best practices 

6.4.39 According to the CEO respondents, their organizations’ top five achievements in 
terms of human resource management are appraisal system (42.4%), staff training 
and development (41.2%), transparency of remuneration package and fringe 
benefits (30.6%), employment of good quality staff (29.4%), and staff retention 
(28.2%).  For the front-line staff respondents, the top five achievements of their 
organizations in terms of human resource management are staff training and 
development (43.2%), appraisal system (35.8%), staff retention (27.2%), 
transparency of remuneration package and fringe benefits (19.8%), and 
administration of time-limited employment contracts (19.8%).  (Table 4.39) 

6.4.40 On the other hand, for CEO respondents, the top six areas which are most in need 
for improvement are attractive remuneration package (38.8%), opportunities for 
promotion (35.3%), staff retention (27.1%), manpower planning (24.7%), and 
employment of good quality staff and fringe benefit provision (23.5%).  For the 
front-line staff respondents, they only share five of them with the CEO 
respondents, i.e. attractive remuneration package (44.4%), fringe benefits 
provision (33.3%),  opportunities for promotion and employment of good quality 
staff (27.2%), and manpower planning (25.9%), and the other one area they 
identified are, reward for good work performance (28.4%).  (Table 4.30) 

Analyses by size of NGOs 

6.4.41 The Consultancy Team cross tabulated the results from the questionnaires by the 
size of NGOs and found significance in some of the aspects the team investigated.  
The Consultancy Team highlights below those aspects that might be borne in mind 
when compiling best practices. 

6.4.42 In the first, it might be due to the availability of resources and accumulation of 
practices, large NGOs usually have more often in place succession plans for the 
board members (Table 5.5), and large NGOs are more likely than the medium and 
small NGOs to host orientation programmes for new board members, while small 
NGOs organise more meetings with staff and service users and arrange 
mentorship as induction to new board members.  (Tables 5.6 and 5.7) 

6.4.43 More of the large NGOs are less transparent in terms of making available of 
unclassified minutes of board meetings to interested stakeholders than medium 
and small NGOs (Table 5.8) 
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6.4.44 More small and medium NGOs see SWD a more important source of feedback for 
continuous improvement of board governance and accountability than large NGOs. 
(Table 5.14) 

6.4.45 The top three principles for governance and accountability from CEOs of large 
NGOs are transparency, accountability and legitimacy while from medium and 
small NGOs, fairness replaces accountability. (Table 5.17)  

6.4.46 More large and medium NGOs use the LSG reserve to finance salary 
increment/adjustment than the small NGOs. (Table 6.1) 

6.4.47 When top three principles of financial management are compared, it is found that 
they are not the same for large, medium and small NGOs.  Only cost effectiveness 
is commonly chosen by them, while CEOs of large and medium NGOs choose 
compliance; CEOs of medium and small NGOs choose balanced budget; 
sustainability is chosen by large NGOs only, while transparency is chosen by small 
NGOs only. (Table 6.3) 

6.4.48 In the salary structure of non-Snapshot Staff, more small NGOs differ from GPS 
while quite a significant portion of large and medium NGOs still wholly or at least 
partly follow GPS. (Table 7.3) 

6.4.49 Large NGOs are more likely than medium and small NGOs to offer more 
opportunities for subvented time-limited contract staff to become subvented non 
time-limited contract staff. (Table 7.6)  

 
Summary 
 
Governance and accountability - A little bit more than half front-line staff agree with the 
tenure arrangement of the board, while a little bit less than half of them agree with their 
term of office.  While manual and orientation programme are the common methods to 
help board members understand their roles and responsibilities with agreement from 
majority of front-line staff, they would also like to meet with them in person.  Mostly 
used methods to understand the organization are participating in organizational events, 
visits to service units, and meetings with front-line staff.  Regarding communication and 
collecting feedback, meetings and social gatherings are the common methods.  While a 
little bit less than half NGOs make unclassified board meeting minutes available to 
stakeholders, most front-line staff and service users regard it should be more transparent 
by doing so.  The majority of NGOs have a good system in place to ensure capacity, 
integrity and transparency including having guidelines for declaration of conflicts of 
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interest, decision-making, complaint handling and disclosure of information.  While 
nearly half front-line staff and service users are satisfied with the complaint handling 
mechanism, front-line staff would like to involve independent persons in complaint 
handling.  In relation to important management issues, most NGOs involve front-line staff 
and service users in the form of consultation instead of decision-making, while nearly half 
front-line staff and service users hope that they can participate in decision-making.  
Transparency, fairness, and legitimacy are the three most important principles chosen by 
the CEOs and front-line staff.  “Being clear about the organizational goal”, “the ability to 
act ethically”, “ensuring proper stewardship mechanism”, “the ability to carry out its roles 
and responsibilities in an efficient and effective manner”, and “following established 
procedures and rules for decision-making” are the top five best practices informed by the 
CEOs, while front line staff having nearly the same view, they replace the last two with 
“being clear about the roles and responsibilities of the board and the CEO” and “board 
members having a good mix of knowledge, skills and experiences”. 
 
Financial management – While more than one-third of front-line staff know the LSG 
reserve situation in their organization, only one-sixth of them know the PF reserve 
situation.  According to the CEOs, reserves are mostly used in salary 
increment/adjustment and FSA related activities, while front-line staff replace the second, 
FSA related activities, with service development that reserves should be used for.   Both 
CEOs and front-line staff choose cost effectiveness, compliance, and balanced budget as 
the most three important principles.  “Internal control”, “financial reporting”, “purchasing 
practice”, “financial analysis”, and “implementation of the policy of conflicts of interest” 
are the top five best practices informed by CEOs.  Front-line staff replace the last two 
with “corruption and embezzlement” and “flexible resources allocation to meet needs”.  
 
Human resource management – A little bit more than half NGOs provide information on 
salary structure and benefits to staff by means of manual, while front-line staff would like 
the organization to be more transparent.  Salary structure among the NGOs varies.  A 
little bit less than half can follow GPS for Snapshot Staff, and one-tenth of them can offer 
it to non-Snapshot Staff.  Six-tenth of front-line staff are satisfied with their current salary 
structure.  NGOs allocate the additional funding arising from civil service pay adjustment 
in a variety of ways including salary adjustment to Snapshot Staff (around two-third), 
non-Snapshot Staff (a little bit more than half),  terminated staff, training and 
development, etc.   Around six-tenth of front-line staff agree with the arrangement of 
salary adjustment to Snapshot Staff and non-Snapshot Staff.  One-fifth NGOs increase 
employer’s contribution to MPF.  Fairness and equity, compliance to rules and procedures, 
and effectiveness are the three mostly chosen principles by the CEOs.  For front-line staff, 
the second one is replaced by transparency.  “Appraisal system”, “staff training and 
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development”, “transparency of remuneration package and fringe benefits”, “employment 
of good quality staff”, and “staff retention” are the five best practices informed by the 
CEOs.   For the frontline staff, they replace “employment of good quality staff” with 
“administration of time-limited employment contracts”. 
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SECTION 7 -_CASE STUDIES 

7.1 The qualitative researches of this study consisted of 20 case studies and 13 focus 
group interviews.  This study aims to gather through these sources information and 
ideas regarding their current practices and views on best practices that have to be 
taken on the identified domains that the major stakeholders of the subvented NGOs 
would suggest, and the grounds on which they identify these practices and the 
contextual factors to be taken into consideration when adopting them.  Throughout 
these interviews, the foci are on three broad areas of concern—governance and 
accountability, financial management, and human resources management.     

Overview 

7.1.1 The case study should ideally include the following stakeholders from each 
category of large, medium and small size NGOs, namely (a) board members who 
provide steering and guidance for overall development of the NGOs; (b) CEOs or 
senior management who are in charge of the operation of the NGOs; (c) front-line 
staff who provide direct services for the NGOs; (d) services users who use the 
services directly; and (e) key strategic partners of the NGOs which provide pivotal 
resource supports to the NGOs.  However, there were genuine difficulties in 
recruiting stakeholders from all five categories to share their wisdom about best 
practices.  Finally only four groups of key stakeholders were solicited to 
participate in the case study, and no strategic partner of any NGOs involved in this 
study.   

7.1.2 The original research plan was to invite stakeholders from at least 20 NGOs 
randomly selected by a set of criteria as stated in Section Three.  As some CEOs,  
front-line staff and service user respondents expressed willingness to share their 
views further in their returned questionnaires and some participants in the briefing 
session which was held in April, 2011 for NGOs indicated in the feedback form 
that they were willing to share their good practices, the Consultancy Team hence 
included these two sources of respondents as potential NGOs respondents for the 
case study and contacted them, of course, taking the set criteria of selection into 
consideration.  This strategy was good and most of the completed case studies 
came from these two sources.  

7.1.3 A total of 44 case study interviews were conducted between July, 2011 and 
October, 2011.  The interviewees included 4 board members, 13 CEOs, 3 senior 
management, 14 front-line staffs, and 10 service users from 20 NGOs.  30 of these 
interviewees belonged to 10 NGOs, involving three levels of respondents: 8 
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NGOs involved CEOs/senior managers, front-line staff and service users, and 2 
NGOs involved board members, CEOs/senior managers, and front-line staff.  In 
the remaining 14 interviews, 8 belonged to 4 NGOs involving 2 levels of 
respondents: 2 NGOs involved CEOs/senior managers and board members, and 2 
involved CEOs/senior managers and front-line staff.  The other 6 interviews each 
involved one level of respondents from 6 different NGOs: 2 CEOs/senior 
managers, 2 front-line staff, and 2 service users. 

7.1.4 In sum, the Consultancy Team interviewed a total of 20 NGOs, and 17 of them 
came from the returned questionnaires and 3 were purposefully invited by the 
Consultancy Team according to the selection criteria set.  7 of them are big-sized, 
7 are medium-sized and 5 are small-sized NGOs.   7 of them are multi-service and 
the rest are single-service.  Among the 13 single-service NGOs, 2 of them provide 
elderly services, 2 of them provide community services, 2 of them provide 
children services, 4 of them provide rehabilitation services, 1 provides youth 
services, and 1 provides uniform group service.  

7.1.5 7 NGOs have supplied documents related to their best practices.   Such documents 
include details on best practices such as guidelines for conflicts of interest, 
guidelines for privacy, staff manual, board and committee member manual, 
guidelines and procedures for finance, rules and procedures for meetings, annual 
reports, etc.    

7.1.6 3 more NGOs were also interviewed.  Two are large-sized and one medium-sized 
NGOs.  They only shared views on the LSGSS or the production of the manual 
without providing views or concrete examples on good practices, and thus are not 
counted into the 20 NGOs.  

 
 
Findings 

Governance and accountability 

Board composition and participation in board decision 

7.2.1 A good mix of board composition: It is strategic for the development of the NGOs.  
Most interviewees report that their NGOs invite appropriate professionals to sit in 
their boards.  For instance, medical practitioners are of a must-have category of 
the board membership of a NGO providing health related services so as to get 
relevant expertise and network4.  A front-line staff has expressed his appreciation 
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towards his organization’s board members, who are from different professions, 
offering a broader view to the development of the NGO5.   

7.2.2 Participation of staff and service users in decision-making:  Some service users 
and front-line staff have suggested that NGOs have to arrange monthly meeting 
between the board and front-line staff, between board and service users to allow 
them to be involved in decision-making process6.   

7.2.3 Forms of participation: A service user has suggested that an effective way for 
service users to participate in the form of contributing opinions is to enable the 
service users to vote7.  A few front-line staff and a service user have suggested 
inviting front-line staff representatives and service user to be board members so as 
to bring in their voice and gear the direction of NGOs towards community needs8.  
In view of opinion collection, a service user considers that an opinion collection 
mechanism should be set up in the sub-units of NGOs and via the web page of 
NGOs9.  Some NGOs’ monthly committee meetings have regular seats for non-
board members in which senior staff, board members and sometimes service users 
sit together in a round table not only to build up mutual understanding and trust, 
but also to work out solutions of issues through deliberation and discussions with 
more complete information of the services concerned10.  Some NGOs convene 
annual evaluation meetings in which all front-line staff are invited to offer their 
opinions upon the focused issues of the NGOs11.  Other channels for NGOs to 
solicit opinions from the front-line staff include individual supervision, focus 
groups, front-line staff meeting, and intranet forums 12 .  Ad hoc meetings are 
convened in case any urgent issue pops up13.  

 

7.2.4 Benefit of participation: a service user is of the view that if front-line staff are 
allowed to participate in the decision-making process, they would contribute more 
as their sense of ownership of the NGO would be generated14.   

 

5 F06[FS-S] 
6 G08[USER-M], G07[USER-M]and F09[FS-M] 
7 G08[USER-M] 
8 F06[FS-S], F02[FS-M]and G04[USER-L]  
9 G01[USER-S] 
10 F04[FS-M],F09[FS-M], F07[FS-L], F05[FS-L], F08[FS-L], C01[CEO-M], C11[CEO-S], C02[CEO-S]    
and D04[BOARD-S]  

11 C10[CEO-M], C01[CEO-M],F09[FS-M], F04[FS-M], F02[FS-M] and F05[FS-L] 
12 C10[CEO-M],E02[SM-S],F08[FS-L],F05[FS-M] and F08[FS-M] 
13 C10[CEO-M] 
14 G04[USER-L] 
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Limit to the term of office 

7.2.5 There are different practices regarding the term of office among the respondents.  
The term of office of board members vary from 1 year to 6 years15.  A front-line 
staff from a NGO thinks it would be good to limit the term of office for board 
members for it helps create channels for new blood to the board and to a certain 
extent limits the power of the board members.16.   

Board capacity 

7.2.6 Board contribution: A service user has suggested that board members’ 
contributions should involve both monetary and expertise inputs17.   

7.2.7 Forms of contribution: Some NGOs require their board members to use their 
expertise to support different units, for instance, a board member who is a medical 
practitioner visits a rehabilitation centre every week to provide consultation; some 
board members take up the roles of voluntary legal consultants or voluntary 
auditors, etc.18.   

7.2.8 Ways of understanding the NGO: i) practical support: board members’ practical 
support to the services not only saves costs on professional services, but also 
enable them to build up deeper understandings of the operation of the NGO and 
the needs of the community via their direct contacts with the service users; ii) role 
rotation: board members might rotate to different committees so as to understand 
different aspects of the NGOs’ service19; iii) orientation: it is a common practice 
for NGOs to organise orientation programmes for new board members to 
familiarize them with the organization’s values, missions, systems, plans and 
operations; iv) documents: a NGO prepares updated strategic plan to new board 
members for their understandings of service direction, as according to front-line 
staff of that NGO.  Handbooks of governance and accountability as well as annual 
reports are delivered to board members to facilitate them to understand their roles 
and responsibilities; and v) formal and informal meetings with staff and service 
users, visiting service units, and participating in retreats and organizations’ 
activities20.  A service user has expressed his hope that new board members could 

15 C01[CEO-M],C10[CEO-M],E03[SM-S,F12[FS-S],C07[CEO-M],F06[FS-S],G03[USER-M],   
 D03[BOARD-L],C11[CEO-M],C13[CEO-L]and D01[BOARD-M] 

16 F06[FS-S] 
17 G08[USER-M] 
18 F01[FS-S] 
19 C05[CEO-M],C07[CEO-M],C02[CEO-S],C05[CEO-M],C11[CEO-S],C13[CEO-L],D03[BOARD-L],     

F04[FS-M],F02[FS-M],F14[FS-M],F01[FS-S],F06[FS-S],F12[FS-S] and F05[FS-L] 
20 C01[CEO-M],C10[CEO-M],E03[SM-S],C07[CEO-M],C02[CEO-S],C13[CEO-S],C08[CEO-L], 

F02[FS-M],G08[USER-M],F01[FS-S],F03[FS-S],F08[FS-L],D04[BOARD-S] and C11[CEO-S] 
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enhance their understandings of the services by reviewing the information of the 
NGO, visiting the centres, participating in the activities, and exchanging opinions 
with experienced front-line staff.  The user expects that by doing so new board 
members could get better ideas to well develop the NGO21.  

 
7.2.9 Attributes of board members: A front-line staff opines that the commitments of 

board members is a crucial element to be considered in the recruitment of new 
board members22.  Some interviewees believe that board members should share 
the vision and values of the organization.  Team building could help achieve that 
and consolidate the loyalty and commitments of the board members23. 
 

7.2.10 Understanding of service users’ need: Some service users think that it is 
impossible for the board members who just sit at the meetings to understand 
service users’ actual needs and formulate good direction and policies for service 
development.  They believe that direct communications with service users are 
essential to enhance their knowledge of the users’ needs which in turn enable 
them to make decisions for the best interests of the existing and potential service 
users24.   A front-line staff has suggested that board members should participate in 
front-line service to raise their understandings of the service and service users’ 
needs in order to enhance their governance and accountability25.  A front-line staff 
interviewee opines that formal meetings do not help ensure true understanding of 
needs.  It is imperative that board members go to the field and get hold of the 
service users’ pulses and listen to their needs26.   
 

7.2.11 Roles and functions of board: i) strategic planning: a NGO organizes strategic 
planning workshops and retreats involving board members in recent years.  The 
front-line staff opines that board members are required to review the achievement 
of previous strategic plan with quantitative or qualitative data from stakeholders.  
Future development is discussed and then a blue print is formed to be further fine-
tuned in the following months which turns into a new strategic plan 27 ; ii) 
rendering support to staff: a front-line staff observes that his NGO invites board 
members to join their annual trainings and some ceremonies which provide 
opportunities for them to exchange ideas and deepen mutual understandings.  
Some other front-line staff feel that they get more support from the board and 

21 G08[USER-M] 
22 F07[FS-M] 
23 F07[FS-M],F04[FS-M] and C02[CEO-S] 
24 G04[USER-L],C10[CEO-M] and G07[CEO-M] 
25 F09[FS-M] 
26 G03[USER-M] 
27 F03[FS-S] 
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committees after they have come to know more about the actual service needs28, 
iii) external connection: a NGO’s board members actively meet with other social 
work professionals, for instance, representatives from SWD.  They take the 
meetings not only as platforms to exchange opinions but also to know the latest 
trend of social issues for them to develop up-to-date service of their NGO29. 

 
7.2.12 Clear guidelines, rules and regulation: A clear guideline, rules and regulations set 

on the roles and responsibilities of the board and management is essential for the 
governing board and senior management to work hand in hand for effective 
governance.  Some NGOs prepare manuals for board members and senior 
management respectively to delineate their respective roles and responsibilities to 
avoid confusion and conflict.  Some NGOs state clearly the structure, different 
roles and responsibilities of the board, various committees, and departments on 
their charters and have them printed on the annual reports, organization 
handbooks, CEO manuals, management manuals, leaflets, organization websites, 
etc.  They are updated whenever any changes are made30. 

Evaluation of the board  

7.2.13 Who should conduct the evaluation: A front-line staff claims that board members 
should be evaluated and the evaluation should be conducted by some qualified 
professional31.  A service user has proposed to invite independent individuals to 
evaluate NGOs32. 
 

7.2.14 What to be evaluated: A front-line staff has suggested that the level of 
participation, commitment, and functions are useful aspects to evaluate board 
members33.  Another front-line staff has proposed reviewing the attendance rate of 
board members.  Those with low attendance rate should be reviewed for their 
continuation of the board membership since active participation of every board 
member is important34.  

 
 
 
 
 

28 F04[FS-M] 
29 D04[BOARD-S] 
30 G01[USER-S],G04[USER-L] and D04[BOARD-S] 
31 F07[FS-L] 
32 G07[USER-M] 
33 F04[FS-M] 
34 F03[FS-S] 
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Monitoring of board 
 
7.2.15 A service user is of the view that front-line staff and service users could 

participate in monitoring the board, particularly in financial management to ensure 
expenditures are reasonable and easy-to-check35.  

 
Enhancing governance and accountability 

7.2.16 Reporting: Most NGOs deliver annual reports to the stakeholders in which they 
record the key decisions made by the board and committees and the in and out of 
the board members.  It is one of the ways to enable the stakeholders to know who, 
what and how the board has been doing36.  Some service users have suggested that 
transparency of financial management should be enhanced and they have 
recommended that the financial situation/statements should be stated in monthly, 
quarterly or annual reports37.  

7.2.17 Transparency: A few front-line staff believe that it is important for them to 
understand what the board is working on and have suggested that transparency of 
the board should be enhanced, otherwise it would be hard to recruit new 
members 38.  Another front-line staff believes that front-line staff should have 
access to the minutes of general board meetings so as to get clear understandings 
of the board members and their decisions 39 .  A NGO has made its board 
committee’s minutes accessible for all front-line staff or service users40.  Another 
NGO enhances the transparency of its board, for instance, by informing the front-
line staff about its decision on the direction of services and proposals of new 
projects41.  According to another front-line staff, his organization’s transparency is 
raised after it has posted its policy related to public affairs and donations on the 
official webpage of the organization42.   A service user is pleased that the service 
users are informed of the organization’s new policies43.   
 

7.2.18 Communication channels with staff: All NGOs interviewed have established 
formal and informal channels for communications between board members and 
the front-line staff.  The most popular one is regular meetings at various time 

35 G08[USER-M] 
36 C01[CEO-M],C12[CEO-L],C10[CEO-M] and C05[CEO-M] 
37 G08[USER-M] and G01[USER-S] 
38 F07[FS-L],F04[FS-M],F02[FS-M]and F08[FS-L] 
39 F04[FS-M] 
40 F01[FS-S] 
41 F11[FS-L] 
42 F03[FS-S] 
43 G07 [USER-M] 
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intervals ranging from monthly to yearly.  A few NGOs’ boards hold monthly 
meetings with the front-line staff44.  The CEOs or management committees of 
some NGOs regularly collect feedback from the front-line staff at different 
working meetings, and relay the messages to the management and the board45.  A 
front-line staff observes that the board members of his organization are very active 
in participating in front-line staff meeting and welcomes front-line staff to contact 
them directly46.  Annual general meeting is the most common channel for NGOs 
to let the board members, staff and service users/members meet and exchange 
views47.   In addition to formal and informal meetings, some of the front-line staff 
have reported that they can express their opinions via email and internal forums48.  
A NGO has started a “Conversation with CEO” programme in which all staff 
could put their written opinions into a box and the CEO would reply openly 
through email.  A front-line staff of that NGO finds that it raises transparency of 
management policy and enhances communication 49 .  Another NGO holds a 
consultation meeting in which board members, senior management and front-line 
staff exchange views50. 
  

7.2.19 Communication channels with service users: Some NGOs’ board members take 
the opportunities of service user gatherings, either formal or informal, for instance, 
parent groups, case conference among service users to collect views from them51.  
Some NGOs invite their board members to attend some programmes to let the 
service users express their views to them directly52.  A NGO collects their youth 
members’ opinions by organizing a youth federation which consists of youth from 
different centres.  That federation is directly under the head office.  It enables the 
views of the target group to go directly to the senior management53. 

 
7.2.20 Communication channel with volunteers: A NGO collects opinions of all 

volunteers on a regular basis54. 
 
7.2.21 Communication channel with public: A few NGOs pose questionnaires on their 

official website to collect views from the public.  Some donors have given their 

44 F09[FS-M],F04[FS-M], F02[FS-M], F05[FS-L] and E03[SM-S] 
45 F05[FS-L] and F08[FS-L] 
46 F04[FS-M] 
47 C01[CEO-M] 
48 F01[FS-S],F08[FS-L] and G05[USER-L] 
49 F05[FS-L] 
50 F08[FS-L] 
51 C01[CEO-M],C05[CEO-M],C10[CEO-M],E03[SM-S], C07[CEO-M] and D04[BOARD-S] 
52 C01[CEO-M] 
53 C13[CEO-L] 
54 F03[FS-S] 
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opinions via internet55.  A service user has suggested that the target of opinions 
collection should not be confined to service users.  Service users’ family members 
might give some other perspectives56.     
 

7.2.22 Communication with other organizations/bodies: Consultation with different 
social sectors or government departments is another effective source for collecting 
opinions for service development57. 

 
7.2.23 Communication with donors: A NGO sends questionnaires to all donors to collect 

their opinions on certain issues as it has quite a large number of donors58.  

7.2.24 Complaint handling: A service user has suggested NGOs to develop an opinion 
collection page on their official websites so that service users could express their 
opinions openly and NGOs have to ensure that the opinions are delivered to the 
centre-in-charge59.  Some NGOs provide intranet forums for front-line staff and 
service users to file anonymous complaints and suggestions60.   

Codes of conduct  

7.2.25 Most of the NGOs issue codes of conduct for compliance by the board, service 
users/members and staff.  In order to avoid conflicts of interest and misconduct 
such as abuse of resource, bribery, corruption, embezzlement, etc., standard 
procedures and guidelines have been put in place for board members and staff.  
These procedures and guidelines are available in the orientation handbook, staff 
manuals and organization intranet61.  A NGO has made reference to the guidelines 
set by ICAC in drafting those guidelines.  It helps consolidate a clean and 
reputable management structure62.   A front-line staff from a NGO has reported 
that guidelines are also applicable to volunteers63. 

Decision-making process of agency’s important management issues 

7.2.26 Some NGOs collect views at regular team meetings or at ad hoc meetings in case 
special issue arises.  Collecting views from union representatives is a flexible 

55 F01[FS-S], F03[FS-S] and G01[USER-S] 
56 G04[USER-L] 
57 G04[USER-L] 
58 F03[FS-S] 
59 G01[USER-S] 
60 F07[FS-L] 
61 F07[FS-L],F03[FS-S],F08[FS-S],C05[CEO-M],C10[CEO-M],E03[SM-S],C11[CEO-M],C13[CEO-L] 
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means.  For instance, when a NGO plans to hire an auditor to manage the reserve, 
prior support from the union is sought64.  In case of issues affecting service users, 
some board members would consult the service users in person.  For instance, 
board members of a NGO once asked some youth groups to vote on whether to 
buy more computers or to enlarge the pantry with a particular sum of money.   

 
Complaint handling 

7.2.27 NGOs are very concerned about the mechanism for handling complaints.  They 
have been trying to make complaints handled in a timely and transparent manner 
and complaints of different nature and seriousness are handled at an appropriate 
level of authority65.  

7.2.28 Complaints are to be passed to the board members for their information, 
discussion or handling66.   

7.2.29 Front-line staff of a few NGOs can call their board members directly in case of 
filing complaints and making appeals67. 

7.2.30 In order to avoid conflicts of interest, some NGOs, after consultation with the 
ICAC, develop a guideline that panel members at all levels have to declare 
conflicts of interest.  It helps consolidate a fair complaint policy68. 

7.2.31 A NGO has set up a complaint hotline and designated a front-line staff to be 
responsible and refer complaints to the unit concerned according to the 
organization’s procedures of complaint handling69.  Another NGO has a complaint 
handling department70. 

7.2.32 A NGO has a practice to draw a recommendation for improvement purpose every 
time it has resolved a complaint.  For instance, if the case is about the quality or 
requirement of a staff, a recommendation report might be passed to human 
resource section so that such quality or requirement would be included in the 
future job specification71.   

64 F01[FS-S],G08[USER-M] and C05[CEO-M] 
65 F14[FS-M],F12[FS-S], F05[FS-L] and  F07[FS-L] 
66 F14[FS-M],F12[FS-S],C10[CEO-M],C05[CEO-M],C01[CEO-M],C13[CEO-L] and F05[FS-L] 
67 F04[FS-M] and  F12[FS-S] 
68 C08[CEO-L] 
69 C12[CEO-L] 
70 G04[USER-L] 
71 E02[SM-S] 
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7.2.33 To ensure complaints to be handled smoothly, a NGO has translated the complaint 
handling mechanism from English to Chinese to make it be fully understood by 
every front-line staff and details of the mechanism are disseminated to every 
front-line staff72. 

The success of other new management strategies 

7.2.34 Most NGOs recognize the importance of knowledge management to their 
organizations.  The most common knowledge management practices are 
documenting and sharing useful knowledge, and rewarding and exemplifying 
good practice programmes.  It motivates staff, enhances learning of good practice, 
and facilitates timely proposal submission73.  

7.2.35 A NGO has been adopting a scoring system in its human resources and financial 
management.  A handbook is used to record and evaluate the performance of the 
service units since 2004.  Each year, this NGO follows the outcome-based 
management model and identify 10-12 key performance indicators for internal and 
external audits.  This NGO has also outsourced an external consultant to develop a 
five-year strategic plan for organizational development74.  

7.2.36 A NGO has started a performance management system and one criterion is each 
unit has to conduct at least one creative new service every year.  All new services 
are nominated to join the good practice competition and the best one is to be 
rewarded.  Knowledge management is involved not only through documenting the 
information of the program and wisdom from workers, but also through 
presentations at monthly meetings.  Units concerned are expected to follow the 
good practices of the rewarded ones.  Besides programs, a check and balance 
system is set up by an internal auditor, who is appointed by a board committee for 
auditing management practices/processes/procedures.  The internal auditor visits 
relevant units and evaluates whether good management practices/ processes/ 
procedures have been referenced/adopted in similar situations.  As a result, good 
knowledge and experience are shared and practiced in other units under this 
knowledge management policy75.  

7.2.37 A NGO’s finance department standardizes the review procedures of good practice 
in programmes.  It is found that the more frequent good practices are reviewed 

72 C13[CEO-L] 
73 C13[CEO-L] 
74 C08[CEO-L] 
75 C13[CEO-L] 
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regularly, the easier it helps staff grasp the crux for writing successful proposals.  
It also facilitates timely proposal submission76.   

7.2.38 NGOs share the common practice of conducting evaluation for every programme.  
A front-line staff has reported that his NGO requires each unit to send service 
quality reports, with data analyzed from evaluations, to the board for its review so 
that the board could know the performance and development of each centre77. 

7.2.39 A CEO considers it is difficult to make an overall evaluation of a NGO, but not 
individual unit of a NGO.  He is of the view that the performance of each unit 
could bring out the overall impression of how a NGO runs and if service quality 
has been improved.  As NGOs have to report to funding bodies and donors, it is 
necessary to prepare outcome based evaluation reports of all units.  It should 
include measurable outcomes with descriptions on methodology to show how a 
service functions and achieves its purposes.  A clear presentation of the 
performance of all units could be a solid reference for potential funding bodies78. 

7.2.40 A NGO has started to develop a strategic plan for five year.  It commissions an 
external consultant to develop the plan towards a more profound, practical and 
feasible direction.  As the community’s needs have been changing fast, some 
NGOs have started to consider how to respond to social needs in a more strategic 
manner, taking into account of their reserve and financial positions79.   

7.2.41 Not all social workers with good social work skills/knowledge are also good at or 
interested in management.  This might impede their career development since 
most senior posts in NGOs are for management roles.  In order to motivate 
competent social workers as these, a NGO set up some senior posts which do not 
require management duty.  They are professional practitioners80. 

7.2.42 Some NGOs have started to recruit professionals from different disciplines.  It has 
become a common practice that financial management/accounting experts are 
hired for financial management; experts on marketing, public relation, and 
journalism are hired for public relation/fund raising/marketing 81 .  A multi-
disciplinary/expertise staffing pool enables the NGO to respond well to the 

76 C13[CEO-L] 
77 F07[FS-L] 
78 C08[CEO-L] 
79 C08[CEO-L] 
80 C08[CEO-L] 
81 C08[CEO-L],F06[FS-S],C10[CEO-M],C02[CEO-S],G04[USER-L] and F03[FS-S] 
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complicated and fast changing social needs which require multi-disciplinary 
perspectives82. 

7.2.43 According to a front-line staff, his NGO has streamlined administration 
procedures in order to decrease the administrative load and make the process less 
time-consuming83. 

 

Financial management 

 
Lump Sum Grant reserve level 

7.3.1 A NGO is willing to keep a low level of LSG reserve.   The CEO opines that his 
organization believes ‘service quality goes first’, and the majority of its 
expenditures are spent on paying quality front-line staff to ensure service users get 
appropriate service84.  Another NGO has no LSG reserve since it maintains the 
GPS linked salary structure85.  

Funds other than Lump Sum Grant Reserve Fund 

7.3.2 Some NGOs set up development funds for the purpose of covering deficits from 
subvented social service, and expenses on starting new services, and training of 
staff, etc. 86  A NGO requires all its unit supervisors to transfer five percent of their 
revenue to the development fund87.    

Resource allocation  

7.3.3 Flexibility in resource allocation is one of the key objectives in introducing the 
LSGSS.  One commonly and frequently heard comment during the individual 
interviews is that flexibility is found mainly on staff deployment, development of 
staff salary structure, irregular monetary incentives for staff and other allocation 
of resources like purchase of materials88.  For instance, a few NGOs employ more 
part-time staff, and staff who are not social workers to meet the needs of the 
service in a timely way89.  It facilitates smooth service delivery to a certain extent.  
A front-line staff has shared that since the introduction of the LSGSS, more front-

82 C08[CEO-L] 
83 F03[FS-S] 
84 C10[CEO-M] 
85 C13[CEO-L] 
86 F10[FS-M],C02[CEO-S], E01[SM-M],E03[SM-S],C06[CEO-S] and C08[CEO-L] 
87 C01[CEO-M] 
88 F01[FS-S],C04[CEO-L],C10[CEO-M],C13[CEO-L],F11[FS-L] and C08[CEO-L] 
89 C02[CEO-S] and F11[FS-L] 
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line staff are employed to share workload90.  In view of the claw back mechanism 
of the LSGSS, some NGOs with better reserve position tend to recruit more staff91. 

7.3.4 With the flexible use of funding, many new services with supports from 
management are created.     

 
Internal control  

7.3.5 Many NGOs being interviewed have put in place internal control procedures on 
financial management, budgeting and procurement and require staff to follow 
strictly.  Examples are ceilings of different budgeted items; number of quotations 
needed for different purchase amount; deadline of reinvestment; etc. Board 
members of most NGOs are responsible to examine them.  Besides, some board 
members are responsible to sign cheques for items over an amount as set by the 
organization92.  According to one CEO, his NGO appoints an external accountant 
to handle the account and its flow/process.  A NGO applies e-procurement to all 
its units and it has proved convenience and maintains a proper record93. 

7.3.6 A NGO has developed a financial guideline for the staff to follow.  Should there 
be any updates to the guideline, the management team would send the updated 
version to all staff accordingly to ensure compliance94. 

 
Balanced budget 

7.3.7 In order to keep a balanced budget, many NGOs keep frequent review on budgets   
and financial reports to ensure their reserves are kept under the maximum allowed 
level and resources are used for intended purposes and not over-spent95. 

7.3.8  A NGO has an internal audit to conduct risk assessment on various aspects of the 
organization, including service delivery and daily operation like safety, 
organizational image, resource and finance.  Risk factors will be identified and a 
report will be passed to the management to make action plans or recommendations 
to either control or prevent the risk factors or make a contingency plan when the 
risk occurs96.  

90 F06[FS-S] 
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93 F06[FS-S] 
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Employing professional or outsourcing 

7.3.9 A front-line staff finds that it is tough for front-line staff to manage the finances.  
It is time-consuming and leads to low effectiveness.  The front-line staff 
recommends outsourcing the accounting work to private accountants to make it 
efficient and professional97.  

7.3.10 A NGO employs a chartered accountant to take up the responsibility of financial 
management 98 .  Another NGO appoints a private accountant to handle the 
accounting work99.  A few front-line staff observe that it is efficient and helps 
relieve the workload from staff after their NGOs have outsourced the accounting 
work to private companies100.  

7.3.11 A NGO uses e-financial management services of a bank to manage its complicated 
accounting work.  All financial statements are processed by an e-banking system 
so all the accounting procedures have been streamlined, and most importantly, 
they are verified for the sake of check and balance.  The system has a clear and 
efficient transaction procedure101.   

Revenue generating strategies   

7.3.12 Many NGOs have initiated various revenue generating strategies, for instance, 
seeking donation from board members and outside bodies, offering training 
courses to the board and staff to learn how to raise fund, setting up self-financed 
business, organizing fundraising activities, involving in social entrepreneurial 
activities, renting out activity rooms, engaging in financial investment, submitting 
proposals to different funding bodies including District Boards, Home Affairs 
Department, Education Bureau, etc.102.  

7.3.13 A service user opines that sharing and promoting services to different 
communities, fundraising activities and submitting proposals to different funding 
bodies are effective ways to generate revenue.  The service user recognizes the 
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contribution of public relation officers whose main duty is to search for suitable 
funding, sponsorship and donation opportunities103.   

7.3.14 A CEO of a NGO who has rich experience in fundraising shares that when calling 
for donation, no matter how many concerns/issues are on the promotion list, it is 
always better to set priority and stay focused on one strong message only since 
donors are only attracted to simple and clear message104. 

7.3.15 A NGO attempts to apply business management practices to run its social 
enterprises.  A front-line staff has suggested that there is a need to create posts to 
develop different new services and he thinks that the candidates of the posts 
should not be confined to social work profession.  They could be from business or 
other discipline who know well how to run social enterprises.  When running a 
social enterprise, according to a CEO’s suggestion, the NGO should be 
entrepreneurial in making new attempts, daring to face new challenges, and 
devising a long term business plan105.    

Cost saving 

7.3.16 In tandem with pursuing various revenue generating strategies, many NGOs also 
adopt a variety of cost saving measures, such as tightening the budget for  
procurement, monitoring the use and re-use of various materials, outsourcing  
property management and cleaning services, recruiting more part-time staff, 
advocating more efficient utilization of facilities, and increasing work assignments 
to staff106. 

7.3.17 A front-line staff has reported that his centre takes stock once every half a year to 
avoid keeping a high level of stock.  It saves up to 10% expenditure of the centre 
while it only takes a few working hours of the staff.  Also, recycling items and 
using e-payment are also found to be cost effective and environmental friendly107.  
Another NGO has adopted bulk purchase, particularly on food, for a better 
price108.  Still another NGO requires its staff to conduct price comparison for 
items over certain amount every two years109. 

103 G08[USER-M] 
104 E02[SM-S] 
105 G04[USER-S] 
106 F11[FS-L],F07[FS-L],F05[FS-L],F06[FS-S],C10[CEO-M],C07[CEO-M],G03[USER-M],G08[USER-

M],   G06[USER-M],D02[BOARD-S] and C13[CEO-L]  
107 F06[FS-S] 
108 F08[FS-L] 
109 F05[FS-L] 
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7.3.18 Most service users have suggested cost saving by cutting expenditures on food, 
beverages, water and electricity110.  

7.3.19 According to a front-line staff, his NGO cooperates with a business company to 
offer training programmes to their service users, who are at-risk youths.  The 
supports provided by the company include training venues, training programmes 
and work opportunities.  It not only lowers the NGO’s cost but also provides 
opportunities for the service users to start a new life through NGO and business 
partnership111. 

Transparency 

7.3.20 A NGO provides financial reports to all staff on a monthly basis112.   

7.3.21 Almost all NGOs have their financial statements in their organizations’ 
publications, for instance, monthly, quarterly or annual reports which are 
disseminated to the staff and other stakeholders to achieve a certain degree of 
transparency on the financial status of their organizations including reserve113.  
Uploading financial reports on their organizations’ webpages seems to gain 
growing popularity114.   

7.3.22 Financial information about reserve balances and fundraising activities are 
commonly disclosed.  A few front-line staff have expressed their appreciation that 
their organizations are willing to show them the financial balances with 
reasonable details, instead of a crude figure115.  

7.3.23 A service user has suggested that a financial report with relevant details should be 
published on a monthly and annually basis for service users’ information116. 

Use of provident fund reserve for non-Snapshot Staff 

7.3.24 A NGO, after gathering views from front-line staff in a general meeting, has 
increased the percentage of employer’s contribution on MPF for non-Snapshot 
Staff 117. 

110 G05[USER-L],G08[USER-M],G03[USER-M] and G06[USER-M] 
111 F05[FS-L] 
112 F14[FS-M] 
113 C05[CEO-M],E03[SM-S],D01[BOARD-M],G05[USER-L],C10[CEO-M],F03[FS-S] and E02[SM-S] 
114 C05[CEO-M],C10[CEO-M] and E02[SM-S] 
115 F07[FS-L and F14[FS-M] 
116 G08[USER-M] 
117 C03[CEO-L] 
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7.3.25 A NGO plans to implement a new scheme in which the organization will increase 
the employer’s MPF contribution gradually, from 5% to 5.8% in five years, and to 
6.8% in ten years.  The NGO hopes that she could retain its staff under that new 
policy118. 

 

Human resource management 

Salary structure, package and administration 

7.4.1 Salary adjustment: All NGOs interviewed have worked out their salary adjustment 
and increment policies.  Some NGOs follow the government’s decisions on the 
level of living standard adjustment119; others choose to work out their own level 
and policies120.  Some NGOs, for the sake of fairness, same salary adjustment is 
applied to both subvented and non-subvented staff121. 

7.4.2 Salary scale: Some NGOs follow the Government Pay Scales (GPS)122.  A NGO 
maintains a fair salary policy that all front-line staff’s remuneration and salary 
adjustment are the same as that of the Government.  According to  a CEO, the 
rationale is ‘we deserve equal pay.’  The NGO gets full support from the board 
members and they put efforts to generate revenues for this purpose.  The 
manpower of the NGO has remained very stable which in turn helps maintain high 
service quality123.  In order to recruit front-line staff with high caliber, some 
NGOs offer a slightly higher starting salary, for instance, two points higher124.   A 
NGO tries to keep its high caliber front-line staff by offering attractive salaries, 
fringe benefits and career prospects, depending on the budget a unit holds.  And 
when there is a risk in budget, the management team prefers to disclose the 
situation to the front-line staff and work out with them a solution acceptable to 
all125.   It is opined by a CEO that if NGOs keep holding the reserve and offering 
low pay to front-line staff, it might lead to low morale, high turnover rate, poor 
service quality and even the shrinking in the number of service users126.  A service 
user also has such observation127.   

118 C11[CEO-L] 
119 C13[CEO-L],C06[CEO-S],E03[SM-S],E01[SM-M]and C10[CEO-M] 
120 C05[CEO-M],F09[FS-M],C10[CEO-M] and F01[FS-S] 
121 C13[CEO-L],C06[CEO-S],E03[SM-M],E01[SM-M] and C10[CEO-M]  
122 C13[CEO-L],C06[CEO-S],E03[SM-S] and E01[SM-M] 
123 C03[CEO-L] 
124 C01[CEO-M] 
125 C01[CEO-M] 
126 C09[CEO-M] 
127 G06[USER-M] 

P a g e |  
 

56 

                                                



7.4.3 Salary structure: Some NGOs have other ways to retain their front-line staff.  For 
instance, a NGO establishes a 3-tier ranking system for social work front-line staff.  
Under the system, social workers with an associate degree or a higher diploma go 
to the third rank, while social workers with a bachelor degree are the second and 
those with a master degree or clinical social work background or specialized in 
counseling are of the first rank.  The ranking system is matched by a pay scale 
different from GPS.  It promotes mobility among the front-line staff128.  A NGO 
has cut the maximum point of salary of staff so as to increase the level of the LSG 
reserve.  It has also reorganized its staff structure that a number of new posts with 
better promotion prospect are created.  The NGO believes that career prospect 
could compensate the lower pay129.  For instance, a front-line staff whose work 
experiences could not meet the requirements of the manager grade has been 
promoted to a newly created post as an assistant manager and since then, the 
front-line staff has been very loyal to the NGO130.  Such example demonstrates 
the benefit of a more flexible human resource management in retaining competent 
front-line staff. 

7.4.4 Use of LSG reserve: A front-line staff reckons that since salary is a crucial 
element to retain front-line staff, NGOs should make use of their large sum of 
reserve to develop remuneration policy and career path to increase front-line 
staff’s opportunities of salary increment and fringe benefits improvement so as to 
increase front-line staff’s sense of belonging and morale131. 

7.4.5 Fringe benefits: Fringe benefits particularly medical benefits are the most 
common concern of the front-line staff since private medical consultation is costly.  
A front-line staff has shared that his NGO increases the medical benefits and is 
applauded by all staff 132 .  Almost all NGOs being interviewed provide cash 
subsidies and study leave for training and development of staff.  Some NGOs even 
select and sponsor staff to have training abroad133. 

Motivational strategies 

7.4.6 Create financial incentives: Some NGOs, in order to retain competent non-
Snapshot Staff and promote deliveries of good quality services against the 
negative impact brought by the LSGSS, regard having a salary increment policy 
can create incentives.  A  NGO has set up a performance link bonus for good 

128 C08[CEO-L] 
129 C12[CEO-L] 
130 F06[FS-S] 
131 E03[SM-S] 
132 F03[FS-S] 
133 F08[FS-L] and C08[CEO-L] 
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performance when there is a positive balance in the LSG reserve134.  Another 
NGO has revealed that the amount of bonus, in general, is around a front-line 
staff’s monthly salary135.   

7.4.7 Other motivational strategies: i) promotion: front-line staff can be promoted after 
they have put into use what they have learned, for instance, starting a new service 
which meets social needs136; ii) work assignment: a NGO encourages its green 
front-line staff to submit proposals over $30,000,000, or to be in charge of a 
project in order to enhance their sense of identity and achievement137; iii) good 
working environment: a front-line staff of a NGO finds that a fair and good 
working environment, besides salary, could bring happiness and satisfaction to the 
front-line staff.  It thus requires the management to employ a soft approach to lead 
the front-line staff towards a comfortable working environment; iv) 
complimentary letter: a NGO rewards competent front-line staff by presenting 
them with complimentary letters offered by the CEO138; v) performance award: a 
NGO sets up an award for outstanding front-line staff and the prize is donated by 
board members who are involved in the selection 139 ; vi) others: many 
interviewees are aware of the importance of intangible incentives such as career 
path, job rotation, job satisfaction, non-material compliments, positive working 
atmosphere, mutual trust, team spirit, and favourable organizational culture140; 
sharing of visions among all staff to promote morale, strengthening bonding, 
fostering commitment141; strengthening team building, mutual-learning, mutual-
appreciation and sharing good practices142. 

7.4.8 Organizational audit: A NGO conducts a staff opinion survey to analyze their 
sense of belongings, views of staff wellness, etc. so to prevent high turnover 
among front-line staff.  Front-line staff forum is held after data analysis to serve as 
a platform for clarification and understandings and fostering trust143.   

Performance appraisal 

7.4.9 Performance-linked salary/reward: Many NGOs adopt a transparent and fair 
mechanism of appraisal, and offer performance-linked reward and/or salary 

134 C11[CEO-S] 
135 C11[CEO-S] 
136 F07[FS-L] 
137 C11[CEO-S] 
138 C12[CEO-L] 
139 C01[CEO-1] 
140 C12[CEO-L],F08[FS-L],G04[USER-L],C10[CEO-M] and C01[CEO-M] 
141 C10[CEO-M] 
142 F05[FS-L],D02[BOARD-S],D03[BOARD-L],C05[CEO-M],C01[CEO-M] and C10[CEO-M] 
143 E02[SM-S] 
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increment to staff despite the fact that the arrangement is subject to the availability 
of financial surplus in the NGOs144. 

7.4.10 Multiple source of information: A NGO’s appraisal mechanism requires two kinds 
of appraisals: self-appraisal and appraisal by a supervisor to make it fair 145 .  
Another NGO develops a policy in which three sets of appraisal have to be 
conducted.  They are: i. self-appraisal; ii. appraisal by colleagues; and iii. 
appraisal by a supervisor146. 

7.4.11 Design of appraisal form: A front-line staff has revealed that his organization 
invites front-line staff to contribute in designing the appraisal form and that makes 
front-line staff feel being respected147. 

7.4.12 Channel for expressing grievances: A NGO makes use of the appraisal system to 
provide opportunities for front-line staff to reveal one’s discontents towards the 
supervisor or the NGO.  All supervisors are advised to take action to follow up148.     

Transparency and participation 

7.4.13 Most NGOs provide information on salary scale and fringe benefits to staff149.   

7.4.14 A front-line staff is of the view that since salary and fringe benefits affect all front-
line staff, consultation with front-line staff on these aspects is a good practice.   He 
suggests that it should be open in nature and every front-line staff should be able 
to raise his or her concerns150.   

7.4.15 A NGO has a cross departmental working group formed by front-line staff to 
voice out their concerns on salary, which will be channelled to the management 
committee151.   

7.4.16 Some NGOs have similar policies which states clearly that the salary of any front-
line staff should not be disclosed without the consent of the staff concerned for the 
sake of privacy.  It is also worried that those with better remuneration could be 
bullied and staff morale will be adversely affected152. 

 

144 C13[CEO-L] and C11[CEO-S] 
145 F01[FS-S] and F03[FS-S] 
146 C05[CEO-M] 
147 F03[FS-S] 
148 C03[CEO-L] 
149 F07[FS-L] 
150 F03[FS-S] 
151 F03[FS-S] 
152 C03[CEO-L],C01[CEO-M] and F06[FS-S] 
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Administration of time-limited contracts 

7.4.17 In all NGOs interviewed, time-limited contract staff who have demonstrated 
outstanding competence are offered opportunities to be shifted to permanent 
contracts.  A NGO has a policy to convert front-line staff on time-limited contract 
to permanent contract after a staff has completed a stipulated contract terms153.  In 
some NGOs, after the transfer to permanent contract, the fringe benefits will also 
be upgraded154. 

7.4.18 A NGO has transferred all contract front-line staff to permanent status.  It is 
observed that the relationship among the staff has been improved, so as their 
loyalty towards the NGO.  Administration efforts have been reduced to a large 
extent since then155. 

7.4.19 A NGO takes the performance of staff at training sessions as a platform to 
evaluate their competence and potentials.  Front-line staff with potentials and high 
caliber are offered permanent post156. 

 
Summary 
 
Governance and accountability - A good mix of board membership and their contribution 
is highly valued by different stakeholders.  Front-line staff and service users expect more 
participation in decision-making and want the board to meet with them in a more frequent 
basis, or set up more channels for communication and feedback.  Some even expect a 
higher level of participation, such as the opportunity to vote, to have a seat in the board, 
etc.  Suggested methods to enhance the board’s understanding on organizations are quite 
similar to those found in the questionnaire.  Guidelines, rules, regulations and codes of 
conduct are the mechanism to enhance differentiation of roles and responsibilities 
between the board and senior management, to ensure proper functioning, integrity and 
avoid conflicts of interest.  Some front-line staff regarded that board members should be 
evaluated by some qualified professional while a service user expected that front-line 
staff and service users could participate in monitoring the board.  To increase 
accountability, reporting, transparency, communications with different stakeholders, 
appeal and complaint channels are the keys.   A NGO even sets up a hotline for complaint 
handling while another one has a complaint handling department.  Still further, a NGO 
has a practice to draw recommendations for improvement after each complaint is resolved.  

153 D01[BOARD-M] 
154 C13[CEO-L] 
155 C11[CEO-S] 
156 C08[CEO-L] 
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Other successful new management strategies include knowledge management and sharing 
of good practices among staff, scoring on outcome, strategic plan for organizational 
development, competition among service units on innovative projects, setting up senior 
posts without any administrative requirements for professional staff, streamlining 
administrative procedures and employment of staff from different disciplines.  
 
Financial management - NGOs are able to make use of the LSG reserve flexibly to meet 
organizational needs in areas such as development of new services, staff training and 
development, covering deficits in subvented services, monetary incentives to staff, 
purchase of equipment, etc.  Most front-line staff regard that LSG reserve should be used 
on staff development, salary increment/adjustment, and service development.  A few 
NGOs keep the reserve at a low level as they are willing to compensate quality staff.  In 
relation to internal control, many of them are satisfied with their performance in this 
respect as they have good internal control mechanisms to make sure that resources are 
used in the proper way.  To make sure budgets are balanced, many of them keep frequent 
financial reviews and make sure that the level of reserve is maintained below the cap.  For 
small NGOs, outsourcing the accounting work or financial management is a way to 
relieve staff’s burden.  On the other hand, if resource is sufficient, making use of 
electronic financial system and conducting financial risk assessment can enhance 
organizational effectiveness and efficiency, and employment of internal audit can 
improve control.  An NGO is able to provide financial report to all staff on a monthly 
basis, while all NGOs have financial statements reported in different types of publications 
and some have them in the website.  In relation to the use of PF reserve, a NGO is willing 
to increase employer’s contribution after getting views from staff, and another NGO is 
planning to increase MPF from 5% to 5.8% within five years, and to 6.8% within ten 
years. 
 
Human resource management -  It is a fact that each NGO has its own salary structure and 
pay policy, and most NGOs provide such information to staff.  Consultation with staff on 
related matters are appreciated.  Some NGOs follow the government’s decision on civil 
service pay adjustment; others choose to work out their own level and policies.  Some 
NGOs treat subvented and non-subvented staff equally, and let them have the same level 
of salary adjustment.  Efforts are exerted to generate revenue for this purpose.  For some 
NGOs which have a delinked salary structure, they would use some means to motivate 
staff, such as creating more posts for promotion, salary increment, performance-linked 
bonus, carrying out challenging tasks, creating good working environment, awards in the 
form of appreciation letter, prize or even money.  In order to do that, a good performance 
appraisal system is very important.  Multiple sources of information, staff’s participation 
in designing appraisal forms, and channels for grievances are the keys.  A NGO conducts 
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organizational audit to detect the organization’s culture.  In all NGOs interviewed, they 
are able to offer time-limited contract staff who have demonstrated outstanding 
performance a chance to be transferred to non time-limited contract.  Training is another 
platform to assess staff’s competence and potential.  
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SECTION 8 - FOCUS GROUP INTERVIEWS 
 

 Introduction 

8.1.1 In the original research plan, focus group interviews would be conducted after a 
draft Best Practice Manual was produced to consult the key stakeholders of NGOs 
and at least one open forum would also be conducted to collect views from those 
who were not invited for the focus groups.   

8.1.2 However, during the questionnaire survey and case study, many stakeholders 
showed great concerns on the production of the Best Practice Manual, and they 
were eager to participate in the data collection process in the form of a focus 
group before the consolidation of the draft manual.  

8.1.3 With a view to achieving the best results, after discussions with the representatives 
from the Social Welfare Department and with the approval from the Project 
Steering Committee, the original research plan was revised.  Focus group 
interviews were conducted to consult and seek opinions from NGOs before the 
compilation of the draft of the Best Practice Manual so that the Consultant Team 
could enlist more wisdom and experience from the stakeholders, in addition to the 
data collected from the survey and good practices drawn from case studies, to 
identify current best practices and ideals of best practice, and the parameters of 
best practices of NGOs in Hong Kong.   

8.1.4 It was planned that at least there would be 4 focus groups for CEO/senior 
management, 4 focus groups for front-line staff, 1 for service users and 1 for 
professional bodies.  For those who would like to share their views but were not 
randomly selected, they could either contact the Consultancy Team and at least 1 
focus group would be set for senior management and front-line staff respectively, 
or they could send in written suggestions on best practices to the Consultancy 
Team.  

8.1.5 A letter about the research was sent to all NGOs restating the research objectives, 
explaining the purpose and arrangement of the focus group.  A separate invitation 
letter was sent to the NGOs which were randomly selected to participate in the 
focus group.   

8.1.6 Although random sampling would be ideal for the selection of respondents of 
front-line staff and service users for focus group, difficulty was anticipated in the 
collection of a full list of stakeholders.  It was decided that besides CEO/senior 
management, representatives from staff unions/associations and service user 
councils should be the first priority.  For those NGOs with no staff association or 
union, nor service user council, the respondent could be elected by relevant 
staff/service users or nominated by the CEO, on the condition that the respondent 
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met all the criteria set by the Consultancy Team.  Since it was of great interest to 
the field, social work professional bodies were also invited as respondents.  

8.1.7 From the experience of the in-depth individual interviews in case study, 
CEOs/senior management and front-line staff are more knowledgeable in terms of 
good practice wisdom than service users.  Therefore more focus groups with 
CEOs/senior management and front-line staff were arranged than with service 
users.  

8.1.8 In order to ensure different views from stakeholders to be heard and thoroughly 
discussed, each focus group with at least six participants was planned. 

8.1.9 A framework for focus group discussion was developed and endorsed by the 
Project Steering Committee (Appendix 4).  All participants received and followed 
the framework to discuss.  

8.1.10 The original plan was that there would be six respondents in each focus group. 
Due to the busy schedule of focus group participants, one focus group might be 
divided into two to suit the availability of the participants, while someone might 
swop from one focus group to another.  Finally, a total of 17 focus groups with 65 
participants coming from 27 NGOs, 5 staff unions, 1 service user concern group, 
and three professional bodies, together with the member of the Legislative 
Council from the welfare sector were conducted from late February, 2012 to mid- 
March, 2012.  The size of the focus groups also ranged from 1 to 7.  Among the 
27 NGOs, 12 were large-sized NGOs, 7 were medium-sized NGOs, and 8 were 
small-sized NGOs.  5 of the groups were attended by CEOs or senior management 
of NGOs, with 4 being randomly selected according to a set of criteria while 1 
group was attended by respondents who volunteered to join.  Another 5 of them 
were attended by front-line staff with 1 group from respondents who volunteered 
to join.  4 focus groups were conducted for service users with 1 group from 
respondents who volunteered to join.  3 focus groups were conducted for 
representatives from professional bodies including Hong Kong Social Workers 
Association, Social Workers Registration Board, Hong Kong Social Workers 
General Union and the member of the Legislative Council for the social welfare 
sector.   

8.1.11 Most of the groups were conducted by two or more members of the Consultancy 
Team except one which was conducted by one member of the Consultancy Team 
as there was only one participant in the focus group from a representative of a 
professional body.  The respondent was unable to attend a scheduled focus group 
and thus another interview was arranged. 

 
8.1.12 After the designated period for focus group conduction, two more meetings were 

arranged by small NGOs and the HKCSS in April, 2012.  They only showed their 
concerns on the Best Practice Manual but not suggestions on good practices, and 
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thus they were not counted in the number of focus group discussion.  At the end of 
the data collection period, no written suggestion was received.  

 

Findings 

Governance and accountability 

8.2 For the focus group interviews, a wide range of issues relating to governance and 
accountability of the subvented NGOs have been covered.  Many of these issues 
include: increase mutual understandings and trust; the term of office; continual 
enhancement of board capacity; delineation of roles and responsibilities; decision-
making of important issues; roles and responsibilities of governing board in complaint 
handling; and successful new management strategies, etc.  Detailed elaborations are 
as follows: 

Increase mutual understanding and trust 

8.2.1 The chief executive director and deputy director of one of the NGOs communicate 
with staff and staff union at regular meetings (3 times per year)157.   

8.2.2 It is commented by a front-line staff that all grades of staff should have a chance 
to communicate with board members directly158.  Various channels for board 
members seeking views from staff, such as staff consultation meetings, should be 
established.159                     

8.2.3 A service user opines that staff should have a representative to participate in the 
board meeting and make decision160.              

8.2.4 A service user is of the view that users should be able to give their opinions to the 
board by attending the board meeting, giving ideas and feedback through the 
suggestion box, or talk to board members directly161 while another service user 
has suggested that organizations could invite service users to be their advisors for 
providing suggestions to service planning162.  

157 (A0004, Interviewee C) [CEO-L] 
158 (A0007, Interviewee A&B) [FS-M] 
159 (A0007, Interviewee A&B) [FS-M] 
160 (A0007, Interviewee A&B) [FS-M] 
161 (A0010, Interviewee B) [USER M]  
162 (A0008, Interviewee C) [USER-S] 
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8.2.5 A service user has commented that NGOs should improve the situation of 
consultation from service users by disclosing the mechanism of service evaluation, 
providing various channels to seek opinions from service users, etc.163.   

Term of office 

8.2.6 Quite a few front-line staff have commented that there should be a limit to the 
term of office of chairperson 164 and members of the board165 , 166, 167  while a 
service user opines that the term of office need not be limited but board members 
and chairperson should be elected168.  

8.2.7 A CEO has commented that the organization’s constitution has stated the term of 
office for board members clearly.  It should not be too short.  It takes time for 
those professionals to familiarise themselves with the organization before they can 
give useful advice.  He does not support a uniform term since it might lead to a 
completely new board in which experiences could not be passed on.169 

8.2.8 According to a CEO, their board members are re-elected in every AGM so it is 
deemed reasonable to allow unlimited terms as long as they elected.  He reminds 
that board members are not paid and have no self-interest; and it is merely out of 
passion that they serve in the boards170.  

Board capacity: Continual enhancement 

8.2.9 According to a CEO, his organization intentionally draws experts from different 
categories, i.e., I.T., management, public communication, into the board to fit the 
organization’s development.  In addition, the organization has set up a youth 
advisory committee for the youth service.  Some active youth members are invited 
to be the committee members.  Views are sought from the committee about the 
development of youth service of the organization171.  

8.2.10 A front-line staff has suggested that a mechanism should be set for 
attracting/involving new board members172 and a service user opines that there 
should be respectful members of the public serving in the board173.              

163 (A0008, Interviewee F) [USER-S] 
164 (A0007, Interviewee B) [FS-M] 
165 (A0009, Interviewee B) [USER-L] 
166 (A0006, Interviewee D) [FS-S] 
167 (A0008, Interviewee A, C, D and E) [USER-S] 
168 (A0010, Interviewee B) [USER-M] 
169 (A0005, Interviewee B) [CEO-L] 
170 (A0005, Interviewee G) [CEO-L]    
171 (A0004, Interviewee C) [CEO-L] 
172 (A0007, Interviewee B)  [FS-M] 
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8.2.11 It is also suggested that new board members should be required to attend courses 
organized by SWD to ensure their understandings of the functions and nature of 
welfare organizations 174 .  Another suggestion is that systems should be 
established to help the new board members understand the service/business of the 
NGOs175.   

8.2.12 A service user has commented that board members should visit the service centres 
of their organizations and seek views from service users directly and regularly176.  
Members of a service committee of a NGO are required to supervise the operation 
of one of the service units of the organization.  It makes the members participate 
in the projects run by the unit and board members or committee members can 
understand the services of the NGO provided and further contact the service 
users177.    

Delineation of roles and responsibilities between the governing board and senior 
management for effective governance 

8.2.13 To make the responsibility of the CEO and board clear, a CEO sets up a 
mechanism in which the board is only responsible for the direction of the 
organization’s development and the CEO is responsible for implementation and 
outcome178.    

8.2.14 To make the responsibility of the CEO and the board clear, a front-line staff has 
suggested that the board is only responsible for the direction of the organization, 
while the CEO is responsible for the operation of the organization179.  

Decision-making of important management issues  

8.2.15 A CEO has commented that staff union must be consulted about important 
management issue.  For instance, when formulating the policy to transfer contract 
staff to permanent staff, the views of all the staff will be collected for 
consideration180.        

8.2.16 A service user has expressed the following views regarding board members: 1) 
Board members should know the needs of service users by questionnaires, regular 

173 (A0008, Interviewee F) [USER-L] 
174 (A0015, Interviewee B) [VOLUNTEER] 
175 (A0008, Interviewee F) [USER-L] 
176 (A0008, Interviewee A & F) [USER-S] & [USER-L]      
177 (A0008, Interviewee F) [USER-S] 
178 (A0004, Interviewee A) [CEO-S] 
179 (A0006, Interviewee D) [FS-S] 
180 (A0004, Interviewee C) [CEO-L] 
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meetings with service users, or experience the service user's daily life before any 
decisions made; 2) Board members should consult the services users before any 
important decision-making; 3) Board should include representative/s of service 
users who should be elected by themselves.  In addition, the representative/s is/are 
required to sign a declaration on confidentiality to keep the contents of the board 
meeting confidential181.  

8.2.17 A service user is of the view that service users should be able to discuss issues and 
vote for decision in the board meeting182.  However, another service user has 
commented that it is not necessary for the service users to be board members and 
participate in decision-making183.        

8.2.18 Another service user has suggested that service users and front-line staff should 
have representatives in the board (at least 1-2 persons) and participate in service 
planning.  These representatives should follow the same as others in the board that 
the rule of confidentiality should be upheld184.   

8.2.19 According to a CEO, when there are major decisions, the top managers will meet 
with staff of relevant grades for consultation.  Whether their ideas are accepted or 
not, the staff will be informed of the rationale behind the decisions185.   

8.2.20 A CEO has expressed his view that membership in the board is only a formality.  
Comments and suggestions can be given via various channels.  His organization 
has a popularly elected user committee.  The service users need not to be informed 
by sitting in the board186.                                                                                                                                                                     

8.2.21 Another CEO has commented that the senior management consults colleagues 
regularly.  Sometimes they use outside consultants to ensure views of all levels of 
colleagues are included.  The senior management will suggest a few alternatives 
on an issue on the basis of some principles formulated earlier.  They follow to 
inform colleagues and receive feedbacks.  If needed, they will conduct 
consultations and debriefing meetings for different grades of colleagues to make 
sure that they can participate in any one of them.  Even board members attend 
these meetings.  They also have monthly meetings for unit-in-charge who should 
therefore be well informed187. 
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8.2.22 A CEO has commented that the LSGSS has given more responsibility to the 
CEO/senior management so they will decide on management strategy while for 
service strategy they are always attentive to views and suggestions from the front-
line staff and service users188.  

8.2.23 A CEO opines that consultation with staff and service users is a must, but he 
believes that offering them memberships in the board is something remote, 
whether it is for service users or staff.  189.  

8.2.24 Another CEO has commented that one of the keys to better management is to 
gauge the views of front-line staff and service users.  He thinks it suffices as long 
as NGOs have a proper mechanism to collect views from stakeholders.  It is also 
difficult to select a representative to sit in the board.  He further views that the 
board should look at broad direction but not micro-management.  The division of 
work is to provide objective perspective to the development of the organization190.   

8.2.25 A front-line staff has suggested that if being a board member is not possible, staff 
representative should be allowed to sit in the board meeting.  He reckons that the 
purpose of it is to promote the communication between staff and board, but not 
share the power of governance.  Thus, an organization should establish a 
mechanism for the selection of staff representative191. 

8.2.26 A front-line staff has proposed that for important management issues (i.e. 
organization re-structuring, adjustment of salaries, closure of services, etc.), 
special task groups could be set up and there should be a seat for staff 
representative192. 

8.2.27 A front-line staff has commented that apart from meetings and task groups, all 
staff’s participation is important.  Questionnaire is one of the ways to let the 
organization understand and concern the staff’s opinions193.  

8.2.28 A service user is of the view that service users should be informed of any 
decisions made after the meetings194.  
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Roles and duties of governing board and senior management in complaints handling 
and in communicating with key stakeholders 

Composition, duties, and roles at different levels 

8.2.29 Depending on the nature and contents, complaints should be handled by different 
levels of staff, or governing board accordingly195.                        

8.2.30 The agency’s senior management will report complaints to the board and the 
board will handle them196.  

8.2.31 It is adequate for NGOs to follow the SQS when handling complaints197.  

8.2.32 The representative of staff union of the organization is allowed to accompany the 
staff in attending complaint handling meetings.  

8.2.33 Staff manual (hard copy) has to be given to staff once they start their employment 
in the agency to make sure that they know what a staff member has to or should 
know198. 

 

Panel composition and procedures 

8.2.34 A panel should be established to handle complaints from service users.  The panel 
should include manager and front-line staff199.  

8.2.35 NGOs should provide detailed information to service users about the complaint 
mechanism (i.e. contact person and contact information)200.   

8.2.36 It is unfair to follow up anonymous complaints.  It is not possible to know the 
complete stories about the complaints201.  

8.2.37 The organization announces the results of complaint handling by notices202.  
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The adoption and successful experiences of new management strategies 

8.2.38 One of the NGOs has set up a computerized accounting system and member 
relationship management system with detailed records on incomes and 
expenditures of projects and service outputs. The computerization greatly 
facilitates the analysis of projects including outputs and financial and human 
resource of the organization as well as the projection and planning of new projects. 
It also increases the transparency and the accountability of the organization to  
staff and donors.  In addition, for backing up the computerization, the NGO sets 
up an in-house IT team for developing and maintaining the system203.    

8.2.39 According to a service user, in order to decrease staff turnover rate, a centre-in-
charge improves the occupational safety and health of the centre by inviting 
physiotherapists and occupational therapists to provide staff trainings and set up 
guidelines.  All staff members are required to participate in trainings and 
examinations.  It greatly reduces the number of case in occupational injuries.  
Furthermore, it establishes a mentorship programme in which each new staff 
member will pair up with an experienced staff member to help them adapt to the 
working environment better.  The centre-in-charge also communicates with 
workers monthly to seek their views204.  

 

Financial management 

8.3 Relating to financial management, various issues were covered in the focus group 

discussion, such as utilization of reserve; optimal level of reserve; use of provident 

fund reserve; and the principles of financial management with transparency in 

particular. Detailed elaborations are as follows: 

Management of Lump Sum Grant reserve: Utilization of reserve 

8.3.1 A CEO has commented that the degree of flexibility of the use of reserve should 
be as great as possible.  SWD should only concern about the outputs and 
outcomes stipulated in FSAs205.   

8.3.2 A front-line staff has suggested that in order to fully utilize the LSG reserve, 
NGOs should review the service operation cost, salary structure and turnover rate 
of different ranks before deciding the usage of the reserve206.  He further demands 
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that SWD should provide administrative support to the small NGOs for the 
review207.  

8.3.3 Another front-line staff has expressed his view that the reserve should be used to 
increase the human resource of the organization or adjust staff's salary 208 .   
According to a CEO, his NGO adopts a strategy to pay colleagues according to 
their qualifications, job duties and responsibilities taken.  The NGO makes 
reference on remuneration packages of similar ranks in the government and gives 
colleagues a rise if they perform well.  He believes that the reserve level might 
fluctuate due to change in the portfolio of staff but it is to be used to pay 
colleagues fairly.  Therefore he has concluded that it is justified to have the 
reserve in place209.  

8.3.4 A NGO has regular financial meetings to discuss the principles to guide the use of 
reserve for staff to follow.  The CEO has shared that the current principles include: 
a) on staff; b) on service which can fill in the existing service gap; c) on 
enhancement of hardware and software, including purchase of equipments and 
hiring new staff.210 

8.3.5 A service user has commented that the reserve should be used to meet the urgent 
needs of the organization211. 

8.3.6 A service user is of the view that if NGOs can raise enough fund from other 
channels (e.g. flag-selling, other fund raising activities, etc.), no LSG should be 
put in the reserve212. 

8.3.7 According to a CEO, his NGO convenes regular finance committee meetings to 
discuss the use of LSG reserve and the executive committee is to implement the 
policies set.  The current mandates include spending the fund on ways that will 
help staff and putting aside some funding for long term plans which require 
research and development213.  

8.3.8 A CEO has commented that reserve is for emergency uses and therefore it is 
reasonable not to make any plans on its usage.  In his NGO, the current uses of 
LSG reserve are on contingencies like hiring extra manpower in case of staff on 
maternity leave, or when some staff members are on work injury leave.  He also 
predicts some amounts of reserve have to be used when new community needs are 
identified or when there is new community to be served214 
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8.3.9 A front-line staff is of the view that reserve should only be used in FSA and 
related activities/purposes.  NGOs have to use reserve to support some externally 
funded projects (of course, they should be FSA related activities) after fundings 
are exhausted for the two following purposes: 

a) Continuity of the project as it may benefit the community 

b) Well-performed staff could continue to be employed for the project215.  

 

Optimal level of reserve 

8.3.10 A front-line staff is of the view that the current maximum level of reserve set by 
SWD (25% of LSG) is reasonable216, while some others regard that the reserve 
should be capped at 15%. 217  Another front-line staff further suggests that no 
limit of the reserve level should be set when the organization meets some 
requirements, such as qualities and quantities of services having met a certain 
standard, being able to secure the staff salaries, etc.  He has further commented 
that the reserve level could be set at 15% if SWD guarantees to continuously 
support the subvented services.  Then, the organization is not necessary to keep a 
high reserve level.  In that case, if an agency wants to keep more than 15%, a plan 
has to be made and submitted to SWD for approval218.  

8.3.11 A service user has criticised that 25% for reserve is too high and it should be 
lowered to 10%219.  Another service user has proposed that no reserve should be 
allowed and all LSG should be used in the service220.   

8.3.12 A CEO is of the view that 25% reserve cap is too low.  He has commented that 
sometimes the reserve level is higher than 25% which is not due to unreasonable 
frugality but some positions are hard to be filled and during the transition period 
the reserve cap might be surpassed.  Once the right candidates are hired, the 
reserve level will fall below the cap again.  If the government is too rigid about 
that cap, NGOs will not have the flexibility that they need221.  Some CEOs, on the 
other hand, say that reserve can be capped at 15%, as the organizations have to 
honour staff and use resources on their salaries222.  

8.3.13 According to a CEO, he believes that a few key factors have to be taken into 
consideration when evaluating if the 25% cap for the LSG reserve is optimal: 
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- Retirement age: the retirement age is 60, which is 5 years longer than many other 
organizations, which means they have to save an extra reserve for those 5 years 
for the Snapshot Staff; 

- Staff turnover: the turnover rate of senior positions is higher in recent years and 
that has led to a higher reserve position; 

- It is difficult to recruit suitable staff in some positions and therefore they have to 
raise their starting salary; but when the staff occupying those positions leave the 
organization, reserve level at some months might surge quite rapidly; and 

- Whether there are new services: with the usually lower starting salary, the reserve 
level will be higher. 

Transparency of the financial status of the reserve 

8.3.14 A few CEOs have shared that they disclose information about the reserve in 
annual reports and in an internal notice posted in the offices where the staff and 
members of the public can access easily223 224.  Another CEO has commented that 
website should also be used for public access while staff can get the information 
through internal channels, such as regular meetings225.      

8.3.15 A front-line staff opines that not only by annual report and AGM, NGOs should 
also disclose the financial status in details every half year.  In addition, he has 
suggested that hard copy of the financial report should be made available226.  

8.3.16 A front-line staff has commented that salary expenditure and service operation 
cost in the LSG should be listed separately for monitoring the use of resources227.  

8.3.17 A front-line staff has suggested that not only the amount of reserve, but also the 
long-term planning, the principles and criteria governing the use of reserve should 
be disclosed to all staff228.   

8.3.18 A front-line staff has suggested that there should be a standardised format of 
financial reporting to facilitate monitoring of the uses of the public money and it 
will be easier for the organizations to plan for its public accountability229.  

8.3.19 A front-line staff has commented that for the sake of monitoring, in addition to 
standardized reporting format, SWD should also disclose the reserve status of 
each NGO for monitoring230.   
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8.3.20 Another front-line staff is of the view that NGOs should disclose the information 
about the reserve (i.e. balance and usage) to the staff231.  He has suggested that it 
could be done through staff unions or intranet232. 

8.3.21 Two front-line staff have commented that staff of different levels should be 
consulted before deciding the use of the reserve233 234.  

Other issues 

8.3.22 A service user opines that LSG should be scrapped because it whittles away the 
NGOs’ resources for staff salaries.  NGOs can no longer afford the salaries of the 
experienced or good qualified staff.  New staff members with less experience have 
led to deteriorated quality of services235.  

 

Use of Provident Fund (PF) reserve 

8.3.23 Some front-line staff are of the view that PF reserve should be given back to staff 
by increasing employer's contribution proportion in accordance with their length 
of employment in the organization, but not the work performance of the staff236.   

8.3.24 Some service users disagree that NGOs should deduct 1.8% of MPF for reserve237. 

8.3.25 A CEO has shared that when he foresees a surplus at the end of a year, he will 
inject a sum to all staff’s MPF accounts, since he knows well the balance of MPF 
contribution. The sum each staff gets is proportional to his share in the 
organization’s total normal MPF contribution during the year.  That means more 
senior colleagues are getting higher extra MPF contribution and it in effect 
recognises the seniority of colleagues.  This is done as an annual exercise so that 
the administration will not be a big burden238.   

8.3.26 Another service user opines that the organization should not deduct 1.8% of MPF 
for reserve.  Mechanism should be established for the use of the PF reserve, i.e. 
reward the staff in accordance with their length of service in the organization239. 

8.3.27 A service user has commented that using MPF reserve for other legitimate uses of 
the NGOs is acceptable but 1.8% reserve level is too much.  He has suggested that 
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at least 0.6% should be given back to the staff.  In addition, the NGOs should give 
more back to the staff if it is financially affordable240. 

8.3.28 According to a CEO, his organization has to reserve funding for future rise since 
there is a big gap between the contribution ratios under the old system (15%) and 
the new system (6.8%)241.                   

8.3.29 A CEO has shared that his NGO offers 7% MPF contribution, slightly higher than 
the 6.8% requirement, to non-Snapshot Staff who have been serving in the 
organization for 3 years or more and have performance being rated good242.  

8.3.30 A CEO has reported that his NGO raises the MPF employer contribution by 5% if 
a staff has got a grade B or above in performance appraisal in addition to the 
opportunity for promotion243.  

8.3.31 A frontline staff opines that regardless of years of services, all should be given 
6.8% MPF since the 6.8% is the designated fund given to a particular staff, and 
should not be deducted.  If different NGOs have different staff profiles, it should 
be considered that MPF be administered by SWD, and staff can enjoy contribution 
according to their employment length (i.e. 5%, 10% and 15%)244.  

Transparency of the financial status of PF reserve 

8.3.32 A CEO has commented that his NGO has followed closely the requirements of the 
government.  There are several suggestions given by SWD and they have adopted 
all of them245.  

 

Human Resource Management 

8.4 Concerning human resources, there are also views arising from the focus group 
interviews, such as salary package policy and administration; salary adjustment; 
transparency of information on pay; administration of transfer and termination; and 
other issues on process of decision-making.  Details are as follows: 

 

Salary package policy and administration 

Pay policy  
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8.4.1 A NGO creates incentive by rewarding outstanding staff with cash bonus annually 
and encouraging staff to further study by providing training subsidies246.                             

8.4.2 As shared by a CEO, in his NGO, salary structure has been delinked from the GPS 
and is now compliant to three principles: competitiveness, fairness and 
performance-based.  In addition, other factors such as inflation rate are also 
considered in salary adjustment/increment annually247.                      

8.4.3 A CEO has shared that in his NGO salary increment is performance-based. i.e., 
job band is set up for different grades of staff.  When the performance of the staff 
is evaluated to be satisfactory, recommendation is made for salary increment248.           

8.4.4 Regarding salary adjustment, a CEO believes that the government should allow 
NGOs to manage its pay policy flexibly when it ceases to provide enough salary-
related subsidies and should not apply some of the terms or practices of the GPS 
to NGOs 249 .  He sees the sum as an extra amount of resources from the 
government.  His NGO offers other benefits to staff by using the funds from 
government flexibly250.  

8.4.5 A few front-line staff are of the view that back pay, as a kind of cost of living 
adjustment, should be given back to all staff, whatever the terms of the contract or 
whether the staff is still employed or 251 has resigned252.  They believe that NGOs 
cannot take it away for reserve because its usage is for staff salaries only253.  

8.4.6 A front-line staff has commented that back pay should be given back to all staff as 
soon as possible, including those who have resigned, and it should not be linked to 
performance254.  

8.4.7 According to a CEO, the government should consider treating back pay more 
flexibly and allow flexibility for the NGOs to use it at their discretion.  It can be in 
the form of bonus instead of salary adjustment so that in the long run the 
organization could be more sustainable.  The government issues the back pay 
subsidy as a one-off exercise but the salary adjustment will become a permanent 
salary payment for staff and some NGOs might not be able to afford it in the form 
of a regular expense.255   
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8.4.8 A service user has expressed his view that the arrangement of Snapshot and non-
Snapshot Staff creates an unfair salary structure, especially for staff who have the 
same job functions and professional/ academic qualifications.  He suggests that 
the Government should take action to minimize the unfair situation256.  

8.4.9 A service user has commented that staff should have the same level of salary 
when their job functions are the same257. 

8.4.10 A CEO has reported that his NGO has an improved staff-caring (work-life balance) 
policy, i.e. paternity leave for male and maternity leave for female staff to 
compensate the salary discrepancies among different categories of staff258.   

8.4.11 A service user is of the view that the LSG subvention level should be adjusted in 
accordance with the market rate.  Only then can NGOs offer competitive salary259.         

8.4.12 According to a front-line staff, his NGO has a very simple appraisal system.  
There is an appraisal form to be filled in every year and the result is linked to 
salary increment.  He reckons that staff should be allowed to mark grades to their 
own performance and there should be discussions between appraisers and 
appraises as well as an appeal system.  The appraisal form should be designed 
with more sub-items which include more concrete statements.  Given that the 
appraisal is linked to salary increment, it should be done properly260.  

8.4.13 A front-line staff opines that SWD has the responsibility to support the NGOs in 
hiring relevant professional staff by giving more subventions on salary when the 
NGO can’t recruit necessary professional staff due to market factors261. 

Salary increment   

8.4.14 According to a CEO, his NGO make references to the government and the Hong 
Kong Council of Social Services as well as market rate for salary increment.  
Starting from two years ago, they have been working with a few NGOs in 
compiling a reference index.  They have consulted staff members when 
formulating the salary increment policy262.  

8.4.15 A front-line staff has commented that the increment of salary should be fair to all 
categories of staff.  In addition, when the salary differences between staff 
members are caused by external factors, measures should be taken to make the 
differences as small as possible263.    
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8.4.16 A service user has suggested that the increment of salary should lead to the 
narrowing of salary differences among staff members with the same job functions 
in the long run264.  

8.4.17 A front-line staff has commented that the salary structure should follow the GPS.  
One year’s working experience should be equivalent to one salary point.  In 
addition, if the GPS is followed, bonus is not encouraged because of the non-
profit nature of the NGOs.  He demands that the mid-point of the GPS should not 
become the maximum salary point, and one salary point should not be split into 
two or even more smaller points265.  In order to ensure the performance of the 
staff, he reckons that NGOs can increase, freeze or decrease the salary of a staff 
member in accordance with the result in annual appraisal.  Even if the GPS is 
followed, organization can still use increment or decrement to manage staff 
performance266. 

8.4.18 A front-line staff has expressed the view that salary differences between staff of 
different categories should be as small as possible267.  

8.4.19 A CEO has shared that his NGO has conducted a ten year projection.  It is always 
easier to relax salary increment but they have to take note of the overall budget.  
There are some new positions, for instance, chef, OT, PT, which can be filled only 
with maximum salary point as the starting point and more benefits or even 
upgraded ranks.  Some more key social work positions will need to have better 
increment scale.  He suggests that the organization has to be very cautious and pay 
notice to future pay trend and make preparation268. 

8.4.20 A CEO has shared his view that the newly employed staff have better welfare than 
the existing staff because their salary is capped at the mid-point of the GPS269. 

 

Transparency of pay information 

8.4.21 A CEO has reported that all new employees of his NGO receive a manual stating 
the pay policy of the organization270.    

8.4.22 Due to privacy’s sake, some service users disagree on the disclosure of staff salary 
information to them.  However, it is agreed that organization should disclose the 
information internally for all staff271. 
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271 (A0009, Interviewee B) [USER-L] 
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8.4.23 A front-line staff has commented that information about staff salary package, 
source of salary, and the mechanism of salary increment and adjustment should be 
formally provided to staff272.  

8.4.24 A service user is of the view that information about salary structure should be 
disclosed to staff and service users so that all staff and service users can judge 
whether the NGO is fair to their staff273.  

8.4.25 A CEO believes supervisors of every unit should know about the salary structure.  
He has no idea on why front-line colleagues are unaware of some key policies 
unless they work in some very large NGOs with a few thousands of staff members.  
He has shared that in his organization, staff members have a union and they have 
good access to information.  He has various channels to consult staff regularly274. 

8.4.26 A CEO has commented that staff members have no need to know about salary 
structure and salary scale of other posts or ranks.  He believes that having good 
knowledge about the salary structure of their own posts and ranks is sufficient275.  

8.4.27 According to a CEO, his NGO issues a staff manual with information on salary 
structure to colleagues.  His NGO is also working on a new pay scale which is 
based on the GPS and in some areas they are even higher than what is provided by 
the GPS.  They are actively consulting the staff but they cannot guarantee that all 
their suggestions would be taken276.  

8.4.28 A CEO has shared that his NGO announces all important decisions in staff 
meetings, but it is impossible to discuss the details of the salary level of each 
grade and post.  His organization issues notices on salary adjustment level, but it 
should be understood that NGOs are now subject to market forces and posts with 
higher demand in the market will enjoy higher salary.  Staff will find ways to 
know about the salary scales of other posts and ranks but the key is the salary 
adjustment/increment mechanism.  They follow closely the guidelines of the 
government and make reference to the social welfare salary index to adjust 
annually.  They present it to colleagues but do not prepare the hardcopies since it 
is the classified information of the organization.277                                                                                                                                                                         

8.4.29 A CEO opines that there was no secrecy in pay information in the past since 
salary increment followed the number of years staff members served in the 
organization. Yet nowadays, salary increment has become performance-based so 
staff members will not know each other’s salary.  Nevertheness, they should know 
about the starting and maximum salary point of their rank.  According to him, this 

272 (A0007, Interviewee A) [FS-M] 
273 (A0010, Interviewee B) [USER-M] 
274 (A0005, Interviewee E) [CEO-L] 
275 (A0005, Interviewee E)  [CEO-L]         
276 (A0005, Interviewee D) [CEO-L]                                                             
277 (A0005, Interviewee B) [CEO-L] 
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information is given to prospective staff during job interviews.  His NGO also 
discloses the rationale for each salary increment and adjustment.278.     

8.4.30 A front-line staff has expressed his view that staff have the right to know the 
staffing and salary structure279.  

 

Administration of transfer and termination 

8.4.31  A service user opines that NGOs should establish a mechanism for contract staff 
transferring to permanent posts280.  Another service user has echoed that it can 
secure the quality of services and keep good relationship between staff and service 
users281.   

8.4.32 According to two CEOs, some NGOs have set up a mechanism for contract staff 
who have worked for 4 years with good performance to be recommended to 
transfer to vacant posts with permanent term.282.     

8.4.33 A CEO has reported that his NGO has a similar mechanism to transfer contract 
staff with good performance to permanent post.283.  

8.4.34 According to a CEO, after his NGO has transferred its entire contract staff to 
permanent post, it is found that the turnover rate and the incentive of staff are 
greatly improved284.  

8.4.35 Given that some posts are project-based and the staff on these posts might not 
have other posts to fill in after the project is completed, a NGO has created posts 
in other services.  When a project is due to expire, the contract staff might be 
transferred to a vacancy in other service, or the organization can use other funding 
to extend the project so as to reduce the sense of insecurity of these colleagues and 
negative impact to the service285.      

8.4.36 A CEO is of the view that they follow the board’s decision in deciding the ratio of 
staff on permanent and contract posts.  He does not agree on using years of service 
as a criterion. Instead, his organization focuses on a balanced manpower 
management and financial management of the organization.286.  

278 (A0005, Interviewee G) [CEO-L] 
279 (A0015, Interviewee B) [PB] 
280 (A0008, Interviewee D, E & F) [USER-S] (A0008, Interviewee C)[USER-L] (A0006, Interviewee A) 

(A0007, Interviewee A)  [FS-M] 
281 (A0010, Interviewee B ) [USER-M] 
282 (A0004, Interviewee C) [CEO-L] (A0005, Interviewee F) [CEO-L] 
283 (A0005, Interviewee D) [CEO-L] 
284 (A0004, Interviewee A) [CEO-S] 
285 (A0005, Interviewee B) [CEO-L] 
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8.4.37 Several front-line staff regard that one month before contract expiry, organization 
should discuss with concerned staff about the possibility of the continuation of 
contract.  If possible, transfer them to other longer term projects or even other 
services under the LSG.  Contracts should be as long as possible (say 3 years).  
Furthermore, if a staff member performs well, he or she should be given a longer 
contract or have it turned regular.  If a contract has to be terminated, it should at 
least be done following the requirements of the Employment Ordinance.  Further, 
even if a contract has stated the length and the ending date of employment and it 
seems that an employer has no duty to remind the staff that the contract will be 
ended, however, for good practice, an employer still should remind the staff at 
least one month before the contract ends287.  

8.4.38 According to a CEO, when his NGO implements LSG, they try their best to have 
a unified system.  They have worked out a basket of policies to achieve that.  They 
have clear paths for staff to transfer to permanent posts in which their MPF and 
annual leave will increase.  They reckon that a 7% MPF is not attractive enough288.  

8.4.39 Some front-line staff has suggested that NGOs should agree upon the value of 
working experience among themselves.  When an employee leaves a social 
service organization to serve in another, relevant experience should be counted, 
say, ten years’ youth work experience should be counted as ten years if that kind 
of experience is needed in the new post, while not so similar experience can also 
be recognised but in a discounted rate, like ten years be counted as five years289. 

Decision-making 

8.4.40 A front-line staff opines that staff of different levels should be involved in the 
decision of contract renewal.   

8.4.41 A service user has commented that service users should be consulted when an 
organization alters the salary structure because it will affect the service quality290.   

8.4.42 Another service user is of the view that NGOs should allow service users to 
participate in the formulation or alteration of staff contract by giving opinion or 
discussing with the NGO, etc.291. 

Others 

8.4.43 A service user opines that organizations should provide adequate training for the 
staff, especially new employees, to ensure the quality of services292.    

287 (A0015, Interviewee A, B, C) [PB] 
288 (A0005, Interviewee G) [CEO-L] 
289 (A0015, Interviewee B) [PB] 
290 (A0008, Interviewee A)  [USER-S] 
291 (A0010, Interviewee B) [USER-M] 
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8.4.44 A CEO is of the view that mid-point salary was used as the basis for the LSG 
subvention which was set 12 years ago when the labour market was less 
competitive, but now professionals like nurses, CP, OT and PT are in huge 
demand.  The government should review using mid-point salary as the basis for 
subvention or else NGOs will have difficulties in getting these professional 
hands293.   Some other CEOs and front-line staff have also suggested to review the 
use of mid-point as the basis of the LSG calculation. 294 

8.4.45 A CEO has expressed the following views regarding administrative cost: Various 
new developments like the minimum wage policy, sex conviction record system, 
new and tightened accounting requirements, equal opportunity ordinance, all 
create a lot of administrative work.  Administrative cost has surged rapidly…..  
Even when the government provides programme workers to NGOs, they need to 
mobilise staff to supervise them.  All these jet up administrative cost295. 

8.4.46 Another CEO is also concerned about administrative cost: When SWD has policy 
change, it may come up with new requirements onto NGOs.  Often their 
administrative team has to adjust the work process and reporting.  They might 
have to issue new guidelines to front-line staff for the new reporting requirement.  
All these take up a lot of manpower.  NGOs are using resource at funding level 
which was fixed 12 years ago to cope with all these increased workload.  It should 
also be noted that central administration cost often links with revenue.  But since 
some revenues come from competitive bidding and the amount of administrative 
cost allowed in the funded project is minimal so the total administrative cost has 
increased a lot296.  In sum, according to them, the subvention on administration is 
not enough.  

8.4.47 Front-line staff have the general view that workload has increased a lot as a result 
of changes in service needs, change in staffing structures by NGOs to save costs, 
and bidding new projects without adding manpower.  Some front-line staff have 
proposed that there should be manpower establishment for all regular services. 
The number of employed staff cannot be lower than the manpower establishment 
for a certain percentage or number without sufficient reasons.   He also thinks that 
a mechanism should be established to punish those NGOs failing to observe the 
requirements (for example, not allowed to bid projects for a certain period, say 3 
years)297. 

8.4.48 A front-line staff has suggested that in bidding for new project, staff cost should 
be calculated, and agency should not deployed staff from the LSG to carry out the 
new project without additional staff.298  

293 (A0005, Interviewee B) [CEO-L] 
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8.4.49 Some front-line staff have suggested that in order to make better use of the 

provident fund system to attract and retain more devoted and capable young people 
to the profession, a central social work provident fund should be set up to allow 
better utilization of the fund and facilitate the mobility of staff among NGOs, and 
the employer’s contribution should follow 5%, 10% and 15% as in the past.  It can 
also prevent over accumulation of PF reserve due to more young workers, or 
worries of insufficient PF fund for more experienced staff.299  

 
Summary 
 
Governance and accountability – To increase mutual understandings and trust, 
communication with staff and staff union on a regularly basis is a strategy.  As in the case 
study, front-line staff and service users expect to communicate with the board directly, 
and some even expect to participate in the board meeting.  Only a few front-line staff 
regard that there should be a limit in the term of office for the board.  A good mix of 
expertises in board membership is recognized.  To ensure continual enhancement, 
trainings provided by SWD is suggested.  As in the first two research findings, the same 
kinds of methods are suggested to enhance the board’s understandings of the organization.  
While most of the CEOs will conduct consultations in regard to important management 
issues, most front-line staff and service users regard that they should have a chance to 
participate in decision-making.  In complaint handling, most of the respondents are 
satisfied with the present situation, while some front-line staff suggest that a  
representative from staff union should accompany the staff concerned in attending 
complaint handling meetings.  A NGO announces the result of a complaint handled 
through notice.  In relation to successful new management strategy, a NGO adopts a 
computerized accounting system and member relationship management system which 
enhance the analysis of finance, project outputs and human resources which enables 
projections of new services.  It also increases the transparency and accountability of the 
organization.  A NGO improves the health and safety measures of the centre which greatly 
reduces the number of occupational injuries. 
 
Financial management - While CEOs highly favour the flexibility in the usage of LSG 
reserve, most front-line staff regard that reserve should be used to increase human 
resources and staff salary.  A NGO has regular meetings with staff to discuss guiding 
principles in the usage of reserve, while another have regular financial committee 
meetings to discuss the usage.   While respondents have different views on the level of 
reserve to be capped, most of them agree with the principle of transparency.  Annual 
report, website, internal notice board, meetings, etc. are being used or suggested.  Besides 
figures, front-line staff also want to know the principles, criteria or rationales governing 
the use of reserve, together with its plans.  In relation to PF reserve, there are also different 
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views among the respondents.  While some CEOs prefer performance-linked, front-line 
staff regard that it should only be years of service-linked.  Front-line staff strongly urge 
that PF should not be kept at the 5% level but at 6.8% level.  A NGO is able to offer 7% 
MPF to non-Snapshot Staff who have been working for three years with good 
performance.  Some NGOs regard that the subvention on administration is not enough as 
the administrative cost has soared up due to high demand in accountability.  
 
Human resource management - Again, there are great variations in salary structure and 
salary adjustment.  For those who have delinked salary structure from GPS, they use 
performance-linked salary structure.  A NGO will offer more fringe benefits to non-
Snapshot Staff to compensate their lower salary level.  For most front-line staff, they 
strongly urge that salary adjustment should not be performance-linked and be allocated to 
all staff, while some CEOs have other considerations.  In deciding salary increment, most 
NGOs would benchmark with some external bodies, like the Government, the Hong Kong 
Council of Social Service, and even the market.  Some NGOs are working together to 
work out a reference index.  Most of the NGOs would consult staff before making 
decision.  For the front-line staff, they expect fairness, and hope the discrepancies between 
Snapshot and non-Snapshot Staff could be as narrow as possible.  Some NGOs express 
that they have worked out a ten-year projection on salary increment.  In relation to the 
disclosure of information, views between front-line staff and CEOs are not so convergent.  
NGOs have different levels of disclosure.  Some will state it clearly in staff manual, and 
some will just keep the information down to the center-in-charge or supervisor level. 
Certainly, the staff side wants to have more information, as they believe that it is their 
right.  In relation to contract management, all agree that staff will have the opportunities to 
be transferred from time-limited to non time-limited contract, from non-subvented to 
subvented service, etc. for good performers.  Some NGOs also express that they have 
good mechanism to enable the transfer.  While there are less divergent views here, some 
respondents report that sometimes the organizations are unable to let the contract staff 
know about the possibility of contract renewal at an earlier date.  Further, front-line staff 
strongly urge that relevant work experience should be recognized and be reflected in the 
salary. 
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SECTION 9 -  OBSERVATIONS AND 
RECOMMENDATIONS 
 
Introduction 
 
9.1.1 Since the LSGSS has been introduced in January 2001, the system made a 

significant impact on social services provision and on the social welfare profession 
in Hong Kong.  Many stakeholders still request substantive reviews and changes to 
the system.  At the same time many stakeholders also express clear concerns about 
the situation that many problems have arisen due to the fact that there is no one 
size fits all model; in the same vein, any proposed changes to the system might not 
be unanimously welcome by all NGOs under the LSG.  Against this background, 
the Government appointed the LSGIRC to assess the overall effectiveness of the 
LSGSS, and subsequently the LSGIRC made 36 recommendations for the 
improvement of the LSGSS. 
 

9.1.2 Given that many of the critical issues, especially those related to human resources, 
financial management and governance and accountability, were recommended by 
the IRC to be addressed by a Best Practice Manual, the Consultancy Team has 
come to the conclusion that this study has to address these issues individually.  
Some of the issues are complex due to the sharply contrasting views of different 
stakeholder groups, the conflicting views of different NGO’s as well as opposing 
views of different stakeholder groups within NGO’s themselves.  At the same time, 
the Consultancy Team is glad to see that certain extent of consensus has been 
developed on some issues so that some easier solutions may arise. 
 

9.1.3 We believe that it is imperative to identify issues with a higher level of consensus 
so that they can be handled first.  For issues with more conflicting views, we try to 
investigate if any middle-ways can be found.  To us the key is to mend some of the 
sharply divergent views and associated negative forces that might impede 
developments in the social welfare sector and social welfare development in 
general in Hong Kong. 
 

9.1.4 We put forward these recommendations in light of the terms of reference of the 
Project Steering Committee for this consultancy research.  We will incorporate 
appropriate sections of our recommendations into the Best Practice Manual but 
some of them will just remain here for relevant parties’ consideration. 
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Issues with a Higher Level of Consensus 

Principles in governance and management 

9.2.1 Despite all the substantive divergences in views, most respondents in all three 
research studies, namely questionnaire survey, case study and focus group 
interview share consensus on most of the principles to be taken into account in the 
three major domains of this research.  Results from the questionnaire survey 
illustrate this clearly in a quantitative way as follows: 

Domain Top 3 most Important Principles 
CEO Front-line staff 

Governance and 
Accountability 

1. Transparency (54.1%)
2. Legitimacy (42.8%)
3. Fairness (42.8%)

1. Fairness (63.0%)
2. Transparency (55.6%)
3. Legitimacy (32.1%)

Financial 
Management 

1. Cost effectiveness (40.0%)
2. Compliance (37.6%)
3. Balanced Budget (32.9%)

1. Compliance (44.4%)
2. Cost effectiveness (42.0%)
3. Balanced Budget (30.9%)

Human Resource 
Management 

1. Fairness/Equity (67.1%)
2. Compliance to rules and

procedures (45.9%)
3. Effectiveness (27.1%)

1. Fairness/Equity (56.8%)
2. Transparency (39.5%)
3. Effectiveness (37.0%)

Source: Questionnaire Survey of Consultancy Report for the Production of Best Practice Manual 

9.2.2 Principles are the basis for formulating practices and NGOs can use the principles 
to evaluate if their current practices match with these principles.  Transparency, 
legitimacy and fairness were the top three principles for governance and 
accountability for both CEOs and front-line staff, while most CEOs chose 
transparency but the front-line staff mostly chose fairness.  Similarly, cost 
effectiveness, compliance and balanced budget were consistently rated by both the 
management and front-line staff as the most important principles in financial 
management, while most CEOs chose cost-effectiveness, front-line staff mostly 
chose compliance.  For human resource management, both fairness/equity and 
effectiveness were ranked top and third most important principles in human 
resource management while CEOs were more concerned about compliance to the 
rules and procedures as the second and the front-line staff hailed higher the 
principle of transparency.  It indicates that the substantial divergences are less 
serious on principles held than some people might believe.  These principles can 
serve as a common ground to settle divergent views. 

9.2.3 We trust that future discussions should be held on the basis of these consensual 
principles and how they should be used as evaluation criteria for management 
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practices.  While principles are inherently vague, they are not easily distorted, and 
forsaking them means that dialogues are based purely on interests and have no 
common language and shared ground. 

 
Governance and accountability practices 
 
9.2.4 In its LSG Review Report, the IRC points out that some NGOs do not have clear 

delineation of the roles and responsibilities of their governing boards and 
management.  During this research, we have seen quite a number of NGOs issue 
guidelines on that and no NGO has indicated any objections to issuing and 
following such guidelines. 

 
9.2.5 Some front-line staff and service users have demanded the right to express their 

views to the board and participate in making important management decisions.  It 
seems that most of the NGOs now have in place several channels for staff and 
service users to communicate with the board members.  Some good practices 
include inviting staff and service users to present their views at board meetings 
during discussions of relevant agenda items while some have staff representatives 
and/or service user representatives as observers or formal members of the board.  
The existing practices indicate that there are rooms in some NGOs for more 
involvement of front-line staff and service users, to inform the board members 
their views and aid the decision-making on important management issues. 

 
9.2.6 Many NGOs have shared their effective ways to expand board capacity, including 

providing induction to board members, involving them in annual planning 
meetings, retreat, regular staff activities and even direct service deliveries.  These 
measures are seen as effective ways to involve the board members, let them 
understand the organization, and build their governance capacity.  More systematic 
actions along this line by individual NGOs according to their board membership 
and service nature will greatly enhance their board capacity. 
 

9.2.7 All NGOs interviewed have put in place an effective complaint handling 
mechanism, usually involving middle and top management and the board at 
appropriate level.  It seems no NGO has met any difficulties in this aspect.  While 
some NGOs raise concerns about the difficulties and wastages of resources 
involved in handling anonymous complaints referred by SWD for follow up action, 
according to Recommendation 34 made by the LSGIRC, for anonymous 
complaints, when it is not related to misuse of resources or abuse of clients, the 
Lump Sum Grant Independent Complaints Handling Committee (ICHC) does not 
require any feedbacks from the NGO concerned, and it is up to the NGO to follow 
her own complaint handling procedure in handling that case and the NGO is not 
required to report her investigation results to the ICHC.    
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Financial management practices 
 
9.2.8 Many NGOs are facing increasing financial pressure due to the shortage of 

paramedical staff and the need to offer better remuneration packages to attract and 
retain them, often at the expense of other staff members’ benefit.  According to 
Recommendation 36 made by the LSGIRC, SWD should, in response to the labour 
market situation, provide additional resources for three years to NGOs which need 
to employ paramedical staff or hire their services, so that they may offer more 
competitive salaries to recruit and retain these staff.  SWD has followed the 
recommendation and funding is given for the second time which will last for 3 
more years from 2012 to 2014.   
 

9.2.9 Some front-line staff have complained that their NGOs should improve the 
transparency about their financial situations.  Specifically, some front-line staff are 
concerned about how NGOs allocate their subventions, especially for the 
remuneration of front-line staff and senior executives.  It seems to be more a 
problem of management imperfection since most CEOs recognize the existing 
requirements for disclosure of financial information (AFR) to the members of the 
public, the service users and the staff.   
 

9.2.10 A balanced budget is the third mostly chosen principle by CEOs and front-line 
staff.  In the questionnaire survey, most of the CEOs (40.0%) reported that they 
had spent LSG reserve on salary increment/adjustment, and most of the front-line 
staff (45.7%) regarded that reserve should be used in that way.  In this respect, 
both CEOs and front-line staff share the same view.   In regard to PF reserve usage, 
most CEOs (20.0%) are having the practice in increasing the percentage of 
employer contribution, and most front-line staff (42.0%) also prefer such 
arrangement.  Similar situation occurs in measures for generating revenue such as 
fund raising, seeking funding, and developing income generating services.  In cost 
saving measures, front-line staff only prefer budget control and monitoring of unit 
cost, which the CEOs are adopting, but they cannot agree to capping salary to 
midpoint as the maximum point, and they prefer organizational re-engineering 
instead.  In both individual and focus group interviews, front-line staff strongly 
oppose to the strategy of capping salary.  

 
Human resource management practices 

 
9.2.11 All stakeholders see fairness/equity as the top principle in human resource 

management.  Transparency is also valued much by front-line staff but less so by 
CEOs.  The Consultancy Team believes that fairness/equity is important in shaping 
staff morale and thus affecting effectiveness, which is another important principle 
shared by the management and front-line staff.  The management should think of 
ways to improve transparency in various human resource management aspects 
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while protecting privacy and keeping flexibility at the same time since the lack of 
transparency often leads to incomplete information resulting in misunderstanding, 
unwise decision-making, and mutual distrust.  

 
9.2.12 Some front-line staff and service users express concerns about the impact of staff 

turnover, especially the loss of more experienced staff, on service quality.  At the 
same time, many CEOs feel the importance of the key objective of their human 
resource management is to attract and retain staff with a good performance record. 
 

9.2.13 It seems that higher transparency in salary structure, performance evaluation, 
better organized contract management, appraisal processes and possible inclusion 
of service users’ feedback in the evaluation on the part of the management might 
be ready measures that will help ease the worries of front-line staff while boosting 
staff morale and making human resource management more effective.  The issue 
of privacy can be properly addressed through various carefully planned 
administrative procedures. 
 

 
Issues with a Lower Level of Consensus 
 
Implications of the Best Practice Manual 
 
9.3.1 Some front-line staff are concerned about the effectiveness of the Best Practice 

Manual in promoting fair human resource policies and practices, as the Manual 
may not have binding force and NGOs may not change their management policies 
and practices accordingly.  They have proposed that the Government should 
introduce disciplinary measures to ensure that NGOs comply with the Manual.   

 
Pay policy 
 
9.3.2 Quite a few front-line staff have commented that the remuneration policies 

adopted by some NGOs are unreasonable.  These policies include:  
a. capping staff salaries at the mid-point of the corresponding government  

pay scale (GPS);  
b. not remunerating staff according to their years of relevant experience;  
c. lengthening or cutting into half or more of a salary increment point; 
d. lacking of stable and transparent salary scales.  
 
All the above lead to lower pay for NGO staff when compared to their counterparts 
working in SWD and to the Snapshot Staff in the same organization.  More 
importantly they worry that these policies may affect staff morale, contribute to 
higher staff turnover and undermine the social work profession, which in turn 
affects service quality and long term social welfare development.  
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9.3.3 Some front-line staff observe that the trend for NGOs to employ staff on time-

limited contracts badly affect their job security and career prospect.  They worry 
that it might be detrimental to the morale and stability of the social welfare sector, 
which in turn may cause the quality of services to deteriorate. 
 

9.3.4 Top management of some NGOs have justified their conservative pay and 
employment contract policies to non-Snapshot Staff by citing their needs to:  
a. honour contractual commitments to Snapshot Staff;  
b. maintain a prudently safe financial position for the sustainable development 

of the organization in the long run; and 
c. utilize the flexibility given by the LSGSS to deploy resources and re-

engineer services to meet changing social needs. 
 
9.3.5 Some front-line staff have also commented that the current practice of not 

recognizing the work experience in new employment is not fair.  They recommend 
that at least relevant work experience should be recognized. 

 
Pay adjustment 
 
9.3.6 Some front-line staff are concerned that some NGOs have not fully deployed the 

additional funding provided by the Government in accordance with the civil 
service salary adjustments.  They have also commented that some NGOs do not 
offer back-pay to staff who have left the NGOs before the additional funding is 
granted but after the effective date announced by the Government.  

 
9.3.7 Some front-line staff are also concerned that some NGOs link salary adjustments 

with staff performance.  To them, salary adjustment is an adjustment in salary as a 
result of change in the cost of living and pay trend, rather than a reward for good 
performance.   
 

9.3.8 Recommendation 3 in the LSGIRC Review Report states that “As a good 
management practice for NGOs, the additional funding provided in line with civil 
service salary adjustments should be spent solely on staff in subvented services”. 
SWD also conveys a message to NGOs emphasizing the additional subventions are 
meant to allow room for pay adjustment for subvented staff under the LSG and it 
also expects NGOs to follow suit and the additional funding be spent on pay 
adjustment. Having said that, SWD considers it a management decision of the 
NGOs according to their human resource policy. 
 

9.3.9 In pay policy, some CEOs are also concerned to sticking to the principle of 
fairness between staff members working in LSG subvented services and non-LSG 
subvented services.  Some of them therefore do not pay the full amount of 
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additional funding for salary adjustments to subvented staff so as to narrow down 
the difference between subvented and non-subvented staff.  However, it is noted 
that again Recommendation 4 in the LSGIRC Review Report states that “in 
budgeting for non-subvented services, NGOs need to factor in pay adjustments, so 
that they may be in a better position to meet staff expectations when subvented 
services receive additional funds for pay adjustments”. 
 

Provident fund (PF) 
 
9.3.10 Some front-line staff have pointed out that some NGOs have not fully deployed 

the PF provisions on PF contributions to non-Snapshot Staff.  Some CEOs have 
reported that the LSGSS allows the PF provisions for non-Snapshot Staff to be 
saved as reserve for future use.  However, this contravenes Recommendation 11 of 
the LSGIRC that “NGOs should fully deploy the PF provisions and reserves for 
non-Snapshot Staff on PF contributions, including possibly special contributions to 
award non-Snapshot Staff for their good performance.”  
 

9.3.11 One ambiguity is on the interpretation of “including possibly special contributions 
to award non-Snapshot Staff for their good performance” since quite some NGOs 
only contribute 5% to the MPF accounts of their non-Snapshot staff and they think 
that any higher contribution is to award good performance.  On the other hand, to 
many front-line staff, the LSGIRC recommendation is very clear that provisions 
(i.e. 6.8%) should be deployed fully to all staff as an entitlement regardless of their 
performance, and any reward to good performance should be paid from the PF 
reserve if any, or from other source. 
 

LSG reserve level 
 
9.3.12 Some CEOs regard that they need to accumulate reserves to:  

a. honour their contractual commitments to Snapshot Staff;  
b. maintain flexibility in resource deployment to meet changing social needs; 

and 
c. sustain their operation and long-term development;  
 
While some CEOs do not think the cap of reserve level is necessary and some of 
them regard the cap at 25% is too high since they have been utilizing the grant 
quite fully every year, some others regard that the 25% cap is too low since it can 
only allow an organization to last for 3 months in case SWD stops the subvention.  
Some CEOs have suggested if SWD can be their guarantor in case they meet any 
financial difficulties, they might keep a lower level of reserve. 
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However, some front-line staff opine that: 
a. NGOs' sizeable reserves mainly come from cutting staff costs, which is

unfair to staff and reflects poor management that should be monitored and
curbed; and

b. The desire to accumulate and maintain a high (or higher) level of reserve
has led to persistence of many less than fair pay policies.

9.3.13 The above views expressed concerning various financial and human resource 
management issues indicate crystal clearly that some changes might be required to 
address the central issue of financial commitment to subvented staff when the 
principles of fairness and equity have to be kept while reserve for financial 
sustainability and future service development has to be considered at the same time. 

Summary on Consensus 

Categorization is a usual way to let people recognize, differentiate and understand things 
easier in a conceptual way.  Thus, using the discussion framework in the focus groups 
which mainly deals with the nine issues to be covered by the Best Practice Manual, issues 
are classified into three levels of consensus from high to low.  The following table is 
drawn which shows the classification by the Consultancy Team based on the findings in 
this study and the sequence follows that in the discussion framework.   

Table 9.1 Summary on the Level of Consensus among NGO Stakeholders 
   Principles Aspects Level of Consensus 

1. Financial Management

1.1  Management of Lump Sum Grant Reserve 

Compliance Utilization of 
Reserve 

- High   
Compliance is regarded as the second most important 
principle in financial management.  NGOs are able to 
use the reserve for intended purposes as stipulated by 
SWD. 

Cost- 
Effectiveness   

Optimal Level of 
Reserve 

- Low to Medium 
Though the principle of cost-effectiveness is regarded as 
the most important principle in financial management by 
both CEOs and front-line staff, there is a sharp 
divergence on the level of reserve.   

Transparency  Financial Status of 
Reserve 

- Medium to high 
Without objection to the principle of transparency, most 
NGOs have some channels of disclosing the financial 
status of reserve but front-line staff and service users 
demand the channels and ways of presentation be more 
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   Principles Aspects Level of Consensus 
systematic, clear, timely and easily accessible  (The 
same view applies to financial situation of the 
organization, not only reserve level).  
  

1.2 Use of Provident Fund (PF) Reserve for Non-Snapshot Staff 
 

Effectiveness  Usage of Reserve - Low to Medium 
A sharp divergence is found on the starting level of 
contribution, whether 5% or 6.8%.  Some NGOs are able 
to use the reserve as one-off contribution to staff’s PF 
account, or increase the employer’s proportion when a 
staff exceeds a certain year of employment in the 
organization or when the staff has a good performance.  
However, front-line staff strongly oppose PF be 
performance-linked.  To them, PF is an entitlement. 
  

Transparency Financial Status of 
Reserve 

- Medium to High 
Without objection to the principle of transparency, most 
NGOs have some channels of disclosing financial status 
of reserve but front-line staff and service users demand 
the channels and way of presentation be more 
systematic, clear, timely and easily accessible. 
 

 
2.Human Resource Management 

 
2.1.  Salary Package Policy and Administration 
 

Fairness/ 
Equity  

Remuneration - Low to Medium 
Both CEOs and front-line staff regard fairness/equity as 
the most important principle in human resource 
management, but there is a sharp divergence on the pay 
level for the same jobs.  
 

Salary Adjustment  - Low to Medium 
Compliance is the second principle regarded as 
important by both CEOs and front-line staff, however, 
back pay is seen by some CEOs as mandatory and they 
pay back the salary to staff accordingly while by some 
as infringing flexibility of NGOs (i.e. will not pay back 
those who have left, or those who are on contract term, 
use the money for reward, pay back at a lower level than 
the government, etc.)   
 

Transparency Pay Policy - Medium 
As transparency is the second most important principle 
regarded by front-line staff in human resource 
management, and most NGOs have some channels of 
disclosure and different extents of disclosure, front-line 
staff and service users demand the channels and contents  
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   Principles Aspects Level of Consensus 
be more detailed, clear, and easily accessible. 
 

 
2.2. Administration of Time-defined Contracts 

 
Fairness and 
Effectiveness 

Administration of 
Transfer and 
Termination 

- High  
Fairness and effectiveness are regarded as the first and 
third most important principle by both CEOs and front-
line staff.  All agree that priority should be given to 
contract staff to transfer to permanent posts or non-
subvented posts to subvented posts if their performance 
are good and posts are available.  However, front-line 
staff point out that there are areas for improvement, such 
as at least one month’s notice be given to staff when a 
contract expires.  Further, organization should use other 
resources to prolong a project after the fund ends so that 
community benefit can be sustained and capable staff be 
retained.  
 

Compliance 
to Rules and 
Procedures 

Decision-making - High 
Compliance is the second most important principle 
chosen by the CEOs.  It seems that all NGOs can 
comply with the rules and procedures in the 
administration of time-defined contracts, as there is no 
complaint from the staff side in this respect during the 
interviews, with the only comment that those without a 
renewed contract should be notified at least one month 
ahead.  
 

 
3. Corporate Governance and Accountability  

 
3.1 The Success of New Management Strategies  

 
   

Accountability 
 

Communication 
 
 

- High 
All NGOs are practising some effective ways, and there 
is no divergent view among the CEOs, front-line staff 
and service users in this respect. 
 

Collection of Views - Medium 
All NGOs are practising some effective ways but front-
line staff and service users demand more systematic 
channels and in some cases involvement in decision-
making. 
 

  Self-    
  Regulation 

Term of Office - Medium 
While most stakeholders agree on limiting the term of 
office, some NGOs find it contravening their 
constitutions, and some find it difficult to recruit good 
new board members. 
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   Principles Aspects Level of Consensus 
 

Continual 
Enhancement 

Board Capacity - High 
All NGOs are practising some effective ways and there 
is no divergent view among the CEOs, front-line staff 
and service users. 
 

 
3.2 Decision-making Process of Agency’s Important Management Issues under LSGSS 

 
Effectiveness Delineation of 

Roles and 
Responsibilities 
between Governing 
Board and Senior 
Management 
 

- High 
High consensus on the need to have a guideline on this. 
 

Participation Decision-making of 
Important 
Management Issues 

- Low to Medium 
Some front-line staff and service users demand 
involvement in decision-making while some 
management has reservation. However, most NGOs 
would still consult staff and service users where 
appropriate. 
 

Transparency Decision Results - Medium to High 
No stakeholder objects to making decision results 
available to all parties concerned.  Front-line staff and 
service users demand timely and more systematic 
channels for the release of information. 
 

 
3.3 Roles and Duties of Governing Board and Senior Management in Complaints 

Handling 
 

   Effectiveness, 
Fairness and 
Legitimacy 

Composition, 
Duties, Roles and 
Responsibilities on 
Handling 
Complaints at 
Different Levels 

- High 
All NGOs have put in place proper panels that satisfy all 
stakeholders. 
 

   Compliance Panel Composition 
and Procedures 

- High  
All NGOs have put in place a set of proper complaint 
handling procedures that satisfies all stakeholders.  
 

 
 
Recommendations 
 
9.4.1 After a thorough examination of the findings from the three research studies, the 

Consultancy Team makes the following recommendations on the basis of: 
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a.  Findings from three research studies conducted for the production of the    
Best Practice Manual; 

        b.   Principles agreed by most stakeholders consulted; and 
c. Findings and recommendations of the LSGIRC Review Report. 

 
9.4.2 The recommendations should form the basis for the Best Practice Manual for 

NGOs. 
 

Indicated Areas of Best Practices for NGOs  
 
9.4.3 Table 9.2 presents the areas the Best Practice Manual for NGOs should fall into.  

 
9.4.4 Some areas have been tentatively proposed to be included as Level One 

requirements in the Best Practice Manual.  They are chosen with the following 
criteria: 

- either with high level of consensus, or no strong divergence in views or the 
conflicting views might be resolved given changes; 

- strong guiding principles to support the practice; 
- adopting the practice by all NGOs will help improve service quality, service 

efficiency, and/or long term development of social service and the social work 
profession in Hong Kong. 
 

Table 9.2 Framework for Best Practice Manual for NGOs  
* indicates areas with best practices that might be considered as Level One requirement. 
 
1. Financial Management 
 

1.1 Management of Lump Sum Grant Reserve  
 

Aspects Principles Strategies300  
Utilization of 
Reserve 

Compliance - Ensure the reserve is gainfully and 
effectively used for intended purposes as 
stipulated by SWD. 

 
Optimal Level of 
Reserve 

Cost-effectiveness - Develop a planning and evaluation 
mechanism to determine the optimal level of 
reserve and monitor its level effectively, with 
a projection of 3-10 years. 

- The reserve should have two separated 
accounts, one for general reserve and the 
other for commitments to current Snapshot 
Staff. 

 

300 “Strategies” are extracted from the views of three stakeholder groups as collected from in-depth interviews (N=44) and survey 
questionnaires (N=249). 
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Financial Status 
of Reserve* 

Transparency - Use convenient, effective and timely 
channels to disseminate information to staff 
members. 
 

 
1.2 Use of Provident Fund (PF) Reserve for Non-Snapshot Staff 

 
Aspect Principle Strategies 
Usage of 
Reserve* 

Effectiveness  - Use reserve for non-Snapshot Staff for the 
designated purpose, whether as ordinary 
contributions to their PF, or as special 
contributions to reward staff with good 
performance, e.g. increase employer’s 
contribution proportion or give a one-off 
contribution to the staff’s PF account, so as 
to motivate staff and increase staff morale. 
The reserve level should be kept at a low 
level. 

 
Financial Status 
of Reserve* 

Transparency 
 

- Use convenient, effective and timely 
channels to disseminate information to staff 
members. 
 

 
2.  Human Resource Management 
 

2.1.  Salary Package Policy and Administration 
 

Aspects Principle  Strategies 
Remuneration Fairness/Equity  - Develop and implement a fair pay policy, to take 

into account fair recognition of work experience 
and good performance, and long term human 
resource development for the benefit of both the 
organization and the field at large. 

- Remove the cap on salary at midpoint as 
maximum point so that good performer can be 
rewarded equitably. 
 

Salary 
Adjustment*  

- The whole sum for salary adjustment/back pay 
should be used for its designated purpose (for 
adjustment in cost of living). It should not be 
performance-linked. 

- Administer salary adjustment on a timely basis 
within the same financial year. 

- Administer salary adjustment to all staff under 
LSG regardless of their employment status. 
 

Pay Policy* Transparency - Provide information about the staff structure, 
salary package including fringe benefits to staff 
members concerned. 

- Provide information about the criteria or 
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requirement for each grade/band/rank. 
- Provide information about the rationale of salary 

adjustment and increment to staff members 
concerned. 

- Establish communication channels such as staff 
meetings, sharing session, etc. for clarification 
and collection of feedback. 
 

 
 
2.2. Administration of Time-defined Contracts 
 

Aspects Principle  Strategies 
Administration 
of  Transfer and 
Termination* 

Fairness and 
Effectiveness 

- Give priority to non-lump sum grant staff for 
transfer to a post under the LSG wherever possible. 

- Give priority to short-term contract staff for 
transfer to long-term contract; long-term contract 
staff to regular/permanent posts wherever possible. 

- Fill vacancies as soon as possible to minimize 
disruptions to services and/or operations. 

- Develop a fair and effective appraisal system for 
the above-mentioned purposes. 

- Inform concerned party of the decision at a 
reasonable and appropriate point of time. 

- Staff’s work experience in related services/fields 
should be considered in the design of their 
remuneration package. 
 

Decision-
making 

Compliance to 
Rules and 
Procedures 

- Make human resource decisions according to rules 
and procedures that current and prospective staff 
are well informed of. 

- Ensure that panel members are free from conflicts 
of interest. 

- Ensure an effective mechanism for checking and 
monitoring agency’s compliance to rules and 
procedures in relation to human resources 
management and handling of staff complaints.  
  

 
 
3. Corporate Governance and Accountability 
 

3.1 The Success of New Management Strategies  
 

Aspects Principle  Strategies 
Increase Mutual 
Understanding 
and Trust* 
 

Accountability - Build a regular reporting system so that the board 
better knows and understands what the 
organization is going on and in a timely way. 

- Establish formal and informal channels of 
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Collection of 
Views* 

communication with staff members and service 
users. 

- Seek views from staff members and service users 
through regular meetings for improvement of 
services and other purposes. 
 

Term of Office Self-regulation - Set a limit for the term of office. 
 

Board Capacity* Continual 
Enhancement 

- Hold retreats and evaluation meetings regularly. 
- Attend training sessions if necessary. 

 
 
 
3.2 Decision Making Process of Agency’s Important Management Issues  

 
Aspects Principle Strategies 
Delineation of 
Roles and 
Responsibilities 
between 
Governing 
Board and 
Senior 
Management * 

Effectiveness - Develop guidelines to state clearly the roles and 
responsibilities with examples for the governing 
board and senior management respectively. 

- Review the documents from time to time to meet 
the changing context of the social welfare sector. 
 

Important 
Management 
Issues* 

Participation - Collect views of the stakeholders on a regular basis 
and make known to them the schedule and 
channels. 

- Engage stakeholders concerned in the decision 
making process through meetings. 

- Provide user-friendly platforms for stakeholders to 
express their views on their own initiatives like 
suggestion box, designated email addresses. 

- Establish a procedure or process to review and 
respond to ideas, suggestions, feedbacks and 
perceptions of the stakeholders concerned. 
Examples might include meetings and retreats. 

 
Decision 
Results* 

Transparency - Inform concerned stakeholders of the final decision 
as soon as possible. 

- Document decisions properly and timely including 
reasons for the decision made and make available 
such documents to concerned parties in a timely 
and easily-accessible manner.  For example, 
regular newsletters to stakeholders might be 
published to report on key decisions and the 
rationales. 
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3.3 Roles and Duties of Governing Board and Senior Management in 
Complaint Handling 

 
Aspects Principle Strategies 

Composition, 
Duties and Roles 
of Panel at 
Different Level 

Effectiveness, 
Fairness and 
Legitimacy 

- Lay down a policy which states clearly who should 
be involved in different levels of complaint 
handling, and the roles and duties of each member 
at each level accordingly. 

- Ensure panel members at all levels are free from 
conflicts of interest. 
 

Panel 
Composition and 
Procedures 

Compliance - Follow the policy, procedures and composition 
strictly, with appropriate monitoring and appeal 
mechanism. 

- Seek a higher level approval when exception is 
deemed necessary. 

 
 
9.4.6  After having thorough discussion on the above framework in the Project Steering 

Committee and the Lump Sum Grant Steering Committee, consensus has been 
reached on some items, but not all.  The SWD then worked with the Consultancy 
Team to refine the above framework for consultation sessions, which were part of 
the data collection process and was planned to take place after a framework of the 
best practice manual was produced.  The consultation sessions would be opened to 
key stakeholders of the subvented NGOs, for further collection of views, with an 
aim to get a higher level of consensus.  Senior management, board members, staff 
members, service users, and relevant associations of the welfare sector would be 
included.  The below discussion framework would be sent to all participants in the 
consultation sessions.  

 
 
Table 9.3 Discussion Framework for Best Practice Manual for NGOs  
 
 
1. Financial Management 
 

1.3 Management of Lump Sum Grant Reserve  
 

Aspects Principles Strategies301  
Utilization of 
Reserve 
 
Level One 

Compliance - NGOs should ensure that the reserve is gainfully 
and effectively used for the intended purposes as 
stipulated by SWD, having regard to the 
contractual commitment to subvented staff and 
the long-term financial viability of the 
organisation.  
 

Optimal Level of 
Reserve 

Cost-
effectiveness 

- NGOs should develop a planning and evaluation 
mechanism to determine through projection the 

301 “Strategies” are extracted from the views of three stakeholder groups as collected from in-depth interviews (N=44) and survey 
questionnaires (N=249). 
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Level Two 

optimal level of the reserve which should be 
monitored effectively, having regard to the 
contractual commitment to subvented staff and 
the long-term financial viability of the 
organisation.  
 

Financial Status 
of Reserve 
 
Level One 
 

Transparency - NGOs should use convenient, effective and 
timely channels to disseminate information of 
the LSG reserve in a reader-friendly format to 
staff members and the public.  

 
1.4 Use of Provident Fund (PF) Reserve for Non-Snapshot Staff 

 
Aspect Principle Strategies 
Usage of 
Reserve 
 
Level One 

Effectiveness  - NGOs should maximize the use of PF reserve for 
non-Snapshot Staff for the designated purpose, 
whether as ordinary contributions to their PF 
accounts, or as special contributions according to 
the years of service, e.g. increasing the 
proportion of the employer’s contribution or 
giving a one-off additional contribution to the 
staff’s PF accounts so as to motivate staff and 
increase staff morale.  
 

Financial Status 
of Reserve 
 
Level One 
 

Transparency 
 

- NGOs should use convenient, effective and 
timely channels to disseminate information about 
PF reserve to staff members.  

 
2.  Human Resource Management 
 

2.1.  Salary Package Policy and Administration 
 

Aspects Principle  Strategies 
Remuneration 
 
Level to be 
decided 

Fairness/ 
Equity  

- NGOs should develop and implement fair human 
resource policies, taking into account due 
recognition of work experience and good 
performance of staff.  

- Subject to availability of funds and long-term 
sustainability of the service, NGOs should 
remove the cap on salary at the midpoint of the 
corresponding civil service Master Pay Scale as 
maximum point so that good performers can be 
rewarded equitably.  
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Salary 
Adjustment 
 
Level One  

- The whole sum for salary adjustment should be 
used for its designated purpose (i.e. for 
adjustment in cost of living), having regard to the 
contractual commitment to staff.   

- NGOs should administer salary adjustment on a 
timely basis within the same financial year. 

- NGOs should administer salary adjustment to 
subvented staff under the LSG (regardless of 
their employment status.) 
 

Pay Policy 
 
Level One 

Transparency - NGOs should provide information about the pay 
structure and starting salary for staff’s reference. 
(e.g.  by way of staff manual.) 

- NGOs should establish communication channels, 
such as staff meetings, sharing sessions, etc., for 
clarification of their pay policy and collection of 
feedback.  

 
2.2. Administration of Time-defined Contracts 
 

Aspects Principle  Strategies 
Administration 
of  Transfer and 
Termination 
 
Level One 

Fairness and 
Effectiveness 

- NGOs should have policies for handling internal 
transfer applications, including those from time-
defined contract staff for internal transfer to other 
positions such as non time-limited positions.  

- NGOs should have policies on contract renewal 
and post termination and inform the parties 
concerned of the decision at a reasonable and 
appropriate point of time. 

- Staff’s work experience in related services/fields 
should be considered in their remuneration 
package subject to funds being available to NGOs 
and having regard to recruitment and retention 
situations at the time.  

 
Decision-
making 
 
Level Two 
 

Compliance to 
Rules and 
Procedures 

NGOs should make human resource decisions 
according to rules and procedures that current and 
prospective staff are well informed of.   

 
 
3. Corporate Governance and Accountability 
 

3.1 Management Strategies  
 

Aspects Principle  Strategies 
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Communication 
 
Level to be 
decided 

Accountability - NGOs should establish effective channels of 
communication between the board, the 
management, staff members and service users, so 
as to ensure that feedbacks on the organization’s 
functions and performance can be received. 
 

Term of office 
 
Level Two 
 

Self-regulation - NGOs should set a limit for the term of office of 
their board members.  
 

Board Capacity 
 
Level to be 
decided 
 

Continual 
Enhancement 

- NGOs should establish various effective and 
appropriate arrangements to ensure that their board 
has the necessary skills, experience and expertise, 
and that board decisions are implemented in a 
timely and effective way. 

 
3.2 Decision-making Process of Agency’s Important Management Issues under 
LSGSS 

 
Aspects Principle Strategies 
Delineation of 
Roles and 
Responsibilities 
between 
Governing 
Board and 
Senior 
Management  
 
Level to be 
decided 
 

Effectiveness - The roles, responsibilities and membership of the 
Management Committee and/or Board or other 
decision making bodies are clearly defined and 
documented, and the information should be 
accessible to all staff and service users.  

- Review the documents regularly to meet the 
changing circumstances of the social welfare 
sector. 
 

Decision-
making of 
Important 
Management 
Issues 
 
Level to be 
decided 
 

Participation - NGOs should have policies and procedures for 
obtaining feedbacks from service users, staff and 
other interested parties on its performance and 
for responding to such feedbacks; and such 
policies and procedures should be accessible to 
them.  
 

Decision Results 
 
Level to be 
decided 
 

Transparency - The NGOs should have policies and procedures 
to provide concerned stakeholders with timely 
information about management decisions 
affecting them.  

 
 
3.3 Roles and Duties of Governing Board and Senior Management in 

Complaints Handling 
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Aspects Principle Strategies 

Composition, 
Duties, Roles 
and 
Responsibilities 
on Handling 
Complaints at 
Different levels 
 
Level One 

Effectiveness
, Fairness 
and 
Legitimacy 

- NGOs should lay down policies and procedures as 
appropriate on how the senior management and 
governing boards should perform their respective 
roles in handling complaints against the senior 
management and/or board members of the NGOs; 
and the circumstances under which such 
complaints will be elevated to the board level for 
attention and/or direct handling.  

- All levels of complaints handling in NGOs should 
be free from conflicts of interest. 
  

Panel 
Composition and 
Procedures 
 
Level One 

Compliance - NGOs should follow the policies and procedures of 
complaints handling strictly, with appropriate 
monitoring and appeal mechanism.  

- When handling special or exceptional cases, the 
approval from a higher level of management or the 
governing board should be sought.  

- NGOs should have the responsibility to facilitate 
investigation by the LSG Independent Committee 
Handling Complaints (ICHC) into the complaints 
lodged against the NGOs.  NGOs should also 
comply with the ICHC’s recommendations on 
rectification and improvement measures.  

 
Conclusion 
 
This research has gone through a long process, with support from SWD, the Project Steering 
Committee, NGOs including board members, CEOs/senior management, front-line staff, 
service users, professional bodies, unions and service user groups.  Without their support, this 
research cannot be accomplished.  After the endorsement of this report, the Consultancy Team 
will base on the findings of this research to draft the Best Practice Manual.  Again, it is only 
with the support of all stakeholders and taking the principles as reference in narrowing down 
divergence that this Manual can be realized.  The quality of service and the betterment of the 
society much rely on the joint efforts and commitments of all stakeholders.  To implement best 
practices, it not only relies on the commitment of the senior management, but also the support 
and cooperation from staff and service users as well.  As strictly confined by the terms of 
reference, the Consultancy Team can only make recommendations related to best practices by 
NGOs but not the facilitating conditions or environment for the effective implementation.  
However, the Team strongly believes that fertile land is needed for the cultivation of good 
practices among NGOs.  Besides a monitoring system, resource, particularly financial resource, 
is one of the essential ingredients for the fertilization.  It is high time for the funder to take a 
proactive role to review the funding level to meet the increasing and changing needs.  To echo 
with the LSGIRC, the Government should institute a review mechanism which oversees the 
systemic review of welfare services and establish a practical and sustainable mechanism for 
implementing a visionary welfare plan with sufficient financial and human resources.

P a g e |  
 

105 



References 
 
ASX Corporate Governance Council (2003). Principles of good corporate governance and best 

practice recommendations. Sydney: Australian Stock Exchange Ltd. 
 
Australian National Audit Office (ANAO) (2009). Innovation in the public sector:  Enabling better 

performance, driving new directions. Retrieved December 24, 2010, from 
http://www.anao.gov.au/bpg-innovation/2_essential.html.  

 
Ball, C. & Dunn, L. (1995). Non-governmental organizations: Guideline for good policy and 

practice. London: Commonwealth Foundation.  
 
Chan, K. T., Mak, P. S., Sze, Y. H., Lam, K. S., & Leung, C. S. (2002). An exploratory          

survey of boards of subvented non-governmental organizations in Hong Kong. Hong Kong: 
The Hong Kong Polytechnic University. 
 

Controller and Auditor General (2006). Principles to underpin management by public entities of 
funding to non-government organisations. Retrieved January 4, 2011, from 
http://www.oag.govt.nz/2006/funding-ngos/docs/funding-ngos.pdf.   

 
Dyer, P. (2006). Code of governance toolkit: A practical guide to the code of governance for the 

voluntary and community sector. United Kingdom: National Council for Voluntary 
Organizations.  

 
Ebrahim, A. (2003). Accountability in practice: Mechanism for NGOs. World Development 31 (5), 

813-829.  
 
Edgar, L., Marshall, C., & Bassett, M. (2006). Partnerships: Putting good governance principles in 

practice. Canada: Institute on Governance.  
 
Fullan, M. (1999). Change Forces: The sequel. London: Farmer Press. 
 
Efficiency Unit (2010). Guide to corporate governance for subvented organizations. Hong Kong: 

HKSAR.  
 
Johnson, E. K. (2000). The practice of human resource management in New Zealand: Strategic and 

best practice? Asia Pacific Journal of Human Resources, 28(2): 69-82. 
 
Luk, Y. P. (2006). The study of governance of the social welfare foundations in Taiwan. 

Unpublished Doctoral Dissertation (in Chinese). Macau: University of Macau.  
 

109  

http://www.anao.gov.au/bpg-innovation/2_essential.html
http://www.oag.govt.nz/2006/funding-ngos/docs/funding-ngos.pdf


Lump Sum Grant Independent Review Committee (2008). Review report on the lump sum grant 
subvention system. Hong Kong: Social Welfare Department. 

 
McDermott Will & Emery (2004). Best practices: Nonprofit corporate governance.  Retrieved 

December 28, 2010, from http://www.mwe.com/info/news/wp0604a.pdf.  
  
Minnesota Council of Nonprofits (2005). Principles and practices for nonprofit excellence: A guide 

for nonprofit board members, managers and staff. US: Minnesota Council of Nonprofits. 
 
Morrison, J. B. & Salipante, P. (2007). Governance for broadened accountability: Blending 

deliberate and emergent strategizing. Nonprofit and Voluntary Sector Quarterly 36 (2). 195-
217. 

 
NSW Department of Ageing, Disability and Home Care (2008). Good practice in administration: A 

guide for HACC NGOs. Retrieved Dec 28, 2010, from 
  http://www.dadhc.nsw.gov.au/NR/rdonlyres/08E45F97-0A09-4915-9FE4-

AB6E1CC4243E/3566/Good_practice_in_admin_feb08.pdf.  
 

Panel on the Nonprofit Sector (2007). Principles for good governance and ethical practice: A guide 
for charities and foundations. Resource document. Panel on the Nonprofit Sector, 
Independent Sector. Retrieved December 27, 2010, from 
 http://www.nonprofitpanel.org/report/principles/Principles_Guide.pdf.  

 
Pellicer, L.O. (2007). Caring enough to lead: How reflective thought leads to moral leadership (3rd 

ed). Thousand Oaks, Calif: Corwin Press. 
 
Ridder, H. G., & McCandless, A. (2010). Influences on the architecture of human resource 

management in nonprofit organizations. Nonprofit and Voluntary Sector Quarterly 39 (1): 
124-141. 

 
Social Welfare Department (2000). Social welfare services lump sum grant manual. Hong Kong: 

Social Welfare Department.  
 
The Charity Council (2007). Code of governance for charities & institutions of a public 

character(IPCs). Singapore: The Charity Council. 
 

The Governance Hub (2007). Better governance: An introduction to measuring and improving 
board effectiveness. UK: National Council for Voluntary Organisations. 

 
The Governance Hub (2010). Better governance: A code for the voluntary and community 
 sector. UK: National Council for Voluntary Organisations.  
 

110  

http://www.dadhc.nsw.gov.au/NR/rdonlyres/08E45F97-0A09-4915-9FE4-AB6E1CC4243E/3566/Good_practice_in_admin_feb08.pdf
http://www.dadhc.nsw.gov.au/NR/rdonlyres/08E45F97-0A09-4915-9FE4-AB6E1CC4243E/3566/Good_practice_in_admin_feb08.pdf
http://www.nonprofitpanel.org/report/principles/Principles_Guide.pdf


Tricker, R.I. (1994). International corporate governance: Text, readings, and cases. NY:  
 Prentice Hall.  
 
Voluntary Sector Initiative (2002a). The code of good practice on policy dialogue. Ottawa, Canada: 

Voluntary Sector Initiative.  
 
Voluntary Sector Initiative (2002b). A code of good practice on funding: Building on an accord 

between the government of Canada and the voluntary sector. Ottawa, Canada: Voluntary 
Sector Initiative.  

        
Zimmerman, J.A.M., & Stevens, B. W. (2008). Best practices in board governance: Evidence from 

South Carolina. Nonprofit Management & Leadership, 19 (2).  189- 202. 

111  



 

 

 

 

 

 

 

 

 

 

 

 

 

Tables on Survey Findings 

Appendix 1 

112  



1 Background of NGOs 
 
Size of NGOs CEOs Front-line staff Service users 

Fq % Fq % Fq % 
a. Big 26 30.6 29 35.8 25 30.1 
b. Medium 30 35.3 24 29.6 25 30.1 
c. Small 26 30.6 26 32.1 30 36.1 
d. Unknown1 3 3.5 2 2.5 3 3.7 
e. Agree to have in-depth interview 20 23.5 11 12.3 18 22.9 

f. Provide document on salary 
structure of staff under LSG 25 29.4 n.a. n.a. n.a. n.a. 

g. N2 85 n.a. 81 n.a. 83 n.a. 
h. Blank questionnaires returned 14 n.a. 12 n.a. 14 n.a. 

1A few respondents returned electronic copy of questionnaires with no coding labels attached and thus were  
 lost track in terms of the size of the respective NGOs. 
2N is the total number of received questionnaires, including the blank questionnaires.   
 
 
 
2 Governance and Accountability 
 
2.1 Composition of board members 

 Composition Frequency Percentage 
a. 1)  Elected board members 48   56.5  

i. 1-10 persons  14  16.5 
ii. 11-20 persons  18  21.2 
iii. 21-30 persons  3  3.5 
iv. 31-40 persons  3  3.5 
v. 41 persons or above  1  1.2 
vi. missing  9  10.6 

2)  No elected member 21  24.7  
3)  Blank or missing 16  18.8  

b. 1)  Appointed board members 33  38.8  
i. 1-10 persons  21  24.7 
ii. 11-20 persons  6  7.1 
iii. 41 or above  1  1.2 
iv. missing  5  5.9 

2)  No appointed member  36  42.4  
3)  Blank 16  18.8  

c. Others: 
1) Invited/nominated members (3), ex-official member  
    parent of service users (1), donors (1) 

6  7.1  

i. 1-10 persons  2  2.4 
ii. 11-20 persons  1  1.2 
iii. 21 or above   1  1.2 
iv. missing  2  2.4 

2)  No others  63  74.1  
3)  Blank or missing 16  18.8  
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2.2 Backgrounds of board members 
 Background Frequency Percentage 

a. Social welfare / social service 44 13.8 
b. Sport/culture 7 2.2 
c. Education 42 13.2 
d. Tourism 1 0.3 
e. Architecture / engineering / surveying 16 5.0 
f. Legal 28 8.8 
g. Accountancy / Finance 36 11.3 
h. Medical / health 31 9.7 
i. Staff representative 4 1.3 
j. Labour 2 0.6 
k. Business / industry   43 13.5 
l. Service user representative 4 1.3 
m. Civil service 21 6.6 
n. Religion 31 9.7 

o. 

Others 
E.g. Representatives of other relevant service 
organizations, representatives of parents of service 
users, retirees, community leaders 

8 2.5 

p. Total 318* 100 
* For this particular question, the percentage is calculated based on the total occurrences of background of  
  board members instead of the total number of returned questionnaires for a more accurate representation  
  of the background of the board members in all the responding NGOs. 
 

 
2.3 Front-line staff and service users’ knowledge of the major backgrounds of all board members  

including chairperson 
 

Level of Knowledge Front-line Staff Service Users 
Frequency % Frequency % 

a. Know them all 8 9.9 6 7.2 
b. Know most of them 25 30.9 6 7.2 
c. Know some of them 21 25.9 16 19.3 
d. Know very few of them 13 16.0 25 30.1 
e. Know none of them 2 2.5 16 19.3 
f. Blank  12 14.8 14 16.7 

 

 
2.4 56 (69.1%) of the front-line staff think that the major backgrounds of the board members are 

in a good mix in their organizations with the following suggestions for candidates of board  
members: 
 
- People with more social experience, diversified background 
- Social workers or retired social workers 
- People with managerial experience 
- Hearty person 
- Service users 
- Front-line staff 
- Academia 
- Representatives from union, independent person. 
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2.5 Responses from service users as regard to the composition of the board 
  Frequency Percentage 

a. There should be staff representative(s) in the board 54 65.1 
b. There should be service user representative(s) in the board 42 50.6 
c. Board members should be elected according to an election 

mechanism of the organization 54 65.1 

 
 
 
2.6 Tenure of office of board members, executive committee members and the chairman 

Tenure of office 
 
 

Board members 
Executive 
committee 
members 

Chairman 

Fq % Fq % Fq % 

a. 
 

Years 
1 10 11.8 14 16.6 23 25.9 
2 18 21.2 15 17.6 17 20.0 
3 13 15.3 6 7.1 13 15.3 
4 3 3.5 2 2.4 2 2.4 
6 1 1.2 0 0.0 2 2.4 
No limit  17 20.0 13 15.3 9 10.6 
Blank or missing 23 25.9 35 41.2 19 22.4 

b. 

Responses from the front-line staff 
Agree with the arrangement 47 58.0 44 54.3 47 58.0 
Disagree with the arrangement 3 3.7 3 3.7 5 6.2 
Don’t know 18 22.2 16 19.8 16 19.8 
Preferred tenure of office 2 and 10 years 2, 4 and 6 years 1, 2 and 4 years 

 
 
 
2.7 Maximum term of office of board members, executive committee members and the chairman  
 

Term of office Board members 
Executive  
committee  
members 

Chairman 

Fq % Fq % Fq % 

a. 

Terms 
  1 1 1.2 0 0.0 4 4.7 
  2 1 1.2 1 1.2 2 2.4 
  3 1 1.2 1 1.2 4 4.7 
  4 2 2.4 1 1.2 0 0.0 
  5 0 0.0 0 0.0 1 1.2 
  6 1 1.2 3 3.5 2 2.4 
  No limit 51    60.0 44 51.8 48    56.5 
  Blank or missing 28 32.9 35 41.2 23 27.1 

b. 

Responses from front-line staff 
Agree with the arrangement 36 44.4 37 45.7 36 44.4 
Disagree with the arrangement 
 
 

4 4.9 4 4.9 6 7.4 

Don’t know 27 33.3 25 30.9 26 32.1 
Suggested tenure of office 2 and 3 years 2 and 3 years 1, 2 and 3 years 
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2.8 Succession plan for board members 
 Succession plan Frequency Percentage 
a. Yes 35 41.2% 
b. No 31 36.4% 
c. Blank or missing 19 22.4% 

 
 
2.9 Method(s) used to help new board member(s) to understand their roles and responsibilities 

Types of methods Current methods 
Preferred methods 
suggested by the 
front-line staff 

Frequency %  Frequency % 
a. Orientation program (s) 22 25.9  34 42.0 
b. Manual(s) 35 41.2  37 45.0 
c. Training course(s) 10 11.8  21 25.0 
d. Meeting(s) with staff 21 24.7  43 53.0 
e. Mentorship 15 17.6  12 14.0 

f. 

Others 
i. attend board and committee meetings 
ii. briefings by the Chairperson, board  

members or the CEO 
iii. attend agency/ staff retreats 
iv. rules and regulations of agency 
v. work reports 
vi. minutes, annual reports, handbooks, etc  

 
 

17 20.0  6 7.4 
7 

 
3 
1 
2 
1 
1 
 

8.2 
 

3.5 
1.2 
2.4 
1.2 
1.2 

 

  
 

 
 

2.10 Method(s) used to help new board member(s) to enhance their understanding  
of the core business of the NGOs 

 Types of methods 
Current methods 

used by CEO 

Preferred methods 
suggested by the front-line 
staff 

Frequency % Frequency % 

a.  Orientation program(s) 19 22.4 11 13.6 
b.  Visit(s) to service units 43 50.6 57 70.4 
c.  Meeting(s) with staff 28 32.9 39 48.1 
d.  Meeting(s) with service users 8 9.4 25 30.9 

e.  Participation in agency/unit’s 
event(s)/program(s) 58 68.2 45 55.6 

f.  Information session/briefing 5 5.9 11 13.6 

g.  

Others 
i. briefings by CEO or  

chairperson 
ii. attend board and committee  

meetings 
iii. board includes service users 
iv. agency/staff retreats 
v. work reports 
vi. missing 

 

16 18.8 6 7.4 

4 
 

7 
 

1 
1 
1 
2 
 

4.7 
 

8.2 
 

1.2 
1.2 
1.2 
2.4 

(E.g. attend  
Government 
training, read 
document, arrange 
executive 
committee meeting, 
on site visit, meet 
with staff 
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2.11 Availability of unclassified minutes of board meetings to interested stakeholders 
 

Availability 

Current practice 
according to 
CEO 

Preferred 
practice 
suggested by  
front-line staff  

Preferred 
practice 
suggested by 
service users 

Fq % Fq % Fq % 

a. 

Available 36 42.4   56 69.1   56 67.5   
i. to staff 19 22.4   50 61.7   40 48.2   
ii. to service users      8 9.4   22 27.2   37 44.8   
iii. to public 6 7.1   13 16.0   17 20.5   
iv. to Social Welfare  

       Department                28 32.9   23 28.4   34 41.0   

b. Not-available 32 37.6   12 14.8   13 15.6   
c. Blank or missing 17 20.0   13 16.0   14 16.9   

 
 
2.12 Availability of ethical guidelines on various issues, such as avoidance of conflicts of interest  

and corruption, keeping confidentiality, having ethical, fair decisions and straight forward  
conduct 

 Availability Frequency Percentage Frequency Percentage 

 a. 

Available  68 80.0     
i. Available to board   54 63.5   
ii. Available to committee   48 56.5   
iii. Available to staff   68 80.0   
iv. Available to others: e.g. volunteer   29 34.1   

 b. Not available 1 1.2     
 c. Blank or missing 16 18.8     

 
 
2.13 Availability of mechanism (s) for the continuous improvement of board governance and  
      accountability 
 Availability Frequency Percentage 

 a. 

Available 50  58.8    
i. Evaluation form   5  5.9   
ii. Meeting        43  49.4   
iii. Retreat  25  29.4   
iv. Others, e.g. annual review, trainings, 

providing information, professional 
consultant, board member orientation, 
seminars  

 

 7  10.6   

 b. Not available 21  24.7    
 c. Blank 14  16.5    
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2.14 Involvement of stakeholders in decision making and consultation in various important issues in NGOs 
a.  Current practice according to CEOs 

Current practice according to CEOs 
 

 

Types of involvement 

I. Front-line staff II. Service users 

Decision 
making 

 
Consultation 

 
Others Decision 

making 

 
Consultation 

 
Others 

Fq % Fq % Fq  % Fq % Fq % Fq % 

a.  
Change of salary structure, remuneration 
package, fringe benefits and contribution 
of provident fund 

10 11.8   56 65.9   1 
 1.2   2 2.4   7 8.2   4 

 4.7   

b.  Change in resource allocation 10 11.8   51 60.0   1 1.2   2 2.4   23 27.1   1 1.2   

c.  Development of new project 19 22.4   63 74.1   1 1.2   3 3.5   36 42.4   1 1.2   

d.  Change in service delivery mode  20 23.5   63 74.1   1 1.2   5 5.9   43 50.6   1 1.2   

e.  Monitoring of service performance 
standard 32 37.6   60 70.6   1 1.2   7 8.2   42 49.4   3 3.5   

f.  Service re-engineering 21 24.7   60 70.6   1 1.2   4 4.7   32 37.6   1 1.2   

g.  Salary adjustment level for subvented staff 9 10.6   43 50.6   2 2.4   1 1.2   7 8.2   5 5.9   

h.  Use of LSG reserve 11 12.9   37 43.5   3 3.5   3 3.5   6 7.1   5 5.9   

i.  Use of Provident Fund (PF) reserve for 
subvented non-Snapshot Staff 8 9.4   34 40.0   3 3.5   3 3.5   3 3.5   7 8.2   

j.  Change in work conditions 17 20.0   63 74.1   1 1.2   2 2.4   4 4.7   5 5.9   

k.  Change in work performance appraisal 
system 15 17.6   63 74.1   1 1.2   2 2.4   4 4.7   5 5.9   
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 b.  Preferred practice according to front-line staff 

1Monitoring by the management. 
  2Decision made by the management, information collection. 

3Unable to participate, nil, n.a., and provision of information. 

Preferred practice according to front-line staff 
 

Types of practice 

I. Front-line staff II. Service users 

Decision 
making 

Consultation 
 Others Decision  

making 

 
Consultation 
 

Others 

Fq % Fq % Fq % Fq % Fq % Fq % 

a.  
Change of salary structure, remuneration 
package, fringe benefits and contribution of 
provident fund 

33 40.7   61 75.3   n.a. n.a. 2 2.5   22 27.2   43 4.9   

b.  Change in resource allocation 25 30.9   62 76.5   n.a. n.a. 6 7.4   42 51.9   2 2.5   

c.  Development of new project 29 35.8   62 76.5   n.a. n.a. 6 7.4   51 63.0   1 1.2   

d.  Change in service delivery mode  33 40.7   60 74.1   n.a. n.a. 10 12.3   53 65.4   1 1.2   

e.  Monitoring of service performance 
standard 31 38.3   56 69.1   11 1.2   11 13.6   49 60.5   11 1.2   

f.  Service re-engineering 36 44.4   60 74.1   n.a n.a. 7 8.6   47 58.0   n.a.  n.a. 

g.  Salary adjustment level for subvented staff 28 34.6   61 75.3   12 1.2   6 7.4   21 25.9   2 2.5   

h.  Use of LSG reserve 24 29.6   58 71.6   12 1.2   7 8.6   24 29.6   1 1.2   

i.  Use of Provident Fund (PF) reserve for 
subvented non-snapshot staff 28 34.6   54 66.7   1 1.2   3 3.7   20 24.7   2 2.5   

j.  Change in work conditions 37 45.7   59 72.8   n.a. n.a. 5 6.2   16 19.8   1 1.2   

k.  Change in work performance appraisal 
system 29 35.8   63 77.8   n.a.  n.a. 4 4.9   17 21.0   1 1.2   
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c.  Preferred practice according to service users 
Preferred practice according to service users 
 
 

Types of practice 

I. Front-line staff II. Service users 
Decision 
making 

Consultation 
 

Others Decision  
making 

Consultation 
 

Others 

Fq % Fq % Fq % Fq % Fq % Fq % 

a.  
Change of salary structure, remuneration 
package, fringe benefits and contribution of 
provident fund 

19 22.9   51 61.4   11 1.2   5 6.0   40 48.2   22 2.4   

b.  Change in resource allocation 25 30.1   50 60.2   n.a n.a 8 9.6   47 56.6   n.a n.a   
c.  Development of new project 22 26.5   50 60.2   n.a n.a 4 4.8   61 73.5   13 1.2   
d.  Change in service delivery mode  23 27.7   54 65.1   n.a n.a 9 10.8   59 71.1   1 1.2   
e.  Monitoring of service performance standard 17 20.5   49 59.0   n.a n.a 12 14.5   57 68.7   1 1.2   
f.  Service re-engineering 22 26.5   52 62.7   n.a n.a 5 6.0   57 68.7   13 1.2   
g.  Salary adjustment level for subvented staff 16 19.3   49 59.0   n.a n.a 5 6.0   33 39.8   11 1.2   

h.  Use of LSG reserve 21 25.3   44 53.0   n.a n.a 5 6.0   41 49.4   13 1.2   
i.  Use of Provident Fund (PF) reserve for 

subvented non-Snapshot Staff 23 27.7   43 51.8   n.a n.a 5 6.0   30 36.1   2 2.4   

j.  Change in work conditions 21 25.3   48 57.8   n.a n.a 3 3.6   33 39.8   11 1.2   
k.  Change in work performance appraisal 

system 16 19.3   50 60.2   n.a n.a 4 4.8   33 39.8   11 1.2   

l.  Others n.a n.a n.a n.a n.a n.a n.a n.a   n.a n.a 1 1.2   
 1 Don’t know. 
 2 Unnecessary and inappropriate. 
 3 By various reports.
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2.15 Channel(s) for the board to communicate and receive feedback from stakeholders 

 
1 Staff meetings, face-to-face meetings, circular/e-mail communications, through management, service 

unit visits, opinion collection box, gathering.  
2 Newsletters/notice, SQS system, representative of service users in board, service unit visits, face-to-

face meetings, participation in activities, interviews, survey, and etc. 
3 Visits, SPMS assessment, annual reports, letters. 
4 Annual reports, opinion collection/suggestion boxes, hot-lines, social gathering, and organizational 

publications. 
5 Making use of anonymous questionnaires, annual reports, documentation of meetings and letters, 

visiting service units, and participating in service activities. 
6 Making use of annual reports, letters and other publications, arranging home visit and gathering. 
7 Arranging regular exchanges, analyzing service statistics, making use of annual reports, letters and 

email communications. 
8 Making use of annual reports, letters, opinion collection box. 
9 Allowing anonymous service suggestions and improving staff consultation channel. 
10 Arranging irregular visits, allowing anonymous service suggestions, making use of notice boards and 

suggestion forms. 
11 Making use of newsletters and website.

        Channel Front-line 
staff 

Service 
users 

SWD Public 

a. Established channels reported b  
CEO Fq % Fq % Fq % Fq % 

i.  Meeting 62 72.9   22 25.9   34 40.0   n.a. n.a. 
ii.  Social gathering 43 50.6   47 55.3   n.a. n.a. n.a. n.a. 
iii.  Email/platform on internet 21 24.7   14 16.5   n.a. n.a. 30 35.3   
iv.  Report n.a. n.a. n.a. n.a. 57 67.1   n.a. n.a. 
v.  Open forum n.a. n.a. n.a. n.a. n.a. n.a. 6 7.1   
vi.  Notice board n.a. n.a. n.a. n.a. n.a. n.a. 37 43.5   
vii.  Others 71 8.2   112 14.1   53 7.1 114 11.8   
b. Preferred channels from front-line staff 
i. Meeting 59 72.8   28 34.6   41 50.6   n.a. n.a. 
ii. Social gathering 31 38.3   46 56.8   n.a. n.a. n.a. n.a. 
iii. Email/platform on internet 33 40.7   22 27.2   n.a. n.a. 45 55.6   
iv. Report n.a. n.a. n.a. n.a. 51 63.0   n.a. n.a. 
v. Open forum n.a. n.a. n.a. n.a. n.a. n.a. 13 16.0   
vi. Notice board n.a. n.a. n.a. n.a. n.a. n.a. 37 45.7   
vii. Others 95 11.1   96 11.1   87 9.9   48 4.9   
c. Preferred channels from service users 
i. Meeting 58 69.9   35 42.2   41 49.4   n.a. n.a. 
ii. Social gathering 28 33.7   41 49.4   n.a. n.a. n.a. n.a. 
iii. Email/platform on internet 18 21.7   29 34.9   n.a. n.a. 29 34.9   
iv. Report n.a. n.a. n.a. n.a. 40 48.2   n.a. n.a. 
v. Open forum n.a. n.a. n.a. n.a. n.a. n.a. 26 31.3   
vi. Notice board n.a. n.a. n.a. n.a. n.a. n.a. 25 30.1   
vii. Others 29 2.4   510 6.0   0 0.0  211 2.4   
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2.16 Management policy (ies) or procedure (s) to ensure the integrity of the governing board and senior management 
 
 

 
 

Current policies or procedures adopted according to CEOs 
 Frequency Percentage 

a.  Policy on declaration of conflicts of interest for board, committee and staff 63 74.1   
b.  Formulation of rules and procedures for board and committee meetings 46 54.1   
c.  Decision by vote 47 55.3   
d.  Rotation of posts in board and committees   26 30.6   
e.  Establishment of complaint mechanism 58 68.2   
f.  Disclose information regarding organization’s operation in website and annual report   57 67.1   
 
 

Preferred policies or procedures suggested by front-line staff   

a.  Policy on declaration of conflicts of interest for board, committee and staff 55 67.9   
b.  Formulation of rules and procedures for board and committee meetings 42 51.9   
c.  Decision by vote 28 34.6   
d.  Rotation of posts in board and committees   28 34.6   
e.  Establishment of complaint mechanism 48 59.3   
f.  Disclose information regarding organization’s operation in website and annual report   32 39.5   

g.  
Ethical guidelines (The content of ethical guidelines may include avoidance of conflict of 
interest and corruption, keeping confidentiality, having ethical, fair decisions and straight 
forward conduct, etc.) 

52 64.2   

h.  Others, e.g. SWD participation, personal integrity check, public consultation meeting 3 3.7   
 
 

Preferred policies or procedures suggested by service users 
   

a.  Policy on declaration of conflicts of interest for board, committee and staff 45 54.2   
b.  Formulation of rules and procedures for board and committee meetings 36 43.4   
c.  Decision by vote 39 47.0   
d.  Rotation of posts in board and committees   21 25.3   
e.  Establishment of complaint mechanism 55 66.3   
f.  Disclose information regarding organization’s operation in website and annual report   33 39.8   

g.  
Ethical guidelines (The content of ethical guidelines may include avoidance of conflict 
of interest and corruption, keeping confidentiality, having ethical, fair decisions and 
straight forward conduct, etc.) 

46 55.4   

h.  Others 1 1.2   
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2.17 Sources of feedback for continuous improvement of board governance and accountability 
      

Sources of feedback 
Preferred sources by  
front-line staff 

Preferred sources by service  
users 

Frequency Percentage Frequency Percentage 
a.  Senior management 43 53.1   39 47.0   
b.  Front-line Staff 60 74.1   53 63.9   
c.  Service users 49 60.5   54 65.1   
d.  Social Welfare Department 27 33.3   30 36.1   
e.  Public 19 23.5   21 25.3   
f.  Board’ self evaluation 31 38.3   33 39.8   
g.  Others 21 2.5   2 2.4   

 1Union and donors. 
 
 
2.18 Practices in handling complaint, appeal and grievance 
 Types of practice Complaint from 

service user 
Appeal from 
staff 

Grievance from 
staff 

 Fq % Fq % Fq % 
 Current practices according to CEOs 

a.  
All complaint, appeal and 
grievance handling channels are 
made known to stakeholders   

58 68.2   56 65.9   54 63.5   

b.  Management level is being 
informed  62 72.9   65 76.5   66 77.6   

c.  Assign staff with appropriate grade 
to investigate 67 78.8   59 69.4   61 71.8   

d.  The whole process is kept 
confidential 63 74.1   64 75.3   63 74.1   

e.  Follow the procedure strictly 63 74.1   60 70.6   60 70.6   
f.  Keep complainant informed of the 

progress 60 70.6   54 63.5   55 64.7   

g.  Involve independent/impartial body  26 30.6   29 34.1   24 28.2   

h.  
Regularly collate and analyze the 
cases of complaint, appeal and 
grievance for improvement 

43 50.6   39 45.9   39 45.9   

i.  Produce and submit reports  57 67.1   52 61.2   51 60.0   
 Preferred strategies according to front-line staff 

a.  
All complaint, appeal and grievance 
handling channels are made known 
to stakeholders   

58 71.6   50 61.7   49 60.5   

b.  Management level is being informed  45 55.6   56 69.1   48 59.3   

c.  Assign staff with appropriate grade 
to investigate 52 64.2   52 64.2   51 63.0   

d.  The whole process is kept 
confidential 51 63.0   55 67.9   53 65.4   

e.  Follow the procedure strictly 59 72.8   55 67.9   54 66.7   

f.  Keep complainant informed of the 
progress 59 72.8   57 70.4   54 66.7   

g.  Involve independent/impartial body  38 46.9   48 59.3   37 45.7   

h.  
Regularly collate and analyze the 
cases of complaint, appeal and 
grievance for improvement 

48 59.3   47 58.0   44 54.3   

i.  Produce and submit reports  51 63.0   49 60.5   44 54.3   
j.  Others, pls specify n.a. n.a. 1.01 1.2   1.01 1.2   

  1 Staff association representatives to participate 
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2.19 Front-line staff and service users’ satisfaction with the current complaint, grievance and  
     appeal handling mechanism 
 Types of satisfaction Front-line staff Service users 

Frequency Percentage Frequency Percentage 

a. 
 

Satisfaction with service users complaint handling mechanism 
i. Yes 40 49.4   34 41.0   
ii. No 4 4.9   3 3.6   
iii. No comment 19 23.5   25 30.1   
iv. Do not know the details 3 3.7   7 8.4   

b.  

Satisfaction with staff appeal handling mechanism 
i. Yes 29 35.8   n.a. n.a. 
ii. No 6 7.4   n.a. n.a. 
iii. No comment 27 33.3   n.a. n.a. 
iv. Do not know the details 3 3.7   n.a. n.a. 

c.  

Satisfaction with staff grievance handling mechanism 
i. Yes 26 32.1   n.a. n.a. 
ii. No 7 8.6   n.a. n.a. 
iii. No comment 26 32.1   n.a. n.a. 
iv. Do not know the details 4 4.9   n.a. n.a. 

 
 

2.20 Recommendations from front-line staff as regard to the involvement of resolution tiers in  
NGOs to handle complaint from services users, irrespective of whether the organization has  
one, two, three, four or even five tiers on handling complaint in the current situation 

 
Levels of tiers 

First 
(beginning) Second Third Fourth Fifth 

(final) 
Fq % Fq % Fq % Fq % Fq % 

a.  Peer colleague 60 74.1   13 16.0   6 7.4   3 3.7   1 1.2   
b.  Staff representative  26 32.1   19 23.5   13 16.0   4 4.9   3 3.7   
c.  Superior 14 17.3   45 55.6   26 32.1   13 16.0   5 6.2   
d.  CEO 2 2.5   7 8.6   31 38.3   26 32.1   10 12.3   

e.  Committee 
member 1 1.2   3 3.7   10 12.3   25 30.9   24 29.6   

f.  Board member 1 1.2   2 2.5   9 11.1   12 14.8   37 45.7   

g.  Service user  
representative 18 22.2   14 17.3   11 13.6   4 4.9   6 7.4   

h.  Others n.a. n.a. n.a. n.a. 21 2.5   12 1.2   23 2.5   
1Social service coordination director, department in-charge. 
2 Independent person. 
 
 
2.21 Recommendations from service users as regard to who should be involved in handling  

complaints from service users 
 Persons involved Frequency Percentage 

a.  Peer colleague 37 44.6   
b.  Staff representative  42 50.6   
c.  Superior 44 53.0   
d.  CEO 33 39.8   
e.  Committee member 38 45.8   
f.  Board member      37 44.6   
g.  Service user representative 36 43.4   
h.  Others 1 1.2   
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2.22 Recommendations from front-line staff as regard to the involvement of resolution tiers in 
NGOs to handle appeal from staff, irrespective of whether the organization has one, two,  
three, four or even five tiers on handling complaint in the current situation 

 
Levels of tiers 

First 
(beginning) Second Third Fourth Fifth 

(final) 
Fq % Fq % Fq % Fq % Fq % 

a.  Peer colleague 31 38.3   10 12.3   7 8.6   3 3.7   2 2.5   

b.  Staff representative  18 22.2   19 23.5   9 11.1   7 8.6   6 7.4   

c.  Superior 40 49.4   27 33.3   21 25.9   13 16.0   8 9.9   

d.  CEO 2 2.5   26 32.1   19 23.5   21 25.9   13 16.0   

e.  Committee member 2 2.5   5 6.2   22 27.2   21 25.9   24 29.6   

f.  Board member      n.a. n.a. 7 8.6   12 14.8   15 18.5   33 40.7   

g.  Others 21 2.5   22 2.5   23 2.5   13 1.2   13 1.2   
  1Department in-charge and independent third party. 

 2Social service coordinator and independent third party. 
 3Independent third party. 
 
 
2.23 Recommendations from front-line staff in regard to who should be involved in different  

resolution tiers in handling grievance from staff 

 Levels of tiers 
First  
(beginning) Second  Third  Fourth Fifth 

(final) 
Fq % Fq % Fq % Fq % Fq % 

a.  Peer colleague 31 38.3   8 9.9   3 3.7   2 2.5   1 1.2   
b.  Staff representative  21 25.9   17 21.0   8 9.9   5 6.2   4 4.9   
c.  Superior 41 50.6   27 33.3   22 27.2   12 14.8   8 9.9   
d.  CEO 1 1.2   25 30.9   22 27.2   19 23.5   12 14.8   
e.  Committee member n.a. n.a. 5 6.2   19 23.5   23 28.4   20 24.7   
f.  Board member      1 1.2   5 6.2   14 17.3   16 19.8   30 37.0   
g.  Others 11 1.2   42 4.9   11 1.2   11 1.2   11 1.2   

1Independent third party. 
2Social service coordinator, department in-charge, and independent third party. 

 
 

2.24 Top three desirable principles for governance and accountability irrespective of the actual  
practice of such principles or not 

 

 Desirable principle items CEOs Front-line staff 
Frequency Percentage Frequency Percentage 

a.  Transparency 46 54.1   45 55.6   
b.  Accountability 32 37.6   23 28.4   
c.  Integrity 15 17.6   18 22.2   
d.  Legitimacy 41 48.2   26 32.1   
e.  Self regulation 11 12.9   9 11.1   
f.  Participation 11 12.9   13 16.0   
g.  Credibility 12 14.1   19 23.5   
h.  Fairness 41 48.2   51 63.0   
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2.25 Top five best practices in board’s governance and accountability and top five areas for  
improvement 

 
To be continued 
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Best practices and areas 
for improvement 

Views from CEOs Views from front-line  
staff 

Best  
practice  

Mostly needed  
to be improved 

Best  
practice  

Mostly needed  
to be improved 

Fq % Fq % Fq % Fq % 

a.  Being clear about the 
organization’s goal(s) 47 55.3   6 7.1   42 51.9   6 7.4   

b.  

Being clear about the 
roles and 
responsibilities required 
of the board and CEO 

27 31.8   14 16.5   23 28.4   10 12.3   

c.  

Able to carry out its 
roles and 
responsibilities in an 
efficient and effective 
manner 

29 34.1   12 14.1   21 25.9   14 17.3   

d.  

Have a good mix of 
knowledge, skills and 
experiences of board 
members 

23 27.1   25 29.4   23 28.4   17 21.0   

e.  Develop the governance 
capability of the board 6 7.1   28 32.9   10 12.3   24 29.6   

f.  Being accountable to 
stakeholders 11 12.9   21 24.7   9 11.1   20 24.7   

g.  

Monitor work 
performance measures 
according to goals set 
and compare this with 
relevant organizations 

4 4.7   24 28.2   4 4.9   18 22.2   

h.  

Contribute to, approve 
and evaluate 
organizational mission 
and goals 

11 12.9   10 11.8   15 18.5   11 13.6   

i.  

Contribute to, approve, 
monitor and evaluate 
core business plans and 
strategies developed by  

 management 

14 16.5   7 8.2   12 14.8   15 18.5   

j.  Recruit, support, and 
appraise the CEO 4 4.7   12 14.1   7 8.6   13 16.0   

k.  

Ensure that stewardship 
mechanisms, such as 
internal control, public 
reporting, compliance, 
etc. are in place 

33 38.8   8 9.4   23 28.4   11 13.6   

l.  Enhance the credibility 
of the organization 14 16.5   16 18.8   10 12.3   18 22.2   

m.  
Follow procedures and 
rules for decision 
making 

28 32.9   3 3.5   15 18.5   5 6.2   

n.  
Have succession plans 
for CEO/senior 
management 

4 4.7   25 29.4   7 8.6   20 24.7   

o.  
Being transparent, and 
making information 
available upon request 

15 17.6   9 10.6   10 12.3   20 24.7   

p.  Able to act ethically 45 52.9   2 2.4   26 32.1   5 6.2   

q.  Others 0 0.0   11 1.2   12 1.2   13 1.2   
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1Full utilization of board members strengths. 
2Being very decisive. 
3Understand front-line staff’s difficulties. 

 

3 Financial Management 
 

3.1 Excluding provident fund, the share of LSG reserve against operating expenditure for the  
year 2009-2010 as at March 31, 2010 
 Share of LSG reserve Frequency Percentage 

a.  0 5 5.9    
b.  1-20 32 37.0     
c.  21-40% 14 16.0    
d.  41-60% 3 3.5    
e.  61-80% 3 3.5    
f.  Over 80% 3 3.5    
g.  Do not know 1 1.2   
h.  Blank or missing 24 28.0   

 
 
3.2 Knowledge of front-line staff towards the amount of LSG reserve in their organizations for  
          the financial year 2009-2010 

 Knowledge of the staff Frequency Percentage 
a. Yes 30 37.0   
b. No 39 48.1   

 
 
3.3 Use and Allocation of LSG reserve stated above in the followings in 2010-11 

 
Usage of LSG reserve 

Current practices according to  
CEOs 

Practices suggested by the 
front-line staff 

Frequency Percentage Frequency Percentage 

a.  

LSG reserve used, and in 
the following ways: 49  57.6    53  65.4    

i. FSA related 
activities   32  37.6    16  19.8   

ii. Staff training and 
development   27  31.8    26  32.1   

iii. Service 
development  16  18.8    33  40.7   

iv. Procurement/enhanc
ement of facilities 
or equipments 

 23  27.1    19  23.5   

v. Salary increment/ 
        adjustment  34  40.0    37  45.7   

vi. Capital acquisition  0  0.0    2  2.5   
vii. Others  61  7.1    22  2.5   

b.  LSG reserve not used 14  16.5    10  12.3    
1Expenditure in minor renovations, daily operations, voluntary retirement scheme and annual bonuses. 
2Following SWD establishment and enhancing the salary and fringe benefits of contract staff. 
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3.4 Amount of Provident Fund (PF) reserve saved for subvented non-Snapshot Staff as at  
March 31, 2010 

 Amount of PF reserve Frequency Percentage 
a.  0 7 8.2    
b.  Below 100,000 24 28.2   
c.  100,001-1,000,000 15 17.7    
d.  1,000,001 or above 6 7.1    
e.  Do not know 1 1.2    
f.  Blank or missing 32 37.6   

3.5 Front-line staff’s knowledge of PF reserve amount (09-10) for subvented non-Snapshot Staff 
 Amount of PF reserve Frequency Percentage 
a. Know 13 16.0    
b. Don’t know 56 69.2   
c. Blank or missing 12 14.8    
d. Total 81 100.0    

 

3.6 Allocation of the above PF reserve in 2009-10  
 

Ways of allocation 
Current practice according 
to CEOs 

Practice suggested by 
the front-line staff 

Frequency Percentage Frequency Percentage 

a.  

Yes 21  24.7  n.a.  n.a  
i  Increase the 

percentage of 
employer’s 
MPF 
contribution 

 17  20.0    34  42.0   

ii.  As an one-off 
lump sum basis 
to the MPF 
account 

 6  7.1    20  24.7   

b.  No 37  43.5     n.a.  n.a. 
c.  No reserve 7  8.2     n.a.  n.a. 
d.  Others n.a.  n.a.   10  12.3   
e.  Blank or missing 20        
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3.7 Measure(s) used to increase revenue 
 

Measures  

Current 
methods  
used according 
to CEOs 

Top three 
methods 
according to  
CEOs 

Preferred 
methods 
according 
to  front-line 
staff 

Top three 
methods 
according 
to  front-line 
staff 

Preferred  
methods 
according to   
service users 

Fq % Fq % Fq % Fq % Fq % 

a. Develop income generating services / 
Programs 34 40.0   26 30.6   39 48.1   11 13.6   35 42.2   

b Increase fee charging 20 23.5   5 5.9   14 17.3   4 4.9   16 19.3   

c. 
Bid projects from various   
government departments or 
other bodies 

26 30.6   8 9.4   23 28.4   12 14.8   24 28.9   

d. Seek external funding support 40 47.1   30 35.3   44 54.3   23 28.4   43 51.8   
e. Fund raising / donation 58 68.2   40 47.1   50 61.7   24 29.6   57 68.7   

f. Financial investment 
 (E.g. stocks, bonds)    14 16.5   12 14.1   14 17.3   6 7.4   6 7.2   

g. Others 2 2.4   1 1.2.   61 7.4   3 3.7   52 6.0   
1Engaging in revenue generating social services, requesting more government allocations and board members’ donation. 
2Requesting SWD to allocate more funding to elderly home and arranging fund-raising bizarre.  
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3.8 Measure(s) for cost saving 
a.   Current measures according to CEOs 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 Current measures according to CEOs Currently used options Top three measures 
Frequency Percentage Frequency Percentage 

a. Reduce administrative staff 2 2.4   n.a. n.a. 
Reduce program staff  0 0.0   n.a. n.a. 

b. Frozen staff number even service expands 11 12.9   7 8.2   
c. Use part time staff to replace full-time staff 8 9.4   2 2.4   
d. Use self-employed persons 0 0.0   1 1.2   

e. Use volunteers to carry out works that are originally done by  
employees 5 5.9   4 4.7   

f. Reduce staff salary 11 12.9   4 4.7   
g. Cap salary to mid points as maximum 34 40.0   14 16.5   
h. Reduce fringe benefits 9 10.6   2 2.4   
i. Reduce costs for staff training and development 1 1.2   1 1.2   

j 
Reduce other costs, such as printing, water and energy saving,  
bulk purchase, use of quotations, sourcing new suppliers, better 
utilization of fixed assets 

8 9.4   6 7.1   

k. 

Organization improvement plan, such as service quality  
improvement and seek donation, information technology  
application, energy saving and bulk purchase, outcome-based  
staff assessment, staff training, streamlining organizational  
structure and staffing 

11 12.9   8 9.4   

l. Budget control 52 61.2   28 32.9   
m Calculation and monitoring of unit costs 33 38.8   24 28.2   
n. Re-engineering of the organization 16 18.8   6 7.1   

o. 

Others, such as performance appraisal, salary adjustment,  
outsourcing, bulk purchase and office automation, energy  
saving, voluntary retirement scheme, better utilization of 
resources 

4 4.7   4 4.7   

p. Does not adopt any measure for cost saving 4 4.7   n.a. n.a. 
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b.  Preferred measures according to front-line staff 
 
 
 
 
 
 
 
 
 
 

 Preferred measures according to front-line staff 
 

Preferred measures Top three measures 
Frequency Percentage Frequency Percentage 

a.  

Reduce staffing 4 5.0   n.a. n.a. 
 I. Staff (administrative)     
  i. Senior/ middle level staff   2 2.5   n.a. n.a. 
 II. Staff (program) 2 2.5   n.a. n.a. 
  i. Senior/ middle level staff   
             ii. junior level staff 

1 
1 

1.2   
1.2   n.a. n.a. 

b.  Frozen staff number even service expands 6 7.4   3 3.7   
c.  Use part time staff to replace full-time staff 3 3.7   2 2.5   
d.  Use volunteers to carry out works that are originally done by  

employees 6 7.4   2 2.5   

e.  Reduce staff salary 4 4.9   1 1.2   
f.  Cap salary to mid points as maximum 3 3.7   0 0.0   
g.  Reduce fringe benefits 2 2.5   2 2.5   
h.  Reduce costs for staff training and development 5 6.2   3 3.7   
i.  Reduce other costs, such as central administration and utilities  15 18.5   7 8.6   
j.  Organization improvement plan, such as apply project and 

staff cost 11 13.6   5 6.2   

k.  Budget control 46 56.8   20 24.7   
l.  Calculation and monitoring of unit costs 37 45.7   18 22.2   
m.  Re-engineering of the organization 19 23.5   8 9.9   
n.  Others, such as out-sourcing of service, external funding, part-

time cleaning service 8 9.9   6 7.4   

o.  Does not adopt any measure for cost saving 4 4.9   n.a. n.a. 
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 c.   Preferred measures according to service users 

 Preferred measures according to service users 
 

Currently used options 
Frequency Percentage 

a. 

Reduce staffing 5 6.0   
    Staff (administrative)   
  i. Senior/ middle level staff   3 3.6   
   Staff (program)   
  i. Senior/ middle level staff   2 2.4   

b. Frozen staff number even service expands 8 9.6   
c. Use part time staff to replace full-time staff 11 13.3   
d. Use self-employed persons 2 2.4   
e. Use volunteers to carry out works that are originally done by employees 15 18.1   
f. Reduce staff salary 1 1.2   
g. Cap salary to mid points as maximum 2 2.4   
h. Reduce fringe benefits 5 6.0   
i. Reduce costs for staff training and development 2 2.4   
j. Reduce other costs, such as decrease subsidies in activities, utilities conservation 12 14.5   
k. Organization improvement plan 9 10.8   
l. Budget control 42 50.6   
m

. Calculation and monitoring of unit costs 33 39.8   

n. Re-engineering of the organization 14 16.9   

o. Others, such as cutting back the renovation expenses, seeking additional government 
allocation 7 8.4   

p. Does not adopt any measure for cost saving 8 9.6   
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3.9 Mechanism(s) used in NGOs for financial control 

 Mechanism items 

Currently used  
mechanisms according 
to CEOs 

Top three mechanisms 
according to CEOs 

Frequency Percentage Frequency Percentage 
a.  Finance committee under the board 33 38.8   12 14.1   
b.  Audit committee under the board 12 14.1   3 3.5   
c.  Internal audit 42 49.4   21 24.7   
d.  External audit 43 50.6   20 23.5   
e.  Establish finance/account department 43 50.6   17 20.0   

f.  
Staff manual with information including accounting policy and 
procedures, level of authorization, recording and reporting 
methods, etc. 

48 56.5   29 34.1   

g.  Procedure on application for budget variance   21 24.7   1 1.2   
h.  Implementation of internal control 46 54.1   28 32.9   
i.  Channel for reporting suspected financial impropriety or misuse 10 11.8   2 2.4   

j.  Others, such as hiring professional accountant and better use of 
internal auditors, financial officer, training, regular review 2 2.4   4 4.7   

 
 Mechanism items 

Preferred mechanisms  
according to front- 
line staff 

Best three mechanisms 
according to front- 
line staff 

Frequency Percentage Frequency Percentage 
a.  Finance committee under the board 29 35.8   5 6.2   
b.  Audit committee under the board 20 24.7   6 7.4   
c.  Internal audit 47 58.0   19 23.5   
d.  External audit 30 37.0   15 18.5   
e.  Establish finance/account department 32 39.5   14 17.3   

f.  
Staff manual with information including accounting policy and 
procedures, level of authorization, recording and reporting 
methods, etc. 

31 38.3   17 21.0   

g.  Procedure on application for budget variance   6 7.4   2 2.5   
h.  Implementation of internal control 32 39.5   19 23.5   
i.  Channel for reporting suspected financial impropriety or misuse 14 17.3   2 2.5   
j.  Others  1 1.2   n.a. n.a. 
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3.10 Three most important principles of financial management irrespective of actual practice of 
such principles or not 

 
Principles items CEO Front-line staff 

Frequency Percentage Frequency Percentage 
a.  Transparency 23 27.1   25 30.9   
b.  Accountability 17 20.0   11 13.6   
c.  Cost effectiveness 34 40.0   34 42.0   
d.  Efficiency 12 14.1   12 14.8   
e.  Compliance 32 37.6   36 44.4   
f.  Flexibility 15 17.6   21 25.9   
g.  Equity / Fairness 17 20.0   22 27.2   
h.  Entrepreneurship 4 4.7   5 6.2   
i.  Sustainability 24 28.2   18 22.2   
j.  Balanced budget 28 32.9   25 30.9   
k.  Others n.a. n.a. 11 1.2   

1Innovation. 
 
 
3.11 Top five best practices in financial management and top five areas for improvement 

 Current financial management practices according  
to CEOs 

Best practices Mostly needed  
to be improved  

Fq % Fq % 
a.  Financial planning 30 35.3   18 21.2   
b.  Financial analysis 33 38.8   21 24.7   
c.  Use of LSG reserve   19 22.4   18 21.2   
d.  Use of PF reserves for non-Snapshot Staff  6 7.1   28 32.9   
e.  Implementation of policy on conflicts of interest 33 38.8   8 9.4   
f.  Internal control  45 52.9   8 9.4   
g.  Flexible resources allocation to meet needs  25 29.4   16 18.8   
h.  Purchasing practices, e.g. tender, central purchase 34 40.0   6 7.1   
i.  Prevention of corruption and embezzlement 25 29.4   4 4.7   
j.  Financial risk management 4 4.7   33 38.8   
k.  Financial reporting 38 44.7   8 9.4   
l.  Disclosure of financial information 11 12.9   10 11.8   

 
 

Preferred financial management practices according  
to front-line staff  

Best practices Mostly needed  
to be improved  

Fq    Fq    
a.  Financial planning 20 24.7   13 16.0   
b.  Financial analysis 14 17.3   25 30.9   
c.  Use of LSG reserve 8 9.9   25 30.9   
d.  Use of PF reserves for non-Snapshot Staff 3 3.7    23 28.4   
e.  Implementation of policy on conflicts of interest 26 32.1   8 9.9   
f.  Internal control 40 49.4   6 7.4   
g.  Flexible resources allocation to meet needs 27 33.3   18 22.2   
h.  Purchasing practices, e.g. tender, central purchase 29 35.8   9 11.1   
i.  Prevention of corruption and embezzlement 30 37.0   3 3.7   
j.  Financial risk management 12 14.8   20 24.7   
k.  Financial reporting 28 34.6   8 9.9   
l.  Disclosure of financial information 13 16.0   21 25.9   
m.  Others n.a. n.a. 1 1.2   
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4.  Human Resource Management 
 
 
4.1 Full time self-employed persons for FAS related activities 
 Full time self-employed persons Frequency Percentage 
a. Yes 5 5.9   
b. No 64 75.3   
c. Blank or missing 16 18.8   
d. Total 85 100.0   

 
 
 
 
4.2 According to CEOs, currently used channel(s) through which various stakeholders know the  
     salary structure, salary and fringe benefits under LSG are: 
 

Currently used channel 
Annual 
report Staff manual 

Disclose  
when 
requested  

Others 

Fq % Fq % Fq % Fq % 
a.  Staff 15 17.6   44 51.8   37 43.5   91 10.6   

b.  Social Welfare 
Department 21 24.7   n.a. n.a. 46 54.1   62 7.1   

c.  Service user 15 17.6   n.a.  n.a. 35 41.2   53 5.9   
d.  Public 16 18.8   n.a. n.a. 32 37.6   53 5.9   
e.  Others:  n.a. n.a. n.a. n.a n.a. n.a. 1 1.2   

1Appointment letters/contract and notice, staff union and meetings, supervisor and human resource office. 
2Agency’s communication and disclosure, reports to SWD, audit reports, agency directory. 
3 Agency’s communication and disclosure.  

 
 
 
 
4.3 Preferred channel(s) suggested by front-line staff through which various stakeholders know  
     the salary structure, salary and fringe benefits under LSG in NGOs 
 

Preferred channel Annual report Staff manual Disclose  
when requested  

Fq % Fq % Fq % 
a.  Staff 25 30.9   50 61.7   25 30.9   
b.  Social Welfare Department 33 40.7   n.a. n.a. 39 48.1   
c.  Service user 22 27.2   n.a. n.a. 30 37.0   
d.  Public 20 24.7   n.a. n.a. 24 29.6   
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4.4 Preferred channel(s) suggested by service users through which various stakeholders  
  know the salary structure, salary and fringe benefits under LSG in NGOs 

 
Preferred channel Annual report Staff manual Disclose  

when requested    Others 

Fq % Fq % Fq % Fq % 
a.  Staff 33 39.8   36 43.4   22 26.5   11 1.2   
b.  Social Welfare Department 40 48.2   n.a. n.a. 28 33.7   n.a. n.a. 
c.  Service user 28 33.7   n.a. n.a. 32 38.6   12 1.2   
d.  Public 25 30.1   n.a. n.a. 20 24.1   12 1.2   
e.  Others 23 2.4   n.a. n.a. n.a. n.a. n.a. n.a. 

1 Appointment letter.   
2 No need to know. 
 3 Recruitment advertisement, donors, volunteers. 

 
 
 
 
4.5 Salary structure of Snapshot Staff  
 Principles Frequency Percentage 
a. All follow government pay scale (GPS)   37 43.5   
b. Partly follow GPS   16 18.8   
c. Different from GPS 8 9.4   
d. Not applicable (no snapshot staff) 9 10.6   
e. Blank or missing 15 17.6   

 
 
4.6 Salary structure of subvented non-Snapshot Staff  
 Principles Frequency Percentage 
a. All follow government pay scale (GPS)   9 10.6   
b. Partly follow GPS   35 41.2   
c. Different from GPS 24 28.2   
d. Blank or missing 17 20.0   
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4.7 (a) Prioritization of various concerns for salary structure by CEOs 
 

Concerns 
First 
priority 

Second 
priority 

Third 
priority 

Fourth  
priority 

Fifth  
priority 

Sixth  
priority 

Seventh  
priority 

Eighth  
priority 

Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a.  
Academic/ 
professional 
qualification 

38 44.7   14 16.5   6 7.1   3 3.5   2 2.4   n.a n.a n.a n.a n.a n.a 

b.  

 
Work 
Experience 
 

4 4.7   19 22.4   18 21.2   6 7.1   5 5.9   4 4.7   1 1.2   n.a n.a 

c.  
Length of 
service in the  
organization 

3 3.5   5 5.9   10 11.8   16 18.8   4 4.7   3 3.5   2 2.4   1 1.2   

d.  
 
Rank 
 

22 25.9   16 18.8   11 12.9   5 5.9   4 4.7   n.a n.a n.a n.a n.a n.a 

e.  
Market 
salary 
rate 

4 4.7   2 2.4   9 10.6   12 14.1   5 5.9   4 4.7   3 3.5   5 5.9   

f.  
 
Work load 
 

0 0.0   0 0.0   0 0.0   1 1.2   5 5.9   6 7.1   9 10.6   6 7.1   

g.  
Span of 
Control 
 

0 0.0   0 0.0   2 2.4   3 3.5   4 4.7   7 8.2   5 5.9   8 9.4   

h.  
 
Responsibility 
 

4 4.7   5 5.9 6 7.1   7 8.2   9 10.6   6 7.1   3 3.5   1 1.2   
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    4.7  (b) The top three mostly chosen concerns by CEOs                                             
 Concerns item Frequency Percentage 
a. Academic/professional qualification 58 68.2% 
b. Rank  49 57.6% 
c. Work experience 41 48.2% 

 
 
 
4.8 Front-line staff’s satisfaction with the current salary structure in their organizations 

 
 Satisfaction Frequency Percentage 

a. 

Yes     51 63.0   
i. Equal pay for Snapshot and subvented non-Snapshot Staff    11 13.6   
ii. Equal pay for subvented time limited and subvented non-time limited contract staff 6 7.4   
iii. Equal fringe benefits for Snapshot and subvented non-Snapshot Staff 14 17.3   
iv. Equal fringe benefits for subvented time-limited and subvented non-time limited 

staff 11 13.6   

v. All follow GPS (government pay scales) 17 21.0   
vi. Equal salary adjustment for Snapshot and subvented non-Snapshot Staff 10 12.3   
vii. Terminated snapshot staff can receive salary adjustment for the last year 5 6.2   
viii. Terminated subvented non-Snapshot Staff can receive salary adjustment for the 

last year 4 4.9   

ix. Have salary increment for subvented non-Snapshot Staff on time-limited contract 13 16.0   
x. Have salary increment for subvented non-Snapshot Staff on non-time limited 

contract 12 14.8   

xi. MPF provision 31 38.3   
xii. Career promotion ladder 9 11.1   
xiii. Information on salary is disclosed 12 14.8   
xiv. Others, e.g. Snapshot Staff can have the same salary adjustment as the government 1 1.2   

To be continued 
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b. 

No   43 53.1   
i. Unequal pay for Snapshot and subvented non-Snapshot Staff    13 16.0   
ii. Unequal pay for subvented time limited and subvented non-time limited contract 

staff 6 7.4   

iii. Unequal fringe benefits between Snapshot and subvented non-Snapshot Staff 9 11.1   
iv. Unequal fringe benefits between subvented time-limited and subvented non-time 

limited staff      3 3.7   

v. Not follow GPS (government pay scales) 19 23.5   
vi. Salary be capped at the mid-point as maximum 13 16.0   
vii. Current subvented non-Snapshot Staff has less or even no salary adjustment than 

Snapshot Staff 5 6.2   

viii. Terminated snapshot staff cannot receive salary adjustment for the last year  3 3.7   
ix. Terminated subvented non-Snapshot Staff cannot receive salary adjustment for the 

last year 2 2.5   

x. No salary increment for subvented non-Snapshot Staff on time-limited contract 4 4.9   
xi. No salary increment for subvented non-Snapshot Staff on non-time limited 

contract 4 4.9   

xii. Too few career promotion ladder 24 29.6   
xiii. For subvented non-Snapshot Staff, the MPF is kept at 5% 4 4.9   
xiv. Information on salary is not disclosed 8 9.9   
xv. Others, e.g. not sure about the arrangement for other staff members 2 2.5    
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4.9 Classification of rank/bank/post by job analysis 
 

 Job analysis Frequency Percentage 
a. Yes 62 72.9   
b. No 6 7.1   
c. Blank or missing 17 20.0   
d. Total 85 100.0   

 
 

4.10 Allocation of additional funding arising from civil service pay adjustment 
Current practices according to CEOs 

 Types of allocation Frequency 
 

% 

a.  Salary adjustment for current Snapshot Staff 57 67.1   
b.  Salary adjustment for current subvented non-Snapshot Staff 48 56.5   

c.  Salary adjustment for terminated Snapshot staff for the last 
year 19 22.4   

d.  Salary adjustment for terminated subvented non-Snapshot staff 
for the last year 16 18.8   

e.  Staff training and development 9 10.6   

f.  Others, e.g. salary adjustment or bonus, service, no grant 
received 5 5.9   

Preferred practices by front-line staff  

 Types of allocation Frequency % 
a.  Salary adjustment for current Snapshot Staff 46 56.8   
b.  Salary adjustment for current subvented non-Snapshot Staff 52 64.2   
c.  Salary adjustment for terminated Snapshot Staff for the last year 13 16.0   
d.  Salary adjustment for terminated subvented non-Snapshot  

Staff for the last year 12 14.8   

e.  Staff training and development 25 30.9   
f.  Others 1 1.2   

  
 
4.11 Salary adjustment arising from civil service pay adjustment for subvented non-Snapshot Staff  

and Snapshot Staff of the same rank/band/post 
 Salary adjustment Frequency Percentage 

a. 
Same level 54  63.5    
 i  All of them   50  55.8   
 ii. Some of them   4  4.7   

b. 

Not the same level 
 E.g. Non-Snapshot Staff have reached max. point 

(mid-point), different pay scale, different starting 
point, salary adjustment of non-Snapshot Staff was 
higher than Snapshot Staff, depending on position or 
performance.  

11  12.9    

c. Not applicable ( no snapshot staff or no non-snapshot 
staff) 4  4.7    
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4.12 Periodic manpower plan for subvented services 
 

 Periodic manpower plan Frequency Percentage 
a. Yes 49 57.6   
b. No 22 25.9   
c. Blank  14 16.5   
d. Total 85 100.0   
 
 
4.13 Preference of front-line staff as regard to the availability of a periodic manpower plan 

 Preference Frequency Percentage  
a. Yes 62 76.5   
b. No 3 3.7   
 
 
4.14 Front-line staff’s satisfaction with NGOs’ periodic manpower plan for current subvented 

service 
 Satisfaction Frequency Percentage 
a. Yes 23 28.4   
b. No 11 13.6   
c. Not applicable 34 42.0   

4.15  Availability of job rotation policy for staff under LSG 
 

Availability 

Subvented non-Snapshot 
Staff with time-limited  
contract 

Subvented non-Snapshot  
Staff with non time- 
limited contract 

Snapshot Staff 

Frequency % Frequency % Frequency % 
a. Yes 25 29.4   21 24.7   22 25.9   
b. No 39 45.9   36 42.4   41 48.2   
 
 

4.16  Front-line staff’s satisfaction with the job rotation policy for subvented staff in the NGOs  
 Satisfaction Frequency Percentage 

a. Yes 25 30.9   
b. No 15 18.5   
c. Not applicable 28 34.6   

142  



4.17  Conditions under which a subvented time-limited contract staff become a subvented non  
     time-limited contract staff 
 Conditions Frequency Percentage 
a. Work performance 30  35.3    
b. A subvented non time-limited contract post is available 11  12.9    

c. 

Length of service 14  16.5    
i. 2 years’ service  1  1.2   
ii. 3 years’ service  4  4.7   
iii. 4 years’ service  3  3.5   
iv. 5 years’ service  3  3.5   
v. 6 years’ service  1  1.2   
vi. 11 years’ service  1  1.2   

d. Academic / professional qualification(s) newly acquired       2  2.4    
e. Financial situation of the organization 13  15.3    

f. Contract renewal 2  2.4    
Number of contract times needed  2  2.4   

g. 
Others 
 E.g. Available only for professional grade staff at a 
particular rank, service need 

4     4.7    

h. No such arrangement 25  29.4    
i. Not applicable (no subvented time-limited contract staff) 10  11.8    

 
 
 
4.18  Written performance appraisal for subvented staff 

 

 Availability Frequency Percentage 

a. 

Yes 68  80.8    

Periodicity 

i. Annually         63  74.1   
ii. For every six months    4  4.7   
iii. Before the contract ends  14  16.5   
iv. Others 
         E.g. according to need,     
          before end of probation   

   5.9   

v. No regular date         2  2.4     

Comparison with 
other staff 

i. Different performance 
appraisal between 
Snapshot and subvented 
non-Snapshot Staff 

 3  3.5   

ii. Different performance 
appraisal between 
subvented with time-
limited contract staff with 
non time-limited contract  

 3  3.5   

Source of feedback for 
performance appraisal 

i. Superior  54  63.5   
ii. Peer  22  25.9   
iii. Service Users  12  14.1   
iv. Others (staff being 

assessed, subordinate, 
committee members) 

 7  8.2   

b. No 3  3.5    
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4.19 Front-line staff’s satisfaction with the current appraisal system for subvented staff 
 Satisfaction Frequency Percentage 

a. Yes     40 49.4   
b. No 13 16.0   
c. Not applicable 14 17.3   
 
 

4.20  When to conduct salary increment for subvented staff 
 

When to conduct 
salary increment 

Subvented 
non-Snapshot Staff 
with time-limited 
contract 

Subvented 
non-Snapshot 
Staff with non 
time-limited 
contract 

Snapshot Staff 

Frequency % Frequency % Frequency % 

a.  Date of Entry 
(annual) 31 36.5   29 34.1   39 45.9   

b.  Contract renewal 39 45.9   13 15.3   n.a. n.a. 

c.  Satisfactory 
performance appraisal 44 51.8   38 44.7      

40 47.1   

d.  

Others 
E.g. According to the 

market, cost of 
living index, 
every January, 
April, every 
August, every 
October 

9 10.6   12 14.1   12 14.1   

e.  No increment  3 3.5   3 3.5   5 5.9   
f.  Not applicable 1 1.2   1 1.2   0 0.0   

4.21 Current criteria adopted according to CEOs to conduct salary increment for subvented staff 
 

Current criteria for salary 
increment 

Subvented 
non-Snapshot 
Staff with time-
limited 
contract 

Subvented 
non-Snapshot 
Staff with non 
time-limited 
contract 

Snapshot Staff 

Fq % Fq % Fq % 
a.  Work performance 58 68.2   46 54.1   48 56.5   
b.  Promotion 37 43.5   31 36.5   33 38.8   

c.  Length of service in your 
organization 26 30.6   19 22.4   27 31.8   

d.  
Academic / Professional 
qualification(s) 
newly acquired 

12 14.1   7 8.2   9 10.6   

e.  Market salary rate 28 32.9   20 23.5   16 18.8   

f.  Organization’s financial 
situation  37 43.5   27 31.8   22 25.9   

g.  Cost of living 19 22.4   14 16.5   13 15.3   
h.  Contract renewal 25 29.4   9 10.6   n.a. n.a. 

To be continued 
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i.  

Others 
 

3 
(follow 

GPS) 

3.5   3 
(depend 
on max. 
point 
reached 
or not) 

3.5   7 
(follow 
GPS, 
whether 
has  
reached 
max. 
or not, or  
salary 
freeze  
or not)    

8.2   

j.  Not applicable 3 3.5   5 5.9   1 1.2   
 
 
 
4.22 Preferred criteria suggested by front-line staff for NGOs to conduct salary increment for  

subvented staff 
 

Preferred criteria for 
salary increment 

Subvented 
non-Snapshot 
Staff with time-
limited 
contract 

Subvented 
non-Snapshot 
Staff with non 
time-limited 
contract 

Snapshot Staff 

Fq % Fq % Fq  % 
a.  Work performance 57 70.4   57 70.4   56 69.1   
b.  Promotion 38 46.9   37 45.7   36 44.4   

c.  Length of service in your 
organization 36 44.4   35 43.2   37 45.7   

d.  
Academic / Professional 
qualification(s)  
newly acquired 

28 34.6   29 35.8   28 34.6   

e.  Market salary rate 35 43.2   34 42.0   36 44.4   

f.  Organization’s financial 
situation  27 33.3   23 28.4   25 30.9   

g.  Cost of living 31 38.3   31 38.3   31 38.3   
h.  Contract renewal 20 24.7   16 19.8   n.a. n.a. 
i.  Others 12 14.8   n.a. n.a. 4 4.9   
j.  Not applicable 2 2.5   4 4.9   2 2.5   

 
 
 
4.23 Eligibility for cash reward after getting a satisfactory performance appraisal under LSG 
 Types of staff Frequency Percentage 
a.  Subvented non-Snapshot Staff with time-limited contract  22 25.9   
b.  Subvented non-Snapshot Staff with non-time limited contract 18 21.2   
c.  Snapshot Staff 18 21.2   

d.  
Others 
E.g. Performance appraisal at B3 or above, all except those 
who have reached maximum point of salary, all staff.  

6 7.1   

e.  Not applicable 41 48.2   
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4.24 Criteria for cash reward 
 Criteria Frequency Percentage 
a.  Work performance 26 30.6   
b.  Length of service in the organization 6 7.1   
c.  Organization’s financial situation 23 27.1   

d.  
Others 
E.g. end of contract gratuity, same grade but with more 
responsibility such as overnight shift. 

2 2.4   

e.  Not applicable 38 44.7   
 
 
 
4.25 Salary, fringe benefit and Provident Fund provision for Snapshot Staff being transferred to  

post not under LSG 
 

Condition 
Salary Fringe benefit Provident Fund  

provision 
Frequency % Frequency % Frequency % 

a.  The same 26 30.6   3 35.3   29 34.1   
b.  Not the same 10 11.8   6 7.1   7 8.2   
c.  Not applicable 28 32.9   28 32.9   29 34.1   

  
 
 

4.26  Possibility for the above said staff to be transferred back to a post under LSG 

 
 
 
4.27 Salary, fringe benefit and Provident Fund provision if the above said staff is transferred back  

to a post under LSG 
 

Transferred back to a post 
under LSG 

Salary less than the  
previous post under  
LSG 

Fringe benefit 
less than the 
previous post 
under LSG 

Provident Fund 
provision less 
than the previous  
post under LSG 

Fq % Fq % Fq % 
a.  Yes 2 2.4   2 2.4   2 2.4   
b.  No 26 30.6   26 30.6   26 30.6   

 
 
 
4.28 Front-line staff’s satisfaction with the current practice on employment contract for 

subvented staff 

 

 Possibility Frequency % 
a.  Possible 28 32.9   
b.  Not possible 3 3.5   
c.  Not applicable 7 8.2   

 Satisfaction Frequency Percentage 
a.  Yes 45 55.6   
b.  No 7 8.6   
c.  Not application 16 19.8   
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4.29 Front-line staff’s satisfaction with the current practice on recruitment procedure for  
subvented staff 

 Satisfaction Frequency Percentage 
a. Yes 56 69.1   
b. No 3 3.7   
c. Not application 8 9.9   

 
 
 
4.30 Change of normal retirement age for subvented staff after the introduction of LSG 
 Change of normal retirement age Frequency Percentage 
a.  Yes 4 4.7   
b.  No 66 77.6   

 
 
4.31 Availability of early retirement plan for subvented staff after the introduction of LSG 
 Availability Frequency Percentage 
a.  Yes 4 4.7   
b.  No 66 77.6   

 
 
4.32 Front-line staff agreeing to the retirement age in their organizations 
 Agree to the retirement age Frequency Percentage 
a. Yes 53 65.4   
b. No 12 14.8   

 
 
4.33 Front-line staff agreeing to the early retirement plan of any 
 Agreement to the early retirement plan Frequency Percentage 
a.  Yes 15 18.5   
b. No 3 3.7   
c. Not applicable 50 61.7   
 
 
4.34 Organizational support for staff training and development 

 Kinds of support Frequency Percentage 
a.  Financial support 66 77.6   
b.  Support in term of time 64 75.3   
c.  Employment of relief worker 18 21.2   

 
 
4.35 Front-line staff’s satisfaction with the training and development for subvented staff 
 Satisfaction Frequency Percentage 
a. Yes 52 64.2   
b. No 13 16.0   
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4.36 NGOs following supervision guideline (s) 

 
 
 
4.37 Increase of employer’s portion in MPF according to employee’s year of service for staff  

under the MPF scheme 
 

Increase of employer’s 
portion in MPF 

Subvented non-Snapshot Staff 
with time-limited contract 

Subvented non-Snapshot Staff  
with non time-limited contract 

Frequency Percentage Frequency Percentage 
a.  Yes 27 31.8   25 29.4   
b.  No 38 44.7   33 38.8   

 
 

4.38  Three most important principles in terms of human resource management irrespective of  
   actual adoption of such principles or not  

 Principles 
CEOs Front-line staff 

Frequency Percentage Frequency Percentage 
a. Transparency 22 25.9   32 39.5   
b. Accountability 18 21.2   17 21.0   
c. Effectiveness 23 27.1   30 37.0   
d. Efficiency 13 15.3   21 25.9   
e. Fairness / Equity 57 67.1   46 56.8   
f. Compliance to rules and procedures 39 45.9   25 30.9   
g. Flexibility 22 25.9   27 33.3   

 Following supervision guideline Frequency Percentage 

a. 

Yes 58  68.2    
i. Developed by the Social Workers Registration Board  28  32.9   
ii. Other professional supervision guidelines   3  3.5   
iii. Supervision guideline developed by own  

organization  49  57.6   

b. No 12  14.1    
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4.39 Top five items according to CEOs in terms of human resource management that NGOs has  
achieved and top five items which mostly needed to be improved 

 
 
 
4.40 Top five practices according to front-line staff in terms of human resource management that 

 NGOs has achieved and top five items which mostly needed to be improved 

 
Items 

The best Mostly needed to 
be improved  

Frequency % Frequency % 
a.  Manpower planning 22 25.9   21 24.7   
b.  Employment of good quality staff     25 29.4   20 23.5   
c.  Attractive remuneration package 14 16.5   33 38.8   
d.  Fringe benefits provision 16 18.8   20 23.5   

e.  Transparency of remuneration package  
and fringe benefits 26 30.6   9 10.6   

f.  Staff training and development 35 41.2   19 22.4   
g.  Staff retention 24 28.2   23 27.1   
h.  Appraisal system 36 42.4   13 15.3   
i.  Rewards for good work performance 19 22.4   19 22.4   
j.  Opportunities for promotion  13 15.3   30 35.3   

k.  Administration of time-limited  
employment contracts 16 18.8   7 8.2   

l.  
Others 
E.g. meaningful vision, willingness to  
listen to staff 

3 3.5   n.a. n.a. 

 
Items The best Mostly needed to 

be improved  
Frequency % Frequency % 

a.  Manpower planning 11 13.6   21 25.9   
b.  Employment of good quality staff 10 12.3   22 27.2   
c.  Attractive remuneration package 7 8.6   36 44.4   
d.  Fringe benefits provision 11 13.6   27 33.3   

e.  Transparency of remuneration package and 
fringe benefits 16 19.8   15 18.5   

f.  Staff training and development 35 43.2   13 16.0   
g.  Staff retention 22 27.2   16 19.8   
h.  Appraisal system 29 35.8   11 13.6   
i.  Rewards for good work performance 15 18.5   23 28.4   
j.  Opportunities for promotion   10 12.3   22 27.2   

k.  Administration of time-limited employment  
contracts 16 19.8   9 11.1   
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5 Governance and Accountability 
 
5.1 Backgrounds of board member(s) 

Background 

Size of organization 
Large Medium Small Total 
Frequency 

(%) % Frequency 
(%) % Frequency 

(%) % Frequency 
(%) % 

a. Social welfare/ social service 14(12.4) 32.6 14(13.1) 32.6 15((18.3) 34.9 43(14.2)) 100.0 
b. Sport / culture 3(2.7) 50.0 0(0.0) 0.0 3(3.7) 50.0 6(2.0) 100.0 
c. Education 15(13.3) 37.5 16(15.0) 40.0 9(11.0) 22.5 40(13.3) 100.0 
d. Tourism 0(0.0) 0.0   1(0.9) 100.0 0(0.0) 0.0 1(0.3) 100.0 
e. Architecture/ engineering/ surveying 8(7.1) 50.0 8(7.5) 50.0 0(0.0) 0.0 16(5.3) 100.0 
f. Legal 11(9.7) 40.7 10(9.3) 37.4 6(7.3) 22.2 27(8.9) 100.0 
g. Accountancy / finance 13(11.5) 37.1 14(13.1) 40.0 8(9.8) 22.9 35(11.6) 100.0 
h. Medical / health 12(10.6) 41.4 10(9.3) 34.5 7(8.5) 24.1 29(9.6) 100.0 
i. Staff representative 1(0.9) 50.0 0(0.0) 0.0   1(1.2) 50.0 2(0.7) 100.0 
j. Labour 0(0.0) 0.0 1(0.9) 50.0 1(1.2) 50.0 2(0.7) 100.0 
k. Business / industry   16(14.2) 39.0 13(12.1) 31.7 12(14.6) 29.3 41(13.6) 100.0 
l. Service user representative 0(0.0) 0.0 1(0.9) 25.0 3(3.7) 75.0 4(1.3) 100.0 
m. Civil service 7(6.2) 35.0 6(5.6) 30.0 7(8.5) 35.0 20(6.6) 100.0 
n. Religion 12(10.6) 41.4 11(10.3) 37.9 6(7.3) 20.7 29(9.6) 100.0 

o. 

Others 
 E.g. Representatives of other relevant service 
institutes, representatives of parents of service 
users, retirees, academia, parents of previous 
service users. 

1(0.9) 14.3 2(1.9) 28.6 4(4.9) 57.1 7(2.3) 

 
 

100.0 

 Total 113(100.0) 37.4 107(100.0) 35.4   82(100.0) 27.2   302(100.0) 100.0   
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5.2 Responses from service users as regard to the composition of the board* 

Responses from service users 
Size of organization 

Large Medium Small Total 
Frequency % Frequency % Frequency % Frequency % 

a. 
There should be staff representatives  
in the board 14 26.4 17 32.1 22 41.5 53 100.0 
 

b. There should be service user  12 28.6 13 31.0 17 40.5 42 100.0 representative in the board 

c. 
Board members should be elected  

15 28.3 16 30.2 22 41.5 53 100.0 according to an election mechanism  
of the organization 
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5.3 Tenure of office of the board members, executive committee members and the chairman 
 
 
 

Years 

Size of organization 
Large Medium 
Board members Executive 

Committee members 
Chairman Board members Executive 

Committee members 
Chairman 

Fq(%) % Fq(%) % Fq(%) % Fq(%) % Fq(%) % Fq(%) % 
1 6(31.6) 60.0 6(42.9) 42.9 10(50.0) 43.5 2(8.7) 20.0 4(25.0) 28.6 10(43.5) 43.5 
2 2(10.5) 11.8 1(7.1) 7.1 2(10.0) 12.5 8(34.8) 47.1 7(43.8) 50.0 6(26.1) 37.5 
3 7(36.8) 58.3 3(21.4) 50.0 4(20.0) 30.8 4(17.4) 33.3 1(6.3) 16.7 4(17.4) 30.8 
4 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 1(4.4) 33.3 0(0.0) 0.0 0(0.0) 0.0 
5 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 
6 1(5.3) 100 0(0.0) 0.0 2(10.0) 100.0 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 
Unlimited  3(15.8) 18.8 4(28.6) 33.3 2(10.0) 25.0 8(34.8) 50.0 4(25.0) 33.3 3(13.0) 37.5 
Total 19(100.0) 32.2 14(100.0) 29.2 20(100.0) 31.3 23(100.0) 39.0 16(100.0) 33.3 23(100.0) 35.9 

 
 

Years 

Small Total 
Board members Executive 

Committee members 
Chairman Board members Executive 

Committee members 
Chairman 

Fq(%) % Fq(%) % Fq(%) % Fq(%) % Fq(%) % Fq(%) % 
1 2(11.8) 20.0 4(22.2) 28.6 3(14.3) 13.0 10(17.0) 100.0 14(29.2) 100.0 23(36.0) 100.0 
2 7(41.2) 41.2 6(33.3) 42.9 8(38.1) 50.0 17(28.8) 100.0 14(29.2) 100.0 16(25.0) 100.0 
3 1(5.9) 8.3 2(11.1) 33.3  5(23.8) 38.5 12(20.3) 100.0 6(12.5) 100.0 13(20.3) 100.0 
4 2(11.8) 66.7 2(11.1) 100.0 2(9.5) 100.0 3(5.1) 100.0 2(4.2) 100.0 2(3.1) 100.0 
5 0(0.0) 0.0 0(0.0) 0.0 0(0.0)   0.0 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 
6 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 1(1.7) 100.0 0(0.0) 0.0 2(3.1) 100.0 
Unlimited  5(29.4) 31.3 4(22.2) 33.3 3(14.3) 37.5 16(27.1) 100.0 12(25.0) 100.0 8(12.5) 100.0 
Total 17(100.0) 28.8 18(100.0) 37.5 21(100.0) 32.8 59(100.0) 100.0 48(100.0) 100.0 64(100.0) 100.0 
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5.4 Maximum term of office of the board members, executive committee members and the chairman 
 
 
 

Years 

Size of organization 
Large Medium 
Board members Executive 

Committee 
members 

Chairman Board members Executive 
Committee 
members 

Chairman 

Fq(%) % Fq(%) % Fq(%) % Fq(%) % Fq(%) % Fq(%) % 
1 0(0.0) 0.0 0(0.0) 0.0 2(10.5) 50.0 0(0.0) 0.0 0(0.0) 0.0 1(4.8) 25.0 
2 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 1(5.3) 100.0 1(5.9) 100.0 2(9.5) 100.0 
3 1(5.6) 100.0 1(6.7) 100.0 2(10.5) 50.0 0(0.0) 0.0 0(0.0) 0.0 1(4.8) 25.0 
4 2(11.1) 100.0 1(6.7) 100.0 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 
5 0(0.0) 0.0 0(0.0) 0.0 1(5.3) 100.0 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 
6 1(5.6) 100.0 3(20.0) 100.0 2(10.5) 100.0 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 
No limit 14(77.8) 29.2 10(66.7) 23.8 12(63.2) 26.1 18(94.7) 37.5 16(94.1) 38.1 17(81.0) 37.0 
Total 18(100.0) 33.3 15(100.0) 31.3 19(100.0) 32.2 19(100.0) 35.2 17(100.0) 35.4 21(100.0) 35.6 

 
 

Years 

Small Total 
Board members Executive 

Committee 
members 

Chairman Board members Executive 
Committee 
members 

Chairman 

Fq(%) % Fq(%) % Fq(%) % Fq(%) % Fq(%) % Fq(%) % 
1 1(5.9) 100.0 0(0.0) 0.0 1(5.3) 25.0 1(1.9) 100.0 0(0.0) 0.0 4(6.8) 100.0 
2 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 1(1.9) 100.0 1(2.1) 100.0 2(3.4) 100.0 
3 0(0.0) 0.0 0(0.0) 0.0 1(5.3) 25.0 1(1.9) 100.0 1(2.1) 100.0 4(6.8) 100.0 
4 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 2(3.7) 100.0 1(2.1) 100.0 0(0.0) 0.0 
5 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 1(1.7) 100.0 
6 0(0.0) 0.0 0(0.0) 0.0 0(0.0) 0.0 1(1.9) 100.0 3(6.3) 100.0 2(3.4) 100.0 
No limit 16(94.1) 33.3 16(100.0) 38.1 17(89.5) 37.0 48(88.9) 100.0 42(87.5) 100.0 46(78.0) 100.0 
Total 17(100.0) 31.5 16(100.0) 33.3 19(100.0) 32.2 54(100.0) 100.0 48(100.0) 100.0 59(100.0) 100.0 
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5.5    Succession plan for board members 

 
Availability of succession plan 

Size of organization 
Large Medium Small Total 
Frequency 

(%) % Frequency 
(%) % Frequency 

(%) % Frequency 
(%) % 

a. Yes 14(73.7) 42.4 11(45.8) 33.3 8(40.0) 24.2 33(52.4) 100.0 
b. No 5(26.3) 16.7 13(54.2) 43.3 12(60.0) 40.0 30(47.6) 100.0 
c. Total 19(100.0) 30.2 24(100.0) 38.1 20(100.0) 31.7 63(100.0) 100.0 

 
 
5.6 Method(s) used to help new board member(s) to understand their roles and responsibilities 

  
Types of method 

Size of organization 
Large Medium Small Total 

Current 
methods used 
by CEO 

Preferred 
methods 
suggested by  
front-line staff 

Current 
methods used 
by CEO 

Preferred 
methods 
suggested by  
front-line staff 

Current 
methods used 
by CEO 

Preferred 
methods 
suggested by  
front-line staff 

Current 
methods used 
by CEO 

Preferred 
methods 
suggested by  
front-line staff 

Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 
a.    Orientation program 8 42.1 15 57.7 7 36.8 9 34.6 4 21.1 2 7.7 19 100.0 26 100.0 
b.    Manual 13 39.4 11 29.7 13 39.4 14 37.9 7 21.2 12 32.4 33 100.0 37 100.0 

c.    Training course 2 22.2 10 47.6 4 44.4 6 28.6 3 33.3 5 23.8 9 100.0 21 100.0 

d.    Meeting with staff 5 25.0 16 37.2 6 30.0 17 39.5 9 45.0 10 23.3 20 100.0 43 100.0 
e.    Mentorship 3 20.0 3 25.0 5 33.3 3 25.0 7 46.7 6 50.0 15 100.0 12 100.0 
f.     Others 5 29.4 1 25.0 7 41.2 2 50.0 5 29.4 2 50.0 17 100.0 5 100.0 
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5.7 Method(s) used to help new board member(s) to enhance their understanding of the core business of the NGOs 

 
Types of method 

Size of organization 
Large Medium Small Total 

Current 
methods used 
by CEO 

Preferred 
methods 
suggested by  
front-line staff 

Current 
methods used 
by CEO 

Preferred 
methods 
suggested by  
front-line staff 

Current 
methods used 
by CEO 

Preferred 
methods 
suggested by  
front-line staff 

Current 
methods used 
by CEO 

Preferred 
methods 
suggested by  
front-line staff 

Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 
a. Orientation program 8 50.0 5 50.0 6 37.5 3 30.0 2 12.5 2 20.0 16 100.0 10 100.0 
b. Visit to service unit 16 40.0 23 40.4 14 35.0 17 29.8 10 25.0 17 29.8 40 100.0 57 100.0 
c. Meeting with staff 6 22.2 13 33.3 10 37.0 15 38.5 11 40.8 11 28.2 27 100.0 39 100.0 
d. Meeting with service user 1 12.5 10 40.0 2 25.0 6 24.0 5 62.5 9 36.0 8 100.0 25 100.0 
e. Participation in  
    agency/unit’s  
    event/ program 

19 34.6 15 34.1 21 38.2 15 34.1 15 27.3 14 31.8 55 100.0 44 100.0 

f. Information session / 
briefing 2 40.0 3 27.3 1 20.0 2 18.2 2 40.0 6 54.6 5 100.0 11 100.0 

g. Others 4 26.7 2 33.3 6 40.0 2 33.3 5 33.3 2 33.3 15 100.0 6 100.0 
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5.8  Availability of unclassified minutes of board meetings to interested stakeholders 

  
  
  
 

Availability 

Size of organization 
Large Medium Small Total 

Current 
methods 
used by 
CEO 

Preferred 
methods 
suggested 
by  front-
line staff 

Preferred 
methods 
suggested 
by  service 
users 

Current 
methods 
used by 
CEO 

Preferred 
methods 
suggested 
by  front-
line staff 

Preferred 
methods 
suggested 
by  service 
users 

Current 
methods 
used by 
CEO 

Preferred 
methods 
suggested 
by  front-
line staff 

Preferred 
methods 
suggested 
by  service 
users 

Current 
methods 
used by 
CEO 

Preferred 
methods 
suggested 
by  front-
line staff 

Preferred 
methods 
suggested 
by  service 
users 

Fq 
(%) % Fq 

(%) % Fq 
(%) % Fq 

(%) % Fq 
(%) % Fq 

(%) % Fq 
(%) % Fq 

(%) % Fq 
(%) % Fq 

(%)_ % Fq 
(%) % Fq 

(%) % 

Available 7 
(33.3) 20.0 22 

(88.0) 40.7 16 
(76.2) 28.6   15 

(60.0) 42.9   16 
(80.0) 29.7   18 

(94.7) 32.1   13 
(65.0) 37.1   16 

(76.2) 29.6   22 
(84.6) 39.3 35 

(53.0) 100.0   54 
(81.8) 100.0 56 

(84.9) 100.0 

a. Available 
to staff 

2 
(9.5) 11.1 21 

(84.0) 43.8 15 
(71.4) 37.5   7 

(28.0) 38.9   15 
(75.0) 31.2   10 

(52.6) 25.0   9 
(45.0) 50.0   12 

(57.1) 25.0   15 
(57.7) 37.5 18 

(27.3) 100.0 48 
(72.7) 100.0 40 

(60.6) 100.0 

b. Available 
to Service 
users 

0 
(0.0) 0.0 8 

(32.0) 38.1 13 
(61.9) 35.1 3 

(12.0) 42.9 5 
(25.0) 23.8 10 

(52.6) 27.0 4 
(20.0) 57.1 8 

(38.1) 38.1 14 
(53.9) 37.8 7 

(10.6) 100.0 21 
(31.8) 100.0 37 

(56.1) 100.0 

c. Available 
to public 

0 
(0.0) 0.0                                                                                                                                                                                                                                                                                                                                                                                                                                              4 

(16.0) 30.8 5 
(23.8) 29.4 2 

(8.0) 40.0 4 
(20.0) 30.8 5 

(26.3) 29.4 
3 

(15.0) 
 

60.0 5 
(23.8) 38.5 7 

(26.9) 41.2 5 
(7.6) 100.0 13 

(19.7) 100.0 17 
(25.8) 100.0 

d. Available 
to SWD                

5 
(23.8) 19.2 5 

(20.0) 21.7 11 
(52.4) 32.4 12 

(48.0) 46.2 9 
(45.0) 39.1 11 

(57.9) 32.4 9 
(45.0) 34.6 9 

(42.9) 39.1 12 
(46.2) 35.3 26 

(39.4) 100.0 23 
(34.9) 100.0 34 

(51.5) 100.0 

Not- 
  available 

14 
(66.7) 45.2 3 

(12.0) 25.0 5 
(23.8) 50.0   10 

(40.0) 32.3   4 
(20.0) 33.3   1 

(5.3) 10.0   7 
(35.0) 22.6   

5 
(23.

8) 
41.7   4 

(15.4) 40.0   31 
(47.0) 100.0   12 

(18.2) 100.0   10 
(15.2) 100.0 

Total 
21 

(100.
0) 

31.8 
25 

(100.
0) 

37.9 
21 

(100.
0) 

31.8   
25 

(100.
0) 

37.9   
20 

(100.
0) 

30.3   
19 

(100.
0) 

28.8   
20 

(100.
0) 

30.3   
21 

(100.
0) 

31.8   
26 

(100.
0) 

39.4   
66 

(100.
0) 

100.0   
66 

(100.
0) 

100.0   
66 

(100.
0) 

100.0 
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5.9  Availability of ethical guidelines on various issues 

 
 
 

5.10 Availability of mechanism (s) for the continuous improvement of board governance and accountability 

Availability 
Size of organization 

Large Medium Small Total 
Fq (%) % Fq(%) % Fq(%) % Fq(%) % 

Available 15(71.4) 31.9 17(68.0) 36.2 15(68.2) 31.9 47(69.1) 100.0 
a. Evaluation form  2(9.5) 50.0 2(8.0) 50.0 0(0.0) 0.0 4(5.9) 100.0 
b. Meeting       11(52.4) 27.5 15(60.0) 37.5 14(63.6) 35.0 40(58.8) 100.0 
c. Retreat 6(28.6) 26.1 10(40.0) 43.5 7(31.8) 30.4 23(33.8) 100.0 
d. Others (E.g. Regular meetings, 

annual review reports, trainings, 
information collection, professional 
consultant, board member 
orientation, headquarter meetings)              

2(9.5) 28.6 4(16.0) 57.1 1(4.5) 14.3 7(10.3) 100.0 

Not-available 6(28.6) 28.6 8(32.0) 38.1 7(31.8) 33.3 21(30.9) 100.0 
Total 21(100.0) 30.9 25(100.0) 36.8 22(100.0) 32.4 68(100.0) 100.0 

Availability 
Size of organization 

Large Medium Small Total 
Fq % Fq % Fq % Fq % 

a. Available to board 16 31.4 20 39.2 15 29.4 51 100.0 
b. Available to committee 15 33.3 17 37.8 13 28.9 45 100.0 
c. Available to staff 21 32.3 24 36.9 20 30.8 65 100.0 
d. Available to others:  

 E.g. volunteer 8 27.6 11 37.9 10 34.5 29 100.0 
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5.11 Involvement of stakeholders in decision making and consultation in various important issues in NGOs  
a.  Kinds of involvement of frontline staff according to CEOs 

Kinds of involvement  
according to CEOs 

Size of organization 

Large Medium Small Total 

I. Front-line staff 

Decision 
making Consultation 

 
Decision 
making Consultation 

 
Decision  
making Consultation 

 
Decision 
making Consultation 

    
Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a. Change of salary structure, 
remuneration package, fringe 
benefits and contribution of  
provident fund 

3 30.0 19 35.1 4 40.0       22 40.7 3 30.0 13 24.1 10 100.0 54 100.0 

b. Change in resource allocation 3 33.3 15 31.2 3 33.3 19 39.6 3 33.3 14 29.2 9 100.0 48 100.0 

c. Development of new project 6 33.3 18 29.5 7 38.9 22 36.1 5 27.8 21 34.4 18 100.0 61 100.0 

d. Change in service delivery mode 6 31.6 19 31.1 7 36.8 22 36.1 6 31.6 20 32.8 19 100.0 61 100.0 
e. Monitoring of service 

performance standard 13 41.9 18 31.0 11 35.5 21 36.2 7 22.6 19 32.8 31 100.0 58 100.0 

f. Service re-engineering 6 30.0 20 34.5 8 40.0 20 34.5 6 30.0 18 31.0 20 100.0 58 100.0 

g. Salary adjustment level for  
subvented staff 2 22.2 16 38.1 4 44.4 15 35.8 3 33.3 11 26.2 9 100.0 42 100.0 

h. Use of LSG reserve 2 20.0 12 33.3 3 30.0 12 33.3 5 50.0 12 33.3 10 100.0 36 100.0 
i.   Use of Provident Fund (PF)  

reserve for subvented  
non-Snapshot Staff 

3 42.9 11 34.4 3 42.9 10 31.3 1 14.2 11 34.4 7 100.0 32 100.0 

j. Change in work condition 6 35.3 20 32.8 9 52.9 22 36.1 2 11.8 19 31.1 17 100.0 61 100.0 

k. Change in work performance  
appraisal system 4 26.7 19 30.6 7 46.7 22 35.5 4 26.7 21 33.9 15 100.0 62 100.0 
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b.  Kinds of involvement of service users according to CEOs 

Kinds of involvement  
according to CEOs 

Size of organization 

Large Medium Small Total 

II. Service Users 

Decision 
making Consultation 

Decision 
making  Consultation 

Decision 
making  Consultation 

Decision 
making  Consultation 

    
Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a. Change of salary structure, 
remuneration package, fringe 
benefits and contribution of  
provident fund 

0 0.0 2 28.6 0 0.0 2 28.6 2 100.0 3 42.9 2 100.0 7 100.0 

b. Change in resource allocation 0 0.0 5 21.7 0 0.0 10 43.5 2 100.0 8 34.8 2 100.0 23 100.0 

c. Development of new project 0 0.0 8 23.5  0 0.0 15 44.1 3 100.0 11 32.4 3 100.0 34 100.0 

d. Change in service delivery mode 1 25.0 15 36.6 0 0.0 15 36.6 3 75.0 11 26.8 4 100.0 41 100.0 
e. Monitoring of service 

performance standard 2 33.3 14 35.0 1 16.7 16 40.0 3 50.0 10 25.0 6 100.0 40 100.0 

f. Service re-engineering 0 0.0 10 32.3 1 33.3 11 35.5 2 66.7 10 32.3 3 100.0 31 100.0 

g. Salary adjustment level for  
subvented staff 0 0.0 1 16.7 0 0.0 1 16.7 1 100.0 4 66.7 1 100.0 6 100.0 

h. Use of LSG reserve 0 0.0 0 0.0 0 0.0 1 20.0 2 100.0 4 80.0 2 100.0 5 100.0 
i. Use of Provident Fund (PF)  

reserve for subvented  
non-Snapshot Staff 

0 0.0 0 0.0 0 0.0 1 50.0 2 100.0 1 50.0 2 100.0 2 100.0 

j. Change in work condition 0 0.0 0 0.0 0 0.0 1 33.3 2 100.0 2 66.7 2 100.0 3 100.0 

k. Change in work performance  
appraisal system 0 0.0 0 0.0 0 0.0 1 33.3 2 100.0 2 66.7 2 100.0 3 

 
100.0

. 
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c.  Preferred practice on frontline staff according to frontline staff  

Preferred practice according to  
front-line staff 

Size of organization 

Large Medium Small Total 

I. Front-line staff 

Decision 
making Consultation 

 
Decision 
making Consultation 

 
Decision 
making Consultation 

 
Decision 
making  Consultation 

    
 Kinds of involvement Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a. Change of salary structure, 

12 38.7 22 37.3 9 29.0 18 30.5 10 32.3 19 32.2 31 100.0 59 100.0 remuneration package, fringe 
benefits and contribution of 
provident fund 

b. Change in resource allocation 11 47.8 22 36.1 7 30.4 19 31.2 5 21.7 20 32.8 23 100.0 61 100.0 

c. Change in resource allocation 9 34.6 24 39.3 11 42.3 17 27.9 6 23.1 20 32.8 26 100.0 61 100.0 

d. Change in resource allocation 12 38.7 22 37.9 11 35.5 16 27.6 8 25.8 20 34.5 31 100.0 58 100.0 

e. Change in resource allocation 14 48.3 21 38.2 7 24.1 17 30.9 8 27.6 17 30.9 29 100.0 55 100.0 

f. Change in resource allocation 13 38.2 23 39.7 12 35.3 15 25.9 9 26.5 20 34.5 34 100.0 58 100.0 

g. Salary adjustment level for  10 38.5 23 38.3 9 34.6 18 30.0 7 26.9 19 31.7 26 100.0 60 100.0 
subvented staff 

h. Use of LSG reserve 9 40.9 24 42.1 7 31.8 16 28.1 6 27.3 17 29.8 22 100.0 57 100.0 
i. Use of Provident Fund (PF)  

reserve for subvented  
non-Snapshot Staff 

10 38.5 22 42.3 7 26.9 13 25.0 9 34.6 17 32.7 26 100.0 52 100.0 

j. Change in work condition 15 42.9 21 36.8 8 22.9 16 28.1 12 34.3 20 35.0 35 100.0 57 100.0 

k. Change in work performance  
appraisal system 12 44.4 23 37.7 7 25.9 18 29.5 8 29.6 20 32.8 27 100.0 61 100.0 
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d.  Preferred practice on service users according to frontline staff 

Preferred practice according to 
front-line staff 

Size of organization 

Large Medium Small Total 

II. Service users 

Decision 
making Consultation 

 
Decision 
making Consultation 

 
Decision 
making Consultation 

 
Decision 
making Consultation 

    
 Kinds of involvement Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a. Change of salary structure, 

0 0.0 8 38.1 1 50.0 7 33.3 1 50.0 6 28.6 2 100.0 21 100.0 remuneration package, fringe 
benefits and contribution of  
provident fund 

b. Change in resource allocation 2 33.3 17 42.5 2 33.3 12 30.0 2 33.3    11 27.5    6 100.0    40 100.0    

c. Development of new project  1 20.0 22 44.9 2 40.0 14 28.6 2 40.0 13 26.5 5 100.0     49 100.0     

d. Change in service delivery mode 4 40.0 21 41.2 2 20.0 14 27.5 4 40.0 16 31.4 10 100.0     51 100.0     
e. Monitoirng of service 

performance standard 5 55.6 17 36.2 2 22.2 15 31.9 2 22.2 15 31.9 9 100.0     47 100.0     

f. Service re-engineering 2 28.6 17 37.8 2 28.6 15 33.3 3 42.8. 13 28.9 7 100.0     45 100.0     

g. Salary adjustment level for  1 16.7     8 40.0     2 33.3     7 35.0     3 50.0     5 25.0     6 100.0     20 100.0     
subvented staff 

h. Use of LSG reserve 2 28.6     8 36.4     2 28.6     8 36.4     3 42.9     6 27.3     7 100.0     22 100.0     
i. Use of Provident Fund (PF)  

reserve for subvented  
non-Snapshot Staff 

1 33.3     7 36.8     1 33.3     6 31.6     1 33.3     6 31.6     3 100.0     19 100.0     

j. Change in work condition  2 40.0 5 33.3 1 20.0 5 33.3 2 40.0 5 33.3 5 100.0     15 100.0     

k. Change in work performance  
appraisal system 2 50.0     5 33.3     1 25.0     5 33.3     1 25.0     5 33.3     4 100.0     15 100.0     
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e.  Preferred practice on frontline staff according to service users 

Preferred practice according to 
service users 

Size of organization 

Large Medium Small Total 

I. Front-line staff 

Decision 
making Consultation 

 
Decision 
making Consultation 

 
Decision 
making Consultation 

 
Decision 
making Consultation 

    
 Kinds of involvement Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a. Change of salary structure, 

5 26.3 18 36.0     6 31.6     14 28.0     8 42.1     18 36.0     19 100.0     50 100.0     remuneration package, fringe 
benefits and contribution of  
provident fund 

b. Change in resource allocation 6 24.0    18 36.7     7 28.0     12 24.5     12 48.0     19 38.8     25 100.0     49 100.0     
c. Development of new project 5 22.7     18 36.7 7 31.8     12 24.5 10 45.5     19 38.8 22 100.0     49 100.0     
d. Change in service delivery mode 6 26.1     19 35.8 7 30.4     14 26.4 10 43.5     20 37.7 23 100.0     53 100.0     
e. Monitoring of performance 

standard 6 35.3     14 29.2 5 29.4     14 29.2 6 35.3     20 41.6 17 100.0     48 100.0     

f. Service re-engineering 5 22.7     18 35.3 8 36.4     12 23.5 9 40.9     21 41.2 22 100.0     51 100.0     
g. Salary adjustment level for  6 37.5     16 33.3     3 18.8     14 29.2     7 43.8     18 37.5     16 100.0     48 100.0     

subvented staff 
h. Use of LSG reserve 7 33.3     16 37.2     5 23.8     10 23.3     9 42.9     17 39.5     21 100.0     43 100.0     
i. Use of Provident Fund (PF)  

reserve for subvented  
non-Snapshot Staff 

8 34.8     14 33.3     7 30.4     10 23.8     8 34.8     18 42.9     23 100.0     42 100.0     

j. Change in work condition 6 28.6     18 38.3     9 42.9     11 23.4     6 28.6     18 38.3     21 100.0     47 100.0     

k. Change in work performance  
appraisal system 7 43.8     19 38.8 5 31.2     11 22.4 4 25.0 19 38.8 16 100.0     49 100.0     
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 f.  Preferred practice on service users according to service users 

Preferred practice according to 
service users 

Size of organization 

Large Medium Small Total 

II. Service users 

Decision 
making Consultation 

 
Decision 
making Consultation 

 
Decision 
making Consultation 

 
Decision 
making Consultation 

    
 Kinds of involvement Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a. Change of salary structure, 

1 20.0     16 41.0     3 60.0     9 23.1     1 20.0     14 35.9     5 100.0     39 100.0     remuneration package, fringe 
benefits and contribution of  
provident fund 

b. Change in resource allocation 3 37.5     17 37.0     1 12.5     12 26.1     4 50.0     17 37.0     8 100.0     46 100.0     

c. Development of new project  1 25.0 21 35.6 2 50.0 15 25.4 1 25.0 23 39.0 4 100.0 59 100.0     

d. Change in service delivery mode 3 33.3 18 31.6 1 11.1 17 29.8 5 55.6 22 38.6 9 100.0 57 100.0     
e. Monitoring of service 

performance standard  4 33.3 18 32.7 4 33.3 16 29.0 4 33.3 21 38.2 12 100.0 55 100.0     

f. Service re-engineering 0 0.0 19 34.5 3 60.0 14 25.5 2 40.0 22 40.0 5 100.0 55 100.0     

g. Salary adjustment level for  0 0.0     11 34.4     2 40.0     11 34.4     3 60.0     10 31.3     5  
100.0 32 100.0     

subvented staff 
h. Use of LSG reserve 2 40.0     13 32.5     2 40.0     12 30.0     1 20.0     15 37.5     5 100.0 40 100.0     

i. Use of Provident Fund (PF) 
reserve for subvented  
non-Snapshot Staff 

1 20.0     8 27.6     3 60.0     11 37.9     1 20.0     10 34.5    5  
100.0 29 100.0    

j. Change in work condition 0 0.0     10 31.3 2 66.7 10 31.3 1 33.3 12 37.5 3 100.0 32 100.0     
k. Change in work performance  

appraisal system 0 0.0     10 31.3     2 50.0     11 34.4     2 50.0     11 34.4     4 100.0 32 100.0     
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5.12 Channel(s) for the board to communicate and receive feedback from stakeholders 

To be continued 
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Established channels (reported by CEOs) 

Kinds of channels 

Size of organization 

Large Medium 

Front-line 
staff Service users 

Social 
Welfare 
Department  

Public Front-line 
staff Service users 

Social 
Welfare 
Department  

Public 

Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a. Meeting 17 28.8   5 22.7 11 33.3   n.a. n.a. 23 39.0   10 45.5 12 36.4   n.a. n.a. 

b. Social gathering 13 31.0   12 26.7 n.a. n.a. n.a. n.a. 18 42.9 22 48.9 n.a. n.a. n.a. n.a. 
c. Email / platform on  
    internet  4 20.0   3 21.4 n.a. n.a. 7 23.3 6 30.0 3 21.4 n.a. n.a. 12 40.0 

d. Report n.a. n.a. n.a. n.a. 16 29.6 n.a. n.a. n.a. n.a. n.a. n.a. 23 42.6   n.a. n.a. 

e. Open forum n.a. n.a. n.a. n.a. n.a. n.a. 1 16.7 n.a. n.a. n.a. n.a. n.a. n.a. 3 50.0 

f. Notice board n.a. n.a. n.a. n.a. n.a. n.a. 10 28.6 n.a. n.a. n.a. n.a. n.a. n.a. 15 42.9 

g. Others 3 50.0   3 30.0 1 20.0 3 27.3 2 33.3 4 40.0 1 20.0   3 27.3 

Established channels (reported by CEOs) 

Kinds of channels 

Size of organization 

Small Total 

Front-line 
staff Service users 

Social 
Welfare 
Department 

Public Front-line 
staff Service users 

Social 
Welfare 
Department  

Public 

Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a. Meeting 19 32.2   7 31.8 10 30.3   n.a. n.a. 59 100.0   22 100.0   33 100.0   0 0.0   

b. Social gathering 11 26.2 11 24.4 n.a. n.a. n.a. n.a. 42 100.0   45 100.0   0 0.0   0 0.0   
c. Email / platform on  
    internet 10 50.0 8 57.1 n.a. n.a. 11 36.7 20 100.0   14 100.0   0 0.0   30 100.0   

d. Report n.a. n.a. n.a. n.a. 15 27.8   n.a. n.a. 0 100.0   0 100.0   54 100.0   0 0.0   

e. Open forum n.a. n.a. n.a. n.a. n.a. n.a. 2 33.3 0 100.0   0 100.0   0 0.0   6 100.0   

f. Notice board n.a. n.a. n.a. n.a. n.a. n.a. 10 28.6 0 100.0   0 100.0   0 0.0   35 100.0   

g. Others 1 16.7 3 30.0   3 60.0   5 45.5 6 100.0   10 100.0   5 100.0   11 100.0   
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Preferred channels from front-line staff                             

Kinds of channels 

Size of organization 

Large Medium 

Front-line 
staff Service users 

Social 
Welfare 
Department  

Public Front-line 
staff Service users 

Social 
Welfare 
Department  

Public 

Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a. Meeting 21 36.2 10 35.7 15 37.5 n.a. n.a. 18 31.0 9 32.1 12 30.0 n.a. n.a. 

b. Social gathering 10 32.3 16 35.6 n.a. n.a. n.a. n.a. 10 32.3 13 28.9 n.a. n.a. n.a. n.a. 
c. Email / platform on  
    internet  10 31.3 5 23.8 n.a. n.a. 13 29.5   12 37.5 10 47.6 n.a. n.a. 16 36.4   

d. Report n.a. n.a. n.a. n.a. 16 32.0 n.a. n.a. n.a. n.a. n.a. n.a. 17 34.0 n.a. n.a. 

e. Open forum n.a. n.a. n.a. n.a. n.a. n.a. 3 25.0   n.a. n.a. n.a. n.a. n.a. n.a. 4 33.3 
f. Notice board n.a. n.a. n.a. n.a. n.a. n.a. 11 30.6   n.a. n.a. n.a. n.a. n.a. n.a. 14 38.9 
g. Others 2 22.2 2 22.2 1 12.5   1 25.0   3 33.3 4 44.4 5 62.5   1 25.0 

To be continued 

166  



Preferred channels from front-line staff 

 Size of organization 

Kinds of channels 

Small Total 

Front-line 
staff Service users 

Social 
Welfare 
Department 

Public Front-line 
staff Service users 

Social 
Welfare 
Department  

Public 

Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a. Meeting 19 32.8 9 32.1 13 32.5 n.a. n.a. 58 100.0 28 100.0 40 100.0 0 0.0 

b. Social gathering 11 35.5 16 35.6 n.a. n.a. n.a. n.a. 31 100.0 45 100.0 0 0.0 0 0.0 
c. Email/platform on  
    internet 10 31.3 6 28.6 n.a. n.a. 15 34.1 32 100.0 21 100.0 0 0.0 44 100.0 

d. Report n.a. n.a. n.a. n.a. 17 34.0 n.a. n.a. 0 0.0 0 0.0 50 100.0 0 0.0 

e. Open forum n.a. n.a. n.a. n.a. n.a. n.a. 5 41.7   0 0.0 0 0.0 0 0.0 12 100.0 

f. Notice board n.a. n.a. n.a. n.a. n.a. n.a. 11 30.6   0 0.0 0 0.0 0 0.0 36 100.0 

g. Others 4 44.4 3 33.3 2 25.0 2 50.0   9 100.0 9 100.0 8 100.0 4 100.0 
 
 
Preferred channels from service users                             

 
 

Kinds of channels 

Size of organization 

Large Medium 

Front-line staff Service users Social Welfare 
Department  Public Front-line staff Service users Social Welfare 

Department  Public 

Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 
a. Meeting 17 29.8 14 40.0 12 29.3 n.a. n.a. 18 31.6 11 31.4 12 29.3 n.a. n.a. 
b. Social gathering 8 28.6 13 33.3 n.a. n.a. n.a. n.a. 10 35.7 10 25.6 n.a. n.a. n.a. n.a. 
c. Email / platform on  
    internet 6 33.3 11 37.9 n.a. n.a. 9 31.0 4 22.2 6 20.7 n.a. n.a. 9 31.0 

d. Report n.a. n.a. n.a. n.a. 14 35.0 n.a. n.a. n.a. n.a. n.a. n.a. 12 30.0 n.a. n.a. 
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e. Open forum n.a. n.a. n.a. n.a. n.a. n.a. 11 42.3 n.a. n.a. n.a. n.a. n.a. n.a. 5 19.2 
f. Notice board n.a. n.a. n.a. n.a. n.a. n.a. 6 24.0 n.a. n.a. n.a. n.a. n.a. n.a. 8 32.0 
g. Others 1 50.0 3 60.0   0 0.0   2 100.0 0 0.0   0 0.0   0 0.0   0 0.0 
Preferred channels from service users 

 
Kinds of channels 

Size of organization 

Small Total 

Front-line staff Service users Social Welfare 
Department  Public Front-line staff Service users Social Welfare 

Department  Public 

Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a. Meeting 22 38.6 10 28.6 17 41.5 n.a. n.a. 57 100.0 35 100.0 41 100.0 0 0.0 

b. Social gathering 10 35.7 16 41.0 n.a. n.a. n.a. n.a. 28 100.0 39 100.0 0 0.0 0 00.0 
c. Email/platform on  
    internet 8 44.4 12 41.4 n.a. n.a. 11 37.9 18 100.0 29 100.0 0 0.0 29 100.0 

d. Report n.a. n.a. n.a. n.a. 14 35.0   n.a. n.a. 0 0.0 0 0.0 40 100.0 0 0.0 

e. Open forum n.a. n.a. n.a. n.a. n.a. n.a. 10 38.5 0 0.0 0 0.0 0 0.0 26 100.0 

f. Notice board n.a. n.a. n.a. n.a. n.a. n.a. 11 44.0 0 0.0 0 0.0 0 0.0 25 100.0 

g. Others 1 50.0 2 40.0   0 0.0   0 0.0   2 100.0 5 100.0 0 0.0 2 100.0 
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5.13 Management policy (ies) or procedure (s) to ensure the integrity of the governing board and senior management 

Management policy (ies) or procedure (s)  

Size of organization 

Large Medium Small Total 

Fq %   Fq %   Fq %   Fq %   

Current policies or procedures adopted according to CEOs’ 

a. Policy on declaration of conflicts of interest for board, committee and staff 19 31.7   22 36.7   19 31.7   60 100.0   

b. Formulation of rules and procedures for board and committee meetings 16 36.4   18 40.9   10 22.7   44 100.0   

c. Decision by vote 16 35.6   16 35.6   13 28.9   45 100.9   

d. Rotation of posts in board and committees   12 48.0   6 24.0   7 28.0   25 100.0   

e. Establishment of complaint mechanism 18 33.3   21 38.9   15 27.8   54 100.0   
f. Disclose information regarding organization’s operation in website and annual 

report   20 36.4   19 34.5   16 29.1   55 100.0   

Preferred policies or procedures suggested by front-line staff 

a. Policy on declaration of conflicts of interest for board, committee and staff 21 38.9   18 33.3   15 27.8   54 100.0   

b. Formulation of rules and procedures for board and committee meetings 17 40.5   13 31.0   12 28.6   42 100.0   

c. Decision by vote 10 37.0   8 29.6   9 33.3   27 100.0   

d. Rotation of posts in board and committees   11 39.3   10 35.7   7 25.0   28 100.0   

e. Establishment of complaint mechanism 18 37.5   17 35.4   13 27.1   48 100.0   
f. Disclose information regarding organization’s operation in website and annual 

report   8 26.7   13 43.3   9 30.0   30 100.0   

g. Ethical guidelines  23 46.0   13 26.0   14 28.0   50 100.0   
h. Others, e.g. SWD participation, personal integrity check, public consultation 

meeting 1 33.3   1 33.3   1 33.3   3 100.0   

To be continued 
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Management policy (ies) or procedure (s)  

Size of organization 

Large Medium Small Total 

Fq %   Fq %   Fq %   Fq %   
 
Preferred policies or procedures suggested by service users 

a. Policy on declaration of conflict of interest for board, committee and staff 16 35.6   13 28.9   16 35.6   45 100.0   

b. Formulation of rules and procedures for board and committee meetings 14 38.9   9 25.0   13 36.1   36 100.0   

c. Decision by vote 12 31.6   12 31.6   14 36.8   38 100.0   

d. Rotation of posts in board and committees   9 42.9   4 19.0   8 38.1   21 25.3   

e. Establishment of complaint mechanism 17 30.9   16 29.1   22 40.0   55 100.0   
f. Disclose information regarding organization’s operation in website and annual 

report   9 27.3   9 27.3   15 45.5   33 100.0   

g. Ethical guidelines  17 37.0   12 26.1   17 37.0   46 100.0   
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5.14 Sources of feedback for continuous improvement of board governance and accountability 

 
Sources of feedback 

Size of organization 

Large Medium Small Total 

Preferred 
sources by 
front-line staff 

Preferred 
sources by 
service users 

Preferred 
sources by 
front-line staff 

Preferred 
sources by 
service users   

Preferred 
sources by 
front-line staff 

Preferred 
sources by 
service users   

Preferred 
sources by 
front-line staff 

Preferred 
sources by 
service users   

Fq %   Fq  %  Fq %   Fq %   Fq %   Fq  %  Fq 5   Fq %   
a. Senior  

management 18 41.9   13 34.2 13 30.2   11 29.0 12 27.9   14 36.8 43 100.0   38 100.0   

b. Staff 24 40.7   16 30.8 18 30.5   17 32.7 17 28.8   19 36.5 59 100.0   52 100.0   

c. Service users 18 38.3   17 31.5 14 29.8   17 31.5 15 31.9 20 37.0 47 100.0   54 100.0   

d. Social Welfare  
Department 6 22.2   11 36.7 10 37.0 10 33.3 11 40.7 9 30.0 27 100.0 30 100.0 

e. Public 5 27.8   8 38.1 7 38.9 7 33.3 6 33.3 6 28.6 18 100.0 21 100.0 

f. Board’ self 
evaluation 8 25.8   13 39.4 12 38.7 7 21.2 11 35.5 13 39.4 31 100.0 33 100.0 

g. Others 1 50.0   1 100.0 1 50.0   0 0.0   0 0.0   0 0.0   2 100.0   1 100.0   
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5.15 Practices in handling complaint from service users 
 
Current strategies used according to CEOs 
 

Size of organisation 

 
 

Large Medium Small Total 

Fq % Fq % Fq % Fq % 
a. All complaint, appeal and grievance handling channels are made known to 

stakeholders   19 33.9 22 39.3 15 26.8 56 100.0 

b. Management level is being informed  20 33.3 21 35.0 19 31.7 60 100.0 
c. Assign staff with appropriate grade to investigate 21 32.3 23 35.4 21 32.3 65 100.0 
d. The whole process is kept confidential 21 33.3 24 38.1 18 28.6 63 100.0 
e. Follow the procedure strictly 21 35.0 22 36.7 17 28.3 60 100.0 
f. Keep complainant informed of the progress 20 35.1 22 38.6 15 26.3 57 100.0 
g. Involve independent/impartial body  9 36.0 7 28.0 9 36.0 25 100.0 
h. Regularly collate and analyze the cases of complaint, appeal and grievance for  

improvement 15 36.6 13 31.7 13 31.7 41 100.0 

i. Produce and submit reports  20 36.4 21 38.2 14 25.5 55 100.0 
 
Preferred strategies according to the front-line staff 
 
a. All complaint, appeal and grievance handling channels are made known to 

stakeholders   21 37.5 15 26.8 20 35.7 56 100.0 

b. Management level is being informed  17 39.5 12 27.9 14 32.6 43 100.0 
c. Assign staff with appropriate grade to investigate 20 40.0 13 26.0 17 34.0 50 100.0 
d. The whole process is kept confidential 20 40.8 15 30.6 14 28.6 49 100.0 
e. Follow the procedure strictly 23 40.4 17 29.8 17 29.8 57 100.0 
f. Keep complainant informed of the progress 23 40.4 17 29.8 17 29.8 57 100.0 
g. Involve independent/impartial body  13 36.1 12 33.3 11 30.6 36 100.0 
h. Regularly collate and analyze the cases of complaint, appeal and grievance for 

improvement 20 43.5 15 32.6 11 23.9 46 100.0 

i. Produce and submit reports  20 40.8 14 28.6 15 30.6 49 100.0 
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5.16   Recommendations from service users as regard to who should be involved in handling complaints from service users 

Persons involved 
Size of organization 

Large Medium Small Total 
Fq % Fq % Fq % Fq % 

a.     Peer colleague 10 27.8 10 27.8 16 44.4 36 100.0 
b.    Staff representative  10 23.8 14 33.3 18 42.9 42 100.0 
c.     Superior 15 35.7 12 28.6 15 35.7 42 100.0 
d.    CEO 14 42.4 8 24.2 11 33.3 33 100.0 
e.     Committee member 16 42.1 11 29.0 11 29.0 38 100.0 
f.     Board member      11 29.7 10 27.0 16 43.2 37 100.0 
g.    Service user representative 14 38.9 7 19.4 15 41.7 36 100.0 
h.    Others 0 0.0 1 100.0 0 0.00 1 100.0 

 
 
5.17 Top three desirable principles for governance and accountability irrespective of actual practice of such principles or not 

 
Desirable principles 

Size of organization 
Large Medium Small Total 

CEOs Front-line 
staff CEOs Front-line 

staff CEOs Front-line 
staff CEOs Front-line 

staff 
Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a. Transparency 13 30.2 16 37.2 14 32.6 14 32.6 16 37.2 13 30.2 43 100.0 43 100.0 
b. Accountability 13 41.9 10 43.5 9 29.0 8 34.8 9 29.0 5 21.7 31 100.0 23 100.0 
c. Integrity 4 26.7 7 43.8 6 40.0 6 37.5 5 33.3 3 18.8 15 100.0 16 100.0 
d. Legitimacy 13 33.3 9 34.6 14 35.9 10 38.5 12 30.8 7 26.9 39 100.0 26 100.0 
e. Self regulation 1 9.1 1 12.5 6 54.6 3 37.5 4 36.4 4 50.0 11 100.0 8 100.0 
f. Participation 2 18.2 3 23.1 7 63.6 4 30.8 2 18.2 6 46.2 11 100.0 13 100.0 
g. Credibility 4 33.3 6 31.6 4 33.3 4 21.1 4 33.3 9 47.4 12 100.0 19 100.0 
h. Fairness 12 31.6 19 38.8 12 31.6 14 28.6 14 36.8 16 32.7 38 100.0 49 100.0 
i. Others 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 1 100.0 0 0.0 1 100.0 
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5.18 Top five best practices in board’s governance and accountability  

                                   Items 

Size of organization 
Large Medium Small Total 

CEOs Front-line 
staff CEOs Front-line 

staff CEOs Front-line 
staff CEOs Front-line 

staff 
Fq %   Fq %   Fq %   Fq %   Fq %   Fq %   Fq %   Fq %   

a. Being clear about the organization’s 
goal(s) 14 31.8 14 34.2 15 34.1 13 31.7 15 34.1 14 34.2 44 100.0 41 100.0 

b. Being clear about the roles and 
responsibilities required of the board and 
CEO 

8 29.6 8 34.8 10 37.0 7 30.4 9 33.3 8 34.8 27 100.0 23 100.0 

c. Able to carry out its roles and 
responsibilities in an efficient and 
effective manner 

7 24.1 5 25.0 11 37.9 7 35.0 11 37.9 8 40.0 29 100.0 20 100.0 

d. Have a good mix of knowledge, skills and  
experiences of board members 9 39.1 8 38.1 7 30.4 4 19.1 7 30.4 9 42.9 23 100.0 21 100.0 

e. Develop the governance capability of the 
board 1 20.0 3 30.0 0 0.0 4 40.0 4 80.0 3 30.0 5 100.0 10 100.0 

f. Being accountable to stakeholders 2 18.2 3 37.5 5 45.5 4 50.0 4 36.4 1 12.5 11 100.0 8 100.0 
g. Monitor work performance measures 

according to goals set and compare this 
with relevant organizations 

2 50.0 1 25.0 1 25.0 2 50.0 1 25.0 1 25.0 4 100.0 4 100.0 

h. Contribute to, approve and evaluate  
organizational mission and goals 4 40.0 7 46.7 2 20.0 5 33.3 4 40.0 3 20.0 10 100.0 15 100.0 

i. Contribute to, approve, monitor and 
evaluate core business plans and 
strategies developed by management 

8 57.1 5 45.5 2 14.3 5 45.5 4 28.6 1 9.1 14 100.0 11 100.0 

j. Recruit, support, and appraise the CEO 2 50.0 3 42.9 1 25.0 3 42.9 1 25.0 1 14.3 4 100.0 7 100.0 
k. Ensure that stewardship mechanisms, 

such as internal control, public reporting, 
compliance,etc. are in place 

9 29.0 8 36.4 15 48.4 5 22.7 7 22.6 9 40.9 31 100.0 22 100.0 

l. Enhance the credibility of the 
organization 3 23.1 1 11.1 4 30.8 4 44.4 6 46.2 4 44.4 13 100.0 9 100.0 

m. Follow procedures and rules for decision  
Making 9 36.0 5 33.3 9 36.0 6 40.0 7 28.0 4 26.7 

25 
100.0 15 100.0 
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n. Have succession plans for CEO/senior  
management 2 50.0 1 14.3 1 25.0 1 14.3 1 25.0 5 71.4 4 100.0 7 100.0 

o. Being transparent, and making 
information  
available upon request 

1 7.7 1 11.1 6 46.2 3 33.3 6 46.2 5 55.6 13 100.0 9 100.0 

p. Able to act ethically 15 34.9 9 36.0 16 37.2 9 36.0 12 27.9 7 28.0 43 100.0 25 100.0 
q. Others 0 0.0 0 0.0   0 0.0 0 0.0   0 0.0 1 100.0   0 0.0   1 100.0 

 
 
5.19  Top five areas for improvement in board’s governance and accountability 

  
Items 

Size of organization 
Large Medium Small Total 

CEOs Front-line 
staff CEOs Front-line 

staff CEOs Front-line 
staff CEOs Front-line 

staff 

Fq %   Fq %   Fq %   Fq %   Fq %   Fq %   Fq % Fq %   

a. Being clear about the 
organization’s goal(s) 0 0.0   2 33.3 4 66.7 1 16.7 2 33.3 3 50.0 6 100.0 6 100.0 

b. Being clear about the roles 
and responsibilities 
required of the board and 
CEO 

4 30.8 3 33.3 6 46.2 2 22.2 3 23.1 4 44.4 13 100.0 9 100.0 

c. Able to carry out its roles 
and responsibilities in an 
efficient and effective 
manner 

4 40.0 5 38.5 4 40.0 3 23.1 2 20.0 5 38.5 10 100.0 13 100.0 

d. Have a good mix of 
knowledge, skills and 
experiences of board 
members 

4 17.4 7 41.2 10 43.5 2 11.8 9 39.1 8 47.1 23 100.0 17 100.0 

e. Develop the governance 
capability of the board 9 33.3 9 37.5 12 44.4 8 33.3 6 22.2 7 29.2 27 100.0 24 100.0 

f. Being accountable to 
stakeholders 6 30.0 7 35.0 7 35.0 5 25.0 7 35.0 8 40.0 20 100.0 20 100.0 

g. Monitor work performance 
measures according to goals 8 36.4 7 38.9 10 45.5 4 22.2 4 18.2 7 38.9 22 100.0 18 100.0 
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set and compare this with 
relevant organizations 

h. Contribute to, approve and 
evaluate organizational 
mission and goals 

2 20.0 3 30.0 3 30.0 0 0.0 5 50.0 7 70.0 10 100.0 10 100.0 

i. Contribute to, approve, 
monitor and evaluate core 
business plans and 
strategies developed by 
management 

1 14.3 4 26.7 3 42.9 5 33.3 3 42.9. 6 40.0 
 
 

7 
100.0 15 100.0 

j. Recruit, support, and 
appraise the CEO 3 30.0 5 38.5 3 30.0 3 23.1 4 40.0 5 38.5 10 100.0 13 100.0 

k. Ensure that stewardship 
mechanisms, such 

        as internal control, public 
reporting, compliance, etc. 
are in place 

0 0.00 3 30.0 2 25.0 1 10.0 6 75.0 6 60.0 8 100.0 10 100.0 

l. Enhance the credibility of 
the organization 7 46.7 7 38.9 2 13.3 4 22.2 6 40.0 7 38.9 15 100.0 18 100.0 

m. Follow procedures and 
rules for decision making 1 33.3 1 20.0 0 0.0 1 20.0 2 66.7 3 60.0 3 100.0 5 100.0 

n. Have succession plans for 
CEO/senior management 7 28.0 6 30.0 9 36.0 7 35.0 9 36.0 7 35.0 25 100.0 20 100.0 

o. Being transparent, and 
making information 
available upon request 

6 66.7 7 36.8 1 11.1 5 26.3 2 22.2 7 36.8 9 100.0 19 100.0 

p. Able to act ethically 1 50.0 1 20.0 0 0.0   2 40.0 1 50.0 2 40.0 2 100.0 5 100.0 

q. Others 1 100.0 1 100.0 0 0.0   0 0.0   0 0.0   0 0.0   1 100.0 1 100.0 
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Financial Management 
 
 

6.1 Use and allocation of LSG reserve in 2010-11 

Use and allocation 
of LSG reserve 

Size of organization 

Large Medium Small Total 

Current 
practice 
according 
to CEOs 

Practice 
suggested by  
front-line staff 

Current 
practice 
according 
to CEOs 

Practice 
suggested by  
front-line staff 

Current 
practice 
according 
to CEOs 

Practice 
suggested by  
front-line staff 

Current 
practice 
according 
to CEOs 

Practice 
suggested by  
front-line staff 

Fq(%) % Fq(%) % Fq(%) % Fq(%) % Fq(%) %  Fq(%) % Fq% (%) Fr % 

a. LSG reserve 
should be used, 
and in the  

      following ways: 

18 
(85.7) 39.1   22 

(88.0) 42.3   14 
(63.6) 30.4   16 

(84.2) 30.8   14 
(82.4) 30.4             14 

(77.8) 
26.9 

 
46 

(76.7)   
100.0 

 
52 

(83.9)   100.0 

i. FSA related 
activities  

11 
(52.4) 36.7   7 

(28.0) 46.7   11 
(50.0) 36.7   3 

(15.8) 20.0   8 
(47.1) 26.7      5 

(27.8) 
33.3 

 
30 

(50.0)   100.0 15 
(24.2)   100.0 

ii. Staff training 
and 
development 

11 
(52.4) 44.0   11 

(44.0) 45.8 6 
(27.3) 24.0 8 

(42.1) 33.3 8 
(47.1) 32.0    5 

(27.8) 
20.8 

 
25 

(41.7) 
 

100.0 
24 

(38.7)   100.0 

iii. Service 
development 

7 
(33.3) 46.7   12 

(48.0) 37.5 3 
(13.6) 20.0 9 

(47.4) 28.1 5 
(29.4) 33.3   11 

(61.1) 
34.4 

 
15 

(25.0) 
100.0 

 
32 

(51.6)   100.0 

iv. Procurement 
/enhancement 
of facilities or 
equipments 

7 
(33.3) 35.0   7 

(28.0) 38.9 8 
(36.4) 40.0 4 

(21.1) 22.2 5 
(29.4) 25.0    7 

(38.9) 
38.9 

 

20 
(33.3) 

 

100.0 
 

18 
(29.0)   100.0 

v. Salary 
increment/ 
adjustment 

15 
(71.5) 46.9   16 

(64.0) 44.4 10 
(45.5) 31.3 11 

(57.9) 30.6 7 
(41.2) 21.9   9 

(50.0) 
25.0 

 
32 

(53.3) 100.0 36 
(58.1)   100.0 

vi. Capital 
acquisition 

0 
(0.0) 0.0   0 

(0.0) 0.0 0 
(0.0) 0.0 

 
1 

(5.3) 
50.0 0 

(0.0) 0.0   1 
(5.6) 

50.0 
 

0 
(0.0) 

100.0 
 

2 
(3.2)  100.0 

vii. Others 2 
(9.5) 33.3   1 

(4.0) 50.0 2 
(9.1) 33.3 1 

(5.3) 50.0 2 
(11.8) 33.3   0 

(0.0) 0.0 6 
(10.0) 

100.0 2 
(3.2)   100.0 
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b. LSG reserve 
should not be    
used 

3 
(14.3) 21.4   3 

(12.0) 30.0   8 
(36.4) 57.1   3 

(15.8) 30.0   3 
(17.7) 21.4   4 

(22.2) 40.0 14 
(23.3)   100.0 10 

(16.1)   
100.0 

 

Total 21 
(100.0) 35.0   25 

(100.0) 40.3   22 
(100.0) 36.7   19 

(100.0) 30.7   17 
(100.0) 28.3   18 

(100.0) 29.0 60 
(100.0)   100.0 62 

(100.0)   100.0 
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 6.2    Allocation of PF reserve in 2009-10  
Size of organization 

Allocation of PF 
reserve 

 Large Medium Small Total 
Current 
practice 
accoring to 
CEOs 

Practice 
suggested by 
front- 
line staff 

Current 
practice 
accoring to 
CEOs 

Practice 
suggested by 
front- 
line staff 

Current 
practice 
accoring to 
CEOs 

Practice 
suggested by 
front- 
line staff 

Current 
practice 
accoring to 
CEOs 

Practice 
suggested by 
front- 
line staff 

Fq 
(%) % Fq 

(%) % Fq 
(%) % Fq 

(%) % Fq 
(%) % Fq 

(%) % Fq 
(%) % Fq 

(%) % 

a. Yes 12 
(57.1) 57.1   n.a. n.a. 5 

(21.7) 23.8   n.a. n.a. 4 
(21.1) 19.1   n.a. n.a. 21 

(33.3) 100.0   n.a. n.a. 

i. Increase in the 
percentage of  

   employer’s MPF 
contribution 

9 
(42.9) 52.9   18 

(78.3) 54.5   4 
(17.4) 23.5   7 

(38.9) 21.2   4 
(21.1) 23.5  8 

(38.1) 24.2   17 
(27.0) 100.0   33 

(53.2) 100.0   

ii.As an one-off 
lump sum basis to 
the MPF account 

4 
(19.0) 66.7   3 

(13.0) 15.8   1 
(4.4) 16.7   7 

(38.9) 36.8   1 
(5.3) 16.7   9 

(42.9) 47.4   6 
(9.5) 100.0   19 

(30.7) 100.0 

b. No 8 
(38.1) 22.9   n.a. n.a. 16 

(69.6) 45.7   n.a. n.a. 11 
(57.9) 31.4   n.a. n.a. 35 

(55.6) 100.0   n.a. n.a. 

c. No reserve 1 
(4.8) 14.3   n.a. n.a. 2 

(8.7) 28.6   n.a. n.a. 4 
(21.1) 57.1   n.a. n.a. 7 

(11.1) 100.0   n.a. n.a. 

d. Others n.a. n.a. 2 
(8.7) 20.0   n.a. n.a. 4 

(22.2) 40.0 n.a. n.a. 4 
(19.1) 40.0 0 0.0   10 

(16.1) 100.0   

Total 21 
(100.0) 100.0 23 

(100.0) 100.0 23 
(100.0) 100.0 18 

(100.0) 100.0 19 
(100.0) 100.0 21 

(100.0) 100.0   63 
(100.0) 100.0   62 

(100.0) 100.0 

 
 

• It should be noted that the total for CEO equals to “a. Yes” plus “b. No” plus “c” and “d”, since they are asked in what ways the reserve has been       
allocated, while for front line staff, the total is just equal to “i” plus “ii” and “d”, since they are asked to express their preference in the way of reserve 
allocation without asking them to tell how the reserve is allocated.   
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6.3   Three most important principles of financial management irrespective of actual adoption of such practices or not 

 Principle items 

Size of organization 

Large Medium Small Total 

CEOs Front-line staff CEOs Front-line staff CEOs Front-line staff CEOs Front-line staff 

Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a. Transparency  5 22.7 9 39.1 6 27.3 8 34.8 11 50.0 6 26.1 22 100.0 23 100.0 

b. Accountability  8 50.0 4 36.4 3 18.8 4 36.4 5 31.3 3 27.3 16 100.0 11 100.0 

c. Cost effectiveness 11 33.3 15 44.1 12 36.4 10 29.4 10 30.3 9 26.5 33 100.0 34 100.0 

d. Efficiency   4 36.4 4 33.3 3 27.3 2 16.7 4 36.4 6 50.0 11 100.0 12 100.0 

e. Compliance 10 31.3 10 29.4 15 46.9 11 32.4 7 21.9 13 38.2 32 100.0 34 100.0 

f. Flexibility 1 7.2 12 57.1 7 50.0 3 14.3 6 42.9 6 28.6 14 100.0 21 100.0 

g. Equity / fairness  4 23.5 3 14.3 6 35.3 11 52.4 7 41.2 7 33.3 17 100.0 21 100.0 

h. Entrepreneurship  1 33.3 2 40.0 1 33.3 0 0.0 1 33.3 3 60.0 3 100.0 5 100.0 

i. Sustainability  10 41.7 6 33.3 8 33.3 7 38.9 6 25.0 5 27.8 24 100.0 18 100.0 

j. Balanced budget          8 32.0 9 36.0 9 36.0 9 36.0 8 32.0 7 28.0 25 100.0 25 100.0 

k. Others 0 0.0   0 0.0   0 0.0   1 100.0   0 0.0   0 0.0   0 0.0 1 100.0 
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6.4   Top five best practices in financial management     

 
Items 

 

Size of organization 
Large Medium Small Total 

Views from 
CEOs 

Views from 
front-line 
staff 

Views from 
CEOs 

Views from  
front-line 
staff 

Views from 
CEOs 

Views from  
front-line 
staff 

Views from 
CEOs 

Views from  
front-line 
staff 

Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 
a. Financial planning 7 24.1 6 30.0 14 48.3 7 35.0 8 27.6 7 35.0 29 100.0 20 100.0 
b. Financial analysis 12 38.7 4 30.8 14 45.2 5 38.5 5 16.1 4 30.8 31 100.0 13 100.0 
c. Use of LSG reserve 8 50.0 2 28.6 3 18.8 4 57.1 5 31.3 1 14.3 16 100.0 7 100.0 
d. Use of PF reserve for non-

Snapshot Staff 3 50.0 2 66.7 1 16.7 1 33.3 2 33.3 0 0.0 6 100.0 3 100.0 

e. Implementation of policy on 
conflicts of interest 11 35.5 13 52.0 7 22.6 5 20.0 13 41.9 7 28.0 31 100.0 25 100.0 

f. Internal control 13 30.2 16 41.0 18 41.9 12 30.8 12 27.9 11 28.2 43 100.0 39 100.0 
g. Flexible resources allocation 

to meet needs 7 28.0 11 42.3 10 40.0 7 26.8 8 32.0 8 30.8 25 100.0 26 100.0 

h. Purchasing practices, e.g. 
tender, central purchase 8 23.5 8 27.6 15 44.1 9 31.0 11 32.4 12 41.4 34 100.0 29 100.0 

i. Prevention of corruption and 
embezzlement 10 41.7 11 37.9 8 33.3 9 31.0 6 25.0 9 31.0 24 100.0 29 100.0 

j. Financial risk management 2 50.0 3 27.3 1 25.0 3 27.3 1 25.0 5 45.5 4 100.0 11 100.0 
k. Financial reporting 10 27.0 6 21.4 15 40.5 10 35.7 12 32.4 12 42.9 37 100.0 28 100.0 
l. Disclosure of financial 

information 1 9.1 6 46.2 5 45.5 3 23.1 5 45.5 4 30.8 11 100.0 13 100.0 
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6.5   Top five areas for improvement in financial management 

Items 

Size of organization 

Large Medium Small Total 

Views from 
CEOs 

Views from 
front-line 
staff 

Views from 
CEOs 

Views from 
front-line 
staff 

Views from 
CEOs 

Views from 
front-line 
staff 

Views from 
CEOs 

Views from  
front-line 
staff 

Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 
a. Financial planning 6 37.5 4 30.8 6 37.5 3 23.1 4 25.0 6 46.2 16 100.0 13 100.0 
b. Financial analysis 4 19.1 8 32.0 7 33.3 7 28.0 10 47.6 10 40.0 21 100.0 25 100.0 
c. Use of LSG reserve 4 23.5 9 36.0 6 35.3 5 20.0 7 41.2 11 44.0 17 100.0 25 100.0 
d. Use of PF reserve for non-

snapshot staff 9 33.3 6 26.1 11 40.7 7 30.4 7 25.9 10 43.5 27 100.0 23 100.0 

e. Implementation of policy on 
conflict of interest 2 25.0 2 25.0 5 62.5 2 25.0 1 12.5 4 50.0 8 100.0 8 100.0 

f. Internal control 4 50.0 2 33.3 1 12.5 1 16.7 3 37.5 3 50.0 8 100.0 6 100.0 
g. Flexible resources allocation to 

meet needs 4 30.8 5 27.8 4 30.8 6 33.3 5 38.5 7 38.9 13 100.0 18 100.0 

h. Purchasing practices, e.g. tender, 
central purchase 2 33.3 5 55.6 1 16.7 2 22.2 3 50.0 2 22.2 6 100.0 9 100.0 

i. Prevention of corruption and 
embezzlement 1 25.0 1 33.3 2 50.0 0 0.0 1 25.0 2 66.7 4 100.0 3 100.0 

j. Financial risk management 6 18.2 9 45.0 14 42.4 8 40.0 13 39.4 3 15.0 33 100.0 20 100.0 
k. Financial reporting 3 37.5 4 50.0 1 12.5 1 12.5 4 50.0 3 37.5 8 100.0 8 100.0 
l. Disclosure of financial 

information 4 44.4 9 45.0 2 22.2 5 25.0 3 33.3 6 30.0 9 100.0 20 100.0 
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7.  Human Resources Management 
 

7.1  Channel(s) through which various stakeholders know the salary structure, salary and fringe benefits under LSG  
 

Size of organisation  
Currently used channel according to CEOs  

 

Large Medium  

Annual report  
 

Staff manual Disclose 
when 
requested  

Others Annual report Staff manual Disclose 
when 
requested  

Others 

Channels Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a. Staff 2 14.3 13 31.7 9 25.7 3 33.3 5 35.7 13 31.7 17 48.6 3 33.3 
b. Social Welfare 

Department 4 21.1 n.a. n.a. 13 28.9 3 50.0 7 36.8 n.a. n.a. 18 40.0 1 16.7 

c. Service user 4 28.6 n.a. n.a. 8 23.5 1 20.0 5 35.7 n.a. n.a. 13 38.2 1 20.0 

d. Public 4 26.7 n.a. n.a. 7 22.6 2 40.0 6 40.0 n.a. n.a. 13 41.9 1 20.0 

Preferred channel(s) suggested by front-line staff 
Channels  Fq %   Fq %   Fq %   Fq %   Fq %   Fq %   Fq %   Fq %   

a. Staff 8 33.3 19 38.0 11 45.8 n.a. n.a. 6 25.0 15 30.0 5 20.8 1 100.0 
b. Social Welfare 

Department 10 31.3 n.a. n.a. 17 44.7 n.a. n.a. 12 37.5 n.a. n.a. 8 21.1 n.a. n.a. 

c. Service user 8 38.1 n.a. n.a. 12 41.4 n.a. n.a. 6 28.6 n.a. n.a. 6 20.7 n.a. n.a. 

d. Public 10 52.6 n.a. n.a. 10 43.5 n.a. n.a. 4 21.1 n.a. n.a. 7 30.4 n.a. n.a. 

Preferred channel(s) suggested by service users 

 Channels  Fq %   Fq %   Fq %   Fq %   Fq %   Fq %   Fq %   Fq %   

a. Staff 8 25.0 12 35.3 7 31.8 1 100.0 11 34.4 9 26.5 5 22.7 0 0.0   
b. Social Welfare 

Department 12 30.8 n.a. n.a. 9 33.3 0 0.0   13 33.3 n.a. n.a. 7 25.9 0 0.0   

c. Service user 11 39.3 n.a. n.a. 9 31.0 0 0.0   9 32.1 n.a. n.a. 8 27.6 1 100.0 

d. Public 8 32.0 n.a. n.a. 4 22.2 0 0.0   8 32.0 n.a. n.a. 6 33.3 1 100.0 
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Size of organisation 

 Small Total 

Channels 
Annual report Staff manual Disclose when 

requested  
Others Annual 

report 
Staff manual Disclose when 

requested  
Others 

 Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

Currently used channels according to CEOs 
a. Staff 7 50.0 15 36.6 9 25.7 3 33.3 14 100.0 41 100.0 35 100.0 9 100.0 
b. Social Welfare 

Department 8 42.1 n.a. n.a 14 31.1 2 33.3 19 100.0 n.a. n.a. 45 100.0 6 100.0 

c. Service user 5 35.7 n.a. n.a. 13 38.2 3 60.0 14 100.0 n.a. n.a. 34 100.0 5 100.0 
d. Public 5 33.3 n.a. n.a. 11 35.5 2 40.0 15 100.0 n.a. n.a. 31 100.0 5 100.0 
Preferred channel(s) suggested by front-line staff 
a. Staff 10 41.7 16 32.0 8 33.3 0 0.0 24 100.0 50 100.0 24 100.0 1 100.0 

b. Social Welfare 
Department 10 31.3 n.a. n.a. 13 34.2 0 0.0 32 100.0 n.a. n.a. 38 100.0 0 0.0 

c. Service user 7 33.3 n.a. n.a. 11 37.9 0 0.0 21 100.0 n.a. n.a. 29 100.0 0 0.0 
d. Public 5 26.3 n.a. n.a. 6 26.1 0 0.0 19 100.0 n.a. n.a 23 100.0 0 0.0 
Preferred channel(s)  suggested by service users 
a. Staff 13 40.6 13 38.2 10 45.5 0 0.0 32 100.0 34 100.0 22 100.0 1 100.0 
b. Social Welfare 

Department 14 35.9 n.a. n.a. 11 40.7 0 0.0 39 100.0 n.a. n.a. 27 100.0 0 0.0 

c. Service user 8 28.6 n.a. n.a. 12 41.4 0 0.0 28 100.0 n.a. n.a. 29 100.0 1 100.0 
d. Public 9 36.0 n.a. n.a. 8 44.4 0 0.0 25 100.0 n.a. n.a. 18 100.0 1 100.0 
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7.2   Salary structure of Snapshot Staff  

Principles 

Size of organization 

Large Medium Small Total 
Fq 
(%) % Fq 

(%) % Fq 
(%) % Fq 

(%) % 

a. All follow Government pay scale (GPS)   9 
(45.0) 25.0   15 

(60.0) 41.7   12 
(54.5) 33.3   36 

(53.7) 100.0   

b. Partly follow GPS   8 
(40.0) 53.3   4 

(16.0) 26.7   3 
(13.6) 20.0   15 

(22.4) 100.0   

c. Different from GPS 2 
(10.0) 25.0   4 

(16.0) 50.0   2 
(9.1) 25.0   8 

(11.9) 100.0   

d. Not applicable 1 
(5.0) 12.5   2 

(8.0) 25.0   5 
(22.7) 62.5   8 

(11.9) 100.0   

Total 20 
(100.0) 29.9   25 

(100.0) 37.3   22 
(100.0) 32.8   67 

(100.0) 100.0   

 
 
 

 7.3   Salary structure of subvented non-Snapshot Staff  

Principles 

Size of organization 
Large Medium Small Total 

Fq 
(%) % Fq 

(%) % Fq 
(%) % Fq 

(%) % 

a. All follow Government pay scale (GPS)   3 
(15.0) 42.9 2 

(8.3) 28.6 2 
(9.5) 28.6 7 

(10.8) 100.0 

b. Partly follow GPS 12 
(60.0) 35.3 16 

(66.7) 47.1 6 
(28.6) 17.7 34 

(52.3) 100.0 

c. Different from GPS 5 
(25.0) 20.8 6 

(25.0) 25.0 13 
(61.9) 54.2 24 

(36.9) 100.0 

d. Not applicable 0 
(0.0) 0.0   0 

(0.0) 0.0   0 
(0.0) 0.0   0 

(0.0) 100.0 

Total 20 
(100.0) 30.8 24 

(100.0) 36.9 21 
(100.0) 32.3 65 

(100.0) 100.0 
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7.4   Allocation of additional funding arising from civil service pay adjustment 

 Current strategies used according to CEOs 

Size of organization 

Large Medium Small Total 

Fq % Fq % Fq % Fq % 

a. Salary adjustment for current Snapshot Staff 19 35.2 22 40.7 13 24.1 54 100.0 

b. Salary adjustment for current subvented non-Snapshot Staff 15 32.6 20 43.5 11 23.9 46 100.0 

c. Salary adjustment for terminated snapshot staff for the last year 7 41.2 9 52.9 1 5.9 17 100.0 
d.     Salary adjustment for terminated subvented non-Snapshot Staff for 

    the last year  5 35.7 6 42.9 3 21.4 14 100.0 

e. Staff training and development 2 28.6 3 42.9 2 28.6 7 100.0 

f. Others, e.g. allowance, bonuses, and salary adjustment. 1 20.0 0 0.0 4 80.0 5 100.0 

Preferred practice by front-line staff 

a. Salary adjustment for current Snapshot Staff 17 37.8 13 28.9 15 33.3 45 100.0 

b. Salary adjustment for current subvented non-Snapshot Staff 18 35.3 16 31.4 17 33.3 51 100.0 

c. Salary adjustment for terminated snapshot staff for the last year 6 46.2 4 30.8 3 23.1 13 100.0 
d.     Salary adjustment for terminated subvented non-Snapshot Staff for 

    the last year  3 25.0 4 33.3 5 41.7 12 100.0 

e. Staff training and development 12 52.2 6 26.1 5 21.7 23 100.0 
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7.5 Salary adjustment arising from civil service pay adjustment for subvented non-Snapshot Staff and Snapshot Staff of the same 
rank/band/post  

Salary adjustment 

Size of organization 

Large Medium Small Total 

Fq( % ) %   Fq( % ) %   Fq(%  ) %   Fq(%  ) %   

a. Same level 18 
(90.0) 35.3   21 

(84.0) 41.2   12 
(70.6) 23.5   51 

(82.3) 100.0   

i. All of them 17 
(85.0) 36.2   20 

(80.0) 42.6   10 
(58.8) 21.3   47 

(75.8) 100.0   

ii. Some of them 1 
(5.0) 25.0   1 

(4.0) 25.0   2 
(11.8) 50.0   4 

(6.5) 100.0   

b. Not the same level 
   

2 
(10.0) 18.2 4 

(16.0) 36.4   5 
(29.4) 45.5 11 

(17.7) 100.0   

Total 20 
(100.0) 32.3 25 

(100.0) 40.3 17 
(100.0) 27.4 62 

(100.0) 100.0 
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7.6   Conditions under which a subvented time-limited contract staff become a subvented non time-limited contract staff 

Conditions 

Size of organization 

Large Medium Small Total 

Fq %   Fq %   Fq %   Fq %   

a. Work performance 14 50.0   9 32.1   5 17.9   28 100.0   

b. A subvented non time-limited contract post is available 4 40.0   3 30.0   3 30.0   10 100.0   

c. Length of service 9 64.3   4 28.6   1 7.1   14 100.0   

d. Academic / professional qualification(s) newly acquired       1 50.0   1 50.0   0 0.0   2 100.0   

e. Financial situation of the organization 4 33.3   4 33.3   4 33.3   12 100.0   

f. Contract renewal 0 0.0   2 100.0   0 0.0   2 100.0   

g. Others (e.g. Available only for professional grade staff, 
available for staff completing two consecutive contracts) 2  50.0   1 25.0   1 25.0   4 100.0   

h. No such arrangement 4 16.0   12 48.0   9 36.0   25 100.0   

i. Not applicable (no subvented time-limited contract staff) 1 11.1   1 11.1   7 77.8   9 100.0   
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7.7 When to conduct salary increment for subvented staff 

 
When to conduct salary increment 

Size of organization 
Large Medium 
Subvented 
non-Snapshot 
Staff with 
time-limited 
contract 

Subvented 
non-Snapshot 
Staff with non 
time-limited 
contract 

Snapshot 
Staff 

Subvented 
non-Snapshot 
Staff with 
time-limited 
contract 

Subvented 
non-Snapshot 
Staff with non 
time-limited 
contract 

Snapshot 
Staff 

Fq % Fq % Fq % Fq % Fq % Fq % 
a. Date of Entry (annual) 11 36.7 13 46.4 14 36.8 11 36.7 9 32.1 13 34.2 
b. Contract renewal 10 27.8 2 18.2 0 0.0 17 47.2 6 54.6 0 0.0 
c. Satisfactory performance appraisal 14 33.3 14 38.9 14 36.8 19 45.2 14 38.9 15 39.5 
d. Others e.g. According to the market, cost of 

living index, every January, April, every 
August, every October 

4 44.4 5 41.7 5 41.7 2 22.2  
4 33.3 3 25.0 

e. No increment 2 66.7 2 66.7 2 40.0 0 0.0 1 33.3 3 60.0 

 
When to conduct salary increment 

Size of organization 
Small Total 
Subvented 
non-Snapshot 
Staff with 
time-limited 
contract 

Subvented 
non-Snapshot 
Staff with non 
time-limited 
contract 

Snapshot 
Staff 

Subvented 
non-Snapshot 
Staff with 
time-limited 
contract 

Subvented 
non-Snapshot 
Staff with non 
time-limited 
contract 

Snapshot 
Staff 

Fq % Fq % Fq % Fq % Fq % Fq % 
a. Date of Entry (annual) 8 26.7 6 21.4 11 29.0 30 100.0 28 100.0 38 100.0 
b. Contract renewal 9 25.0 3 27.3 0 0.0 36 100.0 11 100.0 0 0.0 
c. Satisfactory performance appraisal 9 21.4 8 22.2 9 23.7 42 100.0 36 100.0 38 100.0 
d. Others, e.g. according to the market, cost of 

living index, every January, April, every 
August, every October 

3 33.3 3 25.0 4 33.3 9 100.0 12 100.0 12 100.0 

e. No increment 1 33.3 0 0.00 0 0.0 3 100.0 3 100.0 5 100.0 
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7.8 Criteria to conduct salary increment for subvented staff  
 

Criteria 

Size of organization 
Large Medium 
Subvented 
non-Snapshot 
Staff with 
time-limited 
contract 

Subvented 
non-Snapshot 
Staff with non 
time-limited 
contract 

Snapshot 
Staff 

Subvented 
non-Snapshot 
Staff with 
time-limited 
contract 

Subvented 
non-Snapshot 
Staff with non 
time-limited 
contract 

Snapshot 
Staff 

Current criteria adopted by CEO 
respondents Fq % Fq % Fq % Fq % Fq % Fq % 

a. Work performance 17 30.4 16 36.4 16 34.8 25 44.6 16 36.4 17 37.0 
b. Promotion 13 36.1 13 43.3 12 37.5 14 38.9 12 40.0 13 40.6 
c. Length of service in the organisation 7 26.9 8 42.1 8 29.6 9 34.6 6 31.6 8 29.6 
d. Academic/ Professional qualification(s)  3 27.3 3 50.0 3 37.5 3 27.3 2 33.3 2 25.0 
e. Market salary rate 11 40.7 11 57.9 6 40.0 9 33.3 5 26.3 5 33.3 
f. Organisation’s financial situation 12 34.3 12 46.2 7 33.3 14 40.0 6 23.1 7 33.3 
g. Cost of living 6 33.3 7 53.9 5 41.7 7 38.9 4 30.8 3 25.0 
h. Contract renewal 5 21.7 1 14.3 0 0.0   13 56.5 4 57.1 0 0.0 
i. Others, e.g. Following GPS 0 0.0   0 0.0 0 0.0   2 66.7 2 66.7 2 50.0 
j. Not applicable 0 0.0   0 0.0 0 0.0   0 0.0   4 80.0 1 100.0 
Preferred criteria by front-line staff  Fq % Fq % Fq % Fq % Fq % Fq % 
a. Work performance 22 39.3 21 37.5 22 40.0 19 33.9 17 30.4 17 30.9 
b. Promotion 14 37.8 13 36.1 15 42.9 14 37.8 12 33.3 11 31.4 
c. Length of service in the organisation 11 30.6 10 28.6 12 32.4 16 44.4 15 42.9 14 37.8 
d. Academic/ Professional qualification(s)  9 33.3 9 32.2 9 33.3 11 40.7 11 39.3 10 37.0 
e. Market salary rate 11 32.4 11 33.3 11 32.4 10 29.4 10 30.3 11 32.4 
f. Organisation’s financial situation 10 37.0 9 39.1 9 36.0 10 37.0 9 39.1 10 40.0 
g. Cost of living 9 29.0 9 29.0 9 29.0 13 41.9 13 41.9 12 38.7 
h. Contract renewal 2 10.5 1 6.7 0 0.0 12 63.2 11 73.3 3 75.0 
i. Others, e.g. Following GPS 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 
j. Not applicable 1 25.0 1 25.0 0 0.0 2 50.0 2 50.0 0 0.0 

To be continued 
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 Size of organization 
Small Total 
Subvented 
non-Snapshot 
Staff with 
time-limited 
contract 

Subvented 
non-Snapshot 
Staff with non 
time-limited 
contract 

Snapshot 
Staff 

Subvented 
non-Snapshot 
staff with 
time-limited 
contract 

Subvented 
non-Snapshot 
Staff with non 
time-limited 
contract 

Snapshot 
Staff 

Current criteria adopted by CEOs Fq % Fq % Fq % Fq % Fq % Fq % 
a. Work performance 14 25.0 12 27.3 13 28.3 56 100.0 44 100.0 46 100.0 
b. Promotion 9 25.0 5 16.7 7 21.9 36 100.0 30 100.0 32 100.0 
c. Length of service in the organisation 10 38.5 5 26.3 11 40.7 26 100.0 19 100.0 27 100.0 
d. Academic/ Professional qualification(s)  5 45.5 1 16.7 3 37.5 11 100.0 6 100.0 8 100.0 
e. Market salary rate 7 25.9 3 15.8 4 26.7 27 100.0 19 100.0 15 100.0 
f. Organisation’s financial situation 9 25.7 8 30.8 7 33.3 35 100.0 26 100.0 21 100.0 
g. Cost of living 5 27.8 2 15.4 4 33.3 18 100.0 13 100.0 12 100.0 
h. Contract renewal 5 21.7 2 28.6 0 0.0 23 100.0 7 100.0 0 0.0 
i. Others, e.g. Following GPS 1 33.3 1 33.3 2 50.0 3 100.0 3 100.0 4 100.0 
j. Not applicable 3 100.0 1 20.0 0 0.0 3 100.0 5 100.0 1 100.0 

Preferred criteria by front-line staff  Fq % Fq % Fq % Fq % Fq % Fq % 
a. Work performance 15 26.8 18 32.1 16 29.1 56 100.0 56 100.0 55 100.0 
b. Promotion 9 24.3 11 30.6 9 25.7 37 100.0 36 100.0 35 100.0 
c. Length of service in the organisation 9 25.0 10 28.6 11 29.7 36 100.0 35 100.0 37 100.0 
d. Academic/ Professional qualification(s)  7 25.9 8 28.6 8 29.6 27 100.0 28 100.0 27 100.0 
e. Market salary rate 13 38.2 12 36.4 12 35.3 34 100.0 33 100.0 34 100.0 
f. Organisation’s financial situation 7 25.9 5 21.7 6 24.0 27 100.0 23 100.0 25 100.0 
g. Cost of living 9 29.0 9 29.0 10 32.3 31 100.0 31 100.0 31 100.0 
h. Contract renewal 5 26.3 3 20.0 1 25.0 19 100.0 15 100.0 4 100.0 
i. Others, e.g. Following GPS 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 0 0.0 
j. Not applicable 1 25.0 1 25.0 2 100.0 4 100.0 4 100.0 2 100.0 

191  



7.9   Top three desirable principles for human resource management irrespective of the actual adoption of such principles or not 

Desirable principles 

Size of organization 

Large Medium Small Total 

CEOs Front-line 
staff CEOs Front-line 

staff CEOs Front-line 
staff CEOs Front-line 

staff 
Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a. Transparency  6 30.0 12 37.5 6 30.0 7 21.9 8 40.0 13 40.6 20 100.0 32 100.0 

b. Accountability  7 41.2 7 41.2 7 41.2 5 29.4 3 17.7 5 29.4 17 100.0 17 100.0 

c. Effectiveness 7 31.8 8 28.6 7 31.8 8 28.6 8 36.4 12 42.9 22 100.0 28 100.0 

d. Efficiency 3 23.1 7 33.3 7 53.9 8 38.1 3 23.1 6 28.6 13 100.0 21 100.0 

e. Fairness / Equity 17 30.9 18 40.0 20 36.4 13 28.9 18 32.7 14 31.1 55 100.0 45 100.0 
f. Compliance to rules and   

procedures 13 33.3 11 44.0 14 35.9 9 36.0 12 30.8 5 20.0 39 100.0 25 100.0 

g. Flexibility 4 21.1 10 40.0 8 42.1 8 32.0 7 36.8 7 28.0 19 100.0 25 100.0 
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7.10 Top five best practices in human resource management 

Items 

Size of organization 

Large Medium Small Total 

Views from 
CEOs 

Views 
from  
front-line 
staff 

Views from 
CEOs 

Views from  
front-line 
staff 

Views from 
CEOs 

Views from 
front-line 
staff 

Views from 
CEOs 

Views from  
front-line 
staff 

Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a. Manpower planning   4 20.0 4 40.0 11 55.0 2 20.0 5 25.0 4 40.0 20 100.0 10 100.0 
b. Employment of good quality  

staff     8 36.4 4 40.0 7 31.8 3 30.0 7 31.8 3 30.0 22 100.0 10 100.0 

c. Attractive remuneration package   6 42.9 5 83.3 6 42.9 1 16.7 2 14.3 0 0.0 14 100.0 6 100.0 

d. Fringe benefits provision  4 28.6 5 45.5 8 57.1 5 45.5 2 14.3 1 9.1 14 100.0 11 100.0 
e. Transparency of remuneration  
  package and fringe benefits 10 40.0 6 37.5 9 36.0 5 31.3 6 24.0 5 31.3 25 100.0 16 100.0 

f. Staff training and development   13 37.1 13 38.2 13 37.1 9 26.5 9 25.7 12 35.3 35 100.0 34 100.0 

g. Staff retention 4 18.2 8 38.1 11 50.0 6 28.6 7 31.8 7 33.3 22 100.0 21 100.0 

h. Appraisal system 14 40.0 11 37.9 10 28.6 8 27.6 11 31.4 10 34.5 35 100.0 29 100.0 
 i. Rewards for good work  
   performance 8 42.1 8 57.1 6 31.6 3 21.4 5 26.3 3 21.4 19 100.0 14 100.0 

j. Opportunity for promotion 6 46.2 3 33.3 4 30.8 1 11.1 3 23.1 5 55.6 13 100.0 9 100.0 
k. Administration of time-limited  
  employment contracts 4 28.6 4 25.0 7 50.0 5 31.3 3 21.4 7 43.8 14 100.0 16 100.0 

l. Others: e.g. meaningful vision,  
  willingness to listen to staff 0 0.0 0 0.0 2 66.7 0 0.0 1 33.3 0 0.0 3 100.0 0 0.0 
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7.11   Top five areas for improvement in human resource management  

 
 

Items 

Size of organization 

Large Medium Small Total 
Views from 
CEOs 

Views from 
front-line staff 

Views from 
CEOs 

Views from 
front-line staff 

Views from 
CEOs 

Views from 
front-line staff 

Views from 
CEOs 

Views from 
front-line staff 

Fq % Fq % Fq % Fq % Fq % Fq % Fq % Fq % 

a. Manpower planning   8 38.1 9 42.9 6 28.6 5 23.8 7 33.3 7 33.3 21 100.0 21 100.0 
b. Employment of good 

quality staff     5 25.0 6 27.3 10 50.0 10 45.5 5 25.0 6 27.3 20 100.0 22 100.0 

c. Attractive remuneration 
package   8 25.8 11 30.6 12 38.7 11 30.6 11 35.5 14 38.9 31 100.0 36 100.0 

d. Fringe benefits provision  4 21.1 5 19.2 7 36.8 8 30.8 8 42.1 13 50.0 19 100.0 26 100.0 
e. Transparency of 

remuneration package and 
fringe benefits 

4 44.4 5 33.3 3 33.3 1 6.7 2 22.2 9 60.0 9 100.0 15 100.0 

f. Staff training and 
development   4 25.0 4 30.8 5 31.3 4 30.8 7 43.8 5 38.5 16 100.0 13 100.0 

g. Staff retention 10 45.5 3 18.8 7 31.8 6 37.5 5 22.7 7 43.8 22 100.0 16 100.0 

h. Appraisal system 2 15.4 6 54.6 6 46.2 2 18.2 5 38.5 3 27.3 13 100.0 11 100.0 
i. Rewards for good work  

performance 5 29.4 4 17.4 5 29.4 8 34.8 7 41.2 11 47.8 17 100.0 23 100.0 

j. Opportunity for promotion 7 25.9 7 33.3 11 40.7 10 47.6 9 33.3 4 19.1 27 100.0 21 100.0 
k. Administration of time-

limited employment 
contracts 

5 71.4 6 66.7 1 14.3 1 11.1 1 14.3 2 22.2 7 100.0 9 100.0 
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A) Questionnaire for CEO / Senior Management                                   
 
Please base on the situation of your organization and give a  to all your choice. 
 
I. Governance and Accountability    
    
1. What is the composition of your Board in your organization? (Put a tick to item (s) selected and mark 

 the numbers) 
□a. Elected  (____Person/s)  □ b. Appointed (____Person/s)   □c. Others: pls specify____ (____Person/s) 
   
2. What is the major background of each board member in your organization? Put a tick to item (s) selected. 
□a. Social welfare/ social service □b. Sport/culture   □c. Education   
□d. Tourism □e. Architecture/ engineering/  

        surveying 
□f.  Legal 

□g. Accountancy / Finance                                □h. Medical / health □i.  Staff representative    
□j.  Labour          □k. Business / industry   □l.  Service user representative   
□m. Civil service □n. Religion            □o. Others, pls specify:_____  
 
3. The terms of office of the board members, executive committee members and chairman in  

your organization are: 
 Board members Executive committee members 

(leave it blank if NA) 
Chairman 

3.1 Tenure of 
       office 

□ a._____year(s) 
□ b. No limit 

□ a._____year(s) 
□ b. No limit 

□ a._____year(s) 
□ b. No limit 

3.2 Maximum  
       term  of  office 

□ a. Yes, pls specify no. __   
□ b. No.                      

□ a. Yes, pls specify no.___ 
□ b. No.                      

□ a. Yes, pls specify no.__  
□ b. No.                      

  
4. Is there any succession plan for board members? □a. Yes       □b. No. 

 
5. What method(s) is/ are used to help new board member(s) to understand board member’s roles  
       and responsibilities? Put a tick to item (s) selected. 
□a. Orientation  program □b. Manual   □c. Training course 
□d. Meeting with staff  □e. Mentorship □f. Others, pls specify:______ 
                                                                       
6. What method(s) is/are used to enhance new board member(s)’ understanding of the core business 

 of the NGO? Put a tick to item (s) selected. 
□a. Orientation program □b. Visit to service units     □c. Meeting with staff 
□d. Meeting with service users □e. Participation in agency/unit’s event/ program 
□f. Information session/briefing      □g. Others pls specify: __________   
 
7. Except confidential records, are the minutes of the board’s meeting available to any stakeholders  

with an interest in the board’s decision? Put a tick to item (s) selected. 
□a.  Yes, available to     □i. staff       □ii. service user      □iii. Public       □iv. Social Welfare                
□b.  No          Department 
 
8. Is there any ethical guideline for the followings? The content of ethical guidelines may 

include avoidance of conflict of interest and corruption, keeping confidentiality, having ethical, 
fair decisions and straight forward conduct, etc. If yes,  pls , if no,  pls . 
 
 

Appendix 2a 



 

 Board Committee Staff Others: e.g. volunteer 
   /        

 
9. Is/are there any mechanism (s) for the continuous improvement of board governance and accountability? 
□a.  Yes, put a tick to item (s)  
         selected:  

                
□b. No 

 
10. At what level will the following stakeholders be involved in the following important issues in  

your organization? Put a tick to item (s) selected. (Leave it blank if you do not select any item.) 
 I . Staff  II . Service users 
a) Change of salary structure,  

remuneration package,   
fringe benefits and contribution  
of provident fund 

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  

b) Change in resource allocation □i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  
 

c) Development of new project □i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  
 

d) Change in service delivery 
    mode  

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  
 

e) Monitoring of service  
    performance standard 

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  
 

f) Service re-engineering □i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  
 

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  

g) Salary adjustment level for  
subvented staff 

 
 

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  

h) Use of LSG reserve □i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  

i) Use of Provident Fund (PF) 
   reserve for subvented  

non-snapshot staff 

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  

j) Change in work conditions □i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  

□i. evaluation form    □ii. meeting    
□ iii. retreat □iv. Others, pls specify: _______     
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k) Change in work performance  
appraisal system 

 
 

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:______  

l) Others, pls specify:____ 
 
 
 

Please specify: ____________ Please specify: _____________ 

 
11. For the Board, is/are there any established channel(s) for communicating and receiving feedback  

from the following stakeholders? Put a tick to item (s) selected. 

 
12. What policy (ies) or procedure (s) your organization has adopted to ensure the integrity of the  

governing board and senior management?  Put a tick to item (s) selected. 
□a. Policy on declaration of conflict of interest for board, committee and staff 
□b. Formulation of rules and procedures for board and committee meetings  
□c. Decision by vote  
□d. Rotation of posts in board and committees   
□e. Establishment of complaint mechanism  
□f. Disclose information regarding organization’s operation in website and annual report   
□g. Others, pls specify: ________________        

  
13.  In relation to complaint, appeal and grievance handling, does your organization follow the  

 following practice(s)? Put a tick to item (s) selected. 
  Complaint  

from  
service user 

Appeal  
from  
staff 

Grievance 
 from 
 staff 

a All  complaint, appeal and grievance handling  
channels are made known to stakeholders   

   

b Management level is being informed     
c Assign staff with appropriate grade to investigate    
d The whole process is kept confidential    
e Follow the procedure strictly    
f Keep complainant informed of the progress    
g Involve independent/impartial body     
h Regularly collate and analyze the cases of  

complaint, appeal and grievance for improvement 
   

i Produce and submit reports     
j. Others, pls specify:________________________    

  
14. Please share the uniqueness of your organization in relation to the mechanism of handling service 

 user complaint, staff appeals and staff grievance, or anything that is worthwhile for other  

 a. Staff b. Service users c. Social Welfare 
    Department 

d. Public 

Channels 
 
 
 
 
 

□i.   meeting 
□ii.  social gathering 
□iii. email/platform  

on internet  
□iv. others, pls 
        specify:_______  
 

□i.   meeting 
□ii.  social gathering 
□iii. email/platform 

  on internet 
□iv. others, pls 
       specify: _______ 

□i.  meeting 
□ii. report 
□iii.others, pls  
      specify:  _____ 

□i.  open forum 
□ii. email/platform  

 on internet 
□iii. notice board 
□iv. others, pls  
       specify: 
___________ 
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 organizations to learn.  

   
15. Without taking into account the adoption of the following principles in your organization, please  

select three principles you think the most important in respect of governance and accountability: 
□a. Transparency □b. Accountability □c. Integrity 
□d. Legitimacy □e. Self regulation □f. Participation 
□g. Credibility □h. Fairness □i. Others, pls specify: __________ 
 
16. According to your view, in terms of the board’s governance and accountability, please choose at  

most five items that you think your Board has done the best and at most five items which are  
mostly needed to be improved. Put a tick to item (s) selected. 

 

II. Financial Management 
17.  Excluding provident fund, the amount of LSG reserve of your organization as at March 31,  
        2010 was __________ % of your operating expenditure for the year 2009-2010. 
 
18. Is any lump sum grant reserve stated above being used in the followings in 2010-11?  

  
 
 
 

Items The best  Mostly needed  
to be improved 

a. Being clear about the organization’s goal(s)   
b. Being clear about the roles and responsibilities required of  the board  

and CEO 
  

c. Able to carry out its roles and responsibilities in an efficient and  
effective manner 

  

d. Have a good mix of knowledge, skills and experiences of board 
members 

  

e. Develop the governance capability of the board   
f. Being accountable to stakeholders   
g. Monitor work performance measures according to goals set and  

and compare this with relevant organizations 
  

h. Contribute to, approve and evaluate organizational mission and goals   

i. Contribute to, approve, monitor and evaluate core business  
plans and strategies developed by management 

  

j. Recruit, support, and appraise the CEO   

k. Ensure that stewardship mechanisms, such as internal control,  
public reporting, compliance, etc. are in place 

  

l. Enhance the credibility of the organization   

m. Follow procedures and rules for decision making   

n. Have succession plans for CEO/senior management   
o. Being transparent, and making information available upon request   
p. Able to act ethically   
q. Others, please specify: 

________________________________________ 
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□ a. Yes, (Put a tick to item (s) selected.) □i. FSA related activities 
 □ii. Staff training and development □iii. Service development 
 □iv. Procurement/enhancement of facilities or equipments □v. Salary increment/adjustment 
 □vi. Capital acquisition, pls specify:_______________  □vii. Others, pls specify: _______ 
□ b. No                           □c. Not applicable (no reserve)  

               
19.  The Provident Fund (PF) reserve of your organization for subvented non-snapshot staff as at  
        March 31, 2010 was HK$ __________________ 
            
20.  Has the above PF reserve in 2009-10 been used to the following? 

□ a. Yes, (Put a tick to item (s) 
                   selected):                  

□i Increase in the percentage of employer’s MPF contribution   
□ii. As an one-off lump sum basis to the MPF account 

  
□ b. No □ c. Not applicable 

 
21.  What measure(s) does your organization use to increase revenue? Put a tick to item (s) selected. 

□a. Develop income generating services/programs □b. Increase fee charging 
□c. Bid projects from various government departmen  
        or other bodies 

□d. Seek external funding support 

□e. Fund raising/donation 
□g. Others, please specify: ___________ 
 

□f. Financial investment  
        (e.g. stocks, bonds)    

22.  In your view, among the items in question 21, the best method (s) to increase revenue is/are (max.  
        3 items): 

_______________________________________________________________________________ 
 
 
23. What measure(s) does your organization adopt for cost saving? Put a tick to item (s) selected. 
□a. Reduce staffing, if yes, which kinds of staff (you can tick more than one choice):  

□ i. staff (administrative)  □I. senior/ middle level staff   □II. junior staff 
□ ii. staff (service) □I. senior/ middle level staff   □II. junior staff 

□b. Frozen staff number even service expands 
□c. Use part time staff to replace full-time staff 
□d. Use self-employed persons  
□e. Use volunteers to carry out works that are originally done by employees 
□f. Reduce staff salary 
□g. Cap salary to mid points as maximum 
□h. Reduce fringe benefits 
□i. Reduce costs for staff training and development  
□j. Reduce other costs, please specify: ________________________________ 
□k. Organization improvement plan, please specify: ____________________ 
□l. Budget control 
□m. Calculation and monitoring of unit costs 
□n. Re-engineering of the organization 
□o. Others, please specify: ___________ 
□p. Does not adopt any measure for cost saving 
 
24   In your view, among the items in question 23, the best measure (s) for cost saving is /are (max.  
       3 items): 

________________________________________________________________________________ 
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25.  Please state the mechanism(s) used in your organization for financial control. Put a tick to  
       item(s)  selected. 
□ a.Finance committee under the Board 
□ b.Audit committee under the Board 
□ c.Internal audit 
□ d.External audit 
□ e.Establish finance/account department 
□ f.Staff manual with information including accounting policy and procedures, level of 
□    authorization,recording and reporting methods, etc. 
□ g.Procedure on application for budget variance   
□ h.Implementation of internal control 
□ i.Channel for reporting suspected financial impropriety or misuse 
□ j.Others, please specify_______________________________________________ 
 
 
26. In your view, among the items in question 25, the best method (s) for financial control is/are (max.  
      3 items):__________________________________________________________________________  
 
 
27.  Without taking into account the adoption of the following principles in your organization, please  
       select three principles you think the most important in respect to financial management:    
□a. Transparency  □b. Accountability               □c. Cost effectiveness 

□d. Efficiency               □e. Compliance □f. Flexibility 

□g. Equity / Fairness    □h. Entrepreneurship        □i.  Sustainability      
□j.  Balanced budget          □ k. Others, pls specify: ____________________ 
 
 
28.  According to your own view, please choose at most five items which have been done the best  
       and at most five items which are mostly needed to be improved in terms of financial  
       management in your organization. Put a tick to item (s) selected.  

Items The best  Mostly needed to  
be improved  

a. Financial planning   
b. Financial analysis e.g. Is the organization financially  

stable? Is it sustainable？Is it viable？Has adequate 
cash flow or not？          

  

c. Use of LSG reserve     

d. Use of PF reserves for non-snapshot staff    

e. Implementation of policy on conflict of interest   

f. Internal control    

g. Flexible resources allocation to meet needs    

h. Purchasing practices, e.g tender, central purchase   

i. Prevention of corruption and embezzlement   

j. Financial risk management   

k. Financial reporting   

l. Disclosure of financial information   
m. Others, please specify:___________      
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III. Human Resource Management 
 
29.  In your organization, is (are) there any full time self-employed person(s) working for FSA 
        related activities?         
□a. Yes   □b. No 
                  
30.  Which channel (s) is/are used for the following stakeholders to understand the salary structure,  
       salary and fringe benefits under LSG in your organization?  Put a tick to item (s) selected: 
 Annual report Staff manual Disclose  

when requested  
Others: pls 
specify:_______ 

Staff     
Social Welfare Department     
Service user     
Public     
Others: pls specify:________     

       
 
31.  The salary structure in your organization for snapshot staff is:      
□a. All  follow GPS*       □b. Partly follow  GPS     □c. Different from GPS   □d. Not applicable 
      *GPS refer to government pay scales 
 
 
32.  The salary structure in your organization for subvented non-snapshot staff is:      
□a. All  follow GPS*        □b. Partly follow  GPS     □c. Different from GPS   □d. Not applicable 
      *GPS refer to government pay scales 

 
33.  Please attach your own sheet or a copy of your own organization’s document to indicate the  
       salary structure of staff under LSG (as at 31 Dec, 2010) to show the following items: rank/band 
       post; salary package; qualification requirements, and other/s which is (are) essential components 
       for the construction of the salary structure. Use another sheet if it is different for snapshot and 
       subvented non-snapshot staff, or for different groups of employees.      
 
34.  On what basis does your organization work out the above salary structure? Please prioritize them 
       using 1,2,3,4 and so on.   
□a. Academic / professional qualification □b. Work experience 
□c. Length of service in your organization □d. Rank 
□e. Market salary rate □f. Work load 
□g. Span of control □h. Responsibility 
□i. Others, pls specify:________________________  
 
35.  Is the classification of rank/band/post based on job analysis? (Refers to analyzing  the knowledge,  

skills, working experience and responsibilities of a job)        
□a. Yes                     □b. No 
 
36. Please indicate the usage of additional funding arising from civil service pay adjustment. Put a  
      tick to item (s) selected:  
□a. Salary adjustment for current snapshot staff 
□b  Salary adjustment for current subvented non-snapshot staff 
□c. Salary adjustment for terminated snapshot staff for the last year 
□d. Salary adjustment for terminated subvented non-snapshot staff for the last year 
□e. Staff training and development 
□f. Others, please specify: _________________________________________   
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37. Will subvented non-snapshot staff get the same level of the above salary adjustment as 
       snapshot staff of the same rank/band/post? 
□a. Yes,              □i. all of them               □ii. some of them                           
□b. No, please specify:_______________________ 
   
38. Does your organization have a periodic manpower plan for subvented services? (A manpower  
       plan is a plan on manpower requirements and the means for meeting those requirements,  
       recruitment, training, succession, job rotation, are all examples)     
□a. Yes                                    □b. No  
      
39. Under what conditions will a subvented time-limited contract staff become a subvented non 
      time-limited contract staff? Put a tick to item (s) selected:  
□a. Work performance              
□b. A subvented non time-limited contract post is available 
□c. Length of service, please specify years needed: _______________ 
□d. Academic / professional qualification(s) newly acquired       
□e. Financial situation of the organization                
□f. Contract renewal, pls specify number of contract times needed: ___________________      
□g. Others, please specify: ___________________  
□h. No such an arrangement____________________________ 
□i. Not applicable (no subvented time-limited contract staff) 
       
40.  Does your organization conduct written performance appraisal with your subvented staff?  
□a. Yes.  If yes, how often？(Put a tick to item (s) selected) 

□ i. annually           □ ii. for every six months             □iii.  before the contract ends 
□iv. others, please specify: ___________________     □v.   no regular date        

□b. No (go to question 44) 
     
41. If yes in Q40, is there any difference in performance appraisal system between snapshot and  
      subvented non-snapshot staff?         
□a. Yes                                    □b. No 

 
42. If yes in Q40, is there any difference in performance appraisal system between subvented non- 
       snapshot staff with time-limited contract and staff with non time-limited contract?         
□a. Yes                                    □b. No 
 
43. If yes in Q40, what is/ are the source(s) of feedback for performance appraisal?  Put a tick to  
      item(s)  selected:  
□a. Superior                      □b. Peer  
□c. Service users   □d. Others, please specify:____________ 

 
44.  When does you organization conduct salary increment for subvented staff? Put a tick to item (s)  
       selected. 
Subvented non-snapshot staff  
with time-limited contract 

Subvented non-snapshot staff with 
 non time-limited contract 

Snapshot staff 

□a. Date of Entry (annual) □a. Date of entry (annual) □a. Date of entry (annual) 
□b. Contract renewal □b. Contract renewal □b. Satisfactory performance  

appraisal   
□c. Satisfactory performance  

appraisal  
□c. Satisfactory performance   

appraisal  
□c. Others, pls specify:______  
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□d. Others, pls     
        specify:____________ 

□d. Others, pls  
        specify:_________ 

□d. No increment  

□e. No increment □e. No increment  
 
 
45. For subvented staff, on what criteria does your organization conduct salary increment? Put a tick  
      to item (s) selected.  
Subvented non-snapshot staff  
with time-limited contract 

Subvented non-snapshot staff with 
non time-limited contract 

Snapshot staff 

□a. Work performance □a. Work performance □a. Work performance 
□b. Promotion □b. Promotion □b. Promotion 
□c. Length of service in  

your organization 
□c. Length of service in  

your organization 
□c. Length of service in  

your organization 
□d. Academic / Professional 
        qualification(s) newly  
        acquired 

□d. Academic / Professional 
        qualification(s) newly  
        acquired 

□d. Academic / Professional 
qualification(s) newly  

         acquired 
□e. Market salary rate □e. Market salary rate □e. Market salary rate 
□f. Organization’s financial  

situation of  
□f. Organization’s financial  

situation  
□f. Organization’s financial  

situation  
□g. Cost of living □g. Cost of living □g. Cost of living 
□h. Contract renewal □h. Contract renewal □h. Others, please specify: 

_______ 
□i. Others, please specify: 
_________ 

□i. Others, please specify: ______ □i. Not applicable  

□j  Not applicable □j  Not applicable  
           
46.  Under the LSG, who are eligible for the cash reward after getting a satisfactory performance  
        appraisal? Put a tick to item (s) selected. 
□ a. Subvented non-snapshot with time-limited contact  
□ b. Subvented non-snapshot staff with non-time limited contract 
□ c. Snapshot staff               □ d. Others, please specify: ___________      □ e. Not applicable 
 
47.  On what criteria does your organization offer cash reward? Put a tick to item (s) selected. 
□a. Work performance                            □b. Length of service in your organization  
□c. Organization’s financial situation     □d. Others, please specify: ____  □ e. Not applicable 
                       
48.  Is there any job rotation policy for staff under LSG in your organization? If yes, pls, if no, pls . 
 Subvented non-snapshot staff  

with time-limited contract 
Subvented non-snapshot staff  
with non time-limited contract Snapshot staff 

 /     
 
49. When snapshot staff is transferred to post not under LSG, do the salary, fringe benefit and 
       Provident Fund provision remain the same? 
Salary  □a. Yes □b. No □c. Not applicable (go to question 52) 
Fringe benefit □a. Yes □b. No □c. Not applicable (go to question 52) 
Provident Fund provision □a. Yes □b. No □c. Not applicable (go to question 52) 

 
50. Could the above said staff be transferred back to a post under LSG?  
□a. Yes        □b. No (go to question 52)        □c. Not applicable (go to question 52) 
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51. If the above said staff is transferred back to a post under LSG,   
Will the salary be less than the previous post  
under LSG? 

□a. Yes □b. No □c. Not applicable  

Will the fringe benefit be less than the previous post  
under LSG? 

□a. Yes □b. No □c. Not applicable  

Will the PF provision be less than the previous post  
under LSG? 

□a. Yes □b. No □c. Not applicable  

    
52. Is the normal retirement age for subvented staff in your organization changed after the 
       introduction of LSG?               
□a. Yes,  please specify:  _______________       □b. No 
      
53. Is there any early retirement plan for subvented staff after the introduction of LSG?   
□a. Yes                                                                  □b. No             
 
54. In what ways does your organization support staff training and development? Put a tick to  
       item (s)  selected.  
□a. Financial support, please specify:________________________________________ 
□b. Support in term of time, please specify:___________________________________ 
□c. Employment of relief worker   
□d. Others, please specify:________________________________________________  

 
55. Does your organization follow any supervision guideline (s)?  

 
56. For staff under the MPF scheme, will the portion from employer increase according to  
      employee’s years of  service? If yes, pls,  if no, pls.  
 Subvented non-snapshot staff with 

time-limited contract 
Subvented non-snapshot staff with 
non time-limited contract 

 /    
 
57. Do snapshot and subvented non-snapshot staff of the same rank/band/post receive the same kind  
       of fringe benefits? If yes, pls, if no, pls.  
 Subvented non-snapshot 

staff with time-limited 
 contract 

Subvented non-snapshot 
 staff with non time- 
limited contract 

Snapshot staff 

a. Annual leave    
b. Sick leave    
c. Medical benefits      
d. Housing benefits    
e. Insurance coverage    
f. Others, pls specify:      
________ 

   

 
58. With reference to the same rank/band/post of snapshot staff, will subvented non-  
       snapshot staff receive the same level (e.g. days, amount of money ) of fringe benefits? If yes, 
       pls, if no, pls.  

□a  Yes (you can more than one) □i. developed by the Social Workers Registration Board 
 □ii. other professional supervision guidelines 
 □iii. supervision guideline developed by your organization 
□b. No  

 204 



 

 Subvented non-snapshot staff with  
time-limited contract 

Subvented non-snapshot staff with  
non time-limited contract 

a. Annual leave   
b. Sick leave   
c. Medical benefits     
d. Housing benefits   
e. Insurance coverage   
f. Others, pls specify: 
________ 

  

   
59. Without taking into account the actual adoption of the following principles in your organization,  
       please select three items you think the most important in terms of human resource management. 
□a. Transparency □b. Accountability □c. Effectiveness 

□d. Efficiency □e. Fairness /  Equity □f. Compliance to rules and procedures 

□g. Flexibility □h. Others, please specify: __________________________ 

 
60. In terms of human resource management, please select at most five items you think that your  
       organization has done the best, and at most five items that are mostly needed to be improved.  
       Put a tick to item (s) selected.  

 
61. If you have other views and suggestions in relation to best practice, please state:          

 
 
 

               
62. At last, are you willing to further share with us your organization’s successful experience in 
       relation to governance and accountability, financial management and human resource 
       management, or other good practices? 
□a. Yes, name:_____________ e-mail______________________ contact phone no._________ _ 
□b. No  

 

Items  The best Mostly needed  
to be improved  

a. Manpower planning    

b. Employment of good quality staff       
c. Attractive remuneration package    
d. Fringe benefits provision   

e. Transparency of remuneration package and fringe benefits   

f. Staff training and development   

g. Staff retention   

h. Appraisal system    

i. Rewards for good work performance   

j. Opportunities for promotion     
k. Administration of time-limited employment contracts   

l. Others, please specify:___________           
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IV. Background Information:   
 
63.  In the financial year of 2010-2011, the amount of Lump-sum grant of your organization is:  
□a. Under 5 million  dollars                 □b. 5million or above  to                □c. Over 30 million 
                                                                       30 million dollars                             dollars                                                                                                                                   

 
 
 
 
 
 

The end – thank you 
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行政總裁 / 高級管理層問卷          
 

I. 機構管治和問責性                           請在你選擇的空格上填上 
 
1. 貴機構董事會是由那個方式組成？（可多項, 並請在橫線上寫上數目。） 
a. 選舉產生 (____ 人) b. 委任 (_____人) c. 其他，請說明：__________(____人) 

 

 
2. 貴機構董事會各成員的主要背景是什麼? (可多項) 
a. 社會福利 / 服務 b. 體育 / 文化 c. 教育 
d. 旅遊 e. 建築 / 工程 / 測量 f. 法律 
g. 會計 / 財經 h. 醫療 / 護理 i. 員工代表` 
j. 勞工 k. 商業 / 工業      l. 服務使用者代表 
m. 公務員 n. 宗教 o. 其他，請說明：__________ 

 

 
3. 貴機構董事會的董事、執行委員會成員和主席的任期是： 

 董事 執行委員會成員 
(不適用不需填) 

主席 

3.1 任期 a.___年   
b. 沒有限制 

a.___年   
 b. 沒有限制 

a.___年   
 b. 沒有限制 

3.2 任期次數  
   上限 

a.有，請說明次數 
   ___ 
b.沒有 

a.有，請說明次數 
   ____ 
b.沒有 

a.有，請說明次數 
   ___ 
b.沒有 

 

 
4. 貴機構有沒有董事會成員的更替規劃？ 
a.有 b.沒有 

 

 
5. 貴機構用什麼方法令新任的董事會成員明白他們的角色和責任？(可多項) 
a.迎新會 b.手冊 c.培訓課程 
d.會見員工 e.師友制   f.其他，請說明：__________ 

 

 
6. 貴機構用什麼方法令新任的董事會成員明白機構的主要業務？(可多項) 
a.迎新會 b.探訪服務單位 c.會見員工 
d.會見服務使用者 e.參與機構/單位的活動 f.發佈會/簡介會 
g.其他，請說明：

______________ 
  

 

 
7. 除保密紀錄以外，貴機構會不會讓有興趣的持份者查閱董事會的會議紀錄？ 
a. 會，提供給 (可多項：) 
                             

i.員工 ii.服務使用者 iii.公眾 iv.社會福利署 
  

b. 不會     
 

 
8. 貴機構有沒有提供操守指引給以下人士？操守指引的內容可包括避免利益衝突及受賄、 
   遵守保密原則、合乎道德操守、保持公平的決定及 / 或正直的行為等。如有請，如果 
   沒有請。   

 董事會 委員會 員工 其他，如：義工 
 /      

 

Appendix 2a 



 

 
9. 貴機構有沒有機制去持續改善董事會的管治和問責性？ 
□a.有, 包括 (可多項)： □i.檢討問卷 □ii.會議 □iii.退修會 □iv.其他，請說明:________ 
□b.沒有 
 
 
10. 以下的持份者在那一個層面參與以下的重要事情？(可多項；如沒有，請不用) 
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 I. 員工 II. 服務使用者  
a) 改變薪酬編制、薪酬組 

合、附帶福利和公積金 
供款百份比 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 

b) 改變資源分配 
 
 
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 

c) 發展新計劃   
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明__________ 
 

d) 改變服務模式 
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 
 

e) 監察服務表現水準 
 

□i.決策  
□ii .諮詢 
□iii.其他，請說明:_________  
 

□i.決策  
□ii .諮詢 
□iii.其他，請說明:__________  
 

f) 服務重整 □i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 
 

g) 受津助員工之薪酬調整 
 
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 
 

h) 運用整筆撥款儲備   
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 
 

i) 運用受津助非定影員工之 
公積金儲備 

 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 
 

j) 改變工作條件 
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 
 

k) 改變工作表現評估制度 □i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 
 

l) 其他，請說明:_______ 
 
 

其他，請說明:____________ 其他，請說明:_____________ 

 
 

 209 



 

11. 董事會使用什麼渠道與各持份者溝通和收集意見？(可多項) 
 

a.員工  b.服務使用者  c. 社會福利署 d.公眾  
□i.   會議  
□ii.  社交聚會 
□iii. 電郵 / 網上平台 
□iv. 其它，請說明: 
________________ 
 

□i.   會議  
□ii.  社交聚會 
□iii. 電郵 / 網上平台 
□iv. 其它，請說明: 
________________ 

□i.   會議 
□ii.  報告 
□iii. 其它，請說明： 
          ___________ 

□i.   公開論壇  
□ii.  電郵 / 網上平台 
□iii. 告示板 
□iv. 其它，請說明: 
______________ 

 
12. 貴機構採用什麼政策及程序去確保管治架構及管理層恪守誠信的原則？(可多項) 
□a.  董事會、委員會和員工有申報利益衝突的政策 
□b.  訂定董事會及委員會的議事規則 
□c.  以投票作決策 
□d.  在董事會及委員會採用職位輪替的政策 
□e.  設立投訴機制 
□f.  在機構的網站及年報，披露機構的運作情況 
□g.  其他(請說明)_________________________________________ 
 
13. 關於投訴、上訴和不滿的處理，貴機構有實行什麼措施？(可多項)    

 

 服務使用 
者投訴 

員工上訴 員工不滿 

a. 公開所有的投訴/上訴/表達不滿的渠道    
b. 知會管理層    
c. 指派適當職級的職員進行調查    
d. 過程保密    
e. 依足既定程序進行    
f. 知會投訴者處理的進度    
g. 有獨立/中立人士參與    
h. 定時整理和分析投訴/上訴/表達不滿的個案作改善    
i. 提交報告    
j. 其他，請說明:___________________    

 
14. 請分享貴機構現時處理服務使用者的投訴機制、員工上訴的機制和員工表達不滿的機 
   制的獨特的地方，或值得讓其他機構借鑑的地方。 
 
 
 
 
 
 
 
 
15. 不用考慮貴機構現正採納什麼原則，請出三項你認為對管治和問責性最重要的原則︰ 
□a.透明度 □b.問責性 □c.正直 
□d.合法性 □e.自律 □f.參與 
□g.可信性 □h.公平 □i.其他，請說明:_____________  

 

 
 
16. 在管治和問責性方面， 請最多 5 個你認為貴機構董事會已經做得最好的項目，亦最 
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多 5 個你認為最需要改進的項目。  
項目 

 
做得最好 最需要 

改進 
a. 清楚理解機構的目標    
b. 清楚理解董事會和行政總裁的角色和責任     
c. 能有效率和有效地承擔角色和責任   

d. 董事會在知識、技能和經驗方面有一個良好的組合    

e. 發展董事會的管治能力      

f. 對持份者有交代   

g. 根據目標而設立監察工作表現制度，並與其他有關機構作比較   

h. 提議、核准和檢討機構的目標和任務   

i. 提議、核准、監控和檢討由管理層發展的核心業務計劃和策略   

j. 招聘、支援和評核行政總裁   

k. 確保有適當的管理機制如：內部監控、提交年報、遵守規則等等   

l. 提升機構的信譽    

m. 能遵守決策的程序和規則    

n. 行政總裁和管理層有繼任規劃   

o. 具透明度，因應要求公開資料   

p. 行事合乎道德操守   

q. 其他，請說明:__________________________________________    
 

 
II. 財務管理 
 
17. 在不包括公積金撥款下，貴機構在 2010 年 3 月 31 日的整筆撥款儲備是佔 2009-2010 

財政年度開支百分之 _______________________ 
 
18. 在 2010-2011 財政年度, 貴機構有沒有運用以上的整筆撥款儲備在以下項目？ 

 

□a. 有 (可多項)： □i.《津貼及服務協議》的相關活動   □ii.  員工培訓和發展     
 □iii.  服務發展 □iv.  採購或提升器材設備 
 □v.   增薪 / 調整薪酬     □vi  購買資產，請說明_______ 
 □vii.  其他：請說明__________   
□b. 沒有 □c. 不適用（沒有儲備） 

 
 

 
19. 截至 2010 年 3 月 31 日，貴機構為受津助非定影員工所存的公積金儲備有 _____(港元)    
 
 
20. 在 2009-10 財政年度, 貴機構有沒有運用以上的公積金儲備在以下方面？  

 

□a. 有 (可多項)：     □i. 增加僱主的強積金供款百份比   □ii.一次過撥款給強制性公積金戶口 
□b. 沒有                              □c. 不適用（沒有儲備） 
 

21. 貴機構採取什麼措施開源？(可多項)   
□a. 發展能增加收入的服務/計劃 □b.  增加服務收費 
□c. 投標由各政府部門或非政府組織提出的計劃 □d.  尋找外間的資金支援 
□e. 籌款/捐助 □f.  金融投資 (例如：股票、債券)     
□g. 其他 (請說明) ______________  

 

 211 



 

 
 
22. 從 21 題的各項中，你認為開源的最好方法是(最多 3 項): 
__________________________________________________________________________________  
__________________________________________________________________________________  
 
23. 貴機構採用什麼措施去控制成本？ (可多項) 
□a. 裁員 (可多項)： □i) 職員（行政）(可多項) □ I) 高/中層職員    □ II) 低層職員 
 □ii) 職員（服務）(可多項) □ I) 高/中層職員    □ II) 低層職員 
□b. 在擴充服務下凍結員工數目 
□c. 以兼職人員代替全職人員  
□d. 聘用自僱人士  
□e. 使用義工擔當受薪員工的工作  
□f. 減低員工薪金  
□g. 把薪金中位數作為薪酬頂點 
□h. 減少附帶福利 
□i. 減少員工培訓和發展開支   
□j. 減少其他開支，請說明︰______________________________________________ 
□k. 推行機構改進計劃，請說明︰ __________________________________________  
□l. 控制財政預算 
□m. 計算和控制單位成本 
□n. 機構重組 
□o. 其他, 請說明:_________________________________________________________ 
□p. 沒有採用措施去控制成本 

                           
24. 從 23 題的各項中，你認為控制成本的最好方法是 (最多 3 項):  
__________________________________________________________________________________  
__________________________________________________________________________________  
 
25. 貴機構使用什麼機制來監控財務？(可多項) 
□a. 董事會之下組成財務委員會  
□b. 董事會之下組成審核委員會 
□c. 內部審計 
□d. 外部審計 
□e. 設立財務部/會計部  
□f. 備有財務手冊 (內容包括：會計政策和程序、授權層次、記錄及報告方法等等)  
□g. 設立申請改變預算的程序 
□h. 執行內部監控程序   
□i. 設立通報懷疑不當使用或挪用公款事件的渠道   
□j. 其他，請說明：_______________________________________________________________ 
 
 
26. 從 25 題的各項中，你認為財務監控的最好方法是 (最多 3 項):  
__________________________________________________________________________________  
__________________________________________________________________________________  
 
 
27. 不用考慮貴機構現行採納什麼原則，請出三項你認為對財務管理最重要的原則︰ 
□a .  透明度 □b .  問責性  □c .  成本效益 
□d .  效率 □e .  遵從法則 □f.   靈活性 

 212 



 

□g .  公平/ 公正 □h .  企業精神 □i.   可持續發展   
□j .  收支平衡 □k.  其他，請說明︰ ___________  

 

 
 
28. 從財務管理方面，請最多 5 個你認為貴機構已經做得最好的項目，亦最多 5 個 

你認為最需要改進的項目。   

 
 

項目  做得最好  最需要改進   
a. 編製財務計劃    
b. 財務分析 (例如：構機財務是否穩健？是否可持續？ 

是否可行？有沒有足夠現金應付日常開支等？)             
  

c. 運用整筆撥款儲備       

d. 運用受津助非定影員工公積金儲備   

e. 推行防止利益衝突的政策    

f. 內部監控     

g. 資源分配以滿足服務需要     

h. 採購常規，例如：公開招標、中央採構    
i. 防止貪污和挪用公款    
j. 財務風險管理    
k. 財務報告    
l. 披露財務資料    
m. 其他 , 請說明: _______________________________       

 
III. 人力資源管理  
 
29. 在貴機構內，有沒有全職自僱人士參與有關《津貼及服務協議》服務的工作？ 
□a .  有 □b .  沒有  

 

 
30. 以下人士從那些途徑得悉在貴機構內，整筆撥款下的薪酬編制、薪酬及其附帶福利的 

資料？可多項。 
   年報 員工手冊 因應要求時 

才披露 
其他，請說明︰ 
_______ 

員工     
社會福利署       
服務使用者     
公眾人士     
其他，請說明︰________     

 

 
31. 在貴機構內，定影員工的薪酬編制是︰ 
□a.  全部跟隨政府的薪級表  □b. 部份跟隨政府的薪級表 
□c.  不跟隨政府的薪級表 □d. 不適用 (沒有定影員工) 

 

 
32. 在貴機構內，受津助非定影員工的薪酬編制是︰  
□a.  全部跟隨政府的薪級表  □b. 部份跟隨政府的薪級表 
□c.  不跟隨政府的薪級表  
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33. 請用附件顯示貴機構在整筆撥款下，受津助員工的薪酬編制 (以 2010 年 12 月 31 日為 

 準)。內容包括︰職級 / 組別 / 職位；薪酬組合；資歷和組成薪酬編制的必要部分。 
 如果受津助非定影員工和定影員工有不同的薪酬編制，或不同組別的員工有不同的薪 
 酬編制，亦請附上資料。 

 
 
34.  貴機構以什麼準則釐訂上述薪酬編制？ 請使用 1，2，3，4….如此類推，排出優先次序。 
□a .  學歷及專業資格                       □b .  工作經驗  
□c .  任職機構的服務年數               □d .  職級          
□e .  市場薪酬標準                           □f.   工作量  
□g .  管轄範圍                                   □h .  職責  
□i .  其他，請說明︰ _____________________ 
 
 
35. 工作的職級 / 組別 / 職位的分類是不是基於工作分析 (指分析每個職位所需的知識、 
      技能、經驗和職責)？  
□a .  是 □b .  不是  

 

 
 
36. 貴機構如何運用來自公務員薪酬調整的額外撥款？(可多項) 
□a .  給現在的定影員工薪酬調整              
□b .  給現在的受津助非定影員工薪酬調整 
□c .  補發差額予在調整年度已離職的定影員工  
□d .  補發差額予在調整年度已離職的受津助非定影員工          
□e .  員工培訓和發展                 □f.   其他，請說明︰ ____________________   
 
 
37. 在以上的薪酬調整, 貴機構對等的受津助非定影員工與定影員工的調整水平是否 
      相同？   
□a .  是 :        □i .  所有員工          □ii. 部份員工 
□b .  不是，請說明 _________________________________________________________________  
 
 
38. 貴機構有沒有為受津助服務作定期的人力規劃 (指人力需求的計劃及達到這些需求的方法,  

   包括：招聘、培訓、繼任、調職) ？ 
□a .  有 □b .  沒有  

 

 
 
39. 貴機構內，有時限合約的受津助非定影員工會在什麼情況下轉為無時限合約的受津 
      助非定影員工？（可多項） 
□a .  工作表現                                                           □b . 有受津助的無時限合約職位空缺 
□c .  服務年期，請列出需要的年數：_______     □d . 新獲得的專業資歷 / 學歷 
□e .  機構整體財政狀況                                           □f . 約滿, 請說明需要約滿次數：_________ 
□g .  其他，請說明：_____________________     □h. 沒有此種安排 
□i.    不適用（沒有有時限合約的受津助非定影員工） 
 
40. 貴機構有沒有為受津助員工進行書面性的工作表現評估？  
□a .  有，如有，隔多久？（可多項） □i. 每年 □ii. 每 6 個月 □iii. 在續約前 
 □iv. 其他，請說明︰_______ □v. 不定期 
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□b.   沒有 (跳到問題 44)    
 

 
 

41. 如在 40 題回答有，貴機構定影員工和受津助非定影員工的工作表現評估制度有差別嗎？   
□a .  有 □b .  沒有  

 

 
 
42. 如在 40 題回答有，貴機構有時限合約和無時限合約的受津助非定影員工的工作表 現 

評估制度有差別嗎？ 
□a .  有 □b .  沒有  

 
 

 

43. 如在 40 題回答有，貴機構在進行員工的工作表現評估時, 是否會向以下人士收集意見？  
(可多項) 

□a .  上司                                □b .  同儕  
□c .  服務使用者                    □d .  其他，請說明___________________________ 
 
 
44. 貴機構在何時為受津助員工給予增薪？(可多項)    
有時限合約 
的受津助非定影員工 

無時限合約 
的受津助非定影員工 

定影員工 

□a .入職日期 (每年) □a .入職日期 (每年) □a .入職日期 (每年) 
□b .合約更新  □b .合約更新 □b .工作表現評估滿意後 
□c .工作表現評估滿意後 
 

□c .工作表現評估滿意後 
 

□c .其他，請說明︰  
___________________ 

□d.其他，請說明︰_________   □d .其他，請說明︰________   □d .沒有增薪 
□e .沒有增薪 □e .沒有增薪  

 

 
 
45. 以受津助員工而言，貴機構是基於什麼準則增薪？(可多項)   
有時限合約 
的受津助非定影員工 

無時限合約 
的受津助非定影員工 

定影員工 

□a.工作表現 □a.工作表現 □a.工作表現 
□b.升職 □b.升職 □b.升職 
□c.任職機構的服務年數 □c.任職機構的服務年數 □c.任職機構的服務年數 
□d.新獲得的專業資格/ 學 
       歷 

□d.新獲得的專業資格/ 學 
       歷 

□d.新獲得的專業資格/ 學 
       歷 

□e.市場薪酬標準 □e.市場薪酬標準 □e.市場薪酬標準 
□f.機構的財務狀況 □f.機構的財務狀況 □f.機構的財務狀況 
□g.生活指數 □g.生活指數 □g.生活指數 
□h.合約更新 □h.合約更新 □h.其他，請說明︰ 

_______  
□i.其他，請說明︰

__________ 
□i.其他，請說明︰    
   ___________ 

□i.不適用 

□j.不適用 □j.不適用    
 

 
46. 貴機構在整筆撥款下, 在工作表現評估滿意後, 誰人有資格得到現金獎勵？(可多項)  
□a. 有時限合約的受津助非定影員工 □b. 無時限合約的受津助非定影員工 
□c. 定影員工    □d. 其他，請說明 ________        □e. 不適用 
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47. 貴機構基於什麼準則提供現金獎勵？(可多項) 
□a .  工作表現 □b .  任職機構的服務年數 □c. 機構的財務狀況 
□d .  其他，請說明: _________ □e.   不適用  

 

 
48. 在整筆撥款下，貴機構有沒有為員工制定調職政策？如有請；如果沒有請。    
 

 有時限合約 
的受津助非定影員工  

無時限合約 
的受津助非定影員工 

定影員工   

 /     
 
49. 當定影員工轉職到整筆撥款以外的崗位時，薪酬、 附帶福利和公積金安排是不是相同？  
薪酬   □a.  是 □b.  不是  □c.  不適用(跳到問題 52) 
附帶福利  □a.  是 □b.  不是 □c.  不適用(跳到問題 52) 
公積金   □a.  是 □b.  不是 □c.  不適用(跳到問題 52) 

 

 
 
50. 在貴機構內，以上員工能不能轉職回到整筆撥款之下的崗位？   
□a .  能 □b .  不能 (跳到問題 52) c.  不適用 (跳到問題 52) 

 
 

 
 
51. 在貴機構內，以上員工轉職回到整筆撥款之下的崗位時： 
薪酬會不會比之前在整筆撥款下的崗位時少？ □a. 會                □b. 不會 □c. 不適用 
附帶福利會不會比之前在整筆撥款下的崗位時少？ □a. 會                □b. 不會 □c. 不適用 
公積金會不會比之前在整筆撥款下的崗位時少？ □a. 會                □b. 不會 □c. 不適用 

 

 
 
52. 在整筆撥款實行之後，貴機構有沒有改變受津助員工正常的退休年齡？  
□a .  有，請說明:  __________________ □b .  沒有  

 

 
 
53. 在整筆撥款實行之後，貴機構有沒有為受津助員工制定提早退休計劃？   
□a .  有 □b .  沒有 
 
 

 
 

54. 貴機構如何支持受津助員工的培訓和發展？(可多項)   
□a .  財務支持，請說明 ____________________________________________________________  
□b .  時間上支持，請說明 __________________________________________________________ 
□c .  聘請替假員工    
□d .  其他，請說明︰ ______________________________________________________________ 
 
55. 貴機構有沒有督導指引？  
□a .  有  (可多項)   

 
□i.  社會工作者註冊局督導指引 
□ii. 其他專業督導指引,請說明︰___________  
□iii 自己機構訂立的督導指引 

□b .  沒有  
 

 
 
56. 貴機構在強制性公積金計劃下，僱主供款的部分會不會根據員工的工作年資而增加？ 

 216 



 

如果會請；如果不會請。     
 有時限合約的受津助非定影員工 無時限合約的受津助非定影員工 
 /    

 

 
 
57. 以對等的受津助職位而言，貴機構的受津助員工會不會得到以下的附帶福利？ 
    如果會請；如果不會請。   
 

 有時限合約的 
受津助非定影員工 

無時限合約的 
受津助非定影員工 

定影員工 

a. 年假     
b. 病假     
c. 醫療津貼       
d. 房屋津貼     
e. 保險福利     
f. 其他，請說明:__________      

 
 
58. 以貴機構對等的定影員工為基準，受津助非定影員工會不會得到相同水平(例如：日數 
      及金額) 的附帶福利？如果會請；如果不會請。   
 

 有時限 
合約受津助非定影員工 

無時限 
合約受津助非定影員工 

a. 年假    
b. 病假    
c. 醫療津貼      
d. 房屋津貼    
e. 保險福利    
f. 其他，請說明:_________   

 
 
59. 不用考慮貴機構現行採納什麼原則，請出三項你認為對人力資源管理最重要的原則︰ 
□a .  透明度 □b .  問責性  □c .  有效性 
□d .  效率 □e .  公平 / 公正 □f .  遵從法則 
□g .  靈活性 □h .  其他，請說明︰ _________   
 
 

   
 

60. 從人力資源方面，請最多 5 個你認為貴機構已經做得最好的項目，亦最多 5 個 
   你認為最需要改進的項目。   
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項目   做得最好  最需要改進   
a. 人力規劃     

b. 聘用高質素的員工        
c. 有吸引力的薪酬組合    
d. 附帶福利   
e. 薪酬和附帶福利的透明度    
f. 員工培訓和發展    
g. 員工留任    
h. 工作表現評估     
i. 優秀工作表現獎勵    
j. 升職機會      
k. 管理有時限的聘用合約    
l. 其他, 請說明: _____________________________            

 
 
61. 如有其他最佳實務建議或意見，請說明： 
 
 
 
 
 
62. 最後，你是否願意和我們進一步分享貴機構在管治和問責性、財務管理和人力資源管 
   理等方面成功的經驗？或其他應該採用的良好執行方法？ 
□a .  願意，姓名：___________  電郵：______________________ 聯絡電話：_______________ 
□b .  不願意  

 

 
 
IV 背景資料:  
 
63. 貴機構在 2010-2011 財政年度，受津助整筆撥款的數額是： 
□a .500 萬以下        □b. 500 萬或以上至 3000 萬或以下       □c. 3000 萬以上 
 

 
 
 

全卷完，謝謝！ 
 

 218 



 

B) Questionnaire for staff   
                    
Please base on the situation of your organization and give a  to all your choice. 
 
I. Governance and Accountability 
 
1. Do you know the major backgrounds of all board members including chairperson in your organization? 
□a. Know them all □b. Know most of them □c. Know some of them 
□d. Know very few of them                       □e. Know none of them  
                                              
2. Do you think the major backgrounds of the board members are in a good mix in your organization? 
□a. Yes                                     □b. No,  pls suggest what background is needed___________   

                          
3. Do you agree with the tenure of office of the board members, executive committee members 

 and chairman in your organization? 
a) □ Board members □i.yes □ii. no, pls suggest number of years___ □iii. don’t know 
b) □ Executive committee 
          members 

□i.yes     □ii. no, pls suggest number of years___ □iii. don’t know 
□iv. not applicable 

c) □Chairman □i.yes    □ii. no, pls suggest number of years__   □iii. don’t know 

                                   
4. Do you agree with the maximum terms of office of the board members and chairman in your 

organization?  
a) □ Board members □i.yes     □ii. no, pls suggest maximum terms ___   □iii. don’t know 
b) □ Executive committee  
          members 

□i.yes     □ii. no, pls suggest maximum terms ___  
 

□iii. don’t know 
□iv. not applicable 

c) □Chairman □i.yes    □ii. no, pls suggest maximum terms ___   □iii. don’t know 

 
5. What methods should be used to help new board member(s) to understand board member’ roles  

and responsibilities in your organization? Put a tick to item (s) selected. 
□a. Orientation  program □b. Manual □c. Training course    
□d. Meeting with staff □e. Mentorship □f. Others, pls specify ___________ 
 
6. What methods should be used to enhance new board members’ understanding of the core business 

 in your organization? Put a tick to item (s) selected. 
□a. Orientation program □b. Visit to service units □c. Meeting with staff 
□d. Meeting with service users □e. Participation in agency/unit event/ program 
□f. Information session/briefing      □g. Others, pls specify: ________   

 
7. Except confidential records, should the minutes of the board’s meeting be available to any  

stakeholders with an interest in the board’s decision? Put a tick to item (s) selected. 
    □a. Yes,   available to   □i. staff    □ii. service user    □iii. public    □iv. Social Welfare Department    
    □b. No 

       
8. For the Board, should the following channels be established for communicating and receiving  

feedback from the following stakeholders? Put a tick to item (s) selected. 
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9. Whose feedback should be collected for the continuous improvement of board governance 
       and accountability? Put a tick to item (s) selected. 
□a. Senior management □b. Staff 
□c. Service user □d. Social Welfare Department 
□e. Public □f. Board’ self evaluation 
□g. Others, please specify: ___________  
 
10. For important issues in your organization as indicated in the box below, should the  
       following stakeholders be involved and what is (are) the approach(es) for the involvement?  
       Put a tick to item (s) selected. 
 I.  Staff II.  Service users 
a) Change of salary structure,  

remuneration package, fringe  
benefits and contribution of 
provident fund 

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:_______  

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

b) Change in resource allocation □i.   decision making 
□ii.  consultation 
□iii. others, pls specify:_______  

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

c) Development of new project □i.   decision making 
□ii.  consultation 
□iii. others, pls specify:_______  

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

d) Change in service delivery 
    mode  

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:_______  

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

e) Monitoring of service  
    performance standard 

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:_______  

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

f) Service re-engineering □i.   decision making 
□ii.  consultation 
□iii. others, pls specify:_______  

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

g) Salary adjustment level for  
subvented staff 

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:_______  

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

h) Use of LSG reserve □i.   decision making 
□ii.  consultation 
□iii. others, pls specify:_______  

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

i) Use of Provident Fund (PF) 
   reserve for subvented  

non-snapshot staff 

□i.   decision making 
□ii.  consultation 

□i.    decision making 
□ii.   consultation 

 a. Staff b. Service users c. Social Welfare  
    Department 

d. Public 

Channels 
 
 
 
 
 

□i.    meeting 
□ii.  social gathering 
□iii. email/platform  
        on internet  
□iv. others, pls 
        specify:_______  
 

□i.    meeting 
□ii.  social gathering 
□iii. email/platform  
        on internet 
□iv. others, pls 
        specify: _______ 

□i.   meeting 
□ii.  report 
□iii. others, pls  
       specify:  _____ 

□i.   open forum 
□ii.  email/platform         
on internet 
□iii. notice board 
□iv. others, pls  
        specify:_______ 
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□iii. others, pls specify:_______  □iii.  others, pls specify:______  

j) Change in work conditions □i.   decision making 
□ii.  consultation 
□iii. others, pls specify:_______  

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

k) Change in work performance  
appraisal system 

 

□i.   decision making 
□ii.  consultation 
□iii. others, pls specify:_______  

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

l) Others, pls specify:____ 
 

Please specify: ____________ Please specify: _____________ 

 
 
11. What kinds of policy or procedure should be established to ensure the integrity of the governing 
      board and senior management? Put a tick to item (s) selected. 
□ a. Policy on declaration of conflict of interest for board, committee and staff 
□ b. Rules and procedures of board and committee meetings 
□ c. Decision by vote 
□ d. Rotation of posts in board and committees 
□ e. Complaint mechanism 
□ f. Disclosure of information regarding organization’s operation in website and annual report   
□ g. Ethical guidelines (The content of ethical guidelines may include avoidance of conflict of 
            interest and corruption, keeping confidentiality, having ethical, fair decisions and straight 
            forward conduct, etc.) 
□ h. Others, pls specify: ________________        
 
12. According to the situation of your organization, whether it has one, two, three, four or even five  
      tiers on handling complaint from service users, should the following involve in the  
      following resolution tiers in your organization? Put a tick to item (s) selected. 
 First 

(beginning) 
Second  Third  Fourth Fifth  

(final) 
a. Peer colleague      
b. Staff representative       
c. Superior      
d. CEO      
e. Committee member      
f. Board member           
g. Service user representative      
h. Others, please specify: ______          

        
13. According to the situation of your organization, whether it has one, two, three, four or even five 

 tiers on handling appeal from staff, should the following involve in the following resolution 
      tiers in your organization? Put a tick to item (s) selected. 
 First 

(beginning) 
Second  Third  Fourth Fifth 

(final) 

a. Peer colleague      

b. Staff representative       

c. Superior      
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d. CEO      

e. Committee member      

f. Board member           

g. Others, please specify: _______       

 
14. According to the situation of your organization, whether it has one, two, three, four or even five  

tiers on handling grievance from staff, should the following involve in the following resolution  
      tiers in your organization? Put a tick to item (s) selected. 
 First 

(beginning) 
Second  Third  Fourth Fifth  

(final) 
a. Peer colleague      
b. Staff representative       
c. Superior      
d. CEO      
e. Committee member      
f. Board member           
g. Others, please specify: _______       

 
 
15. In relation to complaint, appeal, and grievance handling, should your organization follow the  
       following practice(s)? Put a tick to item (s) selected. 
 Complaint  

from service 
user 

Appeal  
from staff 

Grievance  
from staff 

a. All  complaint, appeal and grievance handling  
channels are made known to stakeholders   

   

b. Management level is being informed     
c. Assign staff with appropriate grade to investigate    
d. The whole process is kept confidential    
e. Follow strictly the procedure    
f. Keep complainant informed of the progress    
g. Involve independent/impartial body     
h. Regularly collate and analyze the cases of  

complaint, appeal and grievance for improvement 
   

i. Produce and submit reports    
j. Others, pls specify: ______________    

      
16. Are you satisfied with the current complaint, grievance and appeal handling mechanism? 

(a)  Service user complaint handling mechanism 
□i.   Yes, please give reasons:______________________________________________________                         
□ii.  No, please give reasons and suggestions: ________________________________________ 
□iii. No comment  
□iv. Do not know the details 

 
(b) Staff appeal handling mechanism 

□i. Yes, please give reasons:_____________________________________________________                           
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□ii. No, please give reasons and suggestions: _______________________________________ 
□iii. No comment  
□iv. Do not know the details 
 
(c) Staff grievance handling mechanism 
□i. Yes, please give reasons:______________________________________________________                          
□ii. No, please give reasons and suggestions:_________________________________________ 
□iii. No comment  
□iv. Do not know the details 
 
17. Without taking into account the actual adoption of the following principles in your organization,  
      please select three principles you think the most important in respect to governance and 
      accountability:    
□a. Transparency □b. Accountability 

□c. Integrity □d. Legitimacy 

□e. Self regulation □f. Participation 

□g. Credibility □h. Fairness                         
□i. Others, pls specify: __________  

   
18.  In terms of governance and accountability, please select five items at most that you think your  
       Board has done the best and five items at most which are mostly needed to be improved. Put a  
       tick to item (s) selected.     

Item The best  Mostly needed  
to be improved 

a. Being clear about the organization’s goal(s)   
b. Being clear about the roles and responsibilities required of the 

board and CEO            
 

  

c. Able to carry out its roles and responsibilities in an efficient and  
effective manner 

  

d. Have a good mix of knowledge, skills and experiences of board 
 members 

  

e. Develop the governance capability of the board   
f. Being accountable to stakeholders   
g. Monitor work performance measures according to goals set and  

compare this with relevant organizations 
  

h. Contribute to, approve and evaluate organizational mission and  
goals 

  

i. Contribute to, approve, monitor and evaluate core business  
plans and strategies developed by management 

  

j. Recruit, support, and appraise the CEO   

k. Ensure that stewardship mechanisms, such as internal control,  
public reporting, compliance, etc. are in place 

  

l. Enhance the credibility of the organization   

m. Follow procedures and rules for decision making   

n. Have succession plans for CEO/senior management   
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o. Being transparent, and making information available upon request   
p. Able to act ethically   
q. Others, please 

specify:_______________________________________ 
  

 

 
II. Financial Management 
 

19. Do you know the amount of LSG reserve in your organization for the financial year 2009-2010?   
□a. Yes                             □b. No    
 
20. Should the LSG reserve of the financial year 2009-2010 be used?  
□ a. Yes.  If yes, in what ways? Put a tick to item (s) selected.  □i. FSA related activities 
 □ii. staff training and development □iii. service development 
 □iv. procurement/enhancement of facilities or equipments □v. salary increment/adjustment 
 □vi. capital acquisition, pls specify:_______ □vii. others, pls specify: ______ 
□ b. No                           □c. Not applicable (no reserve)  
 
21. Do you know the amount of PF reserve for subvented non-snapshot staff in your organization  
      for the financial year 2009- 2010?  
□a. Yes                             □b. No   

 
22. In what ways should the above PF reserve in 2009-10 be used?  
□a. Increase the percentage of employer’s MPF contribution 
□b. As an one-off lump sum basis contribution to the MPF account 
□c. Others, please specify:___________________________________________        

                                 
23. What measure(s) should your organization adopt to increase revenue? Put a tick to item (s) selected. 
□a. Develop income generating services/programs □b. Increase fee charging 
□c. Bid projects from various government departments  
        or other bodies  

□d. Seek external funding  
         support 

□e. Fund raising/donation 
□g. Others, please specify: ___________ 

□f. Financial investment  
(e.g. stocks, bonds)  
   

24.  In your view, among the items in question 23, the best method (s) to increase revenue is/are 
        (max. 3)  
        ______________________________________________________________________________ 
             
25. What measure(s) should your organization adopt for cost saving? Put a tick to item (s) selected. 
□a. Reduce staffing, if yes, which kinds of staff:  

□ i. staff (administrative)  □I. senior/ middle level staff   □II. junior staff 
□ ii. staff (program)  □I. senior/ middle level staff   □II. junior staff 

□b. Frozen staff number even service expands 
□c. Use part time staff to replace full-time staff 
□d. Use self-employed persons  
□e. Use volunteers to carry out works that are originally done by employees 
□f. Reduce staff salary 
□g. Cap salary to mid points 
□h. Reduce fringe benefits 
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□i. Reduce costs for staff training and development  
□j. Reduce other costs, please specify: __________________________ 
□k. Organization improvement plan, please specify:____________________ 
□l. Budget control 
□m. Calculation and monitoring of unit costs 
□n. Organizational re-engineering 
□o. Others, please specify: ___________ 
□p. Should not adopt any measure for cost saving 
        
26. In your view, among the items in question 25, the best measure (s) for cost saving is/are (max. 3): 

_______________________________________________________________________________ 
 
27. Please state the mechanism(s) that your organization should use for financial control. Put a tick 
       to item (s) selected. 
□ a.  Finance committee under the Board 
□ b.  Audit committee under the Board 
□ c.  Internal audit 
□ d.  External audit 
□ e.  Establish finance/account department 
□ f.  Staff manual with information including accounting policy and procedures, level of 
           authorization, recording and reporting methods, etc. 
□ g.  Procedure on application for budget variance   
□ h.  Implementation of internal control 
□ i.   Channel for reporting suspected financial impropriety or misuse 
□ j.   Others, please specify_______________________________________________ 

    
28.  In your view, among the items in question 27, the best method (s) for financial control is/are  
        (max. 3): 

____________________________________________________________________________              
         
29. Without taking into account the actual adoption of the following principles in your organization,  
      please select three principles you think the most important in respect to financial management:       
□a. Transparency □b. Accountability □c. Cost effectiveness □d. Efficiency 

□e. Compliance □f. Flexibility □g. Equity / Fairness □h. Entrepreneurship 

□i.  Sustainability □j.  Balanced budget □ k. Others, pls specify: _______ 
 

30. In relation to financial management, please select five items at most you think your  
      organization has done the best and five items at most which are mostly needed to be improved.  
      Put a tick to items selected.  

Items The best  Mostly needed 
to be improved 

a. Financial planning   
b. Financial analysis e.g. Is the organization financially stable?  
      Is it sustainable？Is it viable？Has adequate cash flow or not?          

  

c. Use of LSG reserve     

d. Use of PF reserves for non-snapshot staff    

e. Implementation of policy on conflict of interest   

f. Internal control    

g. Flexible resources allocation to meet needs    

h. Purchasing practices, e.g. tender, central purchase   
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i. Prevention of corruption and embezzlement   

j. Financial risk management   

k. Financial reporting   

l. Disclosure of financial information   
m. Others, please specify:___________      

 
III. Human Resource Management 
 
31.  Are you satisfied with the current salary structure in your organization?        
□a. Yes     □i.  equal pay for snapshot and subvented non-snapshot staff    

□ii. equal pay for subvented time limited and subvented non-time limited contract staff 
□iii. equal fringe benefits for snapshot and subvented non-snapshot staff 
□iv. equal fringe benefits for subvented time-limited and subvented non-time limited  
         staff 
□v. all follow GPS (government pay scales) 
□vi. equal salary adjustment for snapshot and subvented non-snapshot staff    
□vii. terminated snapshot staff can receive salary adjustment for the last year 
□viii. terminated subvented non-snapshot staff can receive salary adjustment for the  
           last year 
□ix. have salary increment for subvented non-snapshot staff on time-limited contract 
□x. have salary increment for subvented non-snapshot staff on non-time limited  
        contract 
□xi. MPF provision 
□xii. career promotion ladder 
□xiii. information on salary is disclosed  
□xiv. others, please specify:____________________                       

□b. No   □i. unequal pay for snapshot and subvented non-snapshot staff    
□ii. unequal pay for subvented time limited and subvented non-time limited contract  
        staff 
□iii. unequal fringe benefits between snapshot and subvented non-snapshot staff 
□iv. unequal fringe benefits between subvented time-limited and subvented non-time 
         limited staff 
□v.  not follow GPS (government pay scales) 
□vi. salary be capped at the mid-point as maximum 
□vii. current subvented non-snapshot staff has less or even no salary adjustment than  
          snapshot staff 
□viii. terminated snapshot staff cannot receive salary adjustment for the last year  
□ix. terminated subvented non-snapshot staff cannot receive salary adjustment for the 
         last year 
□x. no salary increment for subvented non-snapshot staff on time-limited contract 
□xi. no salary increment for subvented non-snapshot staff on non-time limited contract 
□xii. too few career promotion ladder 
□xiii. for subvented non-snapshot staff, the MPF is kept at 5%. 
□xiv. information on salary is not disclosed 
□xv. others, please specify:____________________ 
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32. Should the following stakeholders have the following channel (s) to understand the salary 
      structure, salary and fringe benefits under LSG in your organization?    
 Annual report Staff manual Disclose  

when requested  
Others:  
pls specify____ 

Staff     
Social Welfare Department     
Service user     
Public     
Others: pls specify: ______      

    
33. Are you satisfied with the current appraisal system for subvented staff? 
□a. Yes, pls give reasons:___________________________________________________________             
□b. No, pls give reasons and suggestions:______________________________________________ 
□c. Not applicable 
 
34.  For subvented staff, on what criteria should your organization conduct salary increment? 
Subvented non-snapshot staff  
with time-limited contract 

Subvented non-snapshot staff with 
non time-limited contract 

Snapshot staff 

□a. Work performance □a. Work performance □a. Work performance 
□b. Promotion □b. Promotion □b. Promotion 
□c. Length of service in  

your organization 
□c. Length of service in  

your organization 
□c. Length of service in  

your organization 
□d. Academic / Professional 
        qualification(s) newly  
        acquired 

□d. Academic / Professional  
        qualification(s) newly  
        acquired 

□d. Academic / Professional  
        qualification(s) newly  
         acquired 

□e. Market salary rate □e. Market salary rate □e. Market salary rate 
□f. Organization’s financial  

situation  
□f. Organization’s financial  

situation  
□f. Organization’s financial  

situation  
□g. Cost of living □g. Cost of living □g. Cost of living 
□h. Contract renewal □h. Contract renewal □h. Others, please specify: 

_______ 
□i. Others, please specify:   
        _________ 

□i. Others, please specify: 
              _________ 

□i. Not applicable  

□j  Not applicable □j  Not applicable  
 
35. In what ways should the additional funding arising from civil service pay adjustment be used?  
       You can give more than one answer: 
□a. Salary adjustment for current snapshot staff 
□b  Salary adjustment for current subvented non-snapshot staff 
□c. Salary adjustment for terminated snapshot staff for the last year 
□d. Salary adjustment for terminated subvented non-snapshot staff for the last year 
□e. Staff training and development 
□f. Others, please specify: _________________________________________   
 
36.  Are you satisfied with the job rotation policy for subvented staff in your organization?       
□a. Yes, pls give reasons:_________________________________________________________                              
□b. No, pls give reasons and suggestions: ____________________________________________ 
□c. Not applicable 
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37. Are you satisfied with the current practice on employment contract for subvented staff? 
□a. Yes, pls give reasons:__________________________________________________________              
□b. No, pls give reasons and suggestions: _____________________________________________ 
□c. Not applicable 
 
 
38. Are you satisfied with the current practice on recruitment procedure for subvented staff 
□a. Yes, pls give reasons:____________________________________________________________              
□b. No, pls give reasons and suggestions:_______________________________________________  
□c. Not applicable 
 
39. Do you agree to the retirement age in your organization? 
□a. Yes                           □b. No, pls give reasons and suggestions:____________ _______        
     
40. Do you agree to the early retirement plan of your organization? 
□a. Yes, pls give reasons:____________________________________________________________              
□b. No, pls give reasons and suggestions:_______________________________________________  
□c. Not applicable _________ 
       
41. Are you satisfied with the staff training and development for subvented staff? 
□a. Yes, pls give reasons:____________________________________________________________              
□b. No, pls give reasons and suggestions:_______________________________________________ 

_________ 
42.  Should your organization have a periodic manpower plan (A manpower plan is a plan on  
       manpower requirements and the means for meeting those requirements, recruitment, training,  
       succession, job rotation, are all examples of the means)?      
□a. Yes, pls give reasons:____________________________________________________________               
□b. No, pls give reasons and suggestions:_______________________________________________  
 
43. Are you satisfied with your organization’s periodic manpower plan for current subvented service? 
□a. Yes, pls give reasons:____________________________________________________________             
□b. No, pls give reasons and suggestions:_______________________________________________ 
□c. Not applicable 

 
44.  Without taking into account the actual adoption of the following principles in your organization,  
        please select three items you think the most important in terms of human resource management.     
□a. Transparency □b. Accountability □c. Effectiveness 

□d. Efficiency □e. Fairness /  Equity □f. Compliance to rules and procedures  

□g. Flexibility □h. Others, please specify: 
         ________ 

 

 

45. In terms of human resource management, please select at most five items you think  
      that your organization has done the best, and at most five items that are mostly needed to be  
      improved. Put a tick to item (s) selected. 

Items  The best Mostly needed 
to be improved 

 228 



 

Manpower planning    
Employment of good quality staff       
Attractive remuneration package    
Fringe benefits provision   
Transparency of remuneration package and fringe benefits   
Staff training and development   
Staff retention   
Appraisal system    
Rewards for good work performance   
Opportunities for promotion     
Administration of time-limited employment contracts   
Others (Please specify)___________           

 
 
46.  If you have other views and suggestions in relation to best practice, please state: 

 _____________________________________________________________________________ 
 _____________________________________________________________________________ 

 
 
47. At last, are you willing to further share with us your organization’s successful experience in  
      relation to governance and accountability, financial management and human resource  
      management, or other good practices? 
□a. Yes, name:__________        e-mail______________________ contact phone no.___________ 
□b. No                 
 
 
 
 
 

The end – thank you 
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前線員工問卷             請在你選擇的空格上填上 
I. 機構管治和問責性 
 
1. 你知道貴機構董事會全部成員包括主席的主要背景嗎？ 

 

□a. 全部都知道 □b. 知道其中大部份 □c. 知道一部份 
□d. 知道少部份 □e. 全不知道     
              

2. 你認為貴機構董事會成員的主要背景是不是良好的組合？ 
□a .  是 □b .  不是，請建議需要什麼背景的人 _________________________    

 

 
3. 你是否同意貴機構董事會裏的董事、執行委員會和主席的任期年數？ 

a . 董事   □i . 同意 □ii. 不同意，請建議年期_____  □iii. 不知道詳情  
b . 執行委員會 □i . 同意 □ii. 不同意，請建議年期_____  □iii. 不知道詳情 □iv.不適用 
c. 主席 □i . 同意 □ii. 不同意，請建議年期_____  □iii. 不知道詳情  

 

 
4. 你是否同意董事會裏的董事、執行委員會和主席的任期次數上限？   

a . 董事   □i . 同意 □ii. 不同意，請建議次數上限___ □iii. 不知道詳情  
b . 執行委員會 □i . 同意 □ii. 不同意，請建議次數上限___   □iii. 不知道詳情 □iv.不適用 
c. 主席 □i . 同意 □ii. 不同意，請建議次數上限___ □iii. 不知道詳情  

 

 
5. 你認為貴機構應該用什麼方法令新任的董事會成員明白他們的角色和責任？(可多項) 
a.迎新會 b.手冊 c.培訓課程 
d.會見員工 e.師友制 f.其他，請說明：

________________________ 
 

 
6. 你認為貴機構應該用什麼方法令新任的董事會成員明白機構的主要業務？(可多項) 
a.迎新會 b.探訪服務單位 c.會見員工     d.會見服務使用者       
e.參與機構 / 單位的活動 f.發佈會 / 簡介會 g.其他，請說明：_________________     
       

 

 
7. 除保密紀錄以外，你認為貴機構應否讓有興趣的持份者查閱董事會會議紀錄？ 
a. 應該，提供給 (可多項：) 
                             

i.員工 ii.服務使用者 iii.公眾 iv.社會福利署 

  
b.不應該     

 

 
8. 你認為董事會應該用以下那些渠道與各持份者溝通和收集其意見？(可多項) 
 

 a.員工  b.服務使用者  c.社會福利署 d.公眾  

渠道  
 
 
 
 
 

□i.  會議  
□ii. 社交聚會 
□iii. 電郵 / 
         網上平台 
□iv. 其它，請說明: 
________________ 

□i.  會議  
□ii. 社交聚會 
□iii. 電郵 / 
         網上平台 
□iv其它，請說明: 
________________ 
 

□i.  會議 
□ii. 報告 
□iii. 其它，請說明: 
 __________________    

□i.  公開論壇  
□ii. 電郵 /  
     網上平台 
□iii. 告示板 
□iv. 其它，請說明: 
______________ 
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9. 你認為貴機構應收集以下那些持份者的意見來持續改善董事會的管治和問責性？ 
   (可多項) 
□a. 高級管理層                               □b. 員工                                       □c. 服務使用者                             
□d. 社會福利署                               □e. 公眾                                       □f. 董事會自我評估 
□g. 其他, 請說明: ________________  
 
 
10.你認為以下的持份者應在那一個層面參與貴機構以下的重要事情？ 
   (可多項；如沒有，請不用) 

 231 



 

 

 I. 員工 II. 服務使用者  
a)  改變薪酬編制、薪酬組 

合、附帶福利和公積金 
供款百份比 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 

b) 改變資源分配 
 
 
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 

c) 發展新計劃   
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 
 

d) 改變服務模式 
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 
 

e) 監察服務表現水準 
 

□i.決策  
□ii .諮詢 
□iii.其他，請說明:___________ 
 

□i.決策  
□ii .諮詢 
□iii.其他，請說明:___________ 
 

f) 服務重整 □i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 
 

g) 受津助員工之薪酬調整 
 
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 
 

h) 運用整筆撥款儲備   
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 
 

i) 運用受津助非定影員工之 
公積金儲備 

 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 
 

j) 改變工作條件 
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 
 

k) 改變工作表現評估制度 □i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:__________ 
 

l) 其他，請說明:_______ 
 
 

其他，請說明:____________ 其他，請說明:_____________ 
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11. 你認為貴機構應採用那些政策及程序去確保管治架構及管理層恪守誠信的原則？ 
    (可多項) 
□a. 董事會、委員會和員工有申報利    □b.訂定董事會及委員會的議事規則 
       益衝突的政策  
□c. 以投票作決策                                  □d.在董事會及委員會採用職位輪替的政策    
□e. 設立投訴機制                                  □f.在機構的網站及年報披露機構的運作情況 
□g. 提供操守指引(操守指引的內容可包括避免利益衝突及受賄、遵守保密原則、合乎道德 

操守、保持公平的決定及 / 或正直的行為等)                            
□h. 其他, 請說明:_________________ 
 
12. 根據貴機構現時的情況，無論是採用一層、二層、三層、四層甚至五層去處理服務使用 

 者的投訴，你認為下列人士應在那些層面去處理服務使用者的投訴？(可多項) 
 

 第一層 

(最初)   
第二層 第三層 第四層 第五層 

(最後) 

a. 同事        

b. 員工代表       

c. 上司      

d. 行政總裁      

e. 委員會成員      

f. 董事會成員      

g. 服務使用者代表      

h. 其他, 請說明: ______      

 
13. 根據貴機構現時的情況，無論是採用一層、二層、三層、四層甚至五層去處理員工的上 
       訴，你認為下列人士應在那些層面去處理員工的上訴？(可多項) 

 

 第一層 

(最初) 
第二層 第三層 第四層 第五層 

(最後) 

a. 同事        

b. 員工代表       

c. 上司      

d. 行政總裁      

e. 委員會成員      

f. 董事會成員      

g. 其他, 請說明: ______      

 
14.  根據貴機構現時的情況，無論是採用一層、二層、三層、四層甚至五層去處理員工的 
       不滿，你認為下列人士應在那些層面去處理員工的不滿？(可多項) 
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 第一層 

(最初) 
第二層 第三層 第四層 第五層 

(最後) 

a. 同事        

b. 員工代表       

c. 上司      

d. 行政總裁      

e. 委員會成員      

f. 董事會成員      

g. 其他, 請說明: ______      

 
 
15. 關於投訴、上訴和不滿的處理，你認為貴機構應否實行以下的措施？(可多項)    

 

 服務使用者 
投訴 

員工上訴 員工不滿 

a. 公開所有的投訴/ 上訴/ 表達不滿的渠道    
b. 知會管理層    
c. 指派適當職級的職員進行調查    
d. 過程保密    
e. 依足既定程序進行    
f. 知會投訴者處理的進度    
g. 有獨立 / 中立人士參與    
h. 定時整理和分析投訴/上訴/表達不滿的個案作改善    
i. 提交報告    
j. 其他，請說明:___________________    

 
 
16.你是否滿意現行的處理投訴、上訴和不滿的機制？ 
a) 處理服務使用者投訴機制 
□i)  滿意，請給原因:________________________________________________________________                                
□ii) 不滿意，請給原因和建議:________________________________________________________ 
□iii) 無意見  
□iv) 不知道機制詳情 
 
b) 處理員工上訴機制 
□i)  滿意，請給原因:_________________________________________________________________ 
□ii) 不滿意，請給原因和建議:_________________________________________________________ 
□iii) 無意見 
□iv) 不知道機制詳情 
 
 
c) 處理員工不滿機制 
□i)  滿意，請給原因:_________________________________________________________________                                 
□ii)  不滿意，請給原因和建議: ________________________________________________________ 
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□iii) 無意見 
□iv) 不知道機制詳情 
□v)  不適用 
 
17. 不用考慮貴機構現正採納什麼原則，請出三項你認為對管治和問責性最重要的原則︰ 
□a.透明度 □b.問責性 □c.正直 
□d.合法性 □e.自律 □f.參與 
□g.可信性 □h.公平 □i其他，請說明_______ 

 

 
18. 在管治和問責性方面， 請最多 5 個你認為貴機構董事會已經做得最好的項目，亦 
      最多 5 個你認為最需要改進的項目。 

項目 
 

做得 
最好 

最需要 
改進 

a. 清楚理解機構的目標    
b. 清楚理解董事會和行政總裁的角色和責任     
c. 能有效率和有效地承擔角色和責任   

d. 董事會在知識、技能和經驗方面有一個良好的組合    

e. 發展董事會的管治能力      

f. 對持份者有交代   

g. 根據目標而設立監察工作表現制度，並與其他有關機構作比較   

h. 提議、核准和檢討機構的目標和任務   

i. 提議、核准、監控和檢討由管理層發展的核心業務計劃和策略   

j. 招聘、支援和評核行政總裁   

k. 確保有適當的管理機制如：內部監控、提交年報、遵守規則等等   

l. 提升機構的信譽    

m. 能遵守決策的程序和規則    

n. 行政總裁和管理層有繼任規劃   

o. 具透明度，因應要求公開資料   

p. 行事合乎道德操守   

q. 其他，請說明:__________________________________________    
 

 
 
II. 財務管理 
 
19. 你是否知道 2009-2010 財政年度的整筆撥款儲備的數額？ 

 

□a.知道 □b.不知道 
 
20. 你認為 2009-10 財政年度的整筆撥款儲備應否動用？ 

 

□a. 應動用，如何用？ 
       (可多項)： 

□i.《津貼及服務協議》的相關活動 
□ iii. 服務發展                                                                                       

□ii. 員工培訓和發展 
□ iv.採購或提升器材設備 

 □v. 增薪 / 調整薪酬     □ vi 購買資產，請說明 
 □vii. 其他：請說明______________                  
□b. 不應動用 □c. 不適用（沒有儲備）  
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21. 你是否知道 2009-2010財政年度，貴機構為受津助非定影員工所存的公積金儲備的數額？   

 

□a.知道 □b.不知道 
 
22. 你認為上題所述的 2009-2010 財政年度公積金的儲備應如何運用？(可多項)  
□a .  增加僱主的強積金供款百份比            □b .  一次過撥款給強制性公積金戶口                             
□c .  其他，請說明_____________________________________________________________ 
 
23. 你認為貴機構應採取什麼措施開源？ (可多項) 
□a. 發展能增加收益的服務/計劃 □b. 增加服務收費 
□c. 投標由各政府部門或非政府組織提出的計劃 □d. 尋找外間的資金支援 
□e. 籌款/捐助 □f. 金融投資 (例如：股票、債券) 
□g. 其他, 請說明:__________________________  

 

 
24. 從 23 題的各項中，你認為開源的最好方法是 (最多 3 項):  
______________________________________________________________________________ 
 
 
25. 你認為貴機構應採取什麼措施去控制成本？ （可多項） 
□a. 裁員 (可多項)：□i. 職員（行政）(可多項)     □ I. 高/中層職員           □ II. 低層職員 

□ii. 職員（服務）(可多項)    □ I. 高/中層職員           □ II. 低層職員 
□b.在擴充服務下凍結員工數目 □c.以兼職人員代替全職人員 
□d.聘用自僱人士 □e.使用義工擔當受薪員工的工作 
□f.減低員工薪金 □g.把薪金中位數作為薪酬頂點 
□h.減少附帶福利 □i. 減少員工培訓和發展開支   
□j.減少其他開支，請說明︰______________ □k.推行機構改進計劃，請說明︰ __________ 
□l.控制財政預算 □m.計算和控制單位成本 
□n機構重組 □o.其他, 請說明:  ______________________ 
□p.不應該採用措施去控制成本  

 

                                        
 
26. 從 25 題的各項中，你認為控制成本的最好方法是 (最多 3 項): 
_______________________________________________________________________________ 
_______________________________________________________________________________ 
 
 
27. 你認為貴機構應使用什麼機制來監控財務？(可多項) 
□a. 董事會之下組成財務委員會             
□b. 董事會之下組成審核委員會 
□c. 內部審計                             
□d. 外部審計 
□e. 設立財務部/會計部  
□f. 備有財務手冊 (內容包括：會計政策和程序、授權層次、記錄及報告方法等等)  
□g. 設立申請改變預算的程序               
□h. 執行內部監控程序   
□i. 設立通報懷疑不當使用或挪用公款事件的渠道   
□j. 其他，請說明 _______________________________________________________________ 
 
28. 從 27 題的各項中，你認為財務監控的最好方法是 (最多 3 項) :______________________  
________________________________________________________________________________ 
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29. 不用考慮貴機構現行採納什麼原則，請出三項你認為對財務管理最重要的原則︰ 
□a .  透明度 □b .  問責性  □c .  成本效益 
□d .  效率 □e .  遵從法則 □f..  靈活性 
□g .  公平/ 公正 □h .  企業精神 □i.   可持續發展   
□j .   收支平衡 □k.   其他，請說明︰__________  

 

 

 

30. 從財務管理方面，請最多 5 個你認為貴機構已經做得最好的項目，亦最多 5 個你 
   認為最需要改進的項目。   
 

項目  做得最好  最需要改進   
a. 編製財務計劃    

b. 財務分析 (例如：構機財務是否穩健？是否可 
持續？是否可行？有沒有足夠現金應付日常開支等？)             

  

c. 運用整筆撥款儲備       

d. 運用受津助非定影員工公積金儲備   

e. 推行防止利益衝突的政策    

f. 內部監控     

g. 資源分配以滿足服務需要     

h. 採購常規，例如：公開招標、中央採構    
i. 防止貪污和挪用公款    
j. 財務風險管理    
k. 財務報告    
l. 披露財務資料    
m. 其他：(請說明) __________       

 
III. 人力資源管理 
 
31. 你是否滿意貴機構現行的薪酬編制及附帶福利？(可多項) 
□a .滿意       □i . 定影員工和受津助非定影員工薪酬對等   

 □ii. 有時限和無時限合約的受津助員工薪酬對等   
 □iii. 定影員工和受津助非定影員工附帶福利對等 
 □iv. 有時限和無時限合約的受津助員工附帶福利對等    
 □v . 全部受津助員工跟隨政府的薪級表 
 □vi.   受津助非定影員工和定影員工薪酬調整對等 
 □vii 當定影員工離開機構或退休，他們得到最後一年的薪酬調整 
 □viii. 當受津助非定影員工離開機構或退休，他們得到最後一年的薪酬調整 
 □ix. 有時限合約的受津助非定影員工有增薪點 
 □x. 無時限合約的受津助非定影員工有增薪點 
 □xi. 強制性公積金安排 
 □xii. 晉升階梯 
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 □xiii.  薪酬資料公開 
 □xiv. 其他，請說明︰ _______________________________________________ 

 
 

□b .不滿意       □i . 定影員工和受津助非定影員工薪酬不對等    

 □ii. 有時限和無時限合約的受津助員工薪酬不對等   
 □iii. 定影員工和受津助非定影員工有不對等的附帶福利   
 □iv. 有時限和無時限合約的受津助員工有不對等的附帶福利    
 □v . 受津助員工不跟隨政府的薪級表 
 □vi.   把薪金中位數作為薪酬頂點 
 □vii 現職受津助非定影員工較定影員工得到較少甚至沒有薪酬調整 
 □viii. 當定影員工離開機構或退休，他們不能得到最後一年的薪酬調整 
 □ix. 當受津助非定影員工離開機構或退休，他們不能得到最後一年的薪酬調整 
 □x. 有時限合約的受津助非定影員工沒有增薪點 
 □xi. 無時限合約的受津助非定影員工沒有增薪點 
 □xii. 太少晉升階梯 
 □xiii.  受津助非定影員工的強制性公積金設定在 5% 
 □xiv. 薪酬資料沒有公開 

 □xv. 其他，請說明︰_______________________________________________ 
 

 
 
32. 以下人士應否從以下途徑得悉在貴機構內，整筆撥款下的薪酬編制、薪酬及其附帶福利 

   的資料？ （如應該請；如不應該請） 
   年報 員工手冊 因應要求時才披露 其他，請說明︰ ______  

員工     
社會福利署       
服務使用者     
公眾人士     
其他，請說明︰____      
 

 
 
33. 你是否滿意貴機構現行受津助員工的工作表現評估機制？   
□a .滿意，請給原因: ____________________________________________________________ 
□b .不滿意，請給原因和建議: ____________________________________________________  
□c .不適用   
 
 

 
 

34. 以受津助員工而言，你認為貴機構應基於什麼準則增薪？(可多項)   
有時限合約 
的受津助非定影員工 

無時限合約 
的受津助非定影員工 

定影員工 

□a.工作表現 □a.工作表現 □a.工作表現 
□b.升職 □b.升職 □b.升職 
□c.任職機構的服務年數 □c.任職機構的服務年數 □c.任職機構的服務年數 
□d.新獲得的專業資格/ 
       學歷 

□d.新獲得的專業資格/  
       學歷 

□d.新獲得的專業資格/  
       學歷 

□e.市場薪酬標準 □e.市場薪酬標準 □e.市場薪酬標準 
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□f.機構的財務狀況 □f.機構的財務狀況 □f.機構的財務狀況 
□g.生活指數 □g.生活指數 □g.生活指數 
□h.合約更新 □h.合約更新 □h.其他，請說明︰

________ 
□i.其他，請說明︰

_________ 
□i.其他，請說明︰

__________ 
□i.不適用 

□j.不適用 □j.不適用    
 

 
 
35. 你認為貴機構應如何運用來自公務員薪酬調整的額外撥款？(可多項) 
□a . 給現在的定影員工薪酬調整 □b. 給現在的受津助非定影員工薪酬調整 
□c.  補發差額予在調整年度  
         離職的定影員工 

□d. 補發差額予在調整年度離職的 
        受津助非定影員工 

□e . 員工培訓和發展 □f. 其他，請說明︰____________________ 
    

 

 
36. 你是否滿意貴機構為受津助員工制訂的調職政策？   
□a .滿意，請給原因:___________________________________________________________  
□b .不滿意，請給原因和建議:___________________________________________________  
□c .不適用   

 

 
 
37. 你是否滿意貴機構為受津助員工制訂的僱傭合約的做法？ 
□a .滿意, 請給原因:____________________________________________________________   
□b .不滿意，請給原因和建議:___________________________________________________  
□c .不適用   

 

 
 
38. 你是否滿意現行受津助員工的聘請程序? 
□a .滿意 
□b .不滿意，請給原因和建議:____________________________________________________ 
□c .不適用  
 
39. 你是否同意貴機構的退休年齡？ 

 

□a.同意 □b.不同意，請給原因和建議 ___________________________________ 
 
 
40. 你是否同意貴機構的提早退休計劃？   
□a .  同意，請給原因:__________________________________________________________ 
□b .  不同意，請給原因和建議:__________________________________________________ 
□c .  不適用   

 

 
 
41. 你是否滿意貴機構為受津助員工所安排的培訓和發展？   

 

□a .  滿意，請給原因:__________________________________________________________  
□b .  不滿意，請給原因和建議:__________________________________________________ 
 
 
42. 你認為貴機構應否為受津助服務作定期的人力規劃？ 人力規劃是一個對人力需求的計 

    劃及達到這些需求的方法，包括：招聘、培訓、繼任、調職。 

 239 



 

□a .   應該，請給原因:_____________________________________________________________                           
□b .  不應該，請給原因:___________________________________________________________    
 
 

 

43. 你是否滿意貴機構為現行受津助服務所作的定期人力規劃? 
□a .  滿意，請給原因:_____________________________________________________________ 
□b .  不滿意，請給原因和建議:_____________________________________________________  
□c .  不適用 
 
 
44. 不用考慮貴機構現行採納什麼原則，請出三項你認為對人力資源管理最重要的原則︰ 
□a .  透明度 □b .  問責性  □c .  有效性 
□d .  效率 □e .  公平 / 公正 □f.   遵從法則 
□g .  靈活性 □h.  其他，請說明︰ ___________  

 

 
 
45. 從人力資源方面，請最多 5 個你認為貴機構已經做得最好的項目，亦最多 5 個你 
   認為最需要改進的項目。   

 
 

項目   做得最好  最需要改進   
a. 人力規劃     

b. 聘請高質素的員工        
c. 有吸引力的薪酬組合    
d. 附帶福利   

e. 薪酬和附帶福利的透明度    

f. 員工培訓和發展    

g. 員工留任    
h. 工作表現評估     

i. 優秀工作表現獎勵    

j. 升職機會      
k. 管理有時限的聘用合約    
l. 其他(請說明) __________________________            

 
46. 如有其他最佳實務建議或意見，請說明： 

_____________________________________________________________________________________ 

________________________________________________________________________________ 
 
47. 最後， 你是否願意和我們進一步分享貴機構在管治和問責性、財務管理和人力資源管 

 理方面做得好的項目，或其他應該採用的良好執行方法？ 
□a .  願意，姓名：___________  電郵：______________________ 聯絡電話：_____________ 
□b .  不願意  

 

 
 

                                                                                 全卷完，謝謝！ 
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C) Questionnaire for service user   
                        
Please base on the situation of this organization and give a  to all your choice. 
 
1. Do you know the major backgrounds of board members and chairperson in the organization that  
    you are receiving service? 
□a. Know them all □b. Know most of them □c. Know some of them 
□d. Know very few of them                     □e. Know none of them  
 
2. Do you think there should be staff representative in the Board? 

 □a. Yes                      □b. No 
 
3. Do you think there should be service user representative in the Board? 
□a. Yes                        □b. No 

 
4. Do you think that board members should be elected according to an election mechanism of the 

organization? 
□a. Yes                         □b. No 
 
5. Except confidential records, should the minutes of the board’s meeting available to any  
    stakeholders with an interest in the board’s decision? Put a tick to item (s) selected. 
□a. Yes,   available to     □i. staff     □ii. service user      □iii. public     □iv. Social Welfare Department          
□b. No 
 
6. For the Board, should the following channel (s) be established for communicating and receiving 
    feedback from the following stakeholders? Put a tick to item (s) selected. 

 
7. What kind (s) of policy or procedure should be established to ensure the integrity of the  
    governing board and senior management? Put a tick to item (s) selected. 
□ a. Policy on declaration of conflict of interest for board, committee and staff 
□ b. Rules and procedures of board and committee meetings 
□ c. Decision by vote  
□ d. Rotation of posts in board and committees  
□ e. Complaint mechanism  
□ f. Disclosure of information regarding organization’s operation in website and annual report   
□ g. Ethical guidelines (The content of ethical guidelines may include avoidance of conflict of  

              interest and corruption, keeping confidentiality, having ethical, fair decisions and straight  
             forward conduct, etc.) 
□ h. Others, please specify: ________________  

 a. Staff b. Service  
    users 

c. Social Welfare  
    Department 

d. Public 

Channels 
 
 
 
 
 

□i.   meeting 
□ii.  social gathering 
□iii. email/platform  
          on internet 
□iv. others, pls 
         specify:_______  
 

□i.    meeting 
□ii.  social gathering 
□iii. email/platform  
          on internet 
□iv. others, pls    
         specify: _______ 

□i.   meeting 
□ii.  report 
□iii. others, pls  
          specify:  ____  

□i.   open forum 
□ii.  email/platform 
         on internet 
□iii. notice board 
□iv. others, pls  
         specify:   
         ___________ 
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8. Whose feedback should be collected for the continuous improvement of board governance and  
    accountability? Put a tick to item (s) selected. 

9. For important issues as indicated in the box below, should the following stakeholders be  
involved and what is/are the approach(es) for the involvement? Please put a tick to the item(s) that  

    is (are) appropriate: 
 

□a. Senior management □b. Staff 
□c. Service user □d. Social Welfare Department 
□e. Public □f. Board’ self evaluation 
□g. Others, please specify: ___________ 
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10. Should the following person (s) of this organization handle complaints from service users?  
      Please put a tick to the item(s) that is (are) appropriate: 

11. Are you satisfied with the current complaint handling mechanism for service users? 

 I.  Staff II.   Service users 
a) Change of salary structure,  

remuneration package, fringe 
    benefits, and contribution of  
    Provident Fund 

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii.  others, pls specify:______  

b) Change in resource allocation □i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii.  others, pls specify:______  

c) Development of new project □i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii.  others, pls specify:______  

d) Change in service delivery 
    mode  

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii.  others, pls specify:______  

e) Monitoring of service  
    performance standard 

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii.  others, pls specify:______  

f) Service re-engineering □i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii.  others, pls specify:______  

g) Salary adjustment level for  
subvented staff 

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii.  others, pls specify:______  

h) Using reserve accumulated  
from subvention from Social  
Welfare Department for the  
organization 

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii.  others, pls specify:______  

i) Using reserve accumulated  
from Provident Fund (PF) 
provision from Social  
Welfare Department for  
the organization   

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii.  others, pls specify:______  

j) Change in work conditions 
 
 

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii.  others, pls specify:______  

k) Change in performance  
appraisal system 

 

□i.    decision making 
□ii.   consultation 
□iii.  others, pls specify:______  

□i.   decision making 
□ii.  consultation 
□iii.  others, pls specify:______  

l) Others, pls specify:____ 
 

Please specify: ____________ Please specify: _____________ 

□a. Peer colleague □b. Staff representative 
□c. Superior □d. CEO  
□e. Committee member □f. Board member 
□g. Service user representative □h.  Others, please specify: ___________ 
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 □a. Yes, please give reasons:_____________________________________________                             
 □b. No, please give reasons and suggestions: ________________________________ 

        □c. No comment                         □d. Do not know the details 
 

12. What measure(s) do you think this organization should adopt to increase revenue? Put a tick to  
       item (s) selected. 
□a. Develop income generating services/programs □b. Increase fee charging 
□c. Bid projects from various government departments or  
       other bodies  

□d. Seek external funding support 

□e. Fund raising/donation □f. Financial investment  
□g. Others, please specify: ___________ (e.g. stocks, bonds)    

 
13. What measure(s) should this organization adopt for cost saving? Put a tick to item (s) selected. 
□a. Reduce staffing, if yes, which kinds of staff (you can tick more than one choice):  

□ i. staff (administrative)  □I. senior/ middle level staff   □II. junior staff 
□ ii. staff (program)  □I. senior/ middle level staff   □II. junior staff 

□b. Frozen staff number even service expands 
□c. Use part time workers to replace full-time staff 
□d. Use self-employed persons  
□e. Use volunteers for works that are originally done by employees 
□f.  Reduce staff salary 
□g. Cap salary to mid points as maximum 
□h. Reduce fringe benefits 
□i.  Reduce costs for staff training and development  
□j.  Reduce other costs, please specify: ____________________________ 
□k. Organization improvement plan, please specify: ____________________ 
□l.  Budget control 
□m. Calculation and monitoring of unit costs 
□n. Re-engineering of the organization 
□o. Others, please specify: ___________ 
□p. Should not adopt any measure for cost saving 

 
14.  Should the following stakeholders have the following channels to understand the salary structure,  
       salary and fringe benefits under LSG in this organization?   Put a tick to item (s) selected. 
 Annual report Staff manual Disclose  

when requested 
Others:  
pls specify_____  

Staff     
Social Welfare Department     
Service user     
Public     
Others, pls specify:______     

 
15. If you have other views and suggestions in relation to best practice, please state: 

      
___________________________________________________________________________________ 

    
____________________________________________________________________________________ 
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16. At last, is (are) there any good practice(s) in relation to governance and accountability, financial 
management and human resource management of this organization that you would like to further 
share with us? 

□a. Yes, name:_________ e-mail______________________ contact phone no._____________ 
□b. No             

 
 
 
 
 

The end – thank you 

 245 



 

服務使用者問卷           請在你選擇的空格上填上 
 
 
1. 你是否知道你所接受服務的機構的董事會全部成員包括主席的主要背景嗎？ 

 

□a. 全部都知道 □b.  知道其中大部份 □c. 知道一部份 
□d. 知道少部份 □e.  全不知道     
 
2. 你認為董事會內應否有員工代表？ 
□a .  應該 □b .  不應該  

 

 
3. 你認為董事會內應否有服務使用者代表？ 
□a .  應該 □b .  不應該 

 

 
4. 你認為董事會內的成員應否在機構內按指定選舉方法產生？ 
□a .  應該 □b .  不應該 

 

 
5. 除保密紀錄以外，你認為應否讓有興趣的持份者查閱董事會的會議紀錄？ 
a. 應該，提供給 (可多項：) 
                             

  i.員工 ii.服務使用者 iii.公眾 iv.社會福利署 

  
 

b.不應該     
 

 
6. 你認為董事會應該用以下那些方法與各持份者溝通和收集意見？(可多項) 
 

 
 

a.員工  b.服務使用者  c.社會福利署 d.公眾  

方法  
 
 
 
 
 

□i.   會議  
□ii.  社交聚會 
□iii. 電郵 /  
          網上平台 
□iv. 其它， 
         請說明: 
     
__________________
____ 

□i.   會議  
□ii.  社交聚會 
□iii. 電郵 /  
          網上平台 
□iv. 其它， 
         請說明:  
     _________ 

□i.   會議 
□ii.  報告 
□iii. 其它， 
          請說明: 
     ___________ 

□i.   公開論壇  
□ii.  電郵 /  
          網上平台 
□iii. 告示板 
□iv. 其它， 
         請說明: 
     ______________ 

 
7. 你認為這機構應採用什麼政策及程序去確保管治架構及管理層遵守誠信的原則？ 
   (可多項) 
□a. 董事會、委員會和員工有申報利益衝突的政策 
□b. 訂定董事會及委員會的議事規則 
□c. 以投票作決策 
□d. 在董事會及委員會採用職位輪替的政策 
□e. 設立投訴機制 
□f. 在機構的網站及年報披露機構的運作情況 
□g. 提供操守指引 (操守指引的內容可包括避免利益衝突及受賄、遵守保密原則、合乎 
        道德操守、保持公平的決定及 / 或正直的行為等)   
□h. 其他, 請說明:_________________________________________ 
 
 
8. 你認為這機構應收集以下那些持份者的意見來持續改善董事會的管治和問責性？(可多項) 
□a. 高級管理層 
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□b. 員工 
□c. 服務使用者 
□d. 社會福利署 
□e. 公眾 
□f. 董事會自我評估 
□g. 其他, 請說明: _________________________________________  
 
9. 你認為以下的持份者應在那一個層面參與這機構以下的重要事情？ 
  (可多項；如沒有，請不用) 
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 I. 員工 II. 服務使用者  
a) 改變薪酬編制、薪酬 

組合、附帶福利和公 
積金供款百份比              
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

b) 改變資源分配 
 
 
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

c) 發展新計劃   
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  
 

d) 改變服務模式 
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  
 

e) 監察服務表現水準 
 

□i.決策  
□ii .諮詢 
□iii.其他，請說明:_________  
 

□i.決策  
□ii .諮詢 
□iii.其他，請說明:_________  
 

f) 服務重整 □i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  
 

g) 受津助員工之薪酬 
   調整 
 
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  
 

h) 運用社會福利署給 
    機構的撥款所累積 
    的儲備                           
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  
 

i) 運用社會福利署給 
   機構的公積金所累積             

的儲備 
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  
 

j) 改變工作條件 
 

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  
 

k) 改變工作表現評估制度 □i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  

□i. 決策 
□ii .諮詢  
□iii.其他，請說明:_________  
 

l) 其他，請說明:_______ 
 
 

其他，請說明:____________ 其他，請說明:_____________ 

 
10. 你認為機構內以下人士應否參與處理服務使用者的投訴？(如應該請；如不應該請) 
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□a. 同事   □b. 員工代表 □c. 上級 
□d. 行政總裁 □e. 委員會成員 □f.  董事會成員 
□g. 服務使用者代表 □h. 其他，請說明:_______________ 

 

11.你是否滿意這機構現行處理服務使用者投訴的機制？

□a .  滿意，請給原因:_________________________________________________________
□b .  不滿意，請給原因和建議:_________________________________________________
□c .  無意見 □d .  不知道機制詳情

12. 你認為這機構應採取什麼措施開源？ (可多項)
□a. 發展能增加收益的服務 / 計劃 □b. 增加服務收費 
□c. 投標由各政府部門或非政府組織提出的計劃 □d. 尋找外間的資金支援 
□e. 籌款/捐助 □f. 金融投資 (例如：股票、債券) 
□g. 其他., 請說明:_______________________ 

13. 你認為這機構應採取什麼措施去控制成本？ (可多項)

□a. 裁員 (可多項)：□i. 職員（行政）(可多項) □ I. 高/中層職員   □ II. 低層職員 
□ii. 職員（服務）(可多項) □ I. 高/中層職員   □ II. 低層職員 

□b.在擴充服務下凍結員工數目 □c.以兼職人員代替全職人員 
□d.聘用自僱人士 □e.使用義工擔當受薪員工的工作 
□f.減低員工薪金 □g.把薪金中位數作為薪酬頂點 
□h.減少附帶福利 □i.減少員工培訓和發展開支  
□j.減少其他開支，請說明︰_____________ □k.推行機構改進計劃，請說明︰ ________
□l.控制財政預算 □m.計算和控制單位成本 
□n機構重組 □o.其他, 請說明:  ______________________ 
□p.不應該採用措施去控制成本 

14. 以下人士應否從以下途徑知道在這機構內，整筆撥款下的薪酬編制、薪酬及其附帶

福利的資料？（如應該請；如不應該請）

年報 員工手冊 因應要求時才

披露

其他，請說明︰
______________ 

員工

社會福利署

服務使用者

公眾人士

其他，請說明︰_______ 

15. 如有其他最佳實務建議或意見，請說明：

___________________________________________________________________________________ 

___________________________________________________________________________________ 

16. 最後， 你是否願意和我們進一步分享一些這機構在管治和問責性、財務管理和人力資

源管理方面做得好的項目？
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□a . 願意，姓名：___________  電郵：_________________  聯絡電話：____________ 
□b . 不願意                       
         

 
 
 
 
 
 
全卷完，謝謝！ 
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A) Interview guide for Board 
 
Governance and accountability 
 
1. Please describe the present situation of your Board, including structure, composition, 

appointment or election methods, tenure of office, maximum term of office, and channels 
for recruiting new board members.  

2. Do you think your board could be a model in terms of the structural and procedural       
aspects described above? Why? 

3. What has your organizatioin done to help new board members to understand their roles 
and responsibilities? Are they effective? If yes, in what ways, and if no, please suggest 
ways of improvement. 

4. What has your organization done to enhance new board members’ understanding of the 
core business of the organization? Are they effective? If yes, in what ways, and if no, 
please suggest ways of improvement. 

5. What mechanisms are used to ensure that board members are playing their roles and 
functions in a reasonable, responsible, capable manner? 

6. What things have been done to make the Board operate efficiently, effectively, 
independently and fairly? 

7. What mechanisms are used to ensure that the Board and the management have a clear 
division of labor while at the same time having good communication and mutual under-
standing? 

8. What kinds of resources does the Board bring to the organization? 
9. Is (are) there any mechanism (s) to make sure that Board is operating for the best interest 

of the organization? 
10. Is (are) there any channel (s) for the Board to listen to service users, community and 

staff’s needs and views? Are these effective? 
11. Is (are) there any strategy (strategies) to enable the organization to respond to the 

changing community needs and deliver appropriate and good quality services to the 
community?In what ways do you encourage staff and service users’ participation in 
decision making?What mechanism (s) is (are) adopted to increase the transparency of the 
board? 

12. Do you think the present complaint, appeal and grievance handling mechanism effective? 
If yes, in what way, and if not, how to improve it? 

13. What policy (ies) or procedure (s) you organization has adopted to ensure the integrity of 
the governance board and senior management? 

14. What has the Board done to keep and enhance the organization’s reputation or prevent 
damage? 

15. Is there any evaluation mechanism on the Board’s performance? If yes, please describe. 
16. Is there any succession plan for board members and senior management? If yes, please 

describe. 
17. Besides the above, is there any other good practice in relation to governance and 

accountability that you want to share? 
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Financial management 
 
1. In what ways the LSG reserve and PF reserve for subvented non-snapshot staff is used and 

what are the rationales behind? 
2. Who are involved in the making the above decision and how? 
3. What is your view towards the optimal level of LSG reserves? 
4. What your organization has done to increase revenue? Which one is the most effective? 

(answer can be more than one)  
5. What your organization has done for cost saving? Which one is the most effective? 

(answer can be more than one) 
6. What mechanism (s) is (are) adopted for financial control? Which one is the most 

effective? (answer can be more than one) 
7. In what ways have your organization used the LSG flexibly? 
8. Is (are) there any mechanism(s) or criteria to determine the resource allocation in your 

organization? What is (are) the rationale (s) behind?  
9. What mechanism (s) is (are) used to enhance the transparency of the financial situation and 

related decision of your organization? 
10. Is there any financial risk management in your organization and how is it? 
11. Besides the above, is there any other good practice that you want to share on financial 

management? 
 
 
Human resource management  
 
1. Please give the rationale for adopting the present salary structure. 
2. What mechanism (s) your organization has employed to ensure fairness, parity, equity 

and transparency in terms of staff remuneration? 
3. What have your organization done to attract and retain good staff? 
4. Please describe contract employment in your organization, for example, what kind of post, 

the criteria for determining the length of a contract, termination of a contract, or transfer 
to a non-contract term? 

5. What strategies have your organization developed to ensure that your staff can keep 
abreast with the new knowledge, skills, and techniques required for rendering services? Is 
there any strategy to enhance effective deployment of human resources? 

6. How does your organization make sure that the appraisal system is fair and effective? 
What strategies your organization has used to motivate and support staff?  

7. What is the situation of career development of staff in your organization?  
8. Is there any succession plan for senior/middle management? If yes, please describe. 
9. What step(s) your organization has taken to make sure that you are a good employer? 
10. Please explain the decision making process related to human resource management. Do 

you think it is effective?  
11. Besides the above, is there any other good practice that you want to share on human 

resource management? 
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B) Interview guide for CEO/senior management 
 
Governance and accountability 
 
1. Please describe the present situation of your Board, including structure, composition, 

appointment or election methods, term of office, maximum times for terms of office, and 
channels for recruiting new board members.  

2. Do you think your board could be a model in terms of the structural and procedural 
aspects described above? Why? 

3. What has your organization done to help new board members to understand their roles 
and responsibilities? Are they effective? If yes, in what ways, and if no, please suggest 
ways of improvement. 

4. What has your organization done to enhance new board members’ understanding of the 
core business of the organization? Are they effective? If yes, in what ways, and if no, 
please suggest ways of improvement. 

5. What mechanisms are used to ensure that board members are playing their roles and 
functions in a reasonable, responsible, capable manner? 

6. What things have been done to make the Board operate efficiently, effectively, 
independently and fairly? 

7. What mechanisms are used to ensure that the Board and the management have a clear 
division of labor while at the same time having good communication and mutual 
understanding? 

8. What have you done to make yourself a good bridge between the Board and the staff? Are 
these methods effective? 

9. What kinds of resources does the Board bring to the organization? 
10. Is (are) there any mechanism (s) to make sure that Board is operating for the best interest 

of the organization? 
11. Is (are) there any channel (s) to listen to service users, community and staff’s needs and 

views? Are these effective? 
12. Is (are) there any strategy (strategies) to enable the organization to respond to the 

changing community needs and deliver appropriate and good quality services to the 
community? 

13. In what ways do you encourage staff and service users’ participation in decision making? 
What mechanism (s) is (are) adopted to increase the transparency of the board? 

14. Do you think the present complaint, appeal and grievance handling mechanism effective? 
If yes, in what way, and if not, how to improve it? 

15. What policy (ies) or procedure (s) you organization has adopted to ensure the integrity of 
the governance board and senior management? 

16. What has the Board done to keep and enhance the organization’s reputation or prevent 
damage? 

17. Is there any evaluation mechanism on the Board’s performance? If yes, please describe. 
18. Is there any succession plan for board members and senior management? If yes, please 

describe. 
19. Besides the above, is there any other good practice in relation to governance and 

accountability that you want to share? 
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Financial management 
 
1. In what ways the LSG reserve and PF reserve for subvented non-snapshot staff is used 

and what are the rationales behind? 
2. Who are involved in the making the above decision and how? 
3. What is your view towards the optimal level of LSG reserves? 
4. What your organization has done to increase revenue? Which one is the most effective? 

(answer can be more than one)  
5. What your organization has done to save cost? Which one is the most effective? (answer 

can be more than one) 
6. What mechanism (s) is (are) adopted for financial control? Which one is the most 

effective? (Answer can be more than one) 
7. In what ways have the organization used the LSG flexibly? 
8. Is (are) there any mechanism(s) or criteria to determine the resource allocation in the 

organization? What is (are) the rationale (s) behind?  
9. What mechanism (s) is (are) used to enhance the transparency of the financial situation 

and related decision of the organization? 
10. Is there any financial risk management in your organization and how is it? 
11. Besides the above, is there any other good practice that you want to share on financial 

management? 
 
 
Human resource management  
 
1. Please give the rationale for adopting the present salary structure. 
2. What mechanism (s) you have employed to ensure fairness, parity, equity and 

transparency in terms of staff remuneration? 
3. What has your organization done to attract and retain good staff? 
4. Please describe contract employment in your organization, for example, what kind of post, 

the criteria for determining the length of a contract, termination of a contract, or transfer 
to a non-contract term? 

5. What strategies has your organization developed to ensure that your staff can keep abreast 
with the new knowledge, skills, and techniques required for rendering services? 

6. Is there any strategy to enhance the effective deployment of human resources? 
7. How does your organization make sure that the appraisal system is fair and effective? 
8. What strategies your organization has used to motivate and support staff?  
9. What is the situation of career development of staff in your organization?  
10. Is there any succession plan for senior/middle management? If yes, please describe. 
11. What step(s) your organization has taken to make sure that you are a good employer? 
12. Please explain the decision making process related to human resource management. Do 

you think it is effective?  
13. Besides the above, is there any other good practice that you want to share on human 

resource management? 
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C) Interview guide for front-line staff  
 
Governance and accountability 
 
1. Do you know about the structure, composition and appointment procedure of the Board? 

If yes, do you think the Board could be a model in terms of the structural and procedural 
aspects? Why? If no, what is the ideal model for a Board? 

2. What can be done to help new board members to understand their roles and 
responsibilities? 

3. What can be done to enhance new board members’ understanding of the core business of 
the organization? 

4. What can be done to ensure that board members are playing their roles and functions in a 
reasonable, responsible and capable manner? 

5. What can be done to make the Board operate efficiently, effectively, independently, and 
fairly? 

6. What mechanism (s) can be done to ensure that the Board and the management have a 
clear division of labor while at the same time having good communication and mutual 
understanding? 

7. What kinds of resources do you think the Board should bring to the organization? 
8. What mechanism (s) should be established to make sure that Board is operating for the 

best interest of the organization? 
9. What channel(s) should be established so that the Board can listen to service users, 

community and staff’s needs and views? 
10. Is (are) there any strategy (strategies) to enable the organization to respond to the 

changing community needs and deliver appropriate and good quality service to the 
community? 

11. In what ways do you think staff and service users can participate in decision making? 
What mechanism (s) should be adopted to increase the transparency of the board? 

12. Do you think the present complaint, appeal and grievance handling mechanism effective? 
If yes, in what way, and if not, how to improve it? 

13. Do you think the present policy (ies) or procedure (s) is/effective to ensure the integrity of 
the governance board and senior management? 

14. In what ways can the Board keep and enhance the organization’s reputation or prevent 
damage? 

15. Should the board’s performance be evaluated? If yes, how should it be done?  
16. What strategy (strategies) should be used to enable the Board to have new board members? In 

what way (s) staff can enhance the governance and accountability of the Board? 
17. Besides the above, is there any good practice in relation to governance and accountability 

that you want to suggest? 
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Financial management 
 
1. Do you agree to the ways the LSG reserve and PF reserve for subvented non-snapshot 

staff is used and what are the rationale behind? 
2. Do you think front line staff should be involved in making the above decision and how?  

What is your view towards the optimal level of LSG reserves? 
3. What the organization has done to increase revenue? Which one is the most effective and 

reasonable? (answer can be more than one) 
4. What things the organization has done for cost saving? Which one is the most effective 

and reasonable? (answer can be more than one) 
5. What mechanism (s) is (are) adopted for financial control? Which one is the most 

effective? (answer can be more than one) 
6. Do you think the organization has used the LSG flexibly? Please explain. 
7. Do you think the organization has allocated the resources in an appropriate way? Please 

explain. 
8. What mechanism (s) should be used to enhance the transparency of the financial situation 

and related decision of the organization? 
9. Besides the above, is there any good practice that you want to suggest on financial 

management? 
 
 
Human resource management  
 
1. Do you agree to the present salary structure? Why?  
2. What mechanism (s) should be employed to ensure fairness, parity, equity and 

transparency in terms of staff remuneration? 
3. What the organization has to do to attract and retain good staff? 
4. Are you satisfied with the current contract employment practice? Please explain. 
5. What strategies the organization should develop to ensure that staff can keep abreast with 

the new knowledge, skills, and techniques required for rendering services? 
6. Do you think that the organization has deployed human resources effectively? Please 

explain. 
7. How the appraisal system can become fair and effective? 
8. What strategies should be used to motivate and support staff?  
9. What things the organization has to do to enhance staff’s career development? 
10. What step(s) the organization has to take to make sure that she is a good employer? 
11. In what way (s) can staff participate in making decisions related to human resource?  
12. Besides the above, is there any good practice that you want to suggest on human resource 

management? 
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D) Interview guide for service user 
 
1. Do you know about the structure, composition and appointment procedure of the Board? 

If yes, do you think the Board could be a model in terms of the structural and procedural 
aspects? Why? If no, what is the ideal model for a Board? 

2. What can be done to help new board members to understand their roles and 
responsibilities? 

3. What can be done to enhance new board members’ understanding of the core business of 
the organization? 

4. What can be done to ensure board members are playing their roles and functions in a 
reasonable, responsible and capable manner? 

5. What can be done to make the Board operate efficiently, effectively, independently, and 
fairly? 

6. What kinds of resources do you think the Board should bring to the organization? 
7. What methods(s) should be used so that the Board can listen to service users, community 

and staff’s needs and views? 
8. Is (are) there any way (ways) to enable the organization to respond to the changing 

community needs and deliver appropriate and good quality service to the community? 
9. In what ways do you think staff and service users can participate in decision making? 
10. What methods (s) should be adopted to increase the transparency of the board? 
11. Do you think the present complaint handling mechanism effective? If yes, in what way, 

and if not, how to improve. 
12. Do you think that the organization has enough policies and procedures to ensure the 

integrity of the Board and senior management? 
13. In what ways the Board can keep and enhance the organization’s reputation or prevent 

damage? 
14. Should the board’s performance be evaluated? If yes, how should it be done?  
15. What strategy (strategies) should be used to enable the Board to have new board members? 
16. Should front line staff involve in making decisions on important financial and human 

resource issues? Why and how? 
17. What the organization can do to increase revenue?  
18. What the organization can do for cost saving?  
19. What mechanism (s) should the organization use to enhance the transparency of the 

financial situation and related decision of the organization? 
20. Do you agree that there should be equal pay for equal job? Please explain why. 
21. As a service user, in what way service users can do to help the organization to enhance 

accountability to its stakeholders? 
22. Besides the above, is there any good practice that you want to suggest on governance and 

accountability, financial management or human resource management? 
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Framework for Focus Group Discussion 
1. Financial Management 
 

4.1  Management of Lump Sum Grant Reserve  
 

Principles Aspects Strategies302  
a. Compliance Utilization of 

reserve 
- Ensure the reserve is gainfully and 

effectively used for intended purposes as 
stipulated by SWD 

 
b. Cost-

effectiveness 
Optimal level of 
reserve 

- Develop a planning and evaluation 
mechanism to determine the optimal level 
of reserve and monitor its level effectively 

 
c. Transparency Financial status of 

reserve 
- Use convenient, effective and timely 

channels to disseminate information to staff 
members 

 
 

1.3 Use of Provident Fund (PF) Reserve for Non-Snapshot Staff 
 

Principle Aspect Strategies 
a. Effectiveness  Usage of reserve - Use reserve for non-snapshot staff for the 

designated purpose, whether as ordinary 
contributions to their PF, or as special 
contributions to reward staff with good 
performance, e.g. increase employer’s 
contribution proportion or give a one-off 
contribution to the staff’s PF account, so as 
to motivate staff and increase staff morale 

 
b. Transparency 
 

Financial status of 
reserve 

- Use convenient, effective and timely 
channels to disseminate information to staff 
members 

302 “Strategies” are extracted from the views of three stakeholder groups as collected from in-depth interviews 
(N=46) and survey questionnaires (N=249). 
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2.  Human Resource Management 
 

2.1.  Salary Package Policy and Administration 
 
Principle  Aspects Strategies 
a. Fairness/equity  Remuneration - Develop and implement a fair pay policy  

 
Salary adjustment  - Administer salary adjustment on a timely 

basis after the government has issued the 
sum to the organization 

- Administer salary adjustment to all staff 
under LSG regardless of their employment 
status 

 
b. Transparency Pay policy - Provide information about the staff 

structure, salary package including fringe 
benefits to staff members concerned 

- Provide information about the criteria or 
requirement for each grade/band/rank 

- Provide information about the rationale of 
salary adjustment and increment to staff 
members concerned 

- Establish communication channels such as 
staff meeting, sharing session, etc. for 
clarification and collecting feedback 

 
 

2.2. Administration of Time-defined Contracts 
 

Principle  Aspects Strategies 
a. Fairness and 

effectiveness 
Administration of   
transfer and 
termination 

- Give priority to non-lump sum grant staff 
for transfer to a post under LSG wherever 
possible 

- Give priority to short-term contract staff for 
transfer to long-term contract staff; long-
term contract staff to regular/permanent 
staff wherever possible  

- Fill vacancies as soon as possible to 
minimize disruptions to subvented services 
and/or operations 
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- Develop a fair and effective appraisal 
system for the above-mentioned purposes 

- Inform concerned party of the decision at a 
reasonable and appropriate point of time 

 
b. Compliance to 

rules and 
procedures 

Decision-making - Make decision on human resource 
deployment according to rules and 
procedures 

- Ensure that panel members be free from 
conflicts of interest 

- Establish a good mechanism for checking 
and monitoring agency’s compliance to 
rules and procedures in relation to human 
resource management and handling of 
staff’s complaints 
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3. Corporate Governance and Accountability 
 

3.1 The Success of New Management Strategies  
 

Principle  Aspects Strategies 
a. Accountability Increase mutual 

understanding and 
trust 
 

- Build a regular reporting system so that the 
board know and understand what the 
organization is going on 

- Establish formal and informal channels of 
communication with staff members and 
service users 

- Seek views from staff members and service 
users through regular meetings for 
improvement of services and others 

 

Collection of views 

b. Self-regulation Term of office - Set a limit for term of office 
 

c. Continual 
enhancement 

Board capacity - Sit on different committees to get more 
understanding of the organization 

- Rotate posts in board and committee 
- Hold retreat and evaluation meetings 

regularly 
- Attend training sessions if necessary 
 

d. Others  - To be elicited from focus groups 
 

 
3.2 Decision Making Process of Agency’s Important Management Issues  

 
Principle Aspects Strategies 
a. Effectiveness Delineation of roles 

and responsibilities 
between the 
governing board 
and senior 
management for 
effective 
governance 

- Develop documents which state clearly the 
roles and responsibilities with examples of   
the governing board and senior management 
respectively 

- Review the documents from time to time to 
meet the changing context of the social 
welfare sector 

b. Participation Important 
management issues  

- Engage the stakeholders concerned in the 
decision making process  

- Collect the views of stakeholders on a 
regular basis 
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- Provide user-friendly platforms for 
stakeholders to express their views on their 
own initiatives 

- Establish a procedure or process to review 
and respond to ideas, suggestions, 
feedbacks and perceptions from the 
stakeholders concerned 

 
c. Transparency Decision results - Inform concerned stakeholders of the final 

decision as soon as possible 
- Document decisions properly and timely 

including reasons for the decision made. 
 

 
3.3 Roles and Duties of Governing Board and Senior Management in Complaint 

Handling 
 

Principle Aspects Strategies 

a. Effectiveness, 
fairness and 
legitimacy 

Composition, duties 
and roles of panel at 
different level 

- Lay down a policy which states clearly who 
should be involved in different levels of 
complaint handling, and their roles and 
duties of each member at each level 
accordingly. 

- Ensure panel members at all levels be free 
from conflicts of interest 

 
b. Compliance Panel composition 

and procedures 
- Follow the policy, procedures and 

composition strictly, with appropriate 
monitoring and appeal mechanism 

- Seek a higher level approval when 
exception is deemed necessary. 
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	6.3.21 49.4% of the front-line staff and 41.0% of service user respondents are satisfied with the complaint handling mechanism for service users respectively. (Table 2.19)
	6.3.22 35.8% and 32.1% of the front-line staff respondents are satisfied with their organization’s staff appeals handling mechanism and staff grievance handling mechanism respectively.  (Table 2.19)
	6.3.23 74.1% of front-line staff respondents recommend peer colleagues to be the first in line for handling complaints from service users, 55.6% recommend superiors to be the second in line, 38.3% recommend the CEO to be the third in line, 32.1% and 3...
	6.3.24 Concerning mechanism for handling appeals from staff, 49.4% of the front-line staff respondents recommend superiors to be the first in line for handling complaints, 33.3% and 32.1% recommend superiors and the CEO to be the second in line respec...
	6.3.25 As regards the mechanism to handle grievance from staff, 50.6% of the front-line staff respondents recommend the superiors to be the first in line to handle complaints, 33.3% and 30.9% recommend the superiors and the CEO to be the second in lin...
	6.3.26 Both the CEOs and front-line staff prioritize transparency (54.1%/55.6%), fairness (48.1%/63.0%), and legitimacy (48.2%/32.1%) as the top three desirable principles for governance and accountability.  (Table 2.24)
	6.3.27 The CEO respondents consider being clear about the organization’s goal (55.3%), the ability to act ethically (52.9%), ensuring proper stewardship mechanism (38.8%), the ability to carry out its roles and responsibilities in an efficient and eff...
	Use of LSG reserve
	6.4.1 Excluding provident funds, 43.5% of the CEO respondents report that the share of their NGOs’ LSG reserve against operating expenditure for the year 2009-2010 is not more than 20%.  (Table 3.1)
	6.4.2 Nearly half of the front-line staff respondents (48.1%) do not know about the amount of LSG reserve in their organization.  (Table 3.2)
	6.4.3 Over half (57.6%) of the CEO respondents have used LSG reserve for salary increment/adjustment (40.0%), and FSA related activities (37.6%).  While slightly more front-line staff respondents (45.7%) are of the view that LSG reserves should be use...
	Use of PF reserve
	6.4.4 36.4% of the CEO respondents report that their NGOs have HK$100,000 or less Provident Fund reserve for subvented non-Snapshot Staff as at 31 March 2010.  (Table 3.4)
	6.4.5 Only 16% of the front-line staff respondents know the amount of PF reserve of their organizations. (Table 3.5)
	6.4.6 43.5% of NGOs have not allocated PF reserve to make extra MPF contribution in 2009-2010 no matter in the form of increasing employer’s contribution or as an one-off lump sum to employees’ MPF account.  (Table 3.6)
	6.4.7 42.0% of the front-line staff respondents would like their organizations to make use of the reserve to increase the percentage of the employer’s MPF contribution, and 24.7% of them want to see an one-off lump sum injection to staff’s MPF account...
	Revenue generation and cost saving
	6.4.8 The most popular ways for NGOs to increase revenue are fundraising or donation (68.2%), seeking external funding support (47.1%), and developing income generating services/programs (40%).  They are also the best revenue generating strategies con...
	6.4.9 The most popular ways for NGOs to save cost are by controlling the budget (61.2%), capping salaries to mid points on maximum scale (40%), and calculation and monitoring of unit cost (38.8%), and while the front-line staff respondents agree that ...
	Financial control
	6.4.10 More than half of the CEO respondents reported that their NGOs are currently using the following financial control mechanisms: staff manuals with information on accounting policies and procedures, together with a clear hierarchy of authorizatio...
	6.4.11 The CEO respondents consider the above-mentioned mechanisms, namely staff manuals with information on accounting policies and procedures, and with a clear hierarchy of authorization and approval, recording and reporting methods, etc. (34.1%); i...
	Principles of financial management
	6.4.12 Both the CEO and front-line staff respondents agree that cost effectiveness (40.0%/42%), compliance (37.6%/44.4%), and balanced budget (32.9%/30.9%) are the three most important principles of financial management. (Table 3.10)
	Best practices
	6.4.13 According to the CEO respondents, the best practices in terms of financial management in their own NGOs are internal control (52.9%), financial reporting (44.7%), purchasing practice (40.0%), financial analysis (38.8) and implementation of the ...
	6.4.14 According to the CEO respondents, the top five areas in financial management of their NGOs which require improvement are financial risk management (38.8%), use of PF reserve for non-Snapshot Staff (32.9%), financial analysis (24.7%), financial ...
	Human resource management
	Transparency on salary structure, salary and fringe benefits under LSG in NGOs
	6.4.15 About half (51.8%) of the NGOs provide information about salary structure, salary, and fringe benefits under LSG to their staff by way of staff manual.  For the rest of the NGOs (43.5%), such information will be disclosed upon request by staff....
	6.4.16 In general, the front-line staff respondents would like their NGOs to be more pro-active in terms of enhancing the transparency.  (Table 4.3)   61.7% of the front-line staff respondents prefer to read such information in their staff manual.  Fo...
	Salary
	6.4.17 In most NGOs, salary structures for Snapshot and non-Snapshot Staff are very different.  While 43.5% of the NGOs adopt Government Pay Scale (GPS) for all Snapshot Staff, only 10.6% apply it to the subvented non-Snapshot Staff.  (Tables 4.5 and ...
	6.4.18 44.7% of the NGOs view academic and professional qualifications as the most important factor for designing salary structure.  The next factor is ranking (25.9%).   (Table 4.7)
	6.4.19 Generally speaking, majority of the front-line staff respondents (63.0%) are satisfied with their current salary structure. The most commonly acknowledged areas are MPF provisions (38.3%), following by GPS (21.0%), and equal fringe benefits for...
	6.4.20 In view of the additional funding arising from civil service pay adjustment, majority of the NGOs allocate the additional funding to the current Snapshot Staff (67.1%) and subvented non-Snapshot Staff (56.5%) respectively.  56.8% and 64.2% of t...
	Manpower deployment, appraisal and reward
	6.4.21 57.6% NGOs have a periodic manpower plan for subvented services.  (Table 4.12)
	6.4.22 76.5% front-line staff respondents prefer a periodic manpower plan (Table 4.13) and 28.4% of them are satisfied with the periodic manpower plan for current subvented service.  (Table 4.14)
	6.4.23 72.9% of the NGOs classify rank/band/post based on job analysis, such as knowledge, skills, working experiences required, and the responsibilities required of a particular post. (Table 4.9)
	6.4.24 Not many NGOs adopt job rotation policy for subvented non-Snapshot Staff with time-limited contract (29.4%), subvented non-Snapshot Staff with non time-limited contract (24.7%), and Snapshot Staff (25.9%).  (Table 4.15)
	6.4.25 30.9% of the front-line staff respondents find the job rotation policy for subvented staff satisfactory.   (Table 4.16)
	6.4.26 The most common consideration for a subvented time-limited contract staff to become a subvented non time-limited contract staff is work performance (35.3%), length of service (16.5%), and financial situation (15.3%) of the NGOs.  Having said th...
	6.4.27 Most of the NGOs (80.8%) administer written appraisal for subvented staff.  74.1 % of them conduct the appraisal annually, and 63.5% get feedback from the superiors.  (Table 4.18)  Almost half (49.4%) of the front-line staff respondents find su...
	6.4.28 For subvented non-Snapshot Staff with time-limited contract (51.8%), subvented non-Snapshot Staff with non time-limited contract (44.7%), and Snapshot Staff (47.1%), and the usual time for salary increment is upon satisfactory results in perfor...
	6.4.29 For subvented non-Snapshot Staff with time-limited contract (68.2%), subvented non-Snapshot Staff with non time-limited contract (54.1%), and Snapshot Staff (56.5%), and the most common criterion for salary increment is satisfactory work perfor...
	6.4.30 While about half (48.2%) of the NGOs do not pay cash reward for staff after getting a satisfactory result in performance appraisal under LSG, the eligibility for such cash reward is similar for the subvented non-Snapshot Staff with time-limited...
	6.4.31 Not many NGOs provide the same salary (30.6%), fringe benefits (35.3%), and Provident Fund allocation (34.1%) to Snapshot Staff who are transferred to posts not funded by LSG.  About 33% of the NGOs do not have such arrangement.  (Table 4.25)  ...
	6.4.32 55.6% of the front-line staff respondents are satisfied with the current practice on employment contract for subvented staff (Table 4.28) and 69.1% of them are satisfied with the current recruitment procedures. (Table 4.29)
	Retirement policy
	6.4.33 77.6% of the NGOs did not alter their normal retirement age after the implementation of the LSGSS.  (Table 4.30)  The same percentage of NGOs do not have early retirement plan for subvented staff under the LSG.  (Table 4.31) Majority of the fro...
	Training and development
	6.4.34 Most of the NGOs support staff training and development by provision of financial support (77.6%) and study leave (75.3%).  (Table 4.34)
	6.4.35 64.2% of the front-line staff respondents are satisfied with such offer to subvented staff.  (Table 4.35)
	Supervision guideline
	6.4.36 Majority of the NGOs adopt supervision guideline (68.2%).  57.6% of them follow the supervision guideline developed by their own organization and 32.9% of them follow the one developed by the Social Workers Registration Board.  (Table 4.36)
	MPF arrangement
	6.4.37 According to the CEO respondents, for most NGOs the MPF arrangements for subvented non-Snapshot Staff with time-limited contract and subvented non-Snapshot Staff with non time-limited contract are quite similar, and about 30% of them increase e...
	Human resources management principles
	6.4.38 Almost two-thirds (67.1%) of the CEO respondents, irrespective of the human resources management practices they actually adopt, consider fairness and equity as the most important principle in human resources management.  The second and third mo...
	6.4.39 According to the CEO respondents, their organizations’ top five achievements in terms of human resource management are appraisal system (42.4%), staff training and development (41.2%), transparency of remuneration package and fringe benefits (3...
	6.4.40 On the other hand, for CEO respondents, the top six areas which are most in need for improvement are attractive remuneration package (38.8%), opportunities for promotion (35.3%), staff retention (27.1%), manpower planning (24.7%), and employmen...
	Analyses by size of NGOs
	6.4.41 The Consultancy Team cross tabulated the results from the questionnaires by the size of NGOs and found significance in some of the aspects the team investigated.  The Consultancy Team highlights below those aspects that might be borne in mind w...
	6.4.42 In the first, it might be due to the availability of resources and accumulation of practices, large NGOs usually have more often in place succession plans for the board members (Table 5.5), and large NGOs are more likely than the medium and sma...
	6.4.43 More of the large NGOs are less transparent in terms of making available of unclassified minutes of board meetings to interested stakeholders than medium and small NGOs (Table 5.8)
	6.4.44 More small and medium NGOs see SWD a more important source of feedback for continuous improvement of board governance and accountability than large NGOs. (Table 5.14)
	6.4.45 The top three principles for governance and accountability from CEOs of large NGOs are transparency, accountability and legitimacy while from medium and small NGOs, fairness replaces accountability. (Table 5.17)
	6.4.46 More large and medium NGOs use the LSG reserve to finance salary increment/adjustment than the small NGOs. (Table 6.1)
	6.4.47 When top three principles of financial management are compared, it is found that they are not the same for large, medium and small NGOs.  Only cost effectiveness is commonly chosen by them, while CEOs of large and medium NGOs choose compliance;...
	6.4.48 In the salary structure of non-Snapshot Staff, more small NGOs differ from GPS while quite a significant portion of large and medium NGOs still wholly or at least partly follow GPS. (Table 7.3)
	6.4.49 Large NGOs are more likely than medium and small NGOs to offer more opportunities for subvented time-limited contract staff to become subvented non time-limited contract staff. (Table 7.6)
	SECTION 7 -_CASE STUDIES
	7.1 The qualitative researches of this study consisted of 20 case studies and 13 focus group interviews.  This study aims to gather through these sources information and ideas regarding their current practices and views on best practices that have to ...
	Overview
	7.1.1 The case study should ideally include the following stakeholders from each category of large, medium and small size NGOs, namely (a) board members who provide steering and guidance for overall development of the NGOs; (b) CEOs or senior manageme...
	7.1.2 The original research plan was to invite stakeholders from at least 20 NGOs randomly selected by a set of criteria as stated in Section Three.  As some CEOs,  front-line staff and service user respondents expressed willingness to share their vie...
	7.1.3 A total of 44 case study interviews were conducted between July, 2011 and October, 2011.  The interviewees included 4 board members, 13 CEOs, 3 senior management, 14 front-line staffs, and 10 service users from 20 NGOs.  30 of these interviewees...
	7.1.4 In sum, the Consultancy Team interviewed a total of 20 NGOs, and 17 of them came from the returned questionnaires and 3 were purposefully invited by the Consultancy Team according to the selection criteria set.  7 of them are big-sized, 7 are me...
	7.1.5 7 NGOs have supplied documents related to their best practices.   Such documents include details on best practices such as guidelines for conflicts of interest, guidelines for privacy, staff manual, board and committee member manual, guidelines ...
	Governance and accountability
	7.2
	7.2.1 A good mix of board composition: It is strategic for the development of the NGOs.  Most interviewees report that their NGOs invite appropriate professionals to sit in their boards.  For instance, medical practitioners are of a must-have category...
	7.2.2 Participation of staff and service users in decision-making:  Some service users and front-line staff have suggested that NGOs have to arrange monthly meeting between the board and front-line staff, between board and service users to allow them ...
	7.2.4 Benefit of participation: a service user is of the view that if front-line staff are allowed to participate in the decision-making process, they would contribute more as their sense of ownership of the NGO would be generated13F .
	Limit to the term of office
	Board capacity
	7.2.6 Board contribution: A service user has suggested that board members’ contributions should involve both monetary and expertise inputs16F .
	7.2.7 Forms of contribution: Some NGOs require their board members to use their expertise to support different units, for instance, a board member who is a medical practitioner visits a rehabilitation centre every week to provide consultation; some bo...
	Evaluation of the board
	7.2.16 Reporting: Most NGOs deliver annual reports to the stakeholders in which they record the key decisions made by the board and committees and the in and out of the board members.  It is one of the ways to enable the stakeholders to know who, what...
	Codes of conduct
	7.2.25 Most of the NGOs issue codes of conduct for compliance by the board, service users/members and staff.  In order to avoid conflicts of interest and misconduct such as abuse of resource, bribery, corruption, embezzlement, etc., standard procedure...
	Decision-making process of agency’s important management issues
	7.2.26 Some NGOs collect views at regular team meetings or at ad hoc meetings in case special issue arises.  Collecting views from union representatives is a flexible means.  For instance, when a NGO plans to hire an auditor to manage the reserve, pri...
	7.2.27 NGOs are very concerned about the mechanism for handling complaints.  They have been trying to make complaints handled in a timely and transparent manner and complaints of different nature and seriousness are handled at an appropriate level of ...
	7.2.28 Complaints are to be passed to the board members for their information, discussion or handling65F .
	7.2.29 Front-line staff of a few NGOs can call their board members directly in case of filing complaints and making appeals66F .
	7.2.30 In order to avoid conflicts of interest, some NGOs, after consultation with the ICAC, develop a guideline that panel members at all levels have to declare conflicts of interest.  It helps consolidate a fair complaint policy67F .
	7.2.31 A NGO has set up a complaint hotline and designated a front-line staff to be responsible and refer complaints to the unit concerned according to the organization’s procedures of complaint handling68F .  Another NGO has a complaint handling depa...
	7.2.32 A NGO has a practice to draw a recommendation for improvement purpose every time it has resolved a complaint.  For instance, if the case is about the quality or requirement of a staff, a recommendation report might be passed to human resource s...
	7.2.33 To ensure complaints to be handled smoothly, a NGO has translated the complaint handling mechanism from English to Chinese to make it be fully understood by every front-line staff and details of the mechanism are disseminated to every front-lin...
	The success of other new management strategies
	7.2.34 Most NGOs recognize the importance of knowledge management to their organizations.  The most common knowledge management practices are documenting and sharing useful knowledge, and rewarding and exemplifying good practice programmes.  It motiva...
	7.2.35 A NGO has been adopting a scoring system in its human resources and financial management.  A handbook is used to record and evaluate the performance of the service units since 2004.  Each year, this NGO follows the outcome-based management mode...
	7.2.36 A NGO has started a performance management system and one criterion is each unit has to conduct at least one creative new service every year.  All new services are nominated to join the good practice competition and the best one is to be reward...
	7.2.37 A NGO’s finance department standardizes the review procedures of good practice in programmes.  It is found that the more frequent good practices are reviewed regularly, the easier it helps staff grasp the crux for writing successful proposals. ...
	7.2.38 NGOs share the common practice of conducting evaluation for every programme.  A front-line staff has reported that his NGO requires each unit to send service quality reports, with data analyzed from evaluations, to the board for its review so t...
	7.2.39 A CEO considers it is difficult to make an overall evaluation of a NGO, but not individual unit of a NGO.  He is of the view that the performance of each unit could bring out the overall impression of how a NGO runs and if service quality has b...
	7.2.40 A NGO has started to develop a strategic plan for five year.  It commissions an external consultant to develop the plan towards a more profound, practical and feasible direction.  As the community’s needs have been changing fast, some NGOs have...
	7.2.41 Not all social workers with good social work skills/knowledge are also good at or interested in management.  This might impede their career development since most senior posts in NGOs are for management roles.  In order to motivate competent so...
	7.2.42 Some NGOs have started to recruit professionals from different disciplines.  It has become a common practice that financial management/accounting experts are hired for financial management; experts on marketing, public relation, and journalism ...
	7.2.43 According to a front-line staff, his NGO has streamlined administration procedures in order to decrease the administrative load and make the process less time-consuming82F .
	Financial management
	7.3.1 A NGO is willing to keep a low level of LSG reserve.   The CEO opines that his organization believes ‘service quality goes first’, and the majority of its expenditures are spent on paying quality front-line staff to ensure service users get appr...
	7.3.2 Some NGOs set up development funds for the purpose of covering deficits from subvented social service, and expenses on starting new services, and training of staff, etc. 85F   A NGO requires all its unit supervisors to transfer five percent of t...
	7.3.3 Flexibility in resource allocation is one of the key objectives in introducing the LSGSS.  One commonly and frequently heard comment during the individual interviews is that flexibility is found mainly on staff deployment, development of staff s...
	7.3.4 With the flexible use of funding, many new services with supports from management are created.
	7.3.5 Many NGOs being interviewed have put in place internal control procedures on financial management, budgeting and procurement and require staff to follow strictly.  Examples are ceilings of different budgeted items; number of quotations needed fo...
	7.3.6 A NGO has developed a financial guideline for the staff to follow.  Should there be any updates to the guideline, the management team would send the updated version to all staff accordingly to ensure compliance93F .
	7.3.7 In order to keep a balanced budget, many NGOs keep frequent review on budgets   and financial reports to ensure their reserves are kept under the maximum allowed level and resources are used for intended purposes and not over-spent94F .
	7.3.8  A NGO has an internal audit to conduct risk assessment on various aspects of the organization, including service delivery and daily operation like safety, organizational image, resource and finance.  Risk factors will be identified and a report...
	Employing professional or outsourcing
	7.3.9 A front-line staff finds that it is tough for front-line staff to manage the finances.  It is time-consuming and leads to low effectiveness.  The front-line staff recommends outsourcing the accounting work to private accountants to make it effic...
	7.3.10 A NGO employs a chartered accountant to take up the responsibility of financial management97F .  Another NGO appoints a private accountant to handle the accounting work98F .  A few front-line staff observe that it is efficient and helps relieve...
	7.3.11 A NGO uses e-financial management services of a bank to manage its complicated accounting work.  All financial statements are processed by an e-banking system so all the accounting procedures have been streamlined, and most importantly, they ar...
	Revenue generating strategies
	7.3.12 Many NGOs have initiated various revenue generating strategies, for instance, seeking donation from board members and outside bodies, offering training courses to the board and staff to learn how to raise fund, setting up self-financed business...
	7.3.13 A service user opines that sharing and promoting services to different communities, fundraising activities and submitting proposals to different funding bodies are effective ways to generate revenue.  The service user recognizes the contributio...
	7.3.14 A CEO of a NGO who has rich experience in fundraising shares that when calling for donation, no matter how many concerns/issues are on the promotion list, it is always better to set priority and stay focused on one strong message only since don...
	7.3.15 A NGO attempts to apply business management practices to run its social enterprises.  A front-line staff has suggested that there is a need to create posts to develop different new services and he thinks that the candidates of the posts should ...
	Cost saving
	7.3.16 In tandem with pursuing various revenue generating strategies, many NGOs also adopt a variety of cost saving measures, such as tightening the budget for  procurement, monitoring the use and re-use of various materials, outsourcing  property man...
	7.3.17 A front-line staff has reported that his centre takes stock once every half a year to avoid keeping a high level of stock.  It saves up to 10% expenditure of the centre while it only takes a few working hours of the staff.  Also, recycling item...
	7.3.18 Most service users have suggested cost saving by cutting expenditures on food, beverages, water and electricity109F .
	7.3.19 According to a front-line staff, his NGO cooperates with a business company to offer training programmes to their service users, who are at-risk youths.  The supports provided by the company include training venues, training programmes and work...
	Transparency
	7.3.20 A NGO provides financial reports to all staff on a monthly basis111F .
	7.3.21 Almost all NGOs have their financial statements in their organizations’ publications, for instance, monthly, quarterly or annual reports which are disseminated to the staff and other stakeholders to achieve a certain degree of transparency on t...
	7.3.22 Financial information about reserve balances and fundraising activities are commonly disclosed.  A few front-line staff have expressed their appreciation that their organizations are willing to show them the financial balances with reasonable d...
	7.3.23 A service user has suggested that a financial report with relevant details should be published on a monthly and annually basis for service users’ information115F .
	Use of provident fund reserve for non-Snapshot Staff
	7.3.24 A NGO, after gathering views from front-line staff in a general meeting, has increased the percentage of employer’s contribution on MPF for non-Snapshot Staff 116F .
	7.3.25 A NGO plans to implement a new scheme in which the organization will increase the employer’s MPF contribution gradually, from 5% to 5.8% in five years, and to 6.8% in ten years.  The NGO hopes that she could retain its staff under that new poli...
	Human resource management
	7.4.1 Salary adjustment: All NGOs interviewed have worked out their salary adjustment and increment policies.  Some NGOs follow the government’s decisions on the level of living standard adjustment118F ; others choose to work out their own level and p...
	7.4.2 Salary scale: Some NGOs follow the Government Pay Scales (GPS)121F .  A NGO maintains a fair salary policy that all front-line staff’s remuneration and salary adjustment are the same as that of the Government.  According to  a CEO, the rationale...
	7.4.3 Salary structure: Some NGOs have other ways to retain their front-line staff.  For instance, a NGO establishes a 3-tier ranking system for social work front-line staff.  Under the system, social workers with an associate degree or a higher diplo...
	7.4.4 Use of LSG reserve: A front-line staff reckons that since salary is a crucial element to retain front-line staff, NGOs should make use of their large sum of reserve to develop remuneration policy and career path to increase front-line staff’s op...
	7.4.5 Fringe benefits: Fringe benefits particularly medical benefits are the most common concern of the front-line staff since private medical consultation is costly.  A front-line staff has shared that his NGO increases the medical benefits and is ap...
	7.4.6 Create financial incentives: Some NGOs, in order to retain competent non-Snapshot Staff and promote deliveries of good quality services against the negative impact brought by the LSGSS, regard having a salary increment policy can create incentiv...
	7.4.7 Other motivational strategies: i) promotion: front-line staff can be promoted after they have put into use what they have learned, for instance, starting a new service which meets social needs135F ; ii) work assignment: a NGO encourages its gree...
	7.4.8 Organizational audit: A NGO conducts a staff opinion survey to analyze their sense of belongings, views of staff wellness, etc. so to prevent high turnover among front-line staff.  Front-line staff forum is held after data analysis to serve as a...
	Performance appraisal
	7.4.9 Performance-linked salary/reward: Many NGOs adopt a transparent and fair mechanism of appraisal, and offer performance-linked reward and/or salary increment to staff despite the fact that the arrangement is subject to the availability of financi...
	7.4.10 Multiple source of information: A NGO’s appraisal mechanism requires two kinds of appraisals: self-appraisal and appraisal by a supervisor to make it fair144F .  Another NGO develops a policy in which three sets of appraisal have to be conducte...
	7.4.11 Design of appraisal form: A front-line staff has revealed that his organization invites front-line staff to contribute in designing the appraisal form and that makes front-line staff feel being respected146F .
	7.4.12 Channel for expressing grievances: A NGO makes use of the appraisal system to provide opportunities for front-line staff to reveal one’s discontents towards the supervisor or the NGO.  All supervisors are advised to take action to follow up147F...
	Transparency and participation
	7.4.13 Most NGOs provide information on salary scale and fringe benefits to staff148F .
	7.4.14 A front-line staff is of the view that since salary and fringe benefits affect all front-line staff, consultation with front-line staff on these aspects is a good practice.   He suggests that it should be open in nature and every front-line sta...
	7.4.15 A NGO has a cross departmental working group formed by front-line staff to voice out their concerns on salary, which will be channelled to the management committee150F .
	7.4.16 Some NGOs have similar policies which states clearly that the salary of any front-line staff should not be disclosed without the consent of the staff concerned for the sake of privacy.  It is also worried that those with better remuneration cou...
	7.4.17 In all NGOs interviewed, time-limited contract staff who have demonstrated outstanding competence are offered opportunities to be shifted to permanent contracts.  A NGO has a policy to convert front-line staff on time-limited contract to perman...
	7.4.18 A NGO has transferred all contract front-line staff to permanent status.  It is observed that the relationship among the staff has been improved, so as their loyalty towards the NGO.  Administration efforts have been reduced to a large extent s...
	7.4.19 A NGO takes the performance of staff at training sessions as a platform to evaluate their competence and potentials.  Front-line staff with potentials and high caliber are offered permanent post155F .
	Summary
	Section 8 - Focus group interviews
	Introduction
	8.1.1 In the original research plan, focus group interviews would be conducted after a draft Best Practice Manual was produced to consult the key stakeholders of NGOs and at least one open forum would also be conducted to collect views from those who ...
	8.1.2 However, during the questionnaire survey and case study, many stakeholders showed great concerns on the production of the Best Practice Manual, and they were eager to participate in the data collection process in the form of a focus group before...
	8.1.3 With a view to achieving the best results, after discussions with the representatives from the Social Welfare Department and with the approval from the Project Steering Committee, the original research plan was revised.  Focus group interviews w...
	8.1.4 It was planned that at least there would be 4 focus groups for CEO/senior management, 4 focus groups for front-line staff, 1 for service users and 1 for professional bodies.  For those who would like to share their views but were not randomly se...
	8.1.5 A letter about the research was sent to all NGOs restating the research objectives, explaining the purpose and arrangement of the focus group.  A separate invitation letter was sent to the NGOs which were randomly selected to participate in the ...
	8.1.6 Although random sampling would be ideal for the selection of respondents of front-line staff and service users for focus group, difficulty was anticipated in the collection of a full list of stakeholders.  It was decided that besides CEO/senior ...
	8.1.7 From the experience of the in-depth individual interviews in case study, CEOs/senior management and front-line staff are more knowledgeable in terms of good practice wisdom than service users.  Therefore more focus groups with CEOs/senior manage...
	8.1.8 In order to ensure different views from stakeholders to be heard and thoroughly discussed, each focus group with at least six participants was planned.
	8.1.9 A framework for focus group discussion was developed and endorsed by the Project Steering Committee (Appendix 4).  All participants received and followed the framework to discuss.
	8.1.10 The original plan was that there would be six respondents in each focus group. Due to the busy schedule of focus group participants, one focus group might be divided into two to suit the availability of the participants, while someone might swo...
	8.1.11 Most of the groups were conducted by two or more members of the Consultancy Team except one which was conducted by one member of the Consultancy Team as there was only one participant in the focus group from a representative of a professional b...
	8.2.1 The chief executive director and deputy director of one of the NGOs communicate with staff and staff union at regular meetings (3 times per year)156F .
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