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Introduction 

 

1. The Lump Sum Grant Subvention System (LSGSS) 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” in 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 LSGSS. 

 

2. 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 the subvented NGOs after the introduction of LGSSS, namely: overall 

implementation; efficiency and cost effectiveness; corporate governance and 

accountability; impact of LSGSS on the quality of welfare service; handling of 

complaints; and some other related issues.  The LSGIRC made 36 

recommendations regarding these issues, and the first one is the production of a 

Best Practice Manual (BPM) for subvented NGOs on three domains: 

 

Recommendation 1: A BPM for NGOs on various management 

issues ……….should be developed by the welfare sector, with professional 

input from management experts if necessary.  The Lump Sum Grant Steering 

Committee (LSGSC) should work with the sector in drawing up this manual.  

(LSGIRC, 2008, p.118) 

 

3. The three domains to be addressed by the BPM 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; 

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  
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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 LSG reserves taking into 

account snapshot commitments, 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; and  

iii. Administration of time-limited employment contract.   

 

It should be noted that regarding the issue to be tackled as recommended by the 

LSGIRC on prevention of unintended disparity in staff pay, it is excluded from the 

BPM as agreed by the PSC and LSGSC.  

 

4. In 2011, the Social Welfare Department commissioned The Hong Kong 

Polytechnic University Consultancy Team to collect views from NGOs receiving 

LSG for drafting a “BPM” and making recommendations to the LSGSC.  A 

Project Steering Committee (PSC) on the Consultancy Study for the Production of 

the Best Practice Manual was formed by the LSGSC to give direction and steer to 

this study.  The Consultancy Team conducted a thorough, fair and open study of 

the issues related to the three domains to be covered by the BPM and sought and 

learnt from the wisdom and experiences of NGO stakeholders through extensive 

surveys, case studies, focus groups and consultations in the process of compiling 

the BPM.  The results of the study were reported in the Research Report on 

Provision of Services for the Production of BPM. 

 

5. The best practices recommended in this BPM Framework are the fruits of vigorous 

findings from the study and other authoritative sources.  If in due course there are 

any recommended changes to the prevailing guidelines on LSG subventions, there 

may be a need to revise such guidelines accordingly.  Specifically, the 

Consultancy Team makes the recommendations on the basis of: 
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a.  findings from the research study including questionnaire survey and focus 

group discussions conducted for the production of the BPM, as reported in the 

Research Report; and consultation sessions with key stakeholders; 

b.  principles agreed by most stakeholders consulted in the research study; 

c.  findings and recommendations of the LSGIRC Review Report; 

d.  recommendations made to the social welfare NGOs by sources well received 

by the social welfare sector on at least one of the three domains that the BPM 

sets to address.  They include: 

i. Social Welfare Department (2002). Leading Your NGO, Corporate 

Governance: A Reference Guide for NGO Boards. Hong Kong: Social 

Welfare Department.  

 

ii. Efficiency Unit (2010). Guide to Corporate Governance for Subvented 

Organizations. Hong Kong: HKSAR.  

 

iii. 社會福利署(2007)。《在轉變時刻中領導非政府機構 – 啟思集》。 香

港：香港特區政府。 

 

e. Literature review on management and practice guidelines issued by local and 

international social welfare organizations and professional bodies. 

 

f. Consensus reached at the Project Steering Committee (for membership, please 

refer to Appendix I) 

 

6. According to the questionnaire survey of the Consultancy Report for the 

Production of BPM, transparency, legitimacy and fairness were the top three 

principles for governance and accountability as ranked by both senior management 

and front-line staff.  Cost effectiveness, compliance and balanced budget were 

consistently rated by both the senior management and front-line staff as the most 

important principles in financial management.  For human resource management, 

fairness / equity and effectiveness were ranked top as the most important principles 

in human resource management followed by compliance to the rules and 

procedures and transparency.  The above list of principles form the basis for 

selecting the best practices to be included in this BPM Framework and NGOs can 

use these principles to evaluate their current practices.  While principles are 

inherently vague, they are not easily distorted, and forsaking them means that 

dialogues are based purely on self-interest and have no common language and 

shared ground. 
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Guiding Principles Identified in the Consultancy Study 

Domain Guiding Principles 

Financial Management 1. Cost effectiveness 

2. Compliance 

3. Balanced Budget 

Human Resource 

Management 

1. Fairness / Equity 

2. Transparency 

3. Compliance to rules and procedures 

4. Effectiveness 

Governance and 

Accountability 

1. Transparency 

2. Legitimacy 

3. Fairness 

Source: Consultancy Research Report for the Production of BPM 

 

 

7. A preliminary BPM framework was proposed by SWD and the Consultancy Team, 

having considered the views of the PSC, LSGSC, NGO management, staff 

representatives and user representatives.  Consultation sessions were held from 

December 2012 to April 2013 to further gauge views and suggestions from the 

NGO boards, senior management, frontline staff and service users on the 

preliminary framework.  For details of the preliminary framework, please refer to 

Appendix II. 

 

A Two-Level Structure of the Best Practices 

 

8. The best practices recommended in this framework have been grouped into two 

levels; Level One are guidelines that NGOs are expected to follow unless there are 

strong justifications for not doing so, while Level Two are guidelines that NGOs 

are encouraged to adopt.   

 

9. All best practices are arranged according to the three domains to be addressed, and 

levels are indicated in the brackets ( ) after each best practice. 

 

10. The Level One best practices are chosen with the following criteria: 

- practices either with high consensus or no strong divergence of views, or 

the conflicting views might be resolved given changes; 

- strong guiding principles to support the practices;  

- adopting the practices by all NGOs will help improve service quality, 

service efficiency, and/or long term development of social services and the 

social work profession in Hong Kong. 
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Words of Caution 

 

11. 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. 

 

12. It should be cautioned that the principles of the best practices might not be 

applicable in all circumstances.  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 this BPM framework, the Consultancy Team have 

paid special heed to the heterogeneity of the subvented NGOs. 

 

13. It should not be missed that the social welfare field has been experiencing 

challenges brought by demographic, social and economic changes in tandem with 

rising social expectations in the recent two decades.  Many subvented NGOs have 

undergone and are still undergoing 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 

Service Quality Standards (SQS).  This has posed a multiplicity of challenges, 

and stakeholders of many subvented NGOs have divergent views on the changes 

that are necessary and on the most appropriate ways to meet these challenges.   

 

14. 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 this framework 

is drafted.  Thus, the interests of key stakeholders and society at large should be 

taken into consideration in the reading and interpretation of this framework.   

 

15. Given the aforementioned background, this framework aims to enhance the 

effectiveness and collegial work environment of NGOs through introducing 

various best practices.  It is founded on the belief that the quality of an NGO's 

governance and accountability and its human resource management and financial 

management systems determine its ability to pursue and achieve fully its vision, 

mission and goals.  This framework will help subvented NGOs to consolidate 

their credibility and support both within the organizations and from the 

government and the members of the public in championing their good causes. 

 

16. Just like other best practice manuals of this nature, it is worth noting that apart 

from some notable exceptions, there is no “one-size-fits-all” guide that is 

appropriate to all organizations and in all contexts.  Subvented NGOs should pay 
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heed to the principles behind the best practices recommended and tailor their own 

practices if they find the best practices drawn in this framework not appropriate to 

their circumstances and that for certain convincing reasons, they are not able to do 

so.  In the same vein, in cases of non-compliance, subvented NGOs should 

actively assume the burden of explanation, by resorting to fair assessment in terms 

of the consensual principles. 

 

17. It is imperative to note that only with the support of all stakeholders that the BPM 

can be realized.  The quality of service and the betterment of the society much 

rely on the joint efforts and commitment of all stakeholders.  To implement any 

best practices, it does not only rely 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 a fertile ground 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 oversee 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 for practicing 

various best practices recommended in this framework. 

 

18. Last but not least, subvented NGOs are advised to note that this framework does 

NOT supersede the Lump Sum Grant (LSG) Manual for Welfare Services or any 

formal guidelines, manuals or requirements issued by SWD.  Subvented NGOs 

are advised to follow closely the existing and forthcoming manuals, guidelines and 

other recommendations issued by SWD or other relevant government bureaux/ 

departments.   
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Best Practices Recommended 

 

1. Financial Management 

 

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 subvented NGOs are granted more autonomy and flexibility to 

deploy resources and re-engineer their services to meet changing social needs in a 

timely way.  

 

Cost effectiveness, compliance and balanced budget, or more broadly 

interpreted, financial sustainability are the three guiding principles ranked top by the 

CEOs/senior management and front-line staff in financial management.  

 

A caveat is due at this point: As stated in Principles to underpin management by 

public entities of funding to non-government organisations (2006) issued by the 

Controller and Auditor General in New Zealand, NGOs are accountable for using 

resources efficiently to avoid wasting public resources.  However, this principle [of 

efficiency] does not imply working at the lowest short-term cost.  Cost effectiveness 

should refer to the achievement of 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 reputations 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, instead of a conservative budget that might entail mostly measures to cut cost 

and an insatiable need for financial reserve. 

 

As stated in International Federation of Social Workers (IFSW) policy statement 

on effective and ethical working environments for social work - the responsibilities of 

employers of social workers, a positive working environment is created where the 

values and principles of managers and social workers are consistent with each other 

and mutually reinforcing.  There is substantial evidence that the most effective social 

work services are provided in situations where employers understand the social work 

task, respect their employees and are committed to implementing professional values.  

Given that equity, fairness and transparency are amongst the core values of social 

work, NGO management should promulgate policies, particularly those affecting 

resource allocation of the NGO, that are consistent with these principles.  They 
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should also reserve reasonable resources for professional development of staff 

members and service enhancement. 

 

1.1 Management of Lump Sum Grant Reserve  

 

1.1.1. Utilization of reserve 

 

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. (Level One) 

  

 Compliance is rated top of the guiding principles for financial management by 

NGO managers and front-line staff.  Lump Sum Grant (LSG) Manual, Funding and 

Service Agreements (FSAs) are binding documents between SWD as a funder and 

NGOs as service operators.  These documents define the obligations of SWD to the 

NGO service operators, the role of SWD in overseeing the performance of the NGO 

service operators, the kind of services to be provided, the performance standards, and 

the basis of subvention.  NGOs should make sure that they utilize the funding by 

SWD in a way that is consistent with these documents, reasonable expectations of 

other donors and with the professional pursuit of their organization values.  At the 

same time, subvented NGOs have to manage its funding in a sustainable way so that it 

can fulfil all its contractual commitment to staff and maintain the long term financial 

viability of the organization. 

  

Examples of good practices 

 

Provision of training and deployment of specialized staff: 

Many NGOs has specialised personnel or target training to staff to ensure compliance 

to funding requirements of SWD and see such compliance opportunities to review and 

enhance efficiency, effectiveness and accountability of projects, management system 

and staff of the organization.   

 

Monitoring by means of budget approval and revision: 

Setting guidelines for budget approval from at least two or more levels is certainly a 

good practice among the NGOs to ensure compliance.  Many NGOs have periodical 

budgetary review.   

 

Participation of staff and service users in planning and getting feedback: 

Some NGOs set up working groups with the participation of staff to discuss the 

appropriate use of the reserve.  Feedback from service users is also one of the means 

of the subvented NGOs to determine allocation of resources in different subvented 

services and development of new services to meet changing needs.   
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Setting guiding principles on use of reserve: 

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 equipment and hiring new staff.   

 

Final gatekeeping: 

For all NGOs, decision of utilization of reserve still rest on the Board finally.  

 

Proper reporting: 

Besides planning and monitoring, proper reporting is another way to ensure 

compliance.  All NGOs issue their annual report, including the activities they have 

taken, together with the financial information. 

 

1.1.2. Optimal level of reserve 

 

NGOs should develop a planning and evaluation mechanism and determine through 

projection the 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. (Level Two) 

 

 In order to work out a practical guideline on how to take into account 

contractual commitment to subvented staff and the long term financial viability of the 

organization, subvented NGOs should develop a planning and evaluation mechanism. 

The mechanism should have a medium to long term projection, e.g. 5-10 years, and it 

should be borne in mind that the longer term the projection, the lower its accuracy. 

 

 It should also be noted that it will be advisable to have the reserve account to 

include two separated items, with one for general reserve for long-term financial 

viability of the organization and another for commitments to current Snapshot and 

non-Snapshot Staff, to whom the organization has contractual commitment. 

 

It is well understood that a certain level of reserve should be maintained for the 

future development of the NGOs or for meeting some unforeseeable expenses in the 

future.  However, it is opined by some CEOs 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 number of service users.  Some 

service users also have such observation. 

 

Staff salary affects level of reserve. Some participants in the consultation 

sessions express that they are willing to pay the subvented staff in a better term so as 

to narrow the salary gap between the government and their organizations, but they are 
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already in a very low reserve level.  While some might have high reserve level at this 

moment, but they also forecast that if staff salary is to be raised, the reserve level will 

decrease, which might affect their long term financial viability.  Indeed, it is difficult 

for some NGOs to raise the salary level so as to raise staff morale, retain good staff, 

and keep a higher reserve level at the same time.  While other measures have to be 

developed to solve this personnel issue, all NGOs should have a planning and 

evaluation mechanism in place to determine an optimal level of reserve their own 

organizations to ensure financial viability and commitment to current subvented staff. 

 

For those NGOs who face or forecast financial difficulties, they should approach 

SWD for assistance.   

  

Examples of good practices 

  

Financial projection for several years: 

Some NGOs develop, say, a 5-10 year projection for their LSG income and expenses, 

taking into account contractual commitment to staff, service development and 

enhancement and other relevant factors.   

 

Employment of expertise:  

Some NGOs engage professional accountants in making the projection.  

 

Staff participation: 

Some NGOs allow staff members to participate in developing the projection 

framework. 

 

Disclosure of projection: 

Some NGOs disclose the projection outcomes to all staff. 

 

Maintaining the reserve level at a moderate level:  

Some NGOs are willing to keep the reserve at a relatively low level, for example, as 

low as 10% to 15%, as they are willing to compensate staff more equitably and 

believe that good staff should be adequately compensated and retained. 

 

1.1.3 Financial status of reserve 

 

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. (Level One) 

 

 Transparency is an effective and essential means to build trust among staff 

members.  NGO managers should see front-line staff and themselves as a team, 
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respect and take them as committed to the goals and objectives of the organization as 

themselves are.  They should share financial as well as other information as far as 

privacy and organization reputation will not be jeopardised.  Many NGOs trust their 

staff members and believe in their commitment to professional values and share the 

information as much as possible and in a timely manner. 

 

Examples of good practices 

  

Channels of dissemination of information:  

All NGOs publish their LSG reserve position in their annual reports, and some 

provide more detailed and reader-friendly breakdowns to staff through staff intranet, 

newsletters and internal circulars.  A few NGOs disclose information about the 

reserve in the form of an internal notice posted in the offices where the staff and 

members of the public can access easily.   

 

Frequency: 

Though annual reporting is the norm, some NGOs provide the information to staff 

quarterly or bi-annually.  A NGO provides financial reports to all staff on a monthly 

basis.   

 

Format of dissemination: 

Quite some NGOs disclose their financial information about reserve balances and 

fundraising activities and show the financial balances with reasonable details instead 

of a crude figure, and in a reader-friendly way. 

 

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

 

1.2.1 Usage of PF Reserve 

 

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 such as 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. (Level 

One) 

 

 Compliance should be the pivotal concern in determining the use of PF reserve. 

As pointed out by the Review Report on LSGSS published by the LSGIRC (2008), as 

a matter of principle, PF reserves can only be spent on PF, it serves no useful purpose 

for NGOs to accumulate excessive reserves.  Therefore in line with the LSGIRC 

recommendation, NGOs should use their PF reserves for non-Snapshot Staff 

according to designated purpose stipulated in the LSG Manual. 
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In order to let the non-Snapshot Staff enjoy more PF protection, allowing 

virement between the mandatory provident fund for non-Snapshot Staff and provident 

fund for Snapshot Staff is a suggestion.  

 

Examples of good practices 

 

Setting clear principles in the usage of PF: 

Some NGOs stipulate clearly that their PF reserves can only be used as ordinary 

contributions to the PF, or in accordance with the principles of setting up PF.  

 

Recognition of working experience: 

Some NGOs recognise the years of service in the organization through increment of 

PF contribution by the organization with increased number of years of service in the 

organization.  For instance, some NGOs use the reserve to pay higher PF, not just 

6.8%, to non-Snap-shot Staff who have been serving in the organization for 3 years or 

more.  A NGO implements a new scheme in which the organization increases 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 it could retain its staff with this new policy.   

 

Recognition of good performance: 

Some NGOs will increase the employer’s MPF contribution to well-performed staff.   

 

Monitoring the PF reserve level at a moderate level: 

Some NGOs would monitor the reserve level and when it is kept at a higher level, the 

NGOs will give a one-off employer contribution to all non-Snapshot Staff or just 

good performer. 

   

Ways of increasing MPF employer contribution: 

Some NGOs would increase the yearly employer contribution.  Some other NGOs 

prefer to use another method, i.e. to give an one-off employer contribution.  

 

Though front-line staff strongly oppose that PF be performance-linked, but it is still 

better off when employer is willing to give a one-off PF contribution, or increase it 

annually than just keeping it at the 5% level. 

 

1.2.2 Financial status of reserve 

 

NGOs should use convenient, effective and timely channels to disseminate 

information about PF reserve to staff members. (Level One) 
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 In line with the adherence to the transparency principle in the financial status of 

the LSG reserve, the financial status of PF reserve should also be disseminated timely 

to staff members using convenient and effective channels on a regular basis. 

 

Examples of good practices 

 

Channels of dissemination of information:  

All NGOs publish their PF reserve position in their annual reports, and some provide 

more detailed and reader-friendly breakdowns to staff through staff intranet, 

newsletters and internal circulars.  A few NGOs disclose information about the 

reserve in the form of an internal notice posted in the offices where the staff and 

members of the public can access easily.   

 

Frequency: 

Though annual reporting is the norm, some NGOs provide the information to staff 

quarterly or bi-annually.  A NGO provides financial reports to all staff on a monthly 

basis.   

 

Format of dissemination: 

Quite some NGOs disclose the reserve balances with reasonable details instead of a 

crude figure, and in a reader-friendly way. 

 

2.  Human Resource Management 

 

In its Review Report on the Lump Sum Grant Subvention System, the LSGIRC (2008) 

pointed out that under LSGSS, NGOs have greater flexibility in resource allocation.  

It noted that subvented 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 (GPS), 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, the stability of manpower, continuality of 

service, and pay 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 in some NGOs have been kept to a minimum.  According to the same report, 

subvented 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.  To minimize negative impact, the 

LSGIRC recommended 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).   
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 Human resource practices are influenced by the mission, values, and strategic 

goals of the organization.  Empirical evidence showed that employees working in 

non-profit organizations had a stronger non-monetary orientation, which was different 

from employees in the profit-making sector (Johnson, 2000).  A stronger 

non-monetary orientation should, however, not be confused with care free about the 

fairness and equity in pay policy.  As a profession that champions social justice, the 

social service professionals hail fairness and equity, transparency, compliance to 

rules and procedures and effectiveness as the key guiding principles for best 

practices in human resource management. 

 

 Johnson (2000) 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. 

 

To lay a solid foundation to a sound human resource policy, NGOs should 

establish specific policies and practices that promote cooperation and open 

communication among board, senior management, and front-line staff to advance the 

organization’s mission and accomplish the organization’s goals (Minnesota Council of 

Non-profits, 2005, p.5).  The board, 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).  

 

2.1 Salary Package Policy and Administration 

 

2.1.1 Remuneration 

 

NGOs should develop and implement fair human resource policies, taking into 

account due recognition of work experience and good performance of staff.  (Level 

to be decided) 

 

 As stated in IFSW policy statement on effective and ethical working 

environments for social work - the responsibilities of employers of social workers, 

rates of pay or fees for social work practice need to be comparable with similar 

professionals and recognise the skills and qualifications of social workers.  As such, 

a fair pay policy, equal pay for same work within an organization, and concern for 

long-term career development of staff are essential components of effective and 
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ethical working environments for social workers. 

 

 It is the responsibility of NGO management to develop and implement a fair pay 

policy, which should take into account fair recognition of work experience and 

performance, as well as long-term human resource development for the benefit of 

both the organization and the social welfare sector at large.  Such policy should be 

made known to all staff through staff manuals and other formal channels. 

 

 Actually, after the introduction of the LSGSS, NGOs’ pay scales to social 

workers vary and, for some NGOs, there is a sharp fall both in terms of salary and 

staff morale, particularly among the non-Snapshot Staff, when compared to the period 

before the implementation of LSGSS.  Some NGOs hold the view that offering low 

pay to front-line staff leads to low morale, high turnover rate, poor service quality and 

even the shrinking in number of service users.  They comment that some NGOs’   

pay scales are too low to retain quality calibres which inevitably lead to the decline of 

service quality.  In order to prevent the situation from further declining, some 

suggest that the sector should introduce a reasonable and better pay policy with 

commonly agreed starting points for different categories of staff having similar 

qualification / experience among those NGOs delinked from GPS.  

   

Examples of good practices 

 

Following the Government Pay Scale strictly:  

Some NGOs follow the Government Pay Scale strictly and would have salary 

increment annually, while some would only offer increment to good performers.   

 

Recognition of work experience: 

Some subvented NGOs have developed their own pay scale and fringe benefits.  

These NGOs recognise work experience, both within their own organizations and that 

accumulated in other organizations, in deciding the remuneration package including 

fringe benefits.   

 

Rewarding good performers by means of salary increment and others: 

For some GPS-delinked NGOs which have developed their own pay scale and fringe 

benefits, they will reward good performance by having salary increment, year-end 

bonus, leave provision, staff development support in terms of leave and subsidies, 

overseas training, medical benefits, and other welfare arrangements together with 

promotion prospect.  For NGOs following GPS but capping at the mid-point, some 

of these NGOs will increase good performers’ salary beyond the mid-point. 
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Offering high calibre staff with higher starting salary: 

In order to recruit front-line staff with high calibre, some NGOs offer a slightly higher 

starting salary, for instance, two points higher, to these staff.   

 

Subject to availability of funds and long term sustainability of the service, NGOs 

having a cap on salary at the midpoint of the corresponding civil service Master Pay 

Scale as maximum point should remove the cap so that good performer can be 

rewarded equitably. (Level to be decided) 

 

 No matter adhering to GPS or having delinked from it and become 

performance-linked, NGOs should consider that the salary of staff with good 

performance should not be capped on salary at the midpoint of the corresponding civil 

service GPS.  Such cap will prevent good performers from being rewarded equitably.  

Removal of this cap should be guaranteed as long as funds are available and 

long-term sustainability of the service will not be compromised since loss of morale 

and sense of fairness amongst staff will be harmful to both short and long-term 

service quality. 

 

 Equal pay for equal work within the same organization should be one of the 

basic tenets of any fair pay policy.  The structure and increment of salary should be 

fair to all categories of staff.  When the salary difference between staff members is 

caused by external factors, especially those irrelevant to professional performance, 

measures should be taken to make the difference as small as possible.  In particular, 

salary increment should lead to the narrowing of salary differences among staff 

members with the same job functions in the long run. 

 

Examples of good practices 

 

Following the Government Pay Scale strictly:  

Some NGOs follow the Government Pay Scale strictly.  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 help maintain high service quality.   

 

Rewarding good performers by means of salary moving beyond the mid-point cap: 

For those NGOs following GPS but capping at the mid-point, some of these NGOs 

would increase good performers’ salary beyond the mid-point. 

 

2.1.2 Salary adjustment 
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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.  

(Level One) 

 

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

year. (Level One) 

 

NGOs should administer salary adjustment to all subvented staff under LSG 

(including both snapshot and non-snapshot staff). (Level One) 

 

 The sum for salary adjustment paid by LSG is meant to help NGOs adjust salary 

to LSG subvented staff in a rate that reflects all the relevant factors under the annual 

civil service pay adjustment mechanism, viz. the net Pay Trend Indexes, state of Hong 

Kong’s economy, changes in the cost of living, the Government’s fiscal position, staff 

sides’ pay claims and staff morale.  It represents a fair pay adjustment with all 

relevant factors considered and should be used for its designated purposes unless in 

very exceptional cases where such adjustment will not be possible.  Such salary 

adjustment, is an adjustment of cost of living, should be made on a timely basis to all 

staff under LSG within the same financial year.  Some NGOs regard that it is 

equitable to make the salary adjustment performance-linked, so that those perform 

better will get more.  They would give more salary adjustment to the best performers, 

but less and even none to the bad performers.  However, this practice is objected by 

most front-line staff, as it infringes the original purpose of compensating the rising 

cost of living with the use of salary adjustment.     

 

 In order to ensure that salary adjustment is delivered on a timely basis, 

enforcement by SWD, as suggested in the consultation sessions, might be necessary to 

ensure the salary adjustment be fully given to the staff within a reasonable timeframe.   

  

Examples of good practices 

 

Same salary adjustment level as the government to all subvented staff within the 

covering period: 

Some NGOs pay back fully not only to current subvented staff but also to subvented 

staff who have left the organization before they receive the sum of salary adjustment 

from SWD.   

 

Salary adjustment administered within a reasonable period: 

Some NGOs administer the salary adjustment within one to two months after the 

government releases the funding to the organization.   
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Same salary adjustment level to subvented and non-subvented staff: 

Some NGOs, for the sake of fairness, apply the same level of salary adjustment to 

both subvented and non-subvented staff.   

 

2.1.3 Pay Policy 

 

NGOs should provide information about the pay structure and starting salary for 

staff’s reference, e.g. by way of staff manual. (Level One) 

 

 NGOs should provide detailed information about pay structure and starting 

salary to staff.  As long as there is no overwhelming justifications, information on 

staff structure, the criteria or requirements for each grade / band / rank, salary package 

(fringe benefits included), source of salary, and the mechanism and rationale of salary 

increment and adjustment should also be made available to staff.  A more transparent 

and justifiable pay structure will make the work environment more collegial and 

supportive. 

 

Examples of good practices 

 

Content of dissemination:  

Most NGOs provide information on salary scale and fringe benefits to staff.  Some 

NGOs provide detailed information about organizational structure, pay scale of all 

ranks and mechanism and criteria for promotion and increment.  A NGO also 

discloses the rationale for salary increment and adjustment. 

 

Ways of dissemination: 

Most of them provide such information by way of staff manual or personnel 

handbook.   

 

NGOs should establish communication channels, such as staff meetings, sharing 

sessions, etc., for clarification of their pay policy and collection of feedback. (Level 

One) 

 

 What is worse than disagreement is lack of communication since disagreement 

can be bridged with communication based on common values.  Almost all 

respondent NGOs unanimously agree that having regular and effective channels 

between management and staff are crucial in maintaining mutual trust and avoiding 

any potential escalation in case of misunderstandings, particularly when it comes to 

financial management issues.  The key for these channels to remain effective is that 

the basic principles like fairness and equity, transparency, compliance to rules and 

procedures and effectiveness should be the common values / principles and evaluation 
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criteria for all parties. 

 

Examples of good practices 

 

Communication channels: 

Staff meetings are formal channels that most NGOs resort to but many NGOs also 

find informal channels like sharing sessions, surveys and other informal channels 

useful for clarification and collection of feedback regarding financial, personnel and 

other major management issues in NGOs.  A CEO has consultation sessions with all 

staff four times a year to collect their views and to clarify policies. 

 

Formation of special working group with frontline staff participation: 

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 committee. 

 

2.2. Administration of Time-defined Contracts 

 

2.2.1. Administration of transfer and termination 

 

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 contract positions. (Level One) 

 

 NGOs should formulate policies to handle applications from staff regarding 

internal transfer to non time-limited positions.  They should also develop a fair and 

effective appraisal system for the above-mentioned purposes. 

 

Examples of good practices 

 

Dissemination of news on new / vacant posts: 

Some NGOs post all new / vacant posts in the organization’s staff intranet for all 

staff’s information.   

 

Salary increment for post transfer: 

Some NGOs give one more point to existing staff in the recruitment to facilitate 

non-LSG subvented staff to transfer to a post under LSG, short-term contract staff to 

transfer to longer-term contracts and long-term contract staff to transfer to 

regular/permanent posts wherever possible. 

 

Setting clear policy and mechanism for good performers to be transferred: 

Some NGOs have set up a mechanism for contract staff who has worked for 4 years 

with good performance to be recommended to transfer to a vacant post with 
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permanent term.  According to a CEO, after his NGO has transferred its entire 

contract staff to permanent posts, it is found that the turnover rate and the incentive of 

staff are greatly improved. According to a CEO, when his NGO implements LSG, 

his organization tries its best to have a unified system and has worked out a basket of 

policies to achieve that.  There are clear paths for staff to transfer to permanent posts 

in which their MPF and annual leave will increase. 

 

Strategies to retain good performers in to-be-terminated projects: 

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 more posts in 

other subvented services.  When the project has to be ended, the contract staff might 

be transferred to the newly created posts, or the organization will use some other 

funds to extend the project so as to reduce the sense of insecurity of these colleagues 

or negative impact to the service. 

 

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. (Level 

One) 

 

 It could be easy for those with stable jobs to forget how anxious those in 

time-limited positions in deciding to wait for renewal or transfer of post or to seek a 

new job.  Those who will suffer more are staff members who enjoy their work in the 

serving NGOs and perform well since their cost of seeking a new job will be higher.  

NGOs should value these staff members and devise policies for contractual renewal 

and make decision at a reasonable and appropriate point of time so as to retain these 

good performers.  When a decision is on termination is unavoidable, affected staff 

members should also be informed at a reasonable and appropriate time so that there is 

enough time for handover.   

 

Examples of good practices 

 

Establishment of clear policies and procedures on contract renewal and post 

termination: 

All NGOs have clear policies and procedures in this respect. 

 

Disclosure of these policies and procedures: 

Many NGOs include these policies and procedures in their staff manual. 

 

Informing the staff concerned within a reasonable period before effective date: 

Many NGOs make decisions about the time-limited positions at least three months in 

advance and inform the staff as soon as such decisions are made so as to give enough 

time for the staff concerned to make their own decision and arrangement for 
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hand-over if needed. 

 

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. (Level One) 

 

 According to the IFSW policy statement on effective and ethical working 

environments for social work - the responsibilities of employers of social workers, it 

states that rates of pay or fees for social work practice need to recognise the skills and 

qualifications of social workers.  As such, staff’s work experience in related 

services/fields should be taken into consideration in the formulation of their 

remuneration packages as long as funds are available.  Fair pay policy should be 

adhered to while NGOs are taking into account recruitment and retention difficulties 

in the market.  Since the introduction of LSGSS, work experience might not be 

recognized when a social worker wants to start a career in another NGO, as for some 

NGOs, only starting point is offered.  This is not healthy to the sector, as it would 

prevent a healthy movement of staff in the sector, as sometimes it is beneficial to the 

individual staff and also the service as well for the staff to move from one NGO to 

another due to various reasons.   

 

Examples of good practice 

 

Recognition of work experience: 

Some NGOs recognise work experience, both within their own organizations and that 

accumulated in other organizations, in deciding the remuneration package including 

fringe benefits.  Some NGOs only recognise work experience in related services and 

field. 

 

2.2.2 Decision-making 

 

NGOs should make human resource decisions according to rules and procedures that 

current and prospective staff are well informed of. (Level Two) 

 

 When making human resource decisions, NGOs should adhere to clear rules and 

procedures.  Current and prospective staff should be well informed about such rules 

and regulations.  Fairness and equity, and transparency are the top two principles 

commonly agreed by most senior managers and front-line staff of subvented NGOs. 

  

It will also be useful to establish an effective mechanism for checking and monitoring 

the organization’s compliance to rules and procedures in relation to human resource 

management and handling of staff complaints.   
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Examples of good practices 

 

Approval on decision making: 

To make sure decisions are made according to rules and procedures, countersigning or 

approval from several levels is adopted in most NGOs.   

 

Channels of dissemination of information: 

Some NGOs make available all information on printed manual, and/or organization’s 

staff intranet.  They also ensure that relevant information are covered and given in 

the form of written documents during staff orientation.   

 

Timing of informing the change: 

Whenever changes are made, some NGOs are able to inform concerned staff 

reasonably well in advance before effective dates, for example, at least one month 

before effective date.   

 

3.  Corporate Governance and Accountability  

 

Good corporate governance and accountability helps sustain public trust in NGOs that 

receive public funds.  It is increasingly recognized that good corporate governance is 

not only an essential tool to enhance social service professionalism but, more 

importantly, to “spotlight strong practices that contribute to the effectiveness, 

durability, and broad popular support for charitable organizations” (Panel on the 

Non-profit Sector, 2007, p.2).  Good corporate governance ensures that NGO 

services are trustworthy, credible, effective and efficient and on the whole positively 

perceived by all key stakeholders. 

 

 Integral components of corporate governance and accountability of a NGO 

should include capacity of the board, clear separation of roles and responsibilities of 

the boards, management and staff, and transparency of major resource allocation and 

management principles to both colleagues and external stakeholders.  How these 

concerns are addressed and executed determines the extent to which an organization 

will run effectively and efficiently and solicit as much internal and external support to 

achieve its missions and demands. 

 

 The three guiding principles for best practices in corporate governance and 

accountability, as suggested by most stakeholders surveyed in the Consultancy Study 

are transparency, legitimacy and fairness. 

 

3.1. Management Strategies 
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3.11 Communication 

 

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. (Level to be decided) 

 

 NGOs 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).  

   

 “Leading Your NGO, Corporate Governance: A Reference Guide for NGO 

Boards” issued by SWD states that “As NGOs are private organisations, but operating 

for public purposes with public support, it is incumbent on the Boards to ensure that 

their key stakeholders (clients, government and donors) are dealt with openly, honestly 

and responsively.  NGOs should be accessible to members of the community who 

express interest in their affairs.”  

 

 The Guide suggests several actions which a Board should take to meet its 

responsibilities in this area and some more practical ones include: 

(a)  Being transparent, including communicating to members, stakeholders and 

the public, and making information available upon request; 

(b)  Providing clients with the means to express opinions on the service provided, 

and in particular, a mechanism for dealing with complaints speedily, fairly 

and openly; 

(c) Establishing policies for communicating and receiving feedbacks from 

stakeholders; 

(d)  Ensuring that the complaint and grievance handling procedures work 

effectively; and 

(e)  Responding openly and appropriately to requests for information. 

 

 It is worthwhile to elaborate further on the importance of involvement of service 

users in social work management and practices.  As stated in IFSW policy statement 

on effective and ethical working environments for social work - the responsibilities of 

employers of social workers: “social work is centrally concerned with supporting the 

rights, empowerment, self-determination and development of people.  It is 

committed to values of equality, human rights, social justice and democracy.  Respect 

for recipients of services (consumers, users, clients) is therefore at the heart of ethical 

and effective practice… Service users have come together in their own organisations 
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and networks, to secure their human and civil rights and increase their say and 

involvement over their lives and services that may affect them. …Their objectives 

coincide closely with and help advance the goals and concerns of social work, as 

defined by the International Federation of Social Workers.  Consumer / User 

involvement is thus a core concern of service user organisations and movements and 

also helps to make real the participatory values and commitments of international 

social work.  Through service users/clients/consumers’ involvement, social work can 

more effectively achieve its goals and values.  The involvement of service users is 

essential in creating effective and ethical working environments for social work.” 

 

Examples of good practices 

 

Regular reporting from senior management to board: 

Some NGOs enforce a regular reporting system for the board to keep track in a timely 

manner how the organization is going on, especially regarding the progress of 

implementation of its decisions and other matters that should fall into the auspices of 

the board.   

 

Regular retreats and evaluation meetings of the board: 

Regular retreats and evaluation meetings are held by some NGOs to help board 

members focus on the direction, strategic planning, management oversight, and other 

major issues of the NGO.   

 

Records of meetings and announcement of the results: 

For some NGOs, the key results of these retreats and meetings are formally 

announced to all staff.  They document decisions made in such meetings properly 

and timely including reasons for the decision made and make available such 

documents to concerned parties in a timely and easily-accessible manner. 

 

Standing agenda to listen and respond to stakeholders’ views in regular board meeting: 

Some NGOs include a standing agenda item in regular meetings and retreats to listen 

and respond to stakeholders’ views collected in a systematic and unbiased way.   

 

Non-board member’s participation in board/committee meeting: 

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 concerned.  Some NGOs engage stakeholders concerned 

in the decision making process through regular meetings while some go one step 

further to involve them as observers or formal members of the board.   
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Participation of staff in board’s evaluation meetings or consultation meetings: 

Some NGOs convene annual evaluation meetings in which all front-line staff are 

invited to offer their opinions upon the focused issues of the NGOs.  A NGO holds 

regular consultation meeting in which board members, senior management and 

front-line staff exchange views. 

 

Channels for communication: 

As the above mentioned, formal and informal meetings, retreats etc. are the usual 

practice.  Other channels for NGOs to solicit opinions from the front-line staff 

include individual supervision, focus groups, front-line staff meetings, emails, and 

intranet forums.  Ad hoc meetings are convened in case any urgent issue pops up.  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.   

 

For communication channels with service users, some NGOs’ board members 

take the opportunities of service users’ gatherings, either formal or informal, for 

instance, parent groups, and case conferences among service users to collect views 

from them.  Some NGOs invite their board members to attend some programmes to 

let the service users express their views to them directly.  Some NGOs are actively 

considering how to gauge views of service users’ family members since they might 

give some new perspectives.  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 management.  For communication with volunteers, a 

NGO collects opinions of all volunteers on a regular basis.   

 

For communication channels with the public, a few NGOs pose questionnaires 

on their official website to collect views from the public.  For communication with 

donors, a NGO sends questionnaires to all donors to collect their opinions on some 

issues as it has quite a large number of donors.  Some NGOs have their donors given 

their opinions via internet.   

 

3.12 Term of office 

 

NGOs should set a limit for the term of office of their board members and / or 

establish a succession mechanism for them in cases where the membership of the 

board is not bound by any ordinance, so as to ensure the sustainable development of 

the board and the organization. (Level Two) 

 

 This best practice aims to create channels for bringing new blood and new 

dynamism to the board and the organization whenever right candidates are available.  

It should be noted that every means should be exhausted to ensure that the exiting 
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board members maintain their relationship with the organization and continue to 

contribute to the organization. 

 

Examples of good practices 

 

Terms of office; 

Some NGOs stipulate a clear maximum years of service per term and maximum 

number of terms each board member may serve.  They arrange the appointment time 

carefully so that there will always be a good and healthy mix of experienced and 

committed members and newly joined and fresh minded members.   

 

Rotation of posts; 

Rotation of post is one way adopted by some NGOs to let members with maximum 

term to stay in the organization and continue their contribution to the NGOs.   

 

Engagement of retired members; 

Some NGOs also set up various mechanisms to engage the continuous contribution of 

the retired board members and committee members.    

 

3.1.3 Board Capacity 

 

NGOs should establish various effective and appropriate arrangements to ensure that 

their board has the necessary capacity to lead the management in providing SWD 

subvented services effectively. (Level to be decided) 

  

As stated in “Leading Your NGO, Corporate Governance: A Reference Guide for 

NGO Boards” issued by SWD, one of the broad principles of conduct that are 

applicable to all board members is the duty of care.  To fulfil this duty, it is important 

that board members possess relevant skills and experiences to make informed 

decisions and carry out duties in a reasonable and responsible manner.  The capacity 

of the board also affects its legitimacy in leading the NGO and its staff to serve its 

service users.  If efforts have to be concerted, some respondents suggest that the 

Hong Kong Council of Social Service and SWD are the two ideal organizations to 

provide the training.  

 

Examples of good practices 

 

Rotation of posts: 

With a view to allowing more board members to have adequate exposure to the full 

spectrum of work of their NGO, some NGOs put in place regular rotation of posts or 

roles, formal and informal ones, in the board and its committees.  This enables board 
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members to gain fuller understanding of their NGOs so that they can play the role of 

custodians effectively and make decisions for it wisely and efficiently.  With the 

expectation of having to take up specific roles and rotate among different roles right 

from the first date they join a NGO, board members will more likely prepare 

themselves better and embrace a comprehensive view of the activities and functions of 

the NGO and its stakeholders’ needs and concerns. 

 

Evaluation: 

An evaluation system is the choice of some NGOs so that the board and its members 

can be evaluated systematically and regularly.  Evaluation serves the purpose of a 

health check for the board herself for her continual improvement.  Evaluation might 

be conducted by independent qualified professionals or the board itself.  The level of 

participation, commitment, and functions are useful aspects that they use to evaluate 

board members.  

 

Training: 

Various kinds of orientations are the usual way to let board members understand the 

NGO in a systematic way.  Some NGOs would hold their internal training by inviting 

external trainers, while some would encourage the board members, especially those 

new ones, to attend external training.   

 

Solicit the help from board members: 

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 who are lawyers and 

accountants take up the roles of voluntary legal consultants or voluntary auditors, etc. 

 

3.2. Role of Governing Board and Management, and Decision Making of NGOs 

on Important Management Issues under LSGSS 

 

3.2.1. Delineation of roles and responsibilities between governing board and senior 

management  

 

The roles, responsibilities and membership of the Management Committee and / or 

Board or other decision making bodies should be clearly defined and documented, 

and the information should be accessible to all staff and service users. (Level to be 

decided) 

 

Review the documents from time to time to meet the changing context of the social 

welfare sector. (Level to be decided) 
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A clear guideline 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.   

 

Such guidelines should reflect what is stated in “Leading Your NGO, Corporate 

Governance: A Reference Guide for NGO Boards” issued by SWD regarding the 

distinction between strategic oversight and management.  

 

“The Board provides strategic oversight to the NGO but it does not exist to 

manage the NGO. Managing the NGO is the CEO’s role which he or she takes up 

under delegation from the Board.  The Board appoints the CEO and provides 

him or her with sufficient delegated authority to manage the NGO on behalf of 

the Board.  The CEO reports to the Board and is primarily responsible for 

carrying out the strategic plans and policies established by the Board. The 

management of the NGO generally undertakes planning, strategy and policy 

development, and budget formulation on the Board’s behalf, but it is the Board 

that must formally endorse these tasks to give them formal status.  The Board 

should avoid getting involved in day-to-day management of the staff and 

operations of the NGO – this is why the Board has appointed a CEO to carry out 

these management tasks on its behalf.” (The Reference Guide provides a checklist 

of Board and Management Responsibilities it its Appendix 2) 

 

Examples of good practices 

 

Updated manuals: 

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.  These are updated whenever any change is made. 

 

Codes of conduct: 

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 intranet.  A NGO has made reference to the guidelines set by ICAC in 

drafting those guidelines.  It helps consolidating a clean and reputable management 

structure.  A front-line staff from a NGO has reported that guidelines are also 

applicable to volunteers. 
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 3.2.2 Decision Making of Important Management Issues 

 

NGOs should have policies and procedures for obtaining feedback from service users, 

staff and other interested parties on their important management decisions and for 

responding to such feedback; and such policies and procedures should be accessible to 

them. (Level to be decided) 

 

 In addition to the principles and rationales cited above when discussing the best 

practice recommended on communication (3.1.1), a transparent and rigorous 

consultation process gives extra legitimacy to the decisions of the board and the 

management.  NGOs will benefit from their formal and informal channels of 

communication with staff members and service users, to review and respond to ideas, 

suggestions, feedbacks and perceptions of the stakeholders.  They may seek views 

from staff members and service users, on a regular basis, and through these channels 

for improvement of services and other purposes.  To achieve the purpose, such 

channels and the schedule of communication should be made known to the 

stakeholders.  

 

Examples of good practices 

  

Establishment of formal and informal channels: 

Some NGOs collect views at regular team meetings or at ad hoc meetings in case 

special issue arises.  Some NGO include a standing agenda item in regular meetings 

and retreats to listen and respond to stakeholders’ views collected in a systematic and 

unbiased way.  Other channels for NGOs to solicit opinions from the front-line staff 

include individual supervision, focus groups, front-line staff meeting, emails and 

intranet forums.  In case of issues affecting service users, some NGOs’ board 

members would consult the service users in person, like holding consultation sessions 

or asking them when they meet the service users during organizational activities.   

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.  

 

Participation of staff and service users: 

Many NGOs engage stakeholders concerned in the decision making process through 

regular meetings.  Some NGOs’ monthly committee meetings have regular seats for 

non-board members in which senior staff, board members and, wherever appropriate, 

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 concerned.  Some NGOs convene 

annual evaluation meetings in which all front-line staff are invited to offer their 

opinions upon the focused issues of the NGOs.  Collecting views from union 

representatives is a flexible means.  For instance, when a NGO plans to hire an 
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auditor to manage the reserve, prior support from the union is sought.  Some NGOs 

go one step further and invite front-line staff and service user representatives to be 

board members or to sit in board meetings on a regular basis.  They are of the view 

that this practice helps bring in more voices, improve communication between the 

board and stakeholders, and gear the direction of the NGO towards community needs. 

 

User-friendly platforms to express views: 

Many NGOs put in place user-friendly platforms for stakeholders to express their 

views on their own initiatives like a suggestion box for the Chairperson of the board, 

designated email addresses, etc.   

 

3.2.3 Decision Results 

 

The NGOs should have policies and procedures to provide concerned stakeholders 

with timely information about management decisions affecting them. (Level to be 

decided) 

 

 NGOs should provide concerned stakeholders, including staff, users and relevant 

outside parties, with timely information about their important management decisions 

that will affect them, including major changes that might affect service delivery and 

service quality, manpower arrangements and resource allocations.  This concerns the 

principle of transparency of the management decisions and fairness among 

stakeholders, who if given information at different time points might lead to different 

decisions and welfare results.  It can also make sure that the NGOs will not make 

decisions without paying heed to the welfare of some of the stakeholder groups.   

 

Examples of good practices 

 

Timely and easily-accessible information: 

Some NGOs can timely provide concerned stakeholders with information about 

management decisions affecting them every time they make decisions that they 

evaluate to be affecting some stakeholders in a timely and easily-accessible manner.  

For instance, they provide decision information at least one month before the effective 

date.  Sufficient time in advance is necessary for affected stakeholders to make better 

preparation, to provide further feedback so as to make the change run smoothly, or to 

give a chance for those being negatively affected to express their grievance so that the 

senior management can settle them well before the change is implemented.    

 

Channels for and content of disseminating:  

Some NGOs document decisions properly and timely including reasons for the 

decision made and make available such documents to concerned parties.  Some 

NGOs convene formal meetings with the stakeholders, issue letters/circulars/memos, 
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or even arrange hands to make calls to them as issues and people involved warrant.  

One example is that regular newsletters to stakeholders are published to report on key 

decisions and the rationales and short summaries of supporting information for 

making such decisions. 

  

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

Handling 

 

3.3.1 Composition, Duties, Roles and Responsibilities on Handling Complaints at 

Different Levels 

 

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, including 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. (Level One) 

 

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

(Level One) 

 

 A proper complaint handling mechanism lends extra confidence to an 

organization and gives extra legitimacy to the management and the board in making 

decisions and buttresses the public’s confidence in the organization. 

 

Examples of good practices 

 

Complaint handling system in place: 

In addition to adhering to the complaint handling procedures as stipulated in the 

Service Quality Standards, some NGOs have compiled their own operation manuals.  

All NGOs have a good complaint handling mechanism in place already, as it is the 

requirement of SQS, and NGOs are all satisfied with themselves in this respect, 

though some of them still have to include complaint handling mechanism against 

senior management and board members.  Policy and procedures are established to 

state clearly the roles and functions of each member in each complaint handling level, 

and to keep fairness, and to avoid conflict of interest.  Some NGOs require a formal 

declaration of existing and potential conflict of interests.  Circumstances when 

complaints have to be escalated to upper level are also clearly laid down. 
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Knowledge of the complaint handling mechanism: 

NGOs issue public notices to guide staff and users on how to best use the complaint 

handling channels and procedures, of course, including their rights and 

responsibilities.  

 

Handling of complaint against senior management and board: 

For complaints against senior management, many NGOs will pass the complaints to 

the board members for their information, discussion or handling as their procedures 

prescribe as appropriate.  Front-line staff of a few NGOs can bypass the senior 

management and call their board members directly in the case of filing complaints 

and making appeals.   

 

3.3.2 Policies and Procedures on Complaint Handling 

 

NGOs should follow the policies and procedures of complaints handling strictly, with 

appropriate monitoring and appeal mechanism. (Level One) 

 

When handling special or exceptional cases, the approval from a higher level of 

management or governing board should be sought. (Level One) 

 

NGOs should have the responsibility to facilitate investigation by the LSG 

Independent Complaints Handling Committee (ICHC) into the complaints lodged 

against the NGOs.  NGOs should also comply with the ICHC’s recommendations on 

rectification and improvement measures. (Level One) 

 

 Policies and procedures of complaint handling should be adhered to strictly.  

They should be respected and not be compromised due to convenience.  This helps 

to safeguard the trustworthiness of the complaint handling mechanism and thus 

confidence of the public and the staff on the organization.  If a NGO is under 

investigation by the LSGICHC, the NGO should be cooperative by giving relevant 

information no matter is it in the form of record, report, or in person.  Special group 

with key contact person might be set up for this investigation.  NGOs should be 

cooperative and with the ultimate mission of serving the society, comply with the 

LSGICHC’s recommendations on rectification and improvement measures.  A 

reasonable time period should be given by LSGICHC for such purpose and the NGO 

concerned will also have a chance of appeal if needed. 

 

Examples of good practices 
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Presence of independent person: 

Some NGOs would allow independent persons no matter he / she is a friend of the 

staff / board member concerned, a colleague, or a representative from the staff/board 

side to accompany the concerned staff in the investigation meeting.  It would make 

the investigation seems to be fairer, and rules and procedures are adhered to.   

 

Counter-signing of decision results: 

In some NGOs, when decision is made, it is counter-signed by a senior staff or board 

member who has not directly involved in handling the complaint.  

 

Special approval: 

In some NGOs, whenever complaint handling is deviated from the laid down 

procedures or level of handling, special approval have to be sought from the board. 

 

Analysis of complaint cases: 

A systematic analysis of complaint cases would give valuable information for 

organizational improvement or to prevent happening of similar events in future, and 

to improve loopholes or imperfection in the complaint handling process.  A NGO 

conducts such analysis periodically. 

 

Knowledge of appeal mechanism: 

Stakeholders should be well-informed about the appeal channels and procedures both 

inside and outside the organization.  At present, more than half respondents NGOs 

are able to provide information to stakeholders about the appeal channels and 

procedures within the organization.  

 

 

Conclusion 

During the process of the research and the consultations, there have been dissenting 

views held by different stakeholders on some of the issues covered by the draft BPM 

framework.  It is important that the Government continues to engage the sector in 

dialogue.  It is recommended that more time be allowed for on-going discussions 

between the Government and the sector on these issues.  For any guideline for which 

consensus has been obtained from the sector, a pilot or phased implementation may be 

considered. 

 

 

 



- 35 - 
 

References 

 

Ahmed, S. (2013). Effective non-profit management: Context, concepts, and competencies. 

Boca Raton, Fla.: CRC Press.  

 

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

best practice recommendations. Sydney: Australian Stock Exchange Ltd. 

 

Australian National Audit Office (ANA)) (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., et al. (2002). An exploratory survey of boards of subvented non-governmental 

organizations in Hong Kong. Hong Kong: The Hong Kong Polytechnic University.  

 

Commonwealth Foundation (2009). Civil society accountability: Principles and practice, a     

tool kit for civil society organizations in the Pacific region. London: Commonwealth      

Foundation.  

 

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). Complaints handling (International best practice). Hong Kong: 

Efficiency Unit, HKSAR.  

 

 

http://www.oag.govt.nz/2006/funding-ngos/docs/funding-ngos.pdf


- 36 - 
 

Efficiency Unit (2010). Guide to corporate governance for subvented organizations. Hong 

Kong: Efficiency Unit, 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. 

 

Lloyd, R. et al. (2010). Ensuring credibility and effectiveness: Designing compliance 

systems in CSO self-regulation. London: One World Trust.  

 

Lowe, A. (2004). Ethical guidelines for board members of not-for-profit organizations. 

Canada: The Canadian Association. 

 

Luk, Y. P. (2006). The study of governance of the social welfare foundations in Taiwan. 

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

 

Lump Sum Grant Independent Review Committee. (2008). Review report on the lump sum 

grant subvention system. Hong Kong: Social Welfare Department, HKSAR. 

 

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. Minnesota: 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. 

 

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 (3
rd

 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. 

 

http://www.nonprofitpanel.org/report/principles/Principles_Guide.pdf


- 37 - 
 

Stillman, G.B. (2006). NGO law and governance: A resource book. Tokyo: Asian 

Development Bank Institute.  

 

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

Kong: Social Welfare Department, HKSAR.  

 

Social Welfare Department (2002). Leading your NGO, corporate governance: A reference 

guide for NGO boards. Hong Kong: Social Welfare Department, HKSAR.  

 

Tabio, et al. (2008). Guide book on the basics of NGO governance. Manila: Philippine 

Council for NGO Certification.   

  

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 Organizations. 

 

The Governance Hub (2010). Better governance: A code for the voluntary and community 

sector. UK: National Council for Voluntary Organizations.  

 

Tricker, R.I. (1994). International corporate governance: Text, readings, and cases. NY: 

Prentice Hall. 

 

UNSW Department of Ageing, Disability & 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-AB6E1CC

4243E/3566/Good_practice_in_admin_feb08.pdf 

 

Voluntary Sector Initiative. (2002a). The code of good practice on policy dialogue. Ottawa: 

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: 

Voluntary Sector Initiative.  

 

Wyatt, M. (2010). A handbook of NGO Governance. Budapest: European Center for 

Not-for Profit Law.  

        

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

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

202. 

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


- 38 - 
 

社會福利署 (2007)。《在轉變時刻中領導非政府機構  –  啟思集》。  香  

港：香港特區政府。  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



- 39 - 
 

Appendix I 

 

Membership List of the Project Steering Committee on 

the Consultancy Study for the Production of 

the Best Practice Manual 

 

Chairman 

1) Mr Lam Ka-tai / Mr Kok Che-leung 

Assistant Director (Subventions), Social Welfare Department 

 

Ex-officio Members 

(Representatives from Social Welfare Department) 

 

2) Mr Philip Tang Fei-lit 

Chief Social Work Officer (Subventions) 

 

3) Mr Simon Chan Shiu-man 

Senior Treasury Accountant (Subvention Finance) 

 

Non-official Members 

(Representatives from the Lump Sum Grant Steering Committee) 

 

NGO management 

4) Ms Christine Fang Meng-sang, BBS, JP 

 

Staff unions / organizations 

5) Mr Cheung Chi-wai 

 

Service users 

6) Mrs Julie Lee Lau Chu-lai, JP 

 

Independent members 

7) Mr Nelson Yip Siu-hong, MH 

 

Secretary 

8) Ms Brenda Lau / Mr David Ng Wai-lung 

Senior Social Work Officer (Subventions), Social Welfare Department 
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Appendix II 

 

Preliminary BPM framework for Consultation Sessions 

 

1. Financial Management 

 

1.1 Management of Lump Sum Grant Reserve  

 

Aspects Principles Strategies
1
  

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 

 

Level Two 

Cost- 

effectiveness 

- NGOs should develop a planning and evaluation 

mechanism to determine through projection the 

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. 

 

1.2 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 

 

Transparency 

 

- NGOs should use convenient, effective and 

timely channels to disseminate information about 

PF reserve to staff members.  

                                                
1
 “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 One 

 

 

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.  

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 
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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 

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. 
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Decision-makin

g 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 

 

 

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.  

 


