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NGOs agree that technology could enhance service delivery but there are different 
levels of readiness

Source: NGO and School IT Capacity Building Study (2017), IBM Global Business Services 

While over 80% of NGOs agree that they need to strengthen technology adoption for service 
enhancement, only 40% feel ready to do so
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The Trust has supported a range of initiatives promoting use of digital technology

1 2

3 4

Piloted new IT-based 
service models

Supported common 
applications to enable 

service and operational 
enhancement at scale

Provided digital 
hardware to the needy

Supported NGO capacity 
development in IT 

planning and execution



44

Piloted new IT-based service models: Open Up
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• Hong Kong’s pioneering computer-
assisted counselling 

• Real time risk assessment
• Identification and categorisation of 

chat topics and help seekers for 
quality control

 200,000+ cases handled
 Enhanced efficiency (4x users 

compared to hotlines)
 Case insights generated by big 

data

Online text-based emotional support
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Family services: Supported service delivery enhancement through the use of ICT and data analytics

 26,000+ cases managed by 26 centres 
benefitted from ICT-based interventions

 Over 1,200 social workers empowered to use 
ICT in early identification and intervention

 Enabled better service planning, data-informed 
decision-making, and improved efficiency

 Fostered cross-agency sharing

Volunteer management: Supported digital solutions to broaden and deepen volunteer participation 

Piloted new IT-based service models: Smart Family-Link and Social Career1

Online platform and mobile application 
for volunteer matching
• Volunteer: search, apply and record

volunteer service
• NGO: recruit and manage volunteers,

including application and attendance

Integrated service management platform 
for evidence-based service delivery
• Case management system
• E-platform with mobile apps to connect

social workers and service users for
interventions

• Online training platform for social workers

 Activated >95,000 registered volunteers with
easier access to volunteer opportunities

 Recruited and managed volunteers for >600
NGOs as a new recruitment channel and
management tool
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Home Care Services Management System Stakeholder Relationship Management System 

A cloud-based solution to enable data-informed
operations management and strengthen communication
between service users and caregivers.

42 service teams from 20 NGO partners, serving
>10,000 care service users

Systematic capture of data and stakeholder records to
improve data access and reliability, and user experience
for better client and donor management

78 service units from 26 NGO partners

Supported common applications to enable service and operational enhancement 
at scale2

IT common applications benefitted multiple NGOs at a time for more effective use of resources at scale
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Supported NGO capacity development in IT planning and execution3

The Trust supported the Hong 
Kong Productivity Council to 
provide IT consultancy service to 
support NGOs in following areas: 

• IT Strategic Planning 
• Specific IT Project Planning and 

Feasibility Study
• Software and System 

Implementation Consultancy
• IT Security Risk Assessment 

and Security Audit Services

Practical IT advisory and implementation supported IT development for NGOs with different level of 
readiness
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Elderly
Bridged digital divide and addressed social isolation

Provided digital hardware to the needy

Education
Supported students in remote online learning 

4

• Provision of four-month free mobile data plans bandwidth
support for E-Learning at Home Scheme to support
continuous learning from school closure, benefiting >100,000
underprivileged students (1/7 local pupils) from 715
schools

• Digital support for >300 kindergartens to adapt to
education new normal and sustain quality stimulation at home
with enhanced technological infrastructure such as stable
internet connection and up-to-speed computers

• Distribution of free smartphones with 12-month free basic
mobile service for 20,000 underprivileged elderly
supported with trainings on basic practical usage

• Purchase of communication devices to support >14,000
residential care home elderly residents to reconnect with
families under prolonged social distancing rules
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THANK YOU
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