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ommitted to provide quality service and render the

/best care to our service users, our Society has set

up the following mechanisms to monitor the standards
of our services.

Service Quality Standards (SQS) is part of the Service
Performance Monitoring System conducted by the
Social Welfare Department. To ensure our service units
to meet the essential requirement of SQS, we have
formed a Coordination Group to coordinate and monitor
matters related to service quality standards. Over the
years, 15 of our service units had been subjected to the
external assessment of the Social Welfare Department,
all of which passed the Department’s evaluation.

* Comments by Social Welfare Department on the
Assessment of Shek Wai Kwok Workshop

Service users participated in the evaluative interview
were highly satisfied with the commercial-hired transport
service, saying that the service could facilitatle persons
with mobility problems to receive vocational rehabilitation
service, There was also staff in the car who provided
oversight and care, and the driver was very careful when
drove to ensure traffic safety.

An internal visit mechanism is established in which at
least six service units are selected for quality assessment
each year, so as to ensure the smooth operation of the
requirements stipulated by the Service Performance
Monitoring System of the Social Welfare Department.
Last year, visits were made to six service units with a total
of 50 participants involved in the assessment, including
Council members, Committee members, staff and family
members of service users.

Apart from meeting the standards of the Social Welfare
Department, we have also employed performance
measurement and management tools since 2005 1o
draw up the Key Performance Index for measuring the
performance of our Society and service units. Presently,
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all our service units devise their annual plans, implement
and evaluate their services based on this tool with
positive results.

Starting from 2005, management review has been
conducted on the areas of corporale governance
and management effectiveness through which self-
assessment and improvement measures are made.,
Currently, we have already completed six out of nine
management categories and action plans for continuous
improvement of the above two areas are formulated
based on the results of the review. The progress and
results of the management review will also be reported
to the Audit Committee.

Family members of service users have been playing
an important role in our service delivery. From the daily
operation of our service units to policy and development
of our Society, they are able to participate and express
their concerns through different channels. Some of
the family members have also involved in Commitiees
under the Council, contributing their opinion on different
aspects of our service that helps promote the quality of
service.

Being an important tool to monitor our services, annual
satisfaction survey has been conducted among service
users and care-givers ever since 1995, The survey aims
to measure their satisfaction rate and collect their opinion
in order to improve the standards of our service.

Building on the spirit of continuous improvement, a safety
ingpection system will be implemented in the coming
year to ensure a safe environment for service users and
staff within the service units. Each service unit will be
granted an internal visit every three years to ensure its
quality of service.
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