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THE CREST OF THE WELFARE COUNCIL
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The implementation of “Quality Journey ~ Total Quality Management” is based on the
Hong Kong Sheng Kung Hui’'s social service mission — “What you did to the least of my
brother, you did unto Me” — that is, to fulfill the needs and expectations of services users
through the provision of person-oriented services. The position of the crest in the top
corner symbolises the commitment of management staff in exercising Total Quality
Management in unity with frontline employees.

5387 The Bow and Arrow
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The drawn bow represents the clear direction and aim with which Total Quality
Management functions. The Welfare Council’s objective is to become a quality-driven
organisation to ensure the continued improvement of service quality.

5% Stance
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Head facing target, arms rigid and strong, legs engaged and steady, ready for the
release of the arrow. This powerful stance stands for the way in which the Welfare
Council equips staff with the right tools and techniques by facilitating staff development,
and provides services according to strategic procedures for optimal effectiveness.

hFI5% The Archer

BEF - SENHE - BINFALOAGET - Het—KPH - EMENHEFTELEBEX
b EBULRTHEEET -0 KREEZIRCEFES - HAMHZEEZEER
An aim, a bow and an arrow are no good without their archer. The archer represents the
need for the unity of the Welfare Council’s manpower as members of the Quality Journey
in establishing and maintaining a culture of quality and Total Quality Management.
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Behind the Welfare Council's 50" anniversary milestone are the unwavering diligence of employees and a
half-century’s worth of wisdom that have fueled the organisation’s role to serve the less fortunate among us. Our
“Quiality Journey” has also begun its second decade of upholding quality management to provide pertinent,
people-oriented services in catering to the needs and wellbeing of service users.

To achieve excellent services and ensure continued improvement, we have launched a series of trainings and
optimised work processes in the past year. Committed to promoting occupational safety and health, during the
year, the Welfare Council participated in the Hong Kong Occupational Safety and Health Award (Safety Culture
Award), themed, “To Set-up and Mange the Safety Culture”. During the event, which was organised by the
Occupational Safety and Health Council and the Labour Department, the Welfare Council acquired a Merit award,
reflecting the effort of our colleagues.

During the year, the Welfare Council also conducted service satisfaction surveys which showed 97% of service
users were either satisfied or very satisfied with our services. 98% of caregivers and their family members were
either satisfied or very satisfied with our services, indicating their recognition and appreciation towards our
services.

| would like to take this opportunity express our heartfelt gratitude to the Board of Directors and Executive
Committee of the Welfare Council, our colleagues for their spontaneous involvement, and the support of service
users that have allowed the Welfare Council to smoothly carry out its role as a provider of social services.

This report summarises and highlights the progress made during the year, and serves as a platform upon which

colleagues can share the fruits of their labour, learn from each other and give mutual encouragement as we
continue on our Quality Journey.

2L

Dr. Jane Lee
Director, JP
December 2015
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Continued Improvement towards Excellence
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In addition to committing itself to supporting individuals in
need with pertinent services, the Welfare Council never stops
improving its service quality. Over the years, the Welfare
Council has been collecting, through various channels,
regular feedback from stakeholders, including service users
and their families, employees and other relevant persons, to
formulate developmental strategies. During the year, the
Welfare Council received a total of 193 letters of appreciation.
These compliments not only represent acknowledgement
towards employee’s effort, they also motivate the Welfare
Council to pursue excellent quality.
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Staff Satisfaction Survey

The annual Staff Satisfaction Survey looks into the views of
employees with regard to the Welfare Council. Since the survey
was introduced in 2001, it had been conducted biannually until
2008. Thereafter, the opinions and suggestions of employees
have been collected on a yearly basis.

The most recent survey took place during the All Staff Meeting in
January 2015 in the form of an anonymous questionnaire. The
response rate for the 1,692 valid questionnaires was 79.2%. The
latest results indicated that the overall satisfaction level among
staff has reached 76%, a modest rise of 1.9% from last year.

BHEEAERZERE

Service Users’ Satisfaction Survey
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The overall satisfaction of staff towards the Welfare Council

The Welfare Council conducted a service users’ satisfaction survey
for the past year (2014—2015) at 68 service units in May 2015. 97%
of the service users were either satisfied or very satisfied with the
Welfare Council’s service units. 98% of caregivers or their family
members were either satisfied or very satisfied with its service units.
Results showed that service users were very satisfied with and highly
appreciative of the Welfare Coucnil’s services.

DER
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2014-2015 Quality Journey-Quality Management Annual Report Summary 05)’)




ERACHRBEBRET I EEENEE: BAHE EFE LMCEEERNRRMOT

The survey included six items: The Welfare Council’s performance in the six items was as follows:

HE AR AR S BEEE
ltem Purpose Communication and Planning Capacity to Unleash Potential
JEE S E=l 7 [= = PN AN Gic) == e=s AL, LEE 2 NS ’;}%{ . ﬁ%( .
EiBRE TR THENBENE G EREME - BHREEENE LUK Satisfaction Level Satisfaction Level
Communication HEBESHMBMNEE - 100% 100%
. . , . 90% 90%
and Planning To determine the degree of employees’ understanding towards the B0% o 7% T22% T To% o [T OO T94% 741% B0% o TOI% T2 722 oz T T 0% TO1% TAOK 757%
Welfare Council’s vision, mission and strategic plans, level of ;g; ng
confidence towards the Welfare Council's management, as well as their 50% 50%
; ot ) L 40% 40%
views on the organisation’s new initiatives. 30% 30%
20% 20%
AEEE TR TAE TEREMMZFENREER o o o
Capacity to To understand opportunities for professional development each role 2001 2003 2005 2008 2009 2010 2011 2012 2013 2014 2015 (3 2001 2003 2005 2008 2009 2010 2011 2012 2013 2014 2015 {5
Year Year
Unleash Potential has to offer and employees’ level of satisfaction towards their roles.
BBt THERETIHEBEORIULNEBAEEEEENER -
Work Culture To understand work culture and mutual trust among employees. e @{/E*&T -
Work Culture Operational Efficiency
EERR THRRTIHRBEEIXNREE @ BREARRAEBN £ 2001 F I BETRBIRE RIS
. f . . DEL DB Note: Operational Efﬂcwency
Operational To understand employees’ level of satisfaction towards the Satisfaction Level Satisfaction Level was not measured in 2001 survey
Efficiency organisation’s operational efficiency, including technical support. 100% 100%
90% 90%
80% TAZ% TAZ% 731% 741% 722% 7580 T7.4% 76.0% 7489, 75.9% 80% so8% 70.1% 73.8% 73.1% 721% 73.0%
= — S N — — R 69.8% .8% 69.2% 69.5% 68.2% 6%
BTER THRTIHEES  UARATIMNRIENSEBRREE 70% 70% .
. . , ) ) . 60% 60%
Relationships To understand employees’ level of satisfaction towards their 50% 50%
among Employees professional relationships with supervisors and their peers. gg; ;‘8?
20% 20%
bS] 7= . = Spw AT pls SN, . 10% 10%
Bl TERAIHEEBRHNENZEENMZIZHNREE 0% 0%

. s . . . . 2001 2003 2005 2008 2009 2010 2011 2012 2013 2014 2015 15 2001 2003 2005 2008 2009 2010 2011 2012 2013 2014 2015 41y
Information and To understand employees’ level of satisfaction towards the information Year Year
Training provided by the Welfare Council and its staff training arrangements.

BTRAR Bl
Relationships among Employees Information and Training
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I’m grateful for the Welfare Council’s
willingness to listen to our opinions.
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Compared with the results of the 2014 survey, staff satisfaction
towards the Welfare Council increased between 0.7% and 1.7%,
depending on the surveyed item:

H#E Items
\ > RIttse | F19585
BERE ADRE | MBIt | EFENE BETIE#F A | BEREE | Average
Communication | Capacity to Work Operational | Relationships | Information Staff Score
and Planning Unleash Culture Efficiency among and Satisfaction
Potential Employees Training Survey
2015 74.1% 75.7% 75.9% 73.0% 75.8% 74.8% 76.0% 74.9%
2014 73.4% 74.9% 74.8% 72.1% 74.2% 73.1% 74.1% 73.7%
tH
&= 0.7% 0.8% 1.1% 0.9% 1.6% 1.7% 1.9% 1.2%
Increased
Level
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In addition to submitting their completed surveys, employees also
expressed valuable written and verbal opinions. The Welfare Council
has followed up on these comments and informed colleagues on its
actions and decisions for continued improvement.

Professional Internal Auditor's Team Scheme

Since 2003, a professional Internal Auditors Team consisting of
colleagues (internal auditors) from various service units has been
conducting internal audits on the Welfare Council’s service units.

There are now 28 internal auditors performing internal quality audits
on different departments and service units. Training and sharing
sessions are arranged periodically by the Quality Management
Department to enhance the auditors’ skills. During the year, quality
audits were conducted on 26 service units, shedding light on areas
that required improvement.

RELPET BB

ﬁ
Preventive Measures against Infectious Disease;3
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On top of assisting service units with the prevention of the
outbreak of common infectious diseases, the Welfare Council’s
Infection Control Coordinator also monitors the disease-control
abilities of service units, and improves employees’ infection
control and contingency management to prepare for outbreaks.
Such preparations can reduce the impact of diseases. During the
year, the Infection Control Center staged infectious diseases
drills, conducted internal inspections on the implementation of
infection control measures, and assessed relevant staff members
for their knowledge in the control of infectious diseases and
arranged for occupational training to help protect employees and
service users .

The centre will be providing additional staff training for childcare
services and community service units on top of executing its
current functions. The centre will also maintain close ties with
new staff and those in charge of infection control to strengthen
communication and exchange of relevant information.

2014-2015 Quality Journey-Quality Management Annual Report Summary 09)))
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Raising Awareness to Prevent Occupational Inj uriea
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With the wellbeing of staff, service users and visitors in mind, the
Welfare Council has paid much effort in promoting occupational
safety and health. The Welfare Council has optimised the
structure of the environment protection, safety and hygiene
teams by increasing their manpower from five to six persons.
Service units have also either formed safety committees or
established occupational safety procedures to build better
channels of communication and enhance safety awareness.

While proactively preventing work-related industries, the Welfare
Council also collaborates with insurance companies on
rehabilitation options for employees with occupational injuries so
medical assistance and return to work arrangements can be
provided.

y

M
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RAEANHEERER  MOIRXEETHNER -
Employees’ benefits have seen much improvement, thanks to
the Welfare Council!
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Recognition for the Welfare Council’s Performanca
in Occupational Safety and Health
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During the year under review, the Welfare Council participated in
“The Hong Kong Occupational Safety & Health Award (Safety
Culture Award)”, themed “To Set-up and Manage the Safety
Culture” and organised by the Occupational Safety and Health
Council and the Labour Department with other 13 organizations,
to win a Merit award.

In 2009, the Welfare Council's H.K.S.K.H. Tung Chung Nursery
School became the first local school to be recognised as an
International Safe School. The validity of the certificate lasted five
years until 2014, during which the accreditation was successfully
renewed. Three residential care homes of the Welfare Council
were recognised as “Safety & Health Residential Care Home with
Excellent Performance” in 2009. They entered the same scheme
in 2014 and, too, had their certificates renewed.

During the year, staff of the Welfare Council were given external
recognition for their performances in occupational safety and
health. General service worker Mr Cheung Man To of the Welfare
Council’s Tseung Kwan O Aged Care Complex was presented
with the Merit Award (Organisation / Enterprise group — frontline
employee) by the Hong Kong Outstanding Occupational Safety &
Health Employees Award Scheme, which was organised by the
Occupational Safety and Health Council.

2014-2015 Quality Journey-Quality Management Annual Report Summary 1 1)))
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Professional Development and the Experiences Sharing
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‘A ER N RNIRFGEE - R TA The Welfare Council has formed quality improvement teams that BEEBESEAERS  E/AEE %5

ABMIRSE RN ESFS - RIRBEE oversee different types of services to ensure their sustainable ZH AR o

WELSFHRZHMER - B ATBRIGIRME improvement amidst the changing needs of service users. The | appreciate my colleagues for their

FHEDUE - RERBERAEFTEMNSEE - teams strategize and discover new ways in which to serve cooperativeness, care and encouragement.

FIEA BRI REE X FEREIFRTE - WiEA society and maintain professionalism through exchanges with o o
TRIMFIID FEINRZR - ITRAEFEK various parties. During the year, as featured in the following

o BE—F  FRBERNEEBHRE pages, the quality improvement teams carried out a number of

TARMIEERIER @ MEWT key projects.

hRABRBEEZRSHFE —FET/EEHER
] \'b‘[ : The Childcare Service Quality Improvement Team—Key Projects of 2014-2015

BH AES
Project Content
R AEFERE—RIIE - FEARESR MBS 2 KEEN
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o TEHRIIERMNXET  FRT [EEBREEAMO0IRE] - &
- [FERREEARIZ] - BETEHMMER L HREIIRAORE - W'
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l BEE ; Professional During the year, the incorporation of whole brain learning, based on the
: " - training Brain Gym®, into professional training, was enhanced.
®  The most renowned expert on educational kinesiology was invited
to deliver a seminar, “Brain Gym® from the perspective of
. education” to introduce to staff the effects of physical
y R . "@‘ development from angles such as infant development, early
© P X . i J ' i . K ' - athletic development and sensory development.
i ; il s :
- i & __f:z ° With the support of the Training Institute, the Welfare Council also
] = organised “Brain Gym® 101" and the “Touch for Health”
P~ 4
) & =2 foundation course to allow both new and experienced teachers to
QQQ < better understand the Brain Gym® and apply it to their teaching.

- DN /
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The Childcare Service Quality Improvement Team—Key Projects of 2014-2015

Sharingsessions
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During the year, the team hosted a number of sharing sessions.

® For the second consecutive year, Chief Officer (Childcare Services) Ms
Lau Yau Lin was invited to participate in the Whole-school Curriculum
Planning Series — Enhancing the Interface between Pre-primary and
Primary Levels, conducted by the Mathematics Education Section of
the Education Bureau. Lau gave two seminars on early mathematical
education to an audience of 50 primary school teachers.

Principal of St Simon's Tai Hing Nursery School Ms Cheung So

° Mei was invited by the Hong Kong Institute of Education to deliver
a case sharing in the “2015 Quality Childhood Conference
International (QCCI)’on the topic of “School-based Curriculum
Design and Development: A Long Whole-day Nursery School’s
Experience in Hong Kong”.

«C14 2014-2015F EEEERE TIEREIRE
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The Children and Youth, Community and Family Service Quality Improvement Team

— Key Projects of 2014-2015
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for the Service
Quality
Improvement
Programme
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During the year, the team hosted the “Teenagers Sex Education Training
Series” and the “Teenagers Service Development Day” with subsidies
from the Social Welfare Development Fund. The series included a
seminar on challenges in implementing sex education for teenagers and
relevant workshops. The team also organised “Youth Service
Development Day” in June 2014, inviting three speakers of different
professions. On the same day, psychologists from the Welfare Council
also conducted the “Destress with Mindfulness” workshop.

S

: |r] TL0VEF Staff Oplnlon)

AR BUZHEANHEREEENSBRS  SHMITHSERR KT
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| have learnt a lot more about my body and the importance of early treatment
through the Welfare Council’s free medical examination.

I wish you all good health, career success, and happiness!
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The Children and Youth, Community and Family Service Quality Improvement Team The Integrated Home Care Service and Home Help Service Quality Improvement Team

— Key Projects of 2014-2015 P — Key Projects of 2014-2015 P
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The Career and
Life Planning
Task Force
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A series of activities was hosted by the Career and Life Planning Task
Force:

® The Mock Release of H.K.D.S.E. (Hong Kong Diploma of
Secondary Education Examination) Results saw the participation
of 95 parents and students. Parents said they found the event
helpful. Eight media outlets were present that day.

e The task force announced the results of a study on the D.S.E. in
which researchers found, from 800 questionnaires, that career
planning helps students with self-awareness and enhances the
effectiveness of the D.S.E. mechanism by providing a platform for
candidates to discuss their options with their parents.

®  During the results release period, trained counsellors joined their

peers in manning the D.S.E. Enquiry Hotline, which, together with

the StudyWhat website, provided much-needed help to
candidates.

/
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Project
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Professional
training
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During the year, the team organised the “Be a Competent Team Leader”
workshop. Instructors guided participants on the characteristics of being a
competent team leader, improving the abilities of frontline staff,
communication and time management techniques. The workshop boosted
the confidence of supervisory staff and enhanced their skills, making it
easier for them to apply their knowledge on a daily basis and improvise as
necessary.

2. BRI LB 26

Enhance staff
awareness
towards
occupational
health and safety
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Placing great emphasis on occupational safety, the team organised the
“Loosen Up” beginner level stretch therapy workshop, as well as the
“Loosen Up for Pain-free Joints” advanced level stretch therapy
workshop in which participants learned proper stretching skills to train
their muscles, and improve flexibility and balance. The goal was to
remind participants the importance of regular exercise in preventing
work-related injuries and maintaining personal health.
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REREREFLERENEGE — FEIFEHER
The Day Care Centre for the Elderly Service Quality Improvement Team
— Key Projects of 2014-2015
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;‘;;;E;“‘i#ﬁﬁﬁmﬁgﬁﬁ fERERZABERME - REER Implementing Activities held at various service units aimed to cater to the needs of
FREE [ diverse service users included memoir-writing service, photoshoots put

activities and
Staff as assets During the year, the team invited a psychiatric nurse to lead a workshop refined services

on the prevention and assessment of violence to give staff a deeper
understanding of the topic at service units.

together by volunteers of different professions for senior citizens and
their families, and a programme that promoted eco-friendly living and
encourage senior citizens to apply green principles to everyday life etc.

The team also provided people-centred services in hopes that staff
would provide quality caregiving services so senior citizens feel loved.
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| have been with the Welfare Council for over six years now. While juggling evening classes and work was
tough, with the support of my colleagues, | managed to graduate, and actually enjoyed my job. A big “thank
you” to all who have made this possible!
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REPUOBRBEZNEGK — FEIFERIER
The Elderly Centre Service Quality Improvement Team—Key Projects of 2014-2015
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dementia services
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| thank the Welfare Council for giving me the
opportunity to do meaningful work. God bless.
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With material support from the Social Welfare Department to revamp
care assessment and counselling services, terms of the service
subvention agreement were revised. Through their communication
platform, the team decided on the directions in which service units
would develop dementia services, including expanding community
education, the provision of support for caregivers of dementia sufferers,
and the early identification of dementia.
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Project

2. BRI

Professional
training
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3. RHEREER

Enhancing the
quality of services
for the “hidden
elderly”
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The Positive Life Elderly Suicide Prevention Project task force invited
clinical psychologists to lead a workshop on terminal illness to
encourage staff to ruminate on the meaning of life and death, while
improving their professional knowledge and intervention skills.
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The team invited an experienced social worker from the Integrated
Community Centre of Mental Wellness (ICCMW) and the government’s
services for street sleepers to share his professional experience with
employees who worked with the “hidden elderly”.
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REERREFE — FETFERIAR

The Residential Home Service Quality improvement Team—Key Projects of 2014-2015
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Improvement on
residential home
services and
administrative
work
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Recognition for
quality services
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The “Essentials” scheme was introduced as an optional service that
provided daily essentials to residents of the Welfare Council’s service
units. It gave residents and their families the convenience of not having
to shop for daily essentials and freeing up storage space.
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Between 31st March and 4th April 2014, the Nursing Home’s “Saying |
Love You” programme and the Tseung Kwan O Aged Care Complex’s
“Music for Life — Music Therapeutic Project for Seniors with Dementia”
were recognised as “Best Dementia Care Programmes” at the 2nd Asia
Pacific Eldercare Innovation Awards of the Ageing Asia Investment
Forum.
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We are first-year MOT and MPT graduates. We thank the Welfare Council and our
colleagues for their support — be it economic, mental, academic and work-wise. It
really warms our hearts! This is the third time we’re participating in a staff sharing
session, which means we’ve been part of this huge family for three years. Although
work can get quite busy, we still make time to serve society as one way of showing
gratitude to the Welfare Council for its support and trust!
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The team launched the “Home Message System” (H.M.S.) and the
“Elderly Residential Home Integrated Care and Management System”
(.LC.PM.S.) to support the implementation of care packages and annual
service outlines.

During the year, the team continued to develop hospice services and
hosted a seminar that introduced alterntaive eco-friendly burial
methods, and the hosting of memorial services.

In a collaboration among churches, schools and welfare organisations
under the Sheng Kung Hui, church members and students created all
sorts of activities as they paid visits to residents living in elderly homes
to bring the latter care and warmth.
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Conclusion
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The “Quality Journey” never ends: it will never stop pushing for
innovation, breakthroughs, and improvement. In the face of an
evolving society and shifting expectations of various stakeholders,
the necessary changes have been made for the continued
improvement of service quality.

The team is eternally grateful for its capable peers, and the
support and encouragement shown by management, which
have enabled staff to undergo professional training to optimise
their knowledge and abilities. It is only with our employees’ care
and commitment shown towards service users that the Welfare
Council can continue to develop fresh services to cater to the
needs of service users.

As our journey progresses, we will continue to work closely with
one another to develop user-oriented services and family
community-based services, and establish a loving and caring
team as we set new milestones in our ongoing pursuit of
excellence.
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