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As one of the non-profit-making elderly service providers, The Hong
Kong Society For The Aged (SAGE) is committed to enhancing the
well-being of the aged by providing tailor-made services. Since
2003, SAGE has conducted the Malcolm Baldrige Assessment in its
journey to quality excellence.

Leadership

Facing the major changes of less government subvention, aging
population and the increasing demand for more sophisticated elderly
services, SAGE's senior leaders and management team redefined
the organization’s vision, mission and values in 2002. They have
started to promote a new corporate culture of innovation, teamwork,
fairess and being vocal to energize the employees to take on the
challenges.

Strategic Planning

With detailed researches and analyses, SAGE adopts the market-
oriented strateqy of becoming the most distinctive and pioneer
elderly service organization through the key success factors of
innovative and class-leading services, an efficient team, a profit-
generating business and a premium brand. Clear objectives, effective
communication channels and aligned plans have been set to achieve
the goals. The implementation of regionalization has also facilitated
staff empowerment, resource allocation, team work and service
enhancement in this organizational transformation process.

Customer and Market Focus

SAGE determines to serve both government subsidized users and
self-funded users well. It collaborates with users, their family
members and external parties, such as universities, government
departments, community bodies and other service associations, to
understand the market needs. SAGE views user satisfaction a key
performance gauge and tracks it through users after-service survey
and annual user satisfaction survey.

Measurement, Analysis, and Knowledge Management
The Board designed the performance measures and clinic operation
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indicators. They are being closely monitored to ensure organization
and service performance. Quantitative and qualitative analyses from
regional offices on their latest actions and outcomes are analyzed in
reqular meetings along with performance measures. Cross-functional
work groups reporting to the Board are established to work on
improvement initiatives. SAGE encourages the collection and share of
knowledge with customers, suppliers and partners through face-to-
face, newsletters and e-channels.

To drive organizational performance, corporate objectives are
being translated into individual objectives. A competency-based
model and an alignment mechanism are built into SAGE's employee
performance review and incentive system. Besides internal
training, employees are encouraged to learn and grow through work
exposure programmes and continuous studies. In the latter case,
tuition subsidies and study leave are available. For new joiners,
a mentorship programme is there to help. To measure employee
satisfaction in an impartial manner, SAGE has engaged an external
party to conduct the employee survey.

SAGE has clearly identified the key value creation and business
support processes to set the performance targets and put in place
a monitoring mechanism. Apart from observing the government
requirements on subsidized services, it also sees to customer and
market expectations to design and improve self-funded services.
With a corporate belief in continuous improvement, SAGE has kept
a stream of improvement projects flowing.

SAGE's transformation has led to impressive results. Besides
meeting all the service performance targets of Funding and Service
Agreement and its service quality standards, it also serves the
highest number of users amongst non-government organization
(NGO) elderly service providers. It won the Asia Pacific NGO Award
2004 along with many other awards. New service varieties are
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introduced and customer satisfaction rises. Higher income, more
donations and effective financial management have brought about
a healthy financial reserve for the organization. SAGE is not only
partnering with its employees who have higher satisfaction than
before, but it also teams up with more clinics, churches and schools
to continue with its quality journey.
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