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The Hong Kong Society For The Aged (SAGE) was established in 1977.
As a non governmental organization (NGO), SAGE is dedicated to
serving the aged community. Our service spectrum mainly spreads
from day service (Active aging & Centre service) to residential service
(long term care & day-care). Qver the past 30 years, our service
is expanding in line with the growing service need arisen in the
community. In 2006, SAGE is serving over 20,000 clients with 900
staff members scattered in 30 service units.

The Board of Directors (BOD) is the top management core of SAGE
which continuously provides direction, quidance and resource. Our
members of board comprises professional across different sectors
suchasacademicarena, health care sector, social service and business
sector. Our BOD has long commitment to SAGE while some of the
directors have been serving for 30 years since the establishment of
SAGE.

SAGE hasinitiated Regionalizationin 2002. This reform has streamlined
our leadership system while service units are integrated under five
regions (HK East, HK South, Kowloon East, Shatin and Tsuen Kwai
Tsing). Regional director as the senior management, who oversees
the regional operation, reports directly to Executive Director.

With a view to encouraging staff participation, we have expanded
our management team into first tier and second tier. The first tier
team comprises of 15 members including executive director, regional
director, senior manager, manager and senior service coordinator. The
second tier team comprises over 20 members while most of them are
senior officers or service unit heads.

In 2000s, SAGE had implemented several major strategic
initiatives, e.g. implementing new FM system, HR reform and
Regionalization. Regionalization was a strategic exercise which
not only streamlined our service management but also generated
new synergy from the service integration. That synergy fueled
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our service expansion under continuous budget cut and enabled
our leading position in the sector.

With the contribution from board of directors and senior
management, our first strategic-plan (2003 to 2006) was born.
This was the milestone in our quality journey. SAGE had conducted
Baldrige assessment since 2003 and we were showing progressive
improvement every year. The model unveiled our potential system
gap before it became a real one. In short, the model acted as a
roadmap for improvement. For all we had done, SAGE is the first
NGO in Hong Kong who won the Asia Pacific NGO award.

Under the Funding and Service Agreement (FSA), the Social Welfare

Department of the HKSAR government has set a clear definition of

client and service content. However, SAGE aims at a higher level

and commits her energy in tailoring the best service to client. We

further develop a customer knowledge system which continuously

enriches our understanding to existing and potential client. The

system covers several components :

* Research - To explore client’s need through scientific research

e (lient and Client’s Family Committee - To collect client’s opinion
on our service; To collect opinion from client’s family (in residential
service setting)

e Community Committee - To channel community’s view so as to
facilitate community collaboration

e Comments and Complaints - To receive compliment as well as
complaint; Complaint will be handled strictly by the HR complaint
mechanism

e International Visit - To visit and learn the best practices overseas

In 2002, we have set up our Quality and Research department. The
department acts as central information processing unit which receives,
processes and disseminates service related statistics and information.
Organization performance is closely monitored while service unit
is required to submit different service output reports measuring
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different areas of performance in monthly, quarterly and yearly basis.
Examples of service statistics : Key Performance Indicator (KPI); Flash
Report; Internal Audit Report; SIS/ SWD; SPMS/SWD audit.

In daily service, our organization is processing considerable amount
of tacit knowledge. That tacit knowledge shares special nature
which can hardly be acquired from documentary sharing. How to
enhance our effectiveness in consolidating that intangible asset
comes to a core issue for our Knowledge Management (KM). We
opt to an interactive solution and set up professional sharing
groups, e.g. counseling professional group. The group invites related
professional to share best practice among group members. Also we
have initiated coaching scheme while a junior staff will be matched
up with an experienced staff. Besides, we have set up a QRIS (Quality
and Research Information System) which serves as a portal acquiring
external knowledge, e.qg. best practice suggested in WHO and share
to all SAGE staff.

In 2000s, we have launched several new measures in HR system. First
of all we initiate a revamping in our appraisal system; the new system
is designed based on competence based model. The new model
provides a performance standard for each rank of staff so that the
appraisal is made upon objective and universal baseline.

SAGE values the innovative idea from staff therefore we have launched
our staff suggestion scheme. Staff is encouraged to suggest creative
idea for service improvement. The suggestions will be vet by the
committee and the selected application will be awarded. The scheme
has successfully mobilized our colleague; in 2006 we have 389 staff
suggestions, i.e. over 42% of our staff have joined the scheme.

SAGE upholds our mission in enhancing the well being of the aged
through the service we provided. In short we can summarize our
service into three categories : Day Service; Residential Service;
and New Projects.
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SAGE has constantly maintained an increasingly high level of service
outcomes. The areas highlighted are : the number of client we are
serving has reached over 20,000 since year 2004/2005. SAGE is the
largest sole elderly service agency in Hong Kong; in general, over 90%
of service recipients are satisfied with our service and most importantly
their satisfaction shows a trend of positive increase throughout years;
SAGE has maintained financial stability under the budget cut. We have
expanded our self financed service so that fee income has become one
of our new income sources; the staff morale is high in our SAGE family
whereas objectively reflected from HKIHRM survey.
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