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Legislative Council Panel on Welfare Services 

Special Meeting on 6 February 2016 
 

The Second Phase of the Pilot Scheme on 
Community Care Service Voucher for the Elderly 

 
Supplementary Information 

 
At the special meeting of the Legislative Council Panel on 

Welfare Services (the Panel) on 6 February 2016, the item on the Second 
Phase of the Pilot Scheme on Community Care Service (CCS) Voucher 
for the Elderly (the Pilot Scheme) was discussed.  Members requested 
the Government to provide the following supplementary information after 
the meeting – 
 
(a) the caseload per social worker of the Centralised Team to be set up 

under the Social Welfare Department (SWD); and 
 
(b) a flowchart illustrating the workflow in relation to the Second Phase 

of the Pilot Scheme which should include – 
 
(i) arrangements for elderly persons’ applications on the Central 

Waiting List (CWL) for subsidised long term care (LTC) 
services who had participated in the Second Phase of the Pilot 
Scheme; 

 
(ii) processing of applications received in the Second Phase of the 

Pilot Scheme; 
 
(iii) processing of voucher holders’ requests for switching to another 

recognised service provider (RSP); 
 
(iv) complaint-handling procedures; and 
 
(v) monitoring of service quality and auditing of the books of 

account of an RSP, etc. 
 
This note provides the requested information. 
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Caseload of the Centralised Team 
 
2. To step up service monitoring of RSPs and provide assistance 
for voucher holders, a Centralised Team will be set up under the existing 
Voucher Office of SWD by October 2016 when CCSV Phase 2 
commences service.  The Centralised Team will serve as the first point 
of contact for potential voucher holders and provide in collaboration with 
Responsible Workers (RWs) dedicated support and assistance for voucher 
holders, including providing information on RSPs, helping elderly 
persons decide whether they should apply for vouchers, selecting suitable 
RSPs and service packages, transferring to another RSP where necessary, 
etc.  Seven new posts, among which five are social work officer posts, 
will be created in the staff establishment of the Centralised Team.  The 
caseload of the Centralised Team will depend on the actual number of 
elderly persons requiring assistance. 
 
Workflow in relation to Second Phase of the Pilot Scheme 
 
3. A flowchart illustrating the workflow on the arrangement for 
handling applications on CWL for subsidised LTC services of elderly 
persons participating in the Second Phase of the Pilot Scheme and the 
processing of elderly persons’ applications for vouchers is at Annex 1. 
 
4. A flowchart illustrating the workflow on the processing of 
voucher holders’ requests for switching to another RSP is at Annex 2. 
 
5. A flowchart illustrating the workflow on the handling of 
complaints is at Annex 3.  
 
6. SWD will continue monitoring the service quality of individual 
RSPs through unannounced visits and random checks to audit the relevant 
records and files, such as services packages, records on payment and 
service hours and complaint investigations.  SWD will also monitor 
RSPs by checking the receipts issued to users for the service items and 
the expenditure with reference to the RSPs’ proposed price lists as agreed 
by SWD.  In case of non-compliance with the price lists, SWD will 
follow up with the RSPs and the voucher users concerned to examine the 
cases and take appropriate follow-up action, including issue of advisory 
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or warning letters where necessary.  SWD may suspend or terminate an 
RSP’s status if the RSP fails to deliver the agreed scope, level, volume 
and quality of service. 
 
 
 
Labour and Welfare Bureau 
Social Welfare Department 
September 2016 



Legend:
CWL - Central Waiting List
RSP - Recognised Service Provider
RW - Responsible Worker
SWD - Social Welfare Department

Annex 1

Invitation

Application

Vetting

Choice of RSPs and
Arrangement of CWL

Applications

Arrangements for Handling Central Waiting List (CWL) Applications of Voucher Holders and
Processing of Voucher Applications under the Second Phase of the Pilot Scheme

SWD Voucher Office sends invitation letters to 
eligible elderly persons on CWL to join the Pilot 

Scheme and inform the RWs concerned.

Elderly persons/carers receive the invitations

Elderly perons/carers do not need 
assistance and prefer to complete 

the application forms by
themselves for submission to 

SWD Voucher Office

Elderly persons/carers need 
assistance on application

Where elderly persons/carers so 
choose, they may contact RWs 

direct for assistance

Contact Centralised Team
of SWD Voucher Office

Centralised Team of SWD Voucher Office renders 
support and assistance to elderly persons/carers, 

including explaning details of the Pilot Scheme, helping 
them decide whether to apply for vouchers, and on need 
basis, liaising with RWs for discussing individual cases

SWD Voucher Office issues 
Voucher Certificates to 

applicants and inactivate their 
applications on CWL

SWD Voucher Office receives and vets 
the applications 

SWD Voucher Office determines the co-
payment category of applicants according 

to the family household income 

Inform RWs of the issue of 
Voucher Certificates

Elderly persons/carers do not need 
assistance and prefer to select RSPs 
and service packages by themselves

Elderly persons/carers need 
assistance on selection 

Where elderly 
persons/carers so 
choose, they may 

contact RWs direct for 
assistance

Contact Centralised Team
of SWD Voucher Office

Provide service information of RSPs and assist elderly 
persons/carers in selecting RSPs and/or service packages

Upon request of elderly persons, RWs 
inform Long Term Care Service 

Delivery System Office of SWD to 
activate the elderly persons' 

applications on CWL



Legend:
RSP - Recognised Service Provider
RW - Responsible Worker
SWD - Social Welfare Department

Processing of Voucher Holders' Request for Switching to another RSP

Annex 2

Changing RSPs

under the Second Phase of the Pilot Scheme

Elderly persons/carers do not need 
assistance and prefer to choose 

RSPs by themselves

Elderly persons/carers need 
assistance

Where elderly persons/carers so 
choose, they may contact RWs 

direct for assistance

Assist elderly persons/carers in considering the need for change of RSPs.  If necessary and 
with the consent of elderly persons/carers, liaise with the existing RSPs for further 

information, provide service information on other RSPs and help elderly persons/carers select 
RSPs and related service packages

Contact Centralised Team 
of  SWD Voucher Office

Elderly persons/carers wish to 
change RSPs

Elderly persons receive service from 
another RSP



Legend:
RSP - Recognised Service Provider
SWD - Social Welfare Department

Complaint Handling Procedures under the Second Phase of the Pilot Scheme

Annex 3

SWD Voucher Office
receives complaint against RSP

SWD Voucher Office 
conducts initial screening 

on complaint received

Complaint without prima facie 
evidence for investigation / outside 

monitoring purview of SWD Voucher 
Office

Complaint with prima facie evidence. 
To conduct investigation via site 

inspection, record checking, interview 
with RSP and voucher users, etc.

Complaint not substantiated / not 
pursuable / referral to other authorities 

for follow up if necessary

Complaint substantiatedComplaint not substantiated 
/ not pursuable

Advisory / Warning letter to 
RSP

instructing improvement 
measures / rectification

RSP did not take 
satisfactory improvement 
measures / rectification

RSP took improvement 
measures/ rectification to 

satisfaction of SWD 
Voucher Office

Follow up action by 
SWD Voucher Office 

including further advisory 
letter / warning letter or 

suspension / termination of 
RSP's status as apppropriate

SWD Voucher Office to strengthen 
monitoring on the RSP in question




