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Centre Report Template

1. Brief history and development
1.1 Nature of the centre before the implementation of IFSC
[ | Family / Counselling service 0 Youth + family service
[ | Family support and resource centre

[ ] Others (please specify):

1.2 Participation in IFSC pilot project
o No

1.3 Significant events affecting the centre development (e.g. moved to a

O Yes

permanent premises, moved back to the service boundary, environmental

factors such as district redevelopment, change in population profile, etc.):

1.4 Current service boundary:

2. Premises & facilities

Main / Only Base

Sub-Base

2.1

Centre situated in

0 Public housing block

0 Government office building
0 Shop / Mall

0 Commercial office building
o Community centre

O Multi-social service building

0 Others (please specify):

0 Public housing block

0 Government office building
0 Shop / Mall

0 Commercial office building
o Community centre

O Multi-social service building

0 Others (please specify):

2.2 | Centre located within the service boundary
O Yes o No O Yes o No
2.3 | Duration since move-in to existing premises:
__year(s) ___ month(s) __year(s) ___ month(s)

3. Organisation structure and manpower allocation

3.1

Organisation chart (with establishment)

79
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3.2 Overall staff establishment and current staff strength
(both professional & supporting staff)
Rank / Post | Establishment Strength Vacancy Remarks

3.3 Additional manpower
(from staff deployment for SWD / outside funding for NGOs)

O Yes, please fill in the following table o No
Rank / Post Number of Staff Remarks
Total

3.4 Manpower allocation
o Type A (Mixed mode): All professional staff are fluidly deployed
purposefully to work in one unit or any combination of units
(i.e. FRU, FSU and FCU).
o Type B (Discrete mode): A considerable proportion of the professional
staff are designated to concentrate on the work of only one unit.

o Others, please specify:

4. Community needs, service priorities & users’ needs and problems
4.1 Community needs, service priorities and users’ needs and problems in
2008/09 N
4.2 Changes in the three aspects at 4.1 above over the past few years
(from 2005/06 to 2007/08)
4.3  Priority target groups planned for 2008/09
(please check THREE major groups):

0 New arrivals o Single parents
[ ] Men/ fathers o0 Women/ mothers
[ ] Ethnic minorities o Deprived families

[ ] Victims of domestic violence/family conflict
[ ] Children/ adults/ families with mental health problem
[ ] Others (please specify):
4.4 Rationale(s) and changes in priority target groups over the past few years
(from 2005/06 to 2007/08)
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Implementation of the four guiding principles under the service direction of
IFSC
5.1 Strategies and approaches
B Accessibility
B Early identification
B Integration
B Partnership
5.2 Challenges/problems encountered
B Facilitating factors
B Hindering factors

B Coping strategies and effects

6. Suggestions for future development/ improvements " .
6.1 Improved accessibility and user-friendly environment
6.2 Early identification of needs/problems including reaching out work
6.3 Enhanced service integration
6.4 Increased community partnership and cross-sector collaboration
6.5 Others, please specify:
Prepared by: Date:
(Name & Post)
Endorsed by: Date:
(Name & Post)
IFSC:
Tel. No.:
Email:
Notes:
1. Please submit the present organisation chart of the centre and attach a copy of the
job description of the staffing to the HKU Consultant Team.
2. All the time periods in this template refer to a financial year (i.e. from April to
March of the following year).
3. Please enter NIL if there is no comment.
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IFSC ID Number : Questionnaire No.: :

Source: FCU/FSU/FRU
Integrated Family Service Centre

--- Service Users Opinion Survey ---

(I) Service utilisation history

1. When did you begin to use the services of this Integrated Family Service Centre?
ol. In the past year
02. 1 year before to below 2 years
o3. 2 years before to below 3 years
04. 3 years or above

2. When you first came to this Integrated Family Service Centre, what kind of service/ activity did you use/
participate in? (Select ONE only )
ol. Sought enquiry/ advice/ information from staff
02. Read information/ data in the Centre
03. Used Centre resources/ facilities (e.g. computer, children’s corner, read newspapers)
04. Attended group service (e.g. therapeutic/ support/ educational/ developmental/ mutual help group)
o5. Attended one-off educational/ developmental programme
06. Sought casework/ counselling service
o7. Attended volunteer service/ programme/ training
08. Attended other service, please specify:

3. Besides using this Centre’s services, have you used the services provided by other Integrated Family Service

Centre?
ol. No
02. Yes At present or in the past? 0Ol. At present : from which centre?
starting from when?
02. In the past: from which centre?

roughly from when?

(II) Pattern of service utilisation /activity participation and satisfaction level of service users of the
Integrated Family Service Centre

5. How satisfied are you
4. In the past 12 months, did you use/ participate in the following with the services/
services/ activities provided by this Centre? [If Yes, continue with Q.5] activities?
ol A ] 2| e
flF|og|glg| 5|52
o 2| 2122 |2s
Types of services/ activities 7 g | ¥ "5 a9
= 151 &g
2 = = | B
g
i) Advice/ information/ enquiry service provided by staff 1] 2 2 |4 5|7 1|8
ii) Access information in the Centre 1| 2 2 1415178
iii) Resources/ facilities in the Centre (e.g. computer, children’s 1 2 1 2 141578
corner, newspapers)
iv) Group work service ( including therapeutic, support, 1 2 1 2 14|57 |8
educational, developmental, mutual help groups)
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flF|gg|glg| 5|52

TlES | g2 2| o8

Types of services/ activities 2. 2. i‘ 4 R

[N

v) One-off educational/ developmental programme (e.g. talk, 1 2 1 2 14|57 |8
visit, picnic)

vi) Casework/ counselling service 1] 2 1 2 14151718

vii) Volunteer service/ programme/ training 1| 2 1 2 |41 5|78

(Note: In conducting interview, please do NOT read out “no opinion” and “average”)

(IIT) Service users’ evaluation of the Integrated Family Service Centre’s service / activity effectiveness

Overall speaking, please indicate whether this Centre’s services are able
to help you to ...

d[qeun
Aqe10L, 1

31q® JON'C

JqV €
I[qE
NI

uorurdo oN'/

a8e10AY'g

(Only applicable to those service users who had received casework/
counselling service, therapeutic group or support group)
(Q4iv or Q4vi : Yes)

6. Enhance your self-confidence

7. Enhance understanding of yourself/ your family/ family members

8. Enhance your problem-solving knowledge and methods in daily life

9. Enhance your problem-solving capacity

10. Enhance your knowledge of societal/ community resources (e.g. services /
facilities/ resources for meeting your needs/ family’s needs)

[EN [FUNIN VRN (NN U

NN N[N

[SSRLUSRRUSE LUS R RUN)

N B N E SN N

R ERNEENEENEEN

O[O0 [C0 |00 | CO

(Only applicable to those service users who had participated in therapeutic
group, support group or mutual help group) (Q4iv : Yes)

11. Have more friends

12. Have more friends who are able to offer help to you when you have
difficulties

(Only applicable to those service users who had received help for casework/
counselling service from social worker) (Q4vi : Yes)

13. Manage/ solve your own/ family/ family member’s problem

1

14. Relieve your own/ family/ family member’s emotional distress

1

(Note: In conducting interview, please do NOT read out “no opinion” and “average”)

(The following questions can apply to all service users)

15. How satisfied are you with this Centre’s location?
o 1. Very Dissatisfied o 2. Dissatisfied o 3. Satisfied
0 4. Very Satisfied 0 7.No Opinion 0O 8. Average

16. How satisfied are you with this Centre’s opening hours?
o 1. Very Dissatisfied o 2. Dissatisfied o 3. Satisfied
0 4. Very Satisfied 0 7.No Opinion 0O 8. Average

17. How satisfied are you with this Centre’s environment?

o 1. Very Dissatisfied o 2. Dissatisfied O 3. Satisfied
0 4. Very Satisfied 0 7.No Opinion 0 8. Average
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18. How satisfied are you with this Centre’s facilities?
o 1. Very Dissatisfied o 2. Dissatisfied o 3. Satisfied
0 4. Very Satisfied 0 7.No Opinion 0O 8. Average

19. In general, how satisfied are you with this Centre’s overall services?
o 1. Very Dissatisfied o 2. Dissatistied o 3. Satisfied
0 4. Very Satisfied 0 7.No Opinion 0 8. Average

20. How did you come into contact with this Centre’s services? [May select MORE THAN ONE item]
ol. Passed by the Centre 02. Introduced by relative 03. Introduced by neighbour
04. Centre’s outdoor promotion activities 05. Website information
06. Visit/ telephone contact by centre staff/ volunteer 07. Centre’s publication/ poster/ banner
o8. Referred by other people/ organisation:
(ol. SWD Family and Child Protective Services Unit
02. Other Integrated Family Service Centre
o03. SWD Social Security Field Unit 04. Other social service centres

05. Hospital/ clinic 06. School

07. Other government departments  08. Councillors

09. District organisations 010.Others (please specify: )
09. Others ( please specify: )

(Note: If the service user was referred by a social worker, please clarify the affiliation of the social worker,
i.e. whether he/she belonged to SWD Family and Child Protective Services Unit, other Integrated Family
Service Centre, other social service centre, or from social worker working in hospital/ clinic)

21. Have you introduced your relatives/ neighbours to receive services from this Integrated Family Service
Centre?
ol. No 02. Yes

Only applicable to those service users who had received casework/ counselling service from social workers
(Q4iv:Yes), and for those service users who did not seek casework/ counselling service the first time they came to
this Centre to receive service (Q2: Did not select 6)

22. When you first came to this Centre, you did not seek help for casework/ counselling service. How did you
eventually seek help for casework/ counselling service from social worker?
ol. Recommended by social worker
02. Actively sought help from social worker on your own
03. Recommended/ introduced by other service users of this Centre

o4. Others:
(IV) Personal data
23. Sex: ol. Male o2. Female
24. Age: Years Old
25. Marital Status : ol. Married o 2. Divorced/ Separated 03. Widowed 0 4. Never Married

26. No. of Children:

27. Educational Level:
ol. Private tuition/ No formal education ©2. Primary o3. Secondary/ Matriculation
04. Post-secondary or above
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28. Economic Activity Status:
ol. Full-time work
02. Part-time work (i.e. less than 30 hours per week)
03. Unemployed
04. Home maker
o5. Student
06. Retired
o7. Others:

29. What is the main source of finance in your family? [Select ONE only]
ol. Own income from work 02. Family members/ relatives
03. Comprehensive Social Security Assistance (CSSA) 04. Maintenance
o5. Pension/ Retirement pension 06. Income from investment (interest, bonus, property rental)
07. Disability Allowance/ Old Age Allowance (Fruits Allowance) 08. No income
09. Others

30. What type of housing are you living in?

ol. Public housing 02. Own subsidised public housing unit (e.g. Home

Ownership Scheme, Tenant Purchase Scheme)

03. Rent private housing accommodation o4. Own private housing property

o5. Others

~ Thank you for your co-operation ~
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Types of Cases suitably to be handled by SWD even in
an NGO IFSC Service Boundary

Statutory duties

Care or Protection (C or P) cases / cases warrant application for C or P Order

Abandoned children or child welfare cases requiring adoption

DSW Ward cases / Ward of High Court

Guardianship for MIP' (include cases of public guardian or supporter to private guardian)
Social Enquiry Report on Employees’ Compensation Case

Welfare Referral / Report called by the Court®

Cases requiring management of DSWI Accounts

Other types of cases

We Care Education Fund

SARS- related

Issuance of medical waiver®

Asylum seekers / torture claimants / refugees

Traffic Accident Victim Assistance reports

Criminal and Law Enforcement Injuries Compensation reports

Cases referred by social security field units / Special Investigation Section for

(1) assessing / identifying trustworthy persons to act as CSSA/SSA appomtees

(i1) social investigation reports / welfare referrals on CSSA /SSA fraud cases’

(iii)  recommendation on discretionary grant

(iv)  assessment of social handicap problem®

(V) recommendation on splitting of CSSA application under the ‘one-household policy’ *

Waiver of Fees to Commissioner of Registration’

Cases referred by Immigration Department for

(1) grantrng of residential status on compassionate grounds

(11) waiving of DNA test fee’

(ii1))  sensitive cases of right of abode claimants

(iv)  emergency support service for repatriation of illegal immigrant

Application for Deferred Repayment of Loan for an Unspecified Period under Building Safety
Loan Scheme®

! Like any other social workers, social workers of NGO IFSCs can take up the role of applicant for guardianship order or emergency
guardianship order; and if requested by the Guardianship Board, social workers of NGO IFSCs may need to attend hearings on
application for guardianship order or emergency guardianship order even though they are not the applicants.
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2 Cases can be followed up by NGO IFSC after submission of report / reply to court and if no more statutory action is required.

3 Except the issue of the medical waiver / waiver of fees by SWD IFSC, other welfare needs will be followed up by NGO IFSC.

4 Cases can be followed up by NGO IFSC after making recommendations to SSFUs and if the CSSA / SSA appointees / agents are not
SWD social workers.

5 Cases can be followed up by NGO IFSC after the welfare needs arising from fraudulent investigation have been addressed by SWD IFSC.
For cases which are known to NGO IFSC, they can be handled by NGO IFSC continuously with SWD IFSC on shared case basis.
SWD IFSC will follow up on specific welfare needs arising from fraudulent investigation in these shared cases.

® Cases can be followed up by NGO IFSC after making recommendation to the Buildings Department.
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Details of User Survey Results

Introduction

XII.1 In the User Survey, the respondents were asked to give their views on the level of satisfaction
with the services they had used and the effectiveness of such services. In addition, information about the
respondents, including their service history and their socio-economic background, was also gathered in
the survey. In the paragraphs to follow, the survey findings from the 1,502 respondents are presented,
analysed where applicable by the types of services used (i.e. from Family Resource Unit [FRU],
Family Support Unit [FSU] and Family Counselling Unit [FCU]), and types of IFSCs (i.e. Social
Welfare Department [SWD] and social welfare Non-government Organisations [NGOs]).

XIL.2 In reading the comparison between the views of users sampled from the FRU, FSU and FCU,
we should note that the users might be using services from any or all of the three units and their views

were not necessarily focused on the FRU, FSU or FCU where they were sampled from.

XIIL.3 In the following discussions, whenever differences between NGO IFSCs and SWD IFSCs or
difference among users coming from FRU, FSU and FCU are mentioned, the differences are statistically

significant unless otherwise stated.

Service utilisation history

XI1.4 The survey covers recent users as well as those who had been using the services of IFSC for a
number of years. For instance, while about 40% of the respondents had been using the services of

IFSC for 3 years or above, some 24% had just begun to use IFSC services in the previous year

Figure XII.1 Percentage distribution of respondents by the time
they began to use the services of this Integrated Family Service

60% - Centre
39.5%
40% A
235% 18.8%

o o,

20% J ° 17.6%
0.6%
0% ) ) ) ) ]
In the pastyear 1 year before to 2 years before 3 years or Refuse to
below 2 years  to below 3 above answer
years
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XIL.5 When analysed by the types of services used, it may be noted that more than half of FRU
(61.0%) and FSU (51.7%) of the service users began to use the services of the IFSCs for 2 years or
above, and the percentage for FCU was lower (49.5%).

Figure XII.2 Percentage distribution by the time first started using IFSC services by types of users

50% 1 42.6%
0,
3549 395%
40%
25.4%
25.1%

300 -
% 122.4% 23.5% 233%

22.7‘Vf 18.4% 0
= [8.80, 0470 17.6%
’ 163%16.3%

20% T 16.1%

10% A
0,
0.4% 2‘?é&%
O% T T T T 1
Inthepastyear 1yearbeforeto 2yearsbeforeto 3yearsorabove Refusetoanswer
below2 years below 3 years

| mFRU BFSU BFCU OTotal]

XII.6 When analysed by the types of IFSC, it may be seen from the chart below that the percentage
of users for 2 or more years in IFSCs of SWD (59.7%) was slightly higher than that of NGO (52.1%)).

Figure XII.3 Percentage distribution by the time first started using IFSC services by types of IFSCs
50% A

40%

26.8%
*23.5%

30% A 21.8%

21.0% 18.8% 18.0%
20% 17.6%

0, -
10% 0.9% 0.6%

M tyn
S
S
S
S
S
NTWT

0%
In the past year 1 year before to 2 years before to 3 years or above Refuse to answer
below 2 years below 3 years

ONGO 8SWD 0OTotal
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XIL.7 For those who first came to this IFSC, about 38% of respondents sought casework /
counselling service, 19.3% of them attended one-off educational / developmental programme and 19.0%
attended group services. In short, while casework or counselling services accounted for a slightly
higher proportion of users, the majority of the service users were attracted to the IFSCs by the variety of

IFSC services other than counselling.

Figure XIL.4 Percentage distribution of respondents who first came to
this IFSC by the type of service/activity they had used or participated

Sought enquiry/ advice/ information fromstaff 7.7%
Read information/ data in the Centre [] 3.1%

Used Centre resources/ facilities 4.0%
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XII.8 While the most prominent figure in Figure XII.5 was that about 72.5% of the respondents of
FCU sought case work / counselling services when they first used the services of IFSC, it also means
that the other 27.5% of the users of FCU first came to IFSCs for services other than counselling. This
would imply that the broadening of the scope of services for IFSCs over and above those of the previous

family service centres had broadened the base of counselling cases by 38%"'.

4 27.5%/72.5% = 37.9%
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Figure XIL.5 Types of services used when first started using IFSC services by types of users
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XII.9

support, resource and counselling services in IFSCs had indeed provided broader services to the

0% 10% 20% 30% 40% 50% 60% 70% 80%

On the other hand, 30.5% of the users of FRU and 34.1%* of the users of FSU had sought

counselling service in their first encounter with the IFSC. These figures implied that the integration of

counselling cases who came to seek help in the first place for counselling.

XII.10

No statistically significant differences in the types of services used were observed for users of

IFSC run by SWD as compared with users of IFSC run by NGO (See Figure XII.6).

2 We should note that brief counselling was also regarded as the services of the FSU and, therefore, the counselling service
received by these 34.1% of FSU service users could be either brief counselling or intensive counselling, or even both.
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Figure XII.6 Types of services used when first started using IFSC services by types of IFSC
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XIL.11 ~ Among those who used services of other IFSCs, about 45.4% were the respondents of FRU,
37.7% FSU, and 33.8% FCU43, i.e. it is more likely for users of FRU to use services of other IFSCs than
those of FCU.

Figure XII. 7 Percentage distribution of respondents by whether used services of other IFSCs
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* The difference between the figures of FCU and FRU is statistically significant (p < 0.05).
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XII.12 It is more likely for respondents from SWD IFSCs to use services of other IFSCs than those
from NGO IFSCs (46.3% versus 33.0%).**

Figure XII.8 Percentage distribution of respondents by whether they used
the services provided by other IFSCs
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Satisfaction with location, opening hours, environment and facilities
XII.13  The great majority of the respondents were satisfied or very satisfied with the centre’s location
(86.2%), opening hours (84.6%), environment (86.7%) and overall services (88.3%). The proportion

was lower for respondents who were satisfied or very satisfied with the centre’s facilities, at 70.4%.

Table XI1.9 Satisfaction with location, opening hours, environment and facilities

Very Very No
Dissatisfied  Average Satisfied
Dissatisfied satisfied opinion
Location 0.6% 4.7% 6.5% 75.0% 11.2% 2.0%
Opening hours 0.1% 2.5% 3.8% 78.1% 6.5% 8.9%
Environment 0.0% 3.0% 7.9% 77.6% 9.1% 2.4%
Facilities 0.2% 6.5% 12.1% 64.5% 5.9% 10.9%

XII.14  Expressed in a Likert scale of 5, with “1” denoting “totally unsatisfied” and “5” denoting
“very satisfied”, the mean scores on the extent of satisfaction with the location, opening hours,
environment and facilities of IFSC may be compiled from the survey data. It may be noted from the
chart below that the mean scores were all above the mid-point of 3, indicating that the respondents were

in general satisfied. The mean scores were more or less the same for users of FRU, FSU and FCU.

* The difference between the figures of SWD and NGOs is statistically significant (p <0.05).
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Figure XII.10 Mean score of satisfaction with location, opening hours, environment and facilities

by types of users
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XII.15  The mean scores of users of services of IFSC run by NGO and by SWD were similar.

Figure XII.11 Mean score of satisfaction with location, opening hours, environment and facilities

by types of IFSC
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Satisfaction with services used

XII.16  About 44.9% of respondents had approached IFSCs for advice / information / enquiry services
provided by staff in the past 12 months. Among those who had approached IFSCs for advice /
information / enquiry services provided by staff in the past 12 months, most of the FSU (91.5%), FRU
(89.3%) and FCU (89.7%) respondents indicated that they were satisfied or very satisfied with the

services used.
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Figure XII.12 Percentage distribution of respondents by satisfaction with “advice, information and enquiry services”

by types of users
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XII.17  There is no significant difference in satisfaction towards the services between SWD IFSCs and
NGO IFSCs™.

Figure XII.13 Percentage distribution of respondents by satisfaction with “advice, information and enquiry services”

by types of IFSC
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XIL.18  About 59.6% of respondents had accessed information in the IFSC in the past 12 months.
Among those who had used the reference information in the IFSC in the past 12 months, most of the
FSU (92.1%), FRU (90.1%) and FCU (93%) respondents indicated that they were satisfied or very

satisfied with reference information available.

* While there is a slightly higher percentage of users who were “very satisfied” with the NGO IFSC services as compared to

those with SWD IFSCs, there is a correspondingly higher percentage of users who were “satisfied” with the SWD IFSCs than

those with the NGO IFSCs.  However, if we take both levels of satisfaction together or the mean scores, the difference is

not statistically significant. This pattern is quite similar in subsequent comparisons between NGO IFSCs and SWD IFSCs.
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Figure XII.14 Percentage distribution of respondents by satisfaction with “reference information available”

by types of users
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X11.19  The level of satisfaction towards “reference information available” for SWD IFSCs and NGO

IFSCs was similar.

Figure XII.15 Percentage distribution of respondents by satisfaction with “reference information available”

by types of IFSC
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XIL.20  About 46.3% of respondents had used the resources / facilities in the IFSC (e.g. computer,
children’s corner, newspapers) in the past 12 months. Among those who had used the resources /
facilities in the IFSC (e.g. computer, children’s corner, newspapers) in the past 12 months, most of the
FSU (93.5%), FRU (90.9%) and FCU (89.9%) respondents indicated that they were satisfied or very

satisfied with the resources or facilities available.
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Figure XII.16 Percentage distribution of respondents by satisfaction with “resources/facilities available”

by types of users
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XII.21 ~ The level of satisfaction towards resource and facilities in SWD IFSCs (93.1%) was slightly
higher than NGO IFSCs (86.9%).

Figure XII.17 Percentage distribution of respondents by satisfaction with “resources/facilities available”

by types of IFSC
100% T 83.5%g1 20
74.9%  o12%
80%
60%
40% +
20% 020 0.1% 07 3.0042%3.5% 3.203-3% 12.0%9.6%10.3%
0% [l | == s e
Very dissatisfied Dissatisfied Average Satisfied Very satisfied

‘ ONGO BSWD OTotal

XII.22  Expressed in a Likert scale of 5, with “1” denoting “very dissatisfied” and “5” denoting “very
satisfied”, the mean scores on the level of satisfaction with various services, resources and facilities used
were above the mid-point of 3, indicating that the respondents in general were satisfied. The mean

scores for respondents of FRU, FSU and FCU were more or less the same.
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Figure XII.18 Mean score of satisfaction with services/ activities by types of users

40 40 404,

4.0 4.0

4.1

4.0

40 4.0 40 4.0

e

Y

1 1

Advice / information / enquiry Access information in the Centre

services provided by staff

OFRU OFSU BOFCU OTotal

Resources / facilities in the
Centre

XII.23 ~ When analysed by users of IFSC run by SWD and NGO, the mean scores were more or less

the same, and were all above the mid-point value of 3.

Figure XII.19 Mean score of satisfaction with services/ activities by types of IFSC
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XII.24  About 45.5% of respondents had participated in group work service (including therapeutic,

support, education, developmental, mutual help groups) of the IFSC in the past 12 months.

Among

those who had participated in group work service (including therapeutic, support, educational,
developmental, mutual help groups) in the past 12 months, most of the FSU (95.1%), FRU (92.6%) and
FCU (93.4%) respondents indicated that they were satisfied or very satisfied with the services used.
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Figure XII.20 Percentage distribution of respondents by satisfaction with “group work services”

by types of users
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XII.25  Satisfaction towards NGO IFSCs (98.5%) in terms of group work service (including
therapeutic, support, educational, developmental, mutual help groups) was slightly higher than that
towards SWD IFSCs (90.7%).

Figure XII.21 Percentage distribution of respondents by satisfaction with “group work services”

by types of IFSC
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XII.26  About 56.4% of the respondents had participated in one-time education / developmental
programme of the IFSC in the past 12 months. Among those who had participated in one-off
educational / developmental programme (e.g. talk, visit, picnic) in the past 12 months, most of the FRU
(96.9%), FSU (95.4%) and FCU (93.0%) respondents indicated that they were satisfied or very satisfied

with the services used.
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Figure XII1.22 Percentage distribution of respondents by satisfaction with “one-off

educational / development programme” by types of users
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XIL.27  Satisfaction towards SWD and NGO IFSCs in terms of one-off educational/developmental
programme (e.g. talk, visit, picnic) was similar.

Figure XII1.23 Percentage distribution of respondents by satisfaction with “one-off

educational / development programme” by types of IFSC

100%
75.3%79.7% 78.3%

80% T

60%

40% + .
21.2% 16 294,17.7%

R P P P

20% T 2.4%

0.4% 1.0% 0.8% 2.3% 2.3%

DT

0%
Dissatisfied Average Satisfied Very satisfied

BONGO @SWD 0OTotal

XII.28  About 41.3% of respondents had used casework / counselling service of the IFSC in the past
12 months. Among those who had used casework / counselling services in the past 12 months, the great
majority of the FRU (88.0%), FCU (87.6%) and FSU (84.2%) respondents indicated that they were

satisfied or very satisfied with the services used.

116



Figure XI1.24 Percentage distribution of respondents by satisfaction with “casework/counselling service”

by types of users
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XII.29  Satisfaction towards SWD and NGO IFSCs in terms of casework / counselling services was

similar.

Figure XII.25 Percentage distribution of respondents by satisfaction with “casework/counselling service”

by types of IFSC
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XIL.30  About 35.8% of respondents had participated in volunteer service / programme / training of the
IFSC in the past 12 months. Among those who had participated in volunteer service / programme /
training in the past 12 months, most of the FSU (94.5%), FRU (92.1%) and FCU (92.2%) respondents

indicated that they were satisfied or very satisfied with the services used.
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Figure XII.26 Percentage distribution of respondents by satisfaction with “volunteer service /programme/training”

by types of users
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XII.31  Satisfaction towards SWD and NGO IFSCs in terms of volunteer service / programme /

training was similar.

Figure XII.27 Percentage distribution of respondents by satisfaction with “volunteer service /programme/training”

by types of IFSC
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XII.32  Expressed in a Likert scale of 5, with “1” denoting “very dissatisfied” and “5” denoting “very
satisfied”, the mean scores on the level of satisfaction for group, one-off education or development, case
work or counselling and volunteer services / programme / training were above the mid-point of 3,
indicating that the respondents were satisfied with these types of IFSC’s services or activities. The
mean scores for FRU, FSU and FCU were very similar. In other words, users of FRU, FSU and FCU
were equally satisfied with group, one-off education or development, case work or counselling and

volunteer services, programme or training.
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Figure XII.28 Mean score of satisfaction with services by types of users
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XII.33  The mean scores for IFSC run by NGO and those run by SWD were very similar.

Figure XII.29 Mean score of satisfaction with services by types of users
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Perceived effectiveness of IFSC services

Users of casework/ counselling, therapeutic group or support group services

Self-confidence

XII.34  For those who had received casework / counselling, therapeutic group or support group
services, the majority (80.4%) considered that the services were able or totally able to enhance their
self-confidence. When analysed by types of users, the great majority of the service users of FSU

(81.6%), FRU (81.6%) and FCU (75.2%) indicated that the centre’s services were able or totally able to

enhance their self confidence.
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Figure XII1.30 Perceived effectiveness of IFSC services in “enhancing self-confidence” by types of users
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XII.35  The percentage of users indicating that the centre’s services were able to enhance their self
confidence was slightly higher for IFSC in NGO (95.5%) than that for IFSC in SWD (77.5%).

Figure XII.31 Perceived effectiveness of IFSC services in “enhancing self-confidence” by types of IFSC
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Understanding of oneself, family or family members

XII.36  For those who had received casework / counselling, therapeutic group or support group
services, the majority (77.1%) considered that the services were able or totally able to enhance their
understanding of themselves, their family or their family members. When analysed by types of
services, the majority of users of services of FSU (83.8%), FRU (75.9%) and FCU (73.1%) indicated
that the centre’s services were able or totally able to enhance their understanding of themselves, their
family or their family members. The percentage was higher for users of FSU, and was lower for users
of FRU and FCU.
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Figure XI1.32 Perceived effectiveness of IFSC services in “enhancing understanding of oneself/one’s family /

one’s family members” by types of users
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XII.37  The majority of the respondents who had used services of IFSC run by NGO (79.0%) and
SWD (76.2%)*® indicated that the centre’s services were able or totally able to enhance their

understanding of themselves, their family or their family members.

Figure XI1.33 Perceived effectiveness of IFSC services in “enhancing understanding of oneself/one’s family /

one’s family members” by types of IFSC

72.7% 72.2%

80% 1 72.0%

40% - 84% g o0 G 0 101%

20% - 7% 6.3%, . 4.9%

0% 04%0 30 e ] s S
Totally unable Not able Average Able Totally able

‘ BNGO BSWD 0OTotal ‘

Knowledge of and methods in solving problems in daily life

XII.38  For those who had received casework / counselling, therapeutic group or support group
services, the majority (80.4%) considered that the services were able or totally able to enhance their
knowledge of and methods in solving problems in daily life. When analysed by types of services, the
majority of FSU (81.6%), FRU (77.4%) and FCU (71.2%) respondents indicated that the centre’s
services were able or totally able to enhance their knowledge of and methods in solving problems in

daily life. The percentage was higher for users of FSU and lower for users of FCU.

* Difference is not statistically significant.
121



Figure XI1.34 Perceived effectiveness of IFSC services in “enhancing one’s problem-solving knowledge and

methods in daily life” by types of users
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XII.39  The majority of users of services of IFSC by NGO (80.9%) and SWD (75.2%)"" indicated that
the centre’s services were able or totally able to enhance their knowledge of and methods in solving

problems in daily life.

Figure XII.35 Perceived effectiveness of IFSC services in “enhancing one’s problem-solving knowledge and

methods in daily life” by types of IFSC
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Problem-solving skills

XII.40  For those who had received casework / counselling, therapeutic group or support group
services, the majority (75.6%) considered that the services were able or totally able to enhance their
problem-solving skills. When analysed by types of users, the majority of user of FSU (80.8%), FRU
(74.6%) and FCU (72.6%) indicated that the centre’s services were able or totally able to enhance their

problem-solving skills. The percentage was higher for users of FSU, and lower for users of FCU.

7 Difference is not statistically significant.
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Figure XII.36 Perceived effectiveness of IFSC services in “enhancing one’s problem-solving skills”

by types of users
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XII.41  The majority of service users of IFSC run by NGO (76.4%) and SWD (75.1%)* indicated

that the centre’s services were able or totally able to enhance one’s problem-solving skills.

Figure XII.37 Perceived effectiveness of IFSC services in “enhancing one’s problem-solving skills”

by types of IFSC
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Knowledge of community resources

XII.42  For those who had received casework / counselling service, therapeutic group or support group,
the majority (77.4%) considered that the services were able or totally able to enhance their knowledge of
community resources. When analysed by types of users, the majority of users of FSU (81.4%), FRU
(77.4%) and FCU (72.8%) indicated that the centre’s services were able or totally able to increase their
knowledge of community resources. The percentage was higher for users of FSU, and lower for users
of FCU.

* Difference is not statistically significant.
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Figure XII.38 Perceived effectiveness of IFSC services in “enhancing one’s knowledge of community resources”

by types of users
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XI1.43  Most of the service users of IFSC by NGO (75.4%) and SWD (78.5%)" indicated that the

centre’s services were able or totally able to enhance their knowledge of community resources.

Figure XI1.39 Perceived effectiveness of IFSC services in “enhancing one’s knowledge of community resources”

by types of IFSC
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XI1.44  Expressed in a Likert scale of 5, with “1” denoting “totally unable” and “5” denoting “totally
able”, the mean scores on the effectiveness of centre services in enhancing self-confidence,
understanding of oneself / one’s family / one’s family members, knowledge of and methods involving
daily problems, problem-solving skills and knowledge of community resources are compiled and shown
in the chart below. It may be noted that the mean scores were above the mid-point of 3, indicating that

the respondents in general were of the view that IFSC’s services were effective.

* Difference is not statistically significant.
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Figure XII1.40 Mean score on perceived effectiveness of services by types of users
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XII.45  For users of services of IFSC by NGO and SWD, the mean scores were similar.

Figure XII.41Mean score on perceived effectiveness of services by types of IFSC
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Users of therapeutic group or support group services

Getting to know more friends

XII.46  For users of therapeutic group or support group services, most (82.4%) of them considered that

the services were able or totally able to help them getting to know more friends. When analysed by
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types of users, most users of FSU (86.4%) and FRU (85.5%) indicated that the centre’s services were

able or totally able to help them getting to know more friends.

lower for users of FCU, at 60.1%.

The corresponding percentage was

Figure XI1.42 Perceived effectiveness of IFSC services in “getting to know more friends” by types of users
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The majority of users of services of IFSC by NGO (85.3%) and SWD (80.8%)™ indicated that

the centre’s services were able or totally able to help them getting to know more friends.

Figure XI1.43 Perceived effectiveness of IFSC services in “getting to know more friends in general”
by types of IFSC
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Getting to know more friends who can help when in need

XII1.48

Totally able

For users of therapeutic group or support group services, the majority of them (69.3%)

considered that their services were able or totally able to help them getting to know more friends who

can help when in need. When analysed by types of users, most of users of FRU (72.1%) and FSU

(70.8%) indicated that the centre’s services were able or totally able to help them getting to know more

friends who can help when in need. The corresponding percentage was lower for users of FCU, at

53.6%.

%% Difference is not statistically significant.
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Figure XI1.44 Perceived effectiveness of IFSC services in “getting to know more friends who can help when in need”
by types of users
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XI1.49  The majority of service users of IFSC by NGO (71.0%) and SWD (68.4%)’" indicated that the
centre’s services were able or totally able to help them getting to know more friends who can help when

1n need.

Figure XI1.45 Perceived effectiveness of IFSC services in “getting to know more friends who can help when in need”

by types of IFSC
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Users of casework/ counselling services
Solving one’s, one’s family’s and one’s family members’ problems

XII.50  For service users who received casework / counselling services, the majority of them (71%)
considered that the centre’s services were able or totally able to help them manage or solve their, their
families’ or their family member’s problems. Users sampled from FSU were slightly more positive
than those sampled from FCU (76.0% versus 68.4%).

>! Difference is not statistically significant.
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Figure XI1.46 Perceived effectiveness of IFSC services in “managing or solving respondent’s / his or her family’s /
his or her family member’s problem” by types of users
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XI1.51  The majority of service users of IFSC by NGO (71.4%) and SWD (70.6%)>* indicated that the
centre’s services were able or totally able to help them manage or solve their, their families’ or their

family members’ problems.

Figure XI1.47 Perceived effectiveness of IFSC services in “managing or solving respondent’s / his or her family’s /
his or her family member’s problem” by types of IFSC
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Relieving one’s, one’s family’s and one’s family members’ emotional distress

XII.52  For service users who received casework / counselling services, the majority of them (76.7%)
indicated that the centre’s service was able to help them relieve their own, their families’ or their family

members’ emotional distress. The percentages for uses of FCU, FSU and FRU were similar.

32 Difference is not statistically significant.
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Figure XII1.48 Perceived effectiveness of IFSC services in “relieving one’s/one’s family’s/one’s family members’

emotional distress” by types of users
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XII.53  The majority of service users of IFSC by NGO (78.9%) and SWD (75.2%)> indicated that the
centre’s services were able or totally able to help them relieve their families’ or their family members’

emotional distress.

Figure XII1.49 Perceived effectiveness of IFSC services in “relieving one’s/one’s family’s/one’s family members’

emotional distress” by types of IFSC
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XII.54  Expressed in a Likert scale of 5, with “1” denoting “totally unable” and “5” denoting “totally
able”, the mean scores on the effectiveness of IFSC services in helping the users relieve emotional
problems, manage or solve problems, get to know more friends in general or more friends who can help
when in need may be compiled from the survey. It may be noted from the chart below that the mean
scores were above the mid-point of 3, indicating that the respondents in general were satisfied with the
effectiveness of IFSC’s services. As would be expected, the mean score for FSU in “getting to know
more friends” is higher than that for FCU.

> Difference is not statistically significant.
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Figure XII.50 Mean score on perceived effectiveness of services by types of users
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X1I.55 The mean scores were similar for SWD and NGOs.

Figure XII.51 Mean score on perceived effectiveness of services by types of IFSC
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Satisfaction with overall services of IFSC

XII.56  The great majority of respondents (88.3%) were satisfied or very satisfied with the overall
services of IFSC. When analysed by types of users, the percentage of users of FSU (90.6%) indicated
that they were satisfied or very satisfied with the Centre’s overall services. The corresponding

percentage was lower for users of FCU, at 83.3%.
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Figure XII.52 Percentage distribution of respondents by satisfaction with “overall services” by types of users
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XII.57  The proportion of service users of services who indicated that they were satisfied or very
satisfied with the Centre’s overall services was similar for NGO IFSC and SWD IFSC.

Figure XII.53 Percentage distribution of satisfaction with “overall services” by types of IFSC
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XII.58  Expressed in a Likert scale of 5, with “1” denoting “totally unsatisfied” and “5” denoting
“very satisfied”, the mean scores on the extent of satisfaction with the overall services of IFSC may be
compiled from the survey data. It may be noted from the chart below that the mean scores were all
above the mid-point of 3, indicating that the respondents were in general satisfied. The mean scores were
more or less the same for users of FRU, FSU and FCU, at 4.0.

131



Figure XII.54 Mean score of satisfaction with overall services by types of IFSC
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XII.59  The mean scores of users of services of IFSC by NGO and SWD were also more or less the
same, at 4.0. No significant difference was found among respondents of different gender, age groups,

marital status, education attainment, economic activity status, and districts. .

Channels of contacting IFSC services

XII.60  The respondents came into contact with the centre’ services mainly through referrals by other

people / organisations (35.1%), introduction by relative (29.1%) and by themselves (17.4%).

Figure XII.55 Percentage of how respondents came into contact with Centre’s service
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XII.61  When analysed by types of users, referrals by other people or organisations accounted for
more than half (55.2%) users of FCU, and the corresponding percentage was lower for users of FSU
(33.1%) and FRU (30.6%). The other more popular channels were referrals by friends and relatives,
accounting for 19.8% of users of FCU, 28.5% of users of FSU and 31.7% of users of FRU.

Figure XII.56 Channels of obtaining IFSC services by types of users
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XII.62  For users of services of IFSC by NGO, the more popular channels were referrals (35.3%) and
friends or relatives (20.6%). The corresponding percentages for SWD were 34.9% and 33.4%

respectively.

Figure XII.57 Channels of obtaining IFSC services by types of IFSC
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XII.63  For the service users who were referred by other people / organisation, they were mainly
referred by other IFSCs (26.5%), SWD Family and Child Protective Services Unit (12.5%) and SWD
Social Security Field Unit (12.0%). While referrals from councillors were sometimes described as
relatively more demanding®®, only 3.2% of the referrals were from councillors, or 1.1% of all the users

were from councilors.

Figure XIL58 Percentage distribution of res pondents came into contact with
Centre's service referred by other people/ organisation
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> As expressed by social workers in some of the focus group meetings
135



XII.64  When analysed by types of users, percentages of service users referred from different sources

were similar among FRU, FSU and FCU, except for the referrals from other government departments, i.e.

20.6% of the FCU service users were referred by other government departments, while only 7.6% and

7.7% of users of FRU and FSU were referred by other government departments.

Figure XII.59 Referrals by main organisations responsible by types of users
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XII.65 While the sources of referrals are more or less the same for NGO IFSCs and SWD IFSCs,
more service users of SWD IFSC (32.3%) were referred by other IFSCs than those of NGO IFSCs
(15.1%). This is partly due to that some of the cases can only be handled by the SWD IFSC.

Figure XII.60 Referrals by main organisations responsible by types of IFSC
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XII.66  About 58.9% of service users had introduced their relatives / neighbours to receive services
from IFSC. For those who had received casework / counselling service from social workers and did not
seek casework / counselling services at the first time when they came to the Centre to receive services,
they eventually sought help for casework / counselling services from social workers as they actively
sought help from social workers on their own (46.0%) and were recommended by social worker (29.7%).
This is another piece of evidence showing that the integration model of IFSCs has effectively allowed
service users who may not seek help in the first instance and with initial encounter and participation in
FRU or FSU activities would subsequently seek help from social workers on their own or being

identified by social workers for needing counselling services.

Figure XIL.61 Percentage distribution of how respondents eventually seek
help for casework/ counselling service from social worker but not seek help
when they first came to this Centre
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Profile of service users
Gender and Age

XII.67  About 82.1% of the service users were female and the remaining 17.9% male. A higher
proportion of the respondents of FRU and FSU were female.

Figure XII1.62 Percentage distribution of gender by types of users
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XII.68  The proportions of male and female users in NGO IFSCs and SWD IFSCs were similar.
Figure XIL.63 Percentage distribution of gender by types of IFSC
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XII.69 A higher proportion of users of FRU and FSU were aged 35 or above while the proportion of
users of FCU aged below 35 was higher than those of FRU and FSU, i.e. the FRU and FSU tended to

attract a larger percentage of older users .
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Figure XI1.64 Percentage distribution of age by types of users
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XIL.70 A higher proportion of users of services of IFSC by NGO were

aged 25-44 while the

proportion of users of services of IFSC by SWD aged above 55 was higher than that of NGO.

Figure XII.65 Percentage distribution of age by types of IFSC
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Marital Status and number of children

XII.71  Not unexpectedly, a higher proportion of users of FRU and FSU were married while the
proportion of users of FCU who were divorced/separated and never married was higher than those of
FRU and FSU.
Figure XII.66 Percentage distribution by marital status by types of users
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XIL.72  The profile of users in terms of marital status was similar for those in the NGOs and for those
in the SWD.
Figure XII.67 Percentage distribution by marital status by types of IFSC
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XII.73 A higher proportion of users of FRU had 3 to 4 children while the proportion of users of FCU
who did not have children was higher than those of FRU and FSU.

Figure XII1.68 Percentage distribution of number of children in a household by types of users
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XII.74  As shown in the chart below, the percentage distribution of users of services of IFSC by NGO

and SWD, by the number of children in the household, were quite similar.

Figure XII1.69 Percentage distribution of number of children in a household by types of IFSC
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Educational attainment

XI1.75

More than half of all respondents had secondary level of education. The proportion of users

of FRU and FSU who had primary level of education was higher than that for FCU while the proportion
of users of FCU who had secondary level of education was higher than those for FRU and FSU.
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Figure XII.70 Percentage distribution of respondents’ educational attainment by types of users
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The proportion of users of services of IFSC by NGO who had secondary education or above

was higher than that for SWD, while the proportion of users of services of IFSC by SWD who had no

schooling and primary education level was higher.
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Figure XII.71 Percentage distribution of respondents’ educational attainment by types of IFSC
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Economic activity status

XI1.77

Nearly half (49.5%) of all respondents were home makers. The proportion of users of FRU

and FSU who were home-makers was higher than that for FCU while the proportion of users of FCU
who were full-time workers and students was higher than those for FRU and FSU.

Figure XII1.72 Percentage distribution by economic activity status by types of users
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XII.78  The proportion of users of services of IFSC by NGO who were employed was higher than that
for SWD, while the proportion of users of services of IFSC by SWD who were retired was higher than
that for NGO.
Figure XII.73 Percentage distribution by economic activity status by types of IFSC
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Main sources of household income

XII.79  The main sources of household income were family members or relatives (accounting for
48.6% of all respondents), Comprehensive Social Security Assistance (CSSA) (31.2%) and income from
work (13.7%). The proportion of users of FRU and FSU whose main sources of income were from
family members/relatives was higher than that for FCU. On the other hand, the proportion of users of
FCU whose main sources of income were from their work and CSSA was higher than those for FRU and
FSU.

Figure XI1.74 Percentage distribution of main sources of household income by types of users
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XII.80

from family members / relatives was higher than that for NGO, while the proportion of users of services

of IFSC by NGO whose main sources of income were from their work was higher than that for SWD.

Figure XII.75 Percentage distribution of main sources of household income by types of IFSC
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Type of housing
XII.81  As compared to the general population of Hong Kong, it is more likely for IFSC service users
to be living in public rental housing (59.1% versus 31%). A slightly higher proportion (62.3%) of users

of FRU were living in public rental housing than those (53.1%) of FCU.

Figure XII.76 Percentage distribution of respondents’ housing types by types of users
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XII.82  The pattern of the percentage distribution by types of housing for users of services of IFSC by
NGO and SWD were quite similar.

Figure XII.77 Percentage distribution of respondents’ housing types by types of IFSC
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