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Implementation Procedures of 

“Best Practice Manual” 

Caritas Social Work Services Division 

 

Introduction 

The Best Practice Manual (BPM) issued by the Social Welfare Department (SWD) came 

into effect from 1 July 2014, which encourages NGOs to formulate policies and 

procedures to enhance its governance through financial management, human resource 

management as well as corporate government and accountability. 

 

Caritas Social Work Services Division (the Division) formulated the implementation 

procedures of the BPM (Level One and Two) with reference to the Agency’s Constitution, 

financial and human resource management policies in order to implement the BPM in an 

effective manner. 

 

As the BPM is issued by the SWD, the related guideline only applies to the subvented 

social work services.  After the formulation the paper of Implementation Procedures, the 

Division will review its implementation annually, to assure that the management can 

meet the standards and requirements of the BPM. 

 

Part I – Financial Management 

Caritas Social Work Services Division will, following the financial policies of the Agency 

to properly utilize the resources, manage its financial resources prudently and keep the 

expenditure within the limits of revenues.  The Division will deliver people-oriented 

services to fulfill Caritas’ vision and mission as well as to achieve sustainability of the 

Agency and social work services. 

 

1. Management of Lump Sum Grant (LSG) Reserve 

1.1 Maximized Use of Reserve (Level One – 1) 

Principles 

i. The Division will ensure that the reserve is fairly, reasonably, properly and 

effectively used for the intended purposes as stipulated by SWD, and will 

maximize the use of the reserve in order to maintain or strengthen service 

delivery and implement strategic development plans, including building up a 

staff team with high quality. 

Policies 

i. The Division, in formulating the policies on the use of reserve, will observe the 

intended purposes as stipulated in the LSG Manual and relevant circulars and 

documents. 

  



2 
 

ii. The Division will have documents setting out the policies and procedures on 

managing and monitoring the reserve, and make known to staff such policies and 

procedures, so that the reserve will be used to facilitate the development of 

subvented services, including enhancement of service quality, fulfilling the 

contractual commitment to staff, strengthening the professional support to 

subvented services and implementing strategic development plans. 

iii. Caritas Board of Management (the Board) will, in its meeting once a year, 

discuss and approve the Division’s financial budget and utilization of reserve, 

and put on record. 

iv. The Division will keep its financial documents in file such as financial reports 

and financial plans. 

Procedure 

i. A policy paper “Guideline on the Use of Lump Sum Grant Reserve” has been set 

up by the Division, which stipulates the purposes and procedures of using the 

reserve.  The paper has been endorsed by the Board already.  (Appendix) 

ii. The Division will review and amend the “Guideline on the Use of Lump Sum 

Grant Reserve” when necessary.  Endorsement of the Board is required for any 

amendments. 

iii. In February of each year or when the Agency prepares its annual budget, the 

Division will formulate the budget with Services, including plans with 

justifications to use LSG reserve.  The budget will be discussed and approved 

at Board meeting. 

iv. Every Service Head and in-charge of units should monitor the actual income and 

expenditure according to the targets as stipulated in the approved budget. 

v. The audited financial report will be submitted to the Board for endorsement 

annually. 

vi. “Guideline on the Use of Lump Sum Grant Reserve” is available on the intranet 

for viewing by Division staff.  Both the annual report and audited financial 

report can be viewed at the Division’s website.  

 

1.2 Optimal Level of Reserve (Level Two – 1) 

Principles 

i. The Division will, depend on actual needs, develop planning and evaluation 

mechanisms to determine the appropriate level of reserve, and monitor it 

effectively through appropriate years of projection.  The Division should be 

prudent when estimating the required amount of accumulated LSG reserve. 

Policies 

i. The Division has documents of determining the level of LSG reserve.  In 

planning and evaluation of the reserve level, the Division will make reference to 

the salary structure, staff turnover rate, staff age distribution, the projection of 

the increase/decrease in income and expenditure, the contractual commitment to 

subvented staff, and long-term financial viability, etc, when planning the 

development of the Agency and projecting the reserve level. 
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ii. The Division will regularly evaluate the planning and projection of reserve, and 

bring up into the discussion at Board meeting and put on record. 

iii. The Division will regularly report the status of the reserve to the Board. 

 

Procedure 

i. As to use the LSG reserve effectively to sustain service quality, the Division has 

conducted a salary projection from the year of 2013 to 2026 to analyze the usage 

of LSG.  Based on the result of the projection, the reserve level is determined. 

ii. The salary projection from the year of 2013 to 2026 provides financial indicators 

for the management to monitor the level of LSG reserve in the following years.  

The Division will regularly review the reserve level, and, if necessary, submit 

proposals to the Board for discussion and put on record. 

iii. The Division will report the reserve level to the Board annually. 

 

1.3 Status of Reserve (Level One – 2) 

Principles 

i. The Division will, through convenient, effective and timely channels, 

disseminate information about the LSG reserve in a reader-friendly format to 

staff members and the public.  Such information should include briefly a plan 

on how the reserve will be used in the future. 

Policies 

i. The Division will disseminate information about the use of LSG reserve in the 

past year to the public through appropriate channels.  Such information will 

include briefly a plan on how the reserve will be used in the future. 

Procedure 

i. The audited financial report, the information about LSG reserve and the future 

plan on the use of LSG reserve will be uploaded to the Division’s website 

annually for the public and staff members’ viewing. 

ii. Staff members will be notified of the information of LSG reserve and its usage 

by memorandum, internal meetings and circulars. 

 

2. Use of Provident Fund (PF) Reserve for Non-Snapshot Staff 

2.1 Use of Reserve (Level One – 3) 

Principles 

i. The Division will maximize the use of PF reserve for non-snapshot staff for the 

designated purpose so as to enhance staff morale and their sense of belonging to 

the Agency. 
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Policies 

i. The Division will observe the relevant legislation and the purposes as stipulated 

in the LSG Manual, LSG Circulars and relevant documents in utilizing the PF 

reserve for non-snapshot staff.  Based on the actual circumstances of the PF 

reserve, the Division will make good use of the reserve and increase its 

contribution to staff. 

ii. The Division will have documents spelling out the mechanisms, policies and 

procedures regarding the management and monitoring of the PF reserve for 

non-snapshot staff. 

iii. The Board will discuss in its meeting once a year and put on record, how the PF 

reserve should be managed and utilized. 

iv. The Division will have documents such as financial reports, financial plans, etc, 

recording the relevant expenditure. 

v. The Division will report on the utilization of the PF reserve for non-snapshot 

staff in the past year and to provide a brief plan on how the reserve is going to be 

used in the future. 

Procedure 

i. A policy paper “Guideline on the Use of Lump Sum Grant Reserve” has been 

formulated by the Division already, which stipulates the purposes and 

procedures of the reserve of non-snapshot staff.  (Appendix) 

ii. The Division will review periodically the PF reserve of non-snapshot staff and 

formulate proposals on how to use the reserve, including giving a one-off 

additional contribution to staff or adjusting the PF contribution rates.  The 

proposals will be discussed at Board meeting and put on record. 

iii. Once a year, the Division will report to the Board the situation and the utilization 

of the reserve and put on record. 

iv. The Division will upload to its website every year the audited financial report, 

the information of the PF reserve of non-snapshot staff and the utilization plan of 

the reserve  

 

2.2 Status of Reserve (Level One – 4) 

Principles 

i. The Division will use convenient, effective and timely channels to disseminate 

information about the PF reserve to staff members, including a brief plan on how 

the PF reserve will be used in the future. 

Policies 

i. The Division will, through appropriate channels, disseminate information about 

utilization of the PF reserve in the past year to staff members, and provide a 

brief plan on how the reserve will be used in the future. 

Procedure 

i. The Division will disseminate the information of the PF reserve and its 

utilization plan to staff via memorandum, circular or intranet. 
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Part II – Human Resource Management 

The Agency is always concerned about the development of employees, which is the 

guided principle of the human resource policies.  The Division will utilize funds 

available to provide reasonable remuneration and to promote the staff’s identification of 

the Agency’s vision and mission, to build up team spirit, to allow employees develop 

their potentials, so as to deliver appropriate and quality services to the deprived groups, 

and ultimately achieve the Agency’s vision and mission. 

 

3. Salary Package Policy and Administration 

3.1 Salary Adjustment (Level One – 5)  

Principles 

i. The Division will spend the subvention for salary adjustment for the designated 

purpose by making timely adjustment to the salary for all staff members 

subvented by LSG.  

Policies 

i. In spending the allocation for salary adjustment, the Division will observe the 

relevant orders as imposed by the Finance Committee of the Legislative Council 

when granting the allocation, the latest LSG Manual, LSG Circulars, relevant 

letters/notifications of SWD regarding the designated purpose of the allocation. 

ii. The Division will adjust the salary of subvented staff according to the Board’s 

resolution, for which percentage of the Civil Service Pay Adjustment is referred. 

iii. The Division will, through letters or emails, inform all staff members subvented 

by LSG about the salary adjustment arrangement. 

Procedure 

i. The Board will discuss and approve annually the percentage of salary 

adjustment of Caritas staff. 

ii. The Agency will issue circulars to inform all staff about the percentage and the 

arrangement of salary adjustment for both subvented and non-subvented staff. 

iii. Normally, the Agency will release the salary adjustment in September. 
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Part III - Corporate Governance and Accountability 

Taking the accountability for the community and stakeholders, the Agency has set up 

effective mechanism and policies to promote better corporate governance.  The Agency 

maintains close communication with stakeholders so as to deliver appropriate and quality 

services, and to sustain the development of the Agency as well as services. 

 

4. Management Strategies 

4.1 Communication (Level Two – 2) 

Principles 

i. Channels of communication are established to ensure that feedback from staff 

and service users on LSG-related matters can be received. 

Policies 

i. Effective channels of communication, such as meetings, visits to service units, 

emails, questionnaires and suggestion boxes, etc, are established to collect 

feedback from staff and service users. 

ii. The Division has documents spelling out the regular communication channels 

for the Board and the management to collect feedback from staff and service 

users.  The Division will also provide appropriate channels for staff and service 

users to access to such information. 

Procedure 

i. Channels of communication with staff  

 In-charge of units can exchange information with staff and collect their 

feedback by regular staff meetings, including monthly, quarterly or annual 

meetings.  Staff opinions will be conveyed to Service Heads and Director 

of Social Work Services. 

 The Division will prepare consultation papers on need basis to release 

information to staff, while Services will conduct consultation meetings on 

need basis to exchange information with staff and collect their feedback. 

 Staff can view the information of the Agency and the Division on the 

intranet, and reflect their opinions via emails or letters to the management 

of the Service or the Division. 

 The Division will arrange visits to units or other channels for the 

management to communicate and share with staff. 

ii. Channels of communication with service users 

 Service units will, based on their service nature and setting, set up different 

channels to collect the opinions of service users, including suggestion box, 

email account, letter, fax, telephone contact, interview and focus group 

meeting.  

 Service units will also conduct regular meetings to collect service users’ 

opinions on unit’s service plan, including meeting for service users, 

meeting for family members, annual meeting for service users, survey on 

service users’ opinions/satisfaction and meeting for Service/units’ advisory 

committees. 
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 All service units have formulated Service Quality Standard (SQS) 6 “Policy 

on Service Unit’s Planning and Evaluation of Service Performance, and the 

Collection of Feedback on Service Performance” and SQS 15 “Policy and 

Procedures for Handling Complaints” to illustrate the channels of 

communication with service users. 

 Service units will inform service users the channels of communication 

through different means, such as posting up documents of SQS, publishing 

in newsletter and providing copies for service users. 

 

4.2 Term of Office of the Council and the Board of Management (Level Two – 3) 

Principles 

i. Caritas – Hong Kong is subject to legislative control (Caritas – Hong Kong 

Incorporation Ordinance Chapter 1092) and has registered as an independent 

corporation in 1981.  The Constitution of Caritas – Hong Kong spells out the 

roles and members’ term of office of both the Council and the Board. 

Policies 

i. The Constitution of Caritas – Hong Kong spells out the roles and members’ term 

of office of the Council and the Board. 

Procedure 

i. The Constitution of Caritas – Hong Kong spells out the composition of the 

Council.  The members shall be appointed for a period not exceeding two and a 

half years. 

ii. The Constitution of Caritas – Hong Kong spells out the composition of the 

Board of Management.  The members shall be appointed for a period not 

exceeding two and a half years. 

iii. The roles of the Council and the Board have been uploaded to the Division’s 

website under SQS 4 “The roles and responsibilities of all staff, managers, the 

Management Committee and/or the Board or other decision-making bodies 

should be clearly defined”.  Such information is open to the public. 

 

4.3 Roles of the Council and the Board of Management (Level Two – 4) 

Principles 

i. Regarding LSG-related matters, the Division will enhance the knowledge of 

Board members on the SWD-subvented services through various effective and 

appropriate arrangements so as to strengthen their leading roles. 

Policies 

i. The Division, at least once a year, provides the Board with updated service 

information, including the objectives of the SWD-subvented services, the 

number of subvented staff and service users of each service unit, etc. 

ii. The Division will arrange for the Board members to meet with the subvented 

staff and service users so that they can be familiar with the operation of the 

SWD-subvented services. 
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Procedure 

i. The annual report with statistics of related services will be submitted to the 

Board and the Council annually. 

ii. Board members will be arranged to meet with subvented staff and service users 

if necessary. 

5. Responsibilities of the Governing Board and NGOs’ Decision Making on 

Important Management Issues of SWD-subvented Services under Lump Sum 

Grant Subvention System (LSGSS)                                       

5.1 Delineation of Roles and Responsibilities of the Governing Board (Level Two – 5) 

Principles 

i. The roles, responsibilities and membership of the Council and the Board have 

been clearly defined and put on record. 

ii. The terms of reference between the members of the Council the Board and 

senior management will be properly delineated. 

Policies 

i. The Agency has documents and the organization chart to illustrate the structure 

and membership of the Board, the relevant committees and senior management, 

their roles and responsibilities, and delineate the roles and responsibilities 

between Board members and senior management. 

ii. The Agency will provide appropriate channels for the staff and service users to 

access such information. 

Procedure 

i. The Agency’s Constitution spells out the roles of the Council and the Board. 

ii. The organization chart, the roles and the list of membership of the Council and 

the Board have been uploaded to the Division’s website. 

5.2 NGOs’ Decision Making on Important Management Issues of SWD-subvented 

Services (Level Two – 6) 

Principles 

i. The Division will consult the staff and service users on important issues in 

relation to LSGSS that affect them through various channels. 

Policies 

i. Feedback from staff and/or service users will be collected and responded to 

when making important decisions related to LSGSS, including- 

(a) changing the existing establishment structure and staff ratios, etc.; 

(b) changing the remuneration package or the working conditions; 

(c) re-engineering and rationalizing the service delivery modes, and the 

corresponding manpower redeployment that may become necessary; 

(d) service re-engineering; 

(e) changing the existing service delivery mode; and 

(f) monitoring compliance with service performance standards. 
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Procedure 

i. The Division will prepare consultation/information papers and disseminate the 

papers through the in-charge of Services and units, to collect the feedback of the 

affected staff. 

ii. All Services will, based on the cirsumstances and the level of impact, collect 

feedback through consultation meetings, supervisor/in-charge meetings, centre 

meetings, etc. 

iii. If any change of service will affect the quality of service delivered to users, the 

unit concerned will collect feedback from service users according to SQS by 

means of circular, newsletter, interview, meeting or focus group meeting.  

Users can express their opinions via emails or letters. 

 

5.3 NGO’s Decisions Made on Important Management Issues of SWD-subvented 

Services (Level Two – 7)  

Principles 

i. The Division will disseminate to staff and services users in a timely manner the 

decisions made on important management issues related to LSGSS. 

Policies 

i. Important decisions related to LSGSS will be disseminated to staff and/or 

service users by different channels. 

Procedure 

i. The Division will send the information of the decisions to all service units by 

memorandum via email.  Then the in-charge of the units will disseminate the 

information to their staff or post up at notice board.  The information will also 

be uploaded to the Division’s intranet for staff’s viewing. 

ii. Information of the decisions concerning service users will be disseminated 

through circulars, newsletters, notice boards, or users meetings. 

 

6. Roles and Duties of NGOs in Complaints Handling 

6.1 Composition, Duties and Responsibilities on Handling Complaints at Different 

Levels (Level One – 6)  

Principles 

i. For LSG-related complaints, the Division will develop a sound mechanism and 

policy to clearly spell out the personnel in handling complaints at different levels 

and their respective responsibilities and duties at each level. 

ii. The Division will ensure that all levels of staff involved in complaints handling 

are free from any conflict of interest. 

iii. The Division will ensure that both the complainant and the parties being 

complained against are aware that the complaint concerned is being handled in 

accordance with the procedures set out by the NGOs / the LSG Independent 

Complaints Handling Committee (ICHC). 
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Policies 

i. The Division has policy document spelling out the policies and mechanism in 

relation to complaints handling (including complaints involving staff, the senior 

management and Board members).  Staff and service users can access to the 

document. 

Procedure 

i. The Division has set up complaints handling policies and procedure (SQS 15) in 

relation to LSG-related complaints against staff of all ranks, the senior 

management and Board members. 

ii. The documents of SQS 15 has been uploaded to the Division’s website and 

posted up on units’ notice boards for staff and service users’ viewing. 

 

6.2 NGOs’ Policies and Procedures on Complaints Handling (Level One – 7) 

Principles 

i. For LSG-related complaints, the Division will follow established policies and 

procedures, as well as the personnel composition to handle the complaints in a 

fair manner, with appropriate monitoring and appeal/review mechanisms. 

ii. The Division will comply with the ICHC’s complaints handling procedures and 

requirements in handling the complaints concerned. 

Policies 

i. The Division has documents spelling out the internal control measures in 

relation to handling of LSG-related complaints. 

ii. The Division keeps the written records of the complaints received and the 

handling of complaints to ensure that the complaints will be handled fairly in 

accordance with the established policies, procedures and personnel composition. 

iii. The Division will comply with the ICHC’s requirements to provide relevant 

information and written records of the complaints concerned in a timely manner 

to facilitate the ICHC’s investigation into the complaints. 

iv. The Division will keep relevant written records to show that follow-up actions 

have been taken in accordance with the ICHC’s recommendations. 

Procedure 

i. The Division has set up SQS 15 spelling out the handling policies and 

procedures of LSG-related complaints. 

ii. The Division will comply with the ICHC’s requirements to provide relevant 

information and written records of the complaints concerned in a timely manner 

to facilitate the ICHC’s investigation into the complaints. 

 

 

Social Work Services Division 

Caritas – Hong Kong 

17 October 2016 



 
 

Caritas Social Work Services Division 

Guideline on the Use of the Lump Sum Grant Reserves 

 

1. Purpose of the Paper 

 

According to the Lump Sum Grant (LSG) Manual, NGOs are recommended to 

formulate an internal guideline on the use of the LSG Reserves.  The purpose of the 

paper is to lay down the principles and procedures for the deployment of the LSG 

Reserves, including Provident Fund (PF) Reserves.  

 

2. Guiding Principles 

 

2.1 Compliance should be made to the guidelines on the use of the LSG Reserves 

as stipulated in the LSG Manual and related circulars issued by the Social 

Welfare Department (SWD). 

 

2.2 As stated in the LSG Manual, the LSG Reserves are intended for operating 

expenditure for Funding and Service Agreement (FSA) or FSA related 

activities.  Accordingly, the LSG Reserves of Caritas Social Work Services 

can be used for the following purposes:  

 

2.2.1 Provident Fund Reserves can be used for PF commitments in the future 

and for the improvement of the employer’s contribution to LSG staff 

under the Mandatory Provident Scheme. 

2.2.2 For salaries commitment for LSG staff in the future and for salary 

expenses exceeding mid-point of the salary scale. 

2.2.3 For the commitment of the untaken annual leave entitlement for LSG 

staff in the future.  

2.2.4 For the implementation of the strategic plan for service development 

and improvement. 

2.2.5 To improve service quality, supervisory support and service/ 

administrative support. 

2.2.6 For marginal capital and special or major expenditure items with the 

condition that Lotteries Fund, both annual block grants nor major grants 

cannot be deployed or applied to meet the expenses because of the 

urgency of the works or resource constraints in the fund.  (Please refer 

to SWD’s letter dated 18 January 2012.)  In relation to the deployment 

of LSG Reserves, for special or major expenditure items, advice has to 

be sought from SWD in advance and endorsement has to be made by 

the Board of Management. 

 

Appendix 附件 



 
 

3. Conditions for using the LSG Reserves 

 

When deploying the LSG Reserves, it is necessary to assess the financial 

implications on the LSG Reserves as to ensure that the deployment will not create 

financial difficulties to the agency and there will be no adverse effect on service 

quality as required under FSA.  

 

4. Procedures 

 

4.1 To facilitate financial planning and monitoring, estimated expenditure 

requiring the deployment of the LSG Reserves will be included in the budget 

of our Division when preparing the annual budget for each financial year.  

Proposal on the amount of the LSG Reserves needed and the estimated annual 

budget will be submitted to the Board of Management for approval. 

 

4.2 The Director of Social Work Services and all Service Heads have to ensure that 

their service units will spend within the approved budget. 

 

4.3 If in the middle of the year, additional resources from the deployment of LSG 

Reserves are urgently required, strong justifications will be needed for the 

consideration of the Director of Social Work Services.  Approval from the 

Chief Executive must be sought before seeking endorsement from the Board of 

Management. 

 

4.4 Annual financial report on the use of the LSG Reserves will be submitted to 

the Social Work Committee and the Board of Management to ensure 

compliance. 

 

5. Review of the Guideline 

 

When needed, review of the “Guideline on the Use of the LSG Reserves” will be 

proposed by the Director of Social Work Services.  Advice will be sought from the 

Social Work Committee and the revised guideline will be endorsed by the Board of 

Management. 

 

 

 

 

 

Social Work Services Division 

Caritas – Hong Kong 

 

Endorsed by Board of Management on 19 March 2012 

 

 


