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Executive Summary 
Objectives 

1. Urban Renewal Fund (URF) provides funding support to Social Services Teams 

(SSTs) to provide services for residents affected by redevelopment projects 

implemented by the Urban Renewal Authority (URA). In December 2016, four 

NGOs are engaged by the URF after the tendering process. From January 2017 

to December 2020, four NGOs are to operate five SSTs to provide assistance to 

residents affected by redevelopment projects implemented by URA.  

2. The second two-year service contracts of the SSTs i.e. for a period from 1 

January 2019 to 31 December 2020 will be subject to their satisfactory 

performance in the first two years. Assessment of the performance will be based 

on self-assessment by the SSTs in accordance with tender proposal, feedback 

from URA and service usersô feedback survey. In this regard, the Board of the 

URF decided to appoint this Consultancy to conduct the service usersô feedback 

survey for the SSTs being part of their performance assessment (Research 

Study).  

3. The main objective of the Research Study is to conduct the survey to collect 

service usersô feedback on the services of the SSTs for providing assistance and 

counselling services to the owners and residents affected by the redevelopment 

projects implemented by URA.  

Study Methodology 

4. The target respondents of the Research Study are (1) residents (including owners 

and tenants) and (2) shop operators (including owners and tenants) affected by 

the redevelopment projects implemented by the URA. With reference to the 

Kirkpatrickôs model and service quality model, the evaluation framework with 

five Key Performance Indicators (KPIs) and the overall satisfaction of the 

services was established. 
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5. Both qualitative and quantitative methods were adopted in the Research Study, 

including a questionnaire survey, focus group discussions and in-depth 

interviews. A representative sample of 300 residents and 47 shop operators 

through a questionnaire survey were successfully enumerated during the period 

from July to September 2018, with a response rate of 61% and 60% respectively. 

Besides, 28 social workers, 16 residents and 11 shop operators participated in 

the focus group discussions and in-depth interviews to provide their feedbacks 

on the services provided by SSTs. 

Profiles of Users 

6. Of 300 responded residents, 68.0% were tenants and 32.0% were owners, with 

age groups of heads of households as follows: aged below 60 (91.3%) and aged 

60 or above (8.7%). 79.3% of responded residents were in acquisition stage, 

10.7% were in resumption stage and 10.0% were in planning stage of 

redevelopment process.  

7. Of 47 responded shop operators, 57.4% were tenants and 42.6% were owners. 

78.7%  of responded shop operators were in acquisition stage, 2.1% were in 

resumption stage and 19.1% were in planning stage of redevelopment process. 

 Residents Shop Operators 

 Count % Count % 

Owners and tenants     

Owners 96 32.0% 20 42.6% 

Tenants 204 68.0% 27 57.4% 

Age groups     

Aged below 60 274 91.3% - - 

Aged 60 or above 26 8.7% - - 

Redevelopment stages     

Planning 30 10.0% 9 19.1% 

Acquisition 238 79.3% 37 78.7% 

Resumption 32 10.7% 1 2.1% 

Total 300 100.0% 47 100.0% 
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Service delivery and usersô awareness and utilization of 

the services provided by SSTs 

8. Different service modes are delivered during three stages of redevelopment 

process. Social workers of SSTs shared the effective modes of services delivered 

to users in three stages of redevelopment process.  

9. During the planning stage, SSTs usually deployed more manpower for visiting 

all the households and shops to engage users, to identify their needs, to examine 

their situations, to deal with their enquiries and to provide relevant information 

to them. During the acquisition stage, SSTs would address the needs of users 

and provide assistance and counseling services to individuals and families in 

crisis or in need. Case work or group work was considered effective to facilitate 

problem solving and maintain contacts with users. During the resumption stage, 

relocation support and services such as education, cultural, leisure, health and 

welfare services whenever appropriate would be provided to displaced persons 

or families. In all stages, SSTs would provide emotional support and mutual 

help services to service users in need. The diagram below demonstrates the 

general picture of service delivery provided by SSTs.  
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10. Overall, about three quarters of users received services provided by SSTs 

(79.3% of residents and 72.3% of shop operators) and among them, the key 

rationales were obtaining information related to redevelopment, seeking 

assistance and the service offered was helpful. The services included inquiry or 

consulting services, briefings or lectures, community activities, case 

counselling, follow-up or referral services.  

 

 

 

 

 

 

 

 

 

 

 

11. On the contrary, about one quarter of users did not receive services provided by 

SSTs (20.7% of residents and 27.7% of shop operators) and among them, the 

top two rationales were ñno needò and ñno timeò. 

12. Regarding the awareness of the services provided by SSTs, users demonstrated 

a fair to good level of awareness with a score of 6.5 (out of a 10-point Likert 

scale) for residents and 6.4 for shop operators. Users reported fair levels of 

awareness of the service target and service area of SST with scores of 6.0 for 

residents and scores ranging from 5.5 to 5.6 for shop operators.  

13. For residential units, the levels of awareness of owners on SSTs and their service 

scope (ranging from 6.5 to 7.1) were significantly higher as compared to the 

tenants (ranging from 5.7 to 6.2) (ps < .05). No statistically significant 

differences were found when analyzed by age groups of the residents and stages 

of redevelopment process.  

 

79.3% 
72.3% 

Residents 
Shop 

Operators 

Received services Received services 
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Levels of awareness  

(10-point Likert scale) 
SSTs 

SSTs' service 

target 

SSTs' service 

area 

Residents 6.5 6.0 6.0 

Types Owners 7.1 6.5 6.6 

 Tenants 6.2 5.7 5.7 

Age groups Aged below 60 6.4 5.9 5.9 

 Aged 60 or above 7.0 6.6 6.7 

Stages Acquisition 6.4 5.9 6.0 

 Planning 6.6 6.0 6.0 

 Resumption 6.9 6.2 6.3 

Shop Operators 6.4 5.5 5.6 

 

Usersô understanding of redevelopment process 

14. Usersô level of understanding about the urban redevelopment process (including 

planning, acquisition and resumption) were asked, with a 10-point Likert scale 

(1 = not understand at all and 10 = very good understanding).  

15. Residents indicated a fair to good level of understanding on principles adopted 

for Tenant Rehousing and Ex-gratia Allowance with a score of 6.3 out of 10; 

fair levels of understanding on the Urban Renewal Project Rescue Fund (5.5), 

principles adopted on property acquisition (5.4), objections and appeals (5.3) 

and principles adopted on assessment of allowance (5.3); and low levels of 

understanding on allowance for surveyorôs fee (4.7), Flat-for-Flat Scheme (4.7)  

and Elderly Domestic Owner-Landlords Compassionate Allowance (4.4).  

16. Apart from Tenant Rehousing and Ex-gratia Allowance, owners of residential 

units reported significantly high levels of understanding of the other seven 

aspects (ranging from 5.8 to 6.2) as compared to the tenants (ranging from 3.8 

to 5.1) (ps < .05) as the results may be attributed by higher level of awareness 

of SSTs and service of owners. Further, residents in the resumption stage 

reported significantly high levels of understanding on the seven aspects as 

compared to the residents in the planning and acquisition stage (ranging from 

4.1 to 5.4) (ps < .05). 
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17. Shop operators indicated fair levels of understanding on the principles adopted 

on property acquisition of non-domestic properties (5.1), principles adopted on 

assessment of allowance of non-domestic properties (5.0), principles adopted 

for Ex-gratia Business Allowance (5.1) and principles adopted on assessment of 

business loss (4.9); and low levels of understanding on allowance for surveyorôs 

fee (4.3) and objections and appeals (4.3).  

Levels of understanding (10-point Likert scale) Residents 
Shop 

Operators 

Principles adopted for Tenant Rehousing and Ex-gratia 

Allowance 
6.3 - 

The Urban Renewal Project Rescue Fund ("PRF") 5.5 - 

Principles adopted on Property Acquisition 5.4 5.1 

Objections and Appeals 5.3 4.3 

Principles adopted on assessment of allowance 5.3 5.0 

Allowance for Surveyor's Fees 4.7 4.3 

Flat-for-Flat (ñFFFò) Scheme 4.7 - 

Elderly Domestic Owner-Landlords Compassionate 

Allowance 
4.4 - 

Principles adopted for Ex-gratia Business Allowance 

(ñEGBAò) 
- 5.1 

Principles adopted on assessment of business loss - 4.9 

 

Key Areas of concern 

18. Through questionnaire survey, residents stated that the key areas of concern 

during the redevelopment process were the sufficiency of their compensation or 

allowance (61.7%), finding a new accommodation (55.0%), allocation of Public 

Rental Housing units (47.3%), timeline of redevelopment (40.3%) and 

information related to redevelopment (25.0%). Shop operators indicated that the 

key areas of concern were the sufficiency of their compensation or allowance 

(74.5%), finding a new shop unit (53.2%), timeline of redevelopment (44.7%) 

and information related to development (34.0%). 

19. Echoed with the survey results, social workers of SSTs and users of in-depth 

discussions shared similar key areas of concern: concerning insufficient 



 

vii  

compensation or allowance, unable to grasp the timeline of redevelopment 

process, unable to find a new accommodation or unit, conflicts or disputes 

among family members, poor living conditions, eligibility of allocation of 

public rental housing units, disputes between owners and tenants, relocation 

stress and feeling uncertainty.  

Residentsô emotions 

20. When thinking about the future accommodation, residentsô current emotions 

were recorded. Five pairs of words describing residentsô current emotions were 

illustrated with 7-point Likert scale (1 = the most unpleasant feelings and 7 = 

the most pleasant feelings). The mid-point of 4 refers to a neutral feeling on 

current emotions.  

21. In general, residents were neither fear nor await (score standing near mid-point, 

at 4.2), neither with negative nor positive emotions (4.2) and neither 

disheartened nor passionate (4.0). More residents indicated that they were in 

good mood (4.7) and have courage (4.7). Shop operators were neither fear nor 

await (score standing near mid-point, at 3.8), neither with negative nor positive 

emotions (4.0) and neither nor good mood (3.7). However, more shop operators 

indicated that they were disheartened (3.5). 
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Shop Operators
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Key performance indicators 

22. Users were asked to provide their ratings on 15 question items constructing five 

key performance indicators and overall level of satisfaction. Overall, users were 

satisfied with services provided by SSTs. The average score of level of 

satisfaction of residents and shop operators were 7.2 and 7.0 respectively and 

there was no significant difference among residents and shop operators. 

However, residents demonstrated significantly higher scores in five key 

performance indicators (ranging from 6.8 to 7.6) as compared to the shop 

operators (ranging from 6.0 to 6.8) (ps < .05). 

23. On average, residents rated the highest score (7.7 out of 10) on the assurance 

aspect, the second highest score on tangibles aspect (7.6) and the third highest 

score on empathy aspect (7.3). For shop operators, the top three scores were the 

same as residents, but the scores on assurance (6.8), empathy (6.5) and tangibles 

(6.4) were significantly lower compared to residents. Further, residents reported 

a score of 7.1 on responsiveness aspect and 6.8 on reliability aspect. For shop 

operators, the scores on responsiveness (6.2) and reliability (6.0) were 

significantly lower as compared to residents. 

 

Level of Satisfaction  

with the services  
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24. In general, through in-depth interviews, residents and shop operators were 

satisfied with the services provided by SSTs. The key benefits were summarized 

as follows: 

 

 

Recommendations 

25. With a thorough review of the feedbacks from users, the recommendations are 

as follows: 

a) To increase usersô awareness and service utilization rate, it is recommended 

that SSTs could enhance their service promotion and inform users their 

target and service scopes. SSTs may consider adopting other social media 

means to approach the users who are busy at work or return home late. 

b) To increase usersô understanding of redevelopment process, it is 

recommended that SSTs could strengthen their services in particular in the 

planning and acquisition stage. 

ÅIn general, the services are reliable

ÅSome SSTs could be able to complete committed things

ÅSome SSTs could handle residentsô complains properly

Reliability

ÅWillingness and readiness for providing services from most 
of SSTs

ÅMost of SSTs provide prompt responses

Respon-
siveness

ÅMost of SSTs provide sufficient facilities

ÅThe information / documents provided by most of SSTs are 
very clear

Tangibles

ÅSome SSTs could understand and care for the residents

ÅSome SSTs could provide individual services to residents 
with different needs

ÅSome SSTs could prioritize the interests of residents

Empathy

ÅFeeling confidence and trust

ÅMost of the social workers are in good attitudes

ÅMost of the social workers have sufficient knowledge

Assurance



 

x 

c) To alleviate the emotional stress of users, it is recommended to strengthen 

emotional support services to users in need.  

d) Noting that residents demonstrated significantly higher scores in five key 

performance indicators as compared to the shop operators, it is 

recommended that SSTs could allocate more resources to identify the needs 

of shop operators and strengthen the existing services on shop operators. 

e) It is recommended to strengthen the ongoing interactive communications 

between URA and SSTs such that SSTs could obtain regular updates of 

redevelopment process related to URA. 

f) It is recommended to adopt the KPIs after updating the latest status where 

appropriate in the next feedback survey.  

g) To facilitate continued monitoring of usersô changing attitude and 

behaviour and their views during the redevelopment progress, it is 

recommended that the feedback survey should be conducted periodically. 

Considerations should also be given to conduct a longitudinal survey, so 

that changes over time could be more precisely monitored and analyzed. 
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1. Background 

 

Urban Renewal Fund 

 

1.1 Buildings in Hong Kong are ageing at a very fast pace in the coming thirty 

years. According to the final report of Hong Kong 2030: Planning Vision and 

Strategy, there will be over 326,000 residential units in the buildings of aged 

70 years or above in 2046. In the past 15 years of redevelopment projects, 

Urban Renewal Authority (URA) provided 18,000 new residential units. 1  

 

1.2 By the end of 2016, there are about 40,000 domestic and composite buildings 

whereas around 9,700 are over 50 years old. According to the recent projection 

conducted by URA, there are about 5,000 domestic and composite buildings 

in dilapidated condition, and by 2046 the estimated total number of domestic 

and composite buildings would be about 57,000, of which 28,000 are at the 

age of 50 or above. 

 

1.3 A ñpeople-centred, district-based, public participatoryò approach should be 

adopted to carry out urban renewal. The key principles underlying the 

Governmentsô approach to urban renewal are (a) owners whose properties are 

acquired or resumed for the implementation of redevelopment projects should 

be offered fair and reasonable compensation; (b) tenants affected by 

redevelopment projects should be provided with proper rehousing; (c) the 

                                                 
1 Dynamic and Forward Looking, Annual Report 2015-2016, published by Urban Renewal Authority. 
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community at large should benefit from urban renewal; and (d) residents 

affected by redevelopment projects should be given an opportunity to express 

their views on the projects. 2 

 

1.4 Since February 2002 till end of 2011, the social service teams (SSTs) assisting 

affected tenants and households in URAôs redevelopment projects are directly 

funded by URA. In 2010, social work sector expressed grave reservations on 

such principal/agent relationship with URA which tends to turn them into part 

of URAôs acquisition team and was therefore viewed with skepticism by 

affected owners/tenants. Social workers argued strongly that without trust 

established with their clients, it was very difficult for them to deliver their 

casework service. In order to provide a steady and independent source of 

funding for various supporting work, Urban Renewal Fund (URF), which acts 

as the trustee of the Trust Fund, has taken up the appointment of SSTs for 

providing assistance and counselling services to residents affected by the 

redevelopment projects implemented by URA in 2011. 3 

 

1.5 With HK$500 million endowed by URA, the URF endeavors to provide an 

independent funding source to support the operation of social service teams to 

provide assistance for residents affected by urban redevelopment projects 

implemented by URA, to support social impact assessments and other related 

planning studies to be proposed by the District Urban Renewal Forum and to 

support heritage preservation and district revitalization projects to be proposed 

by non-governmental organizations and other stakeholders in the overall 

context of urban renewal. 4 

  

                                                 
2 People First: A District-Based and Public Participatory Approach to Urban Renewal: Urban Renewal 

Strategy Review, Development Bureau. October 2010. 

3 Legislative Council Brief: People First: A District-Based and Public Participatory Approach to Urban 

Renewal: Urban Renewal Strategy Review. DEVB(PL-CR) 1-150/77. October 2010. 

4 www.urfund.org.hk/ 
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Urban Renewal Social Service Teams 

 

1.6 In December 2016, four NGOs are engaged by the URF after the tendering 

process. Four NGOs are to operate five urban renewal social service teams 

(SSTs) to provide assistance to residents affected by redevelopment projects 

implemented by URA in the following five designated districts/projects under 

the contract term from January 2017 to December 2020: 5 

- Christian Family Service Centre in Wong Tai Sin, Kwun Tong and 

Hong Kong Island 

- The Salvation Army in Yau Tsim Mong and Shamshuipo 

- Hong Kong Lutheran Social Service in Kowloon City: Chun Tin 

Street/Sung Chi Street and Kai Ming Street/Wing Kwong Street 

- The Salvation Army in Kowloon City: Bailey Street/Wing Kwong 

Street 

- St. James' Settlement in Kowloon City: Hung Fook Street/Ngan Hon 

Street and Hung Fook Street/Kai Ming Street and Wing Kwong Street 

 
1.7 The status of the 16 redevelopment projects in which the SSTs are currently 

delivering services is as follows: 

 

Table 1.1 Stage of development and number of existing households 

Stage of Development Number of Projects 
Number of Existing 

Households 

Planning 3 430 

Acquisition 10 2,770 

Resumption 3 50 

Total 16 3,250 

 

 

  

                                                 
5 http://www.urfund.org.hk/en_information.html 
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2. Objectives of the Research Study 

 

2.1 The second two-year service contracts of the SSTs will be subject to their 

satisfactory performance in the first two years. In this regard, the Board of the 

URF has decided to appoint this Consultancy to conduct the service usersô 

feedback survey for the SSTs being part of their performance assessment 

(Research Study). 

 

2.2 The main objectives of the Research Study are as follows: -  

 

  

To conduct the survey to collect service usersô feedback on the 
services of the urban renewal social service teams for providing 
assistance and counselling services to the owners and residents 
affected by the redevelopment projects implemented by the Urban 
Renewal Authority.

To produce individual reports of the survey for each SST.

To produce an overall summary report of the survey.
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3. Organization of the Research Report 

 

3.1 The following information is provided in the present research report: 

 

Chapter 1 
provides a background of URF and SSTs and outlines the objectives 

of the Research Study. 

Chapter 2 
details the methodology of the Research Study including the 

evaluation framework, the procedures of data collection, data 

analysis plan and the responses from the users. 

Chapter 3 
presents the statistical results of the questionnaire survey. 

Chapter 4 

presents the qualitative views collected during the focus group 

discussions and in-depth interviews. 

Chapter 5 

summarizes the statistical results and qualitative views and provide 

recommendations. 
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4. Framework of Evaluation 

 

Kirkpatrick model 

 

4.1 Several evaluation models have been reviewed for program evaluation and 

performance assessment, among them, Donald Kirkpatrick model (first 

developed in 1959) is the best-known and most widely used framework for 

program evaluation. 6  Kirkpatrick model has served as the primary 

organizing design for the evaluations of training and learning. Kirkpatrickôs 

model is easily understood, well-established and adopted in different 

evaluation programs including training and service evaluation. Kirkpatrick 

(1996) further elaborates the four levels of the model, namely reaction, 

learning, behaviour changes and results. Kirkpatrickôs model is adopted in the 

current Research Study to evaluate the effectiveness of the services provided 

by SSTs.  

 

4.2 In Level 1, reaction is measured by taking feedback from the service users.7 

Feedback to the content, expectations and rationales for rendering services or 

not are collected via questionnaire survey. Their needs for the assistance and 

counselling services are explored. The questionnaire survey was conducted 

after a certain period of provision of the services. 

                                                 
6 P. Tamkin, J. Yarnall & M. Kerrin. Kirkpatrick and Beyond: A review of models of training evaluation. 

Report. IES Research Networks, 2002. 

7 Service users refer to residents (including owners and tenants) and shop operators (including owners 

and tenants) affected by the redevelopment projects implemented by the URA. 

LL Study Methodology 
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4.3 In Level 2 and Level 3, the learning and behaviour changes of the service users 

are measured by a questionnaire survey. The extent and service usersô progress 

on skills learning and information are explored and assessed. The interviews 

are conducted with a well-structured questionnaire.  

 

4.4 In Level 4, results evaluation is the effect and impact on the service users 

resulting from the service program. It measures the success of the service 

program. In-depth interviews and/or focus group discussions are conducted to 

gather in-depth views. All the coverage of the service program and results in 

Level 1, 2 and 3 are consolidated.  

 

4.5 The framework of the evaluation and the methodologies adopted are illustrated 

as follows: 

 

Diagram 4.1 Framework of evaluation 

 

  










































































































































































