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Execuwe Summary

Ur bReenewal Fund (URF) provides funding s
(SSTs) to provide services for resi dent
i mpl emented by the Ur bé&mn DRemrcenbalr Autlhéo, r i
NGOs are engaafetdetheytdiedrd nkyRépm oJcaensusa.r y 2 0
to Decemmbmeir NGOG, affevaitdSProvi de assi st
residents affected by redevel opment pr o]

The secyaar t soortvricdettshe . 8STd or a period
January 2019 to w3l | Debcee mbiebj ex20t o t he
performande f iAssste stswoe ryteaafs.t he per f or ma
on -asbktssment by the SSTs in accordance
from URA and esxdrbwickeé mws bvresy6regard, the
URF decided to appoint this Consultancy
sur voery tfhe SSTs Ireifmegr maarcte @fReebBameht

Study)

The main objective goftcdrmducRe stetag chu rSu aud
service userso f etehlld afS&rT opnr otvhied isnegr va scseiss
counselling services to the owners and |

projects | dRIAemented by

The t arngdeetntrsesopffo t he Resiedechs S{udgl!l adin|
antdenant @s)hoapndoper at or santdemcalnudsi)n ga fd verce re
the redevel opment pr oj eWittsh irnepfleerneennctee dt
Kirkpatrickoés modwldednd tdher wivad u@u aloint
five Key Performance I ndicators (KPI s)

services was established.



Bot h qualitative and quantRetsaetairucdhy nset h o ¢
i ncl uadi gqgesti onrfagrmegr supv edyi,sicauestifon s a
i nterAieepgresent a3tOiOver essaindpelnet sofand 47 s
through a quewearicmsesisf el $ yr e@@ymer ated d
fromyJuo September 2018, withcai.webponse
Besi des, 28 soci al wor ker s, 16 resident
the focus grouqgegithcunsieowvs eavsd tionprovi
on the services provided by SSTs.

of1 |l es of User s

Of 300respondedesidents68.0% wee 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 residentgere in acquisition stage,
10.7% were inr e s u metage @amd 10.0% were in planning stage o

redevelopment process.

Of 47 responded shop operatps§.4% were tenants ad®.6% were owners
78.7% of responded shop operatavere in acquisition stage, 2.1% were in

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

Owners and te

Owner s 96 32.0% 20 42.6%
Tenant s 204 68.0% 27 57.4%
Age groups

A g ebce | ®©QV 274 91.3% - -
Aged 60 or atb 26 8.7% - -
Redevel opment

Pl anning 30 10.0% 9 19.1%
Acqui sition 238 79.3% 37 78.7%
Resumpti on 32 10.7% 1 2.1%
Tot al 300 100.0 47 100. 0



Di fferent service modes are delivered ¢
pr oces svorkelSofc iSa9Ts shared the effective m

to users in three stages of redevel opme]

During the planning dstnaogree ndaSnTpo wesru afl d ry
all the households and shops to engage L
their situations, to deal with their en:i
to them. During the acqui snieteidosn osft augseer :
and pwsosviisdteance and counseling services
crisis or in need. Case work or group wc
problem solving and maintain contacts wi
rleocati on support and services such as
wel fare services whenever appropriate w:
or families. Il n all stages, SSTs woul d
hel p serviaoaesrsoiseneede The diagram be

gener al picture of service delivery pr o)

ssing the

Engaging users
gaging eeds of users

and providing ocation

. . and providin
information P g SUppOI.‘t a
support Services
Acquil ¢ Res ump
Focus on: Focus on: Focus on:
Visiting, meetings, Enquiry services, case Relocation and
briefings, talks, etc. work, group work etc. adaptation servicegtc.

Emoti onalangupnud ruta | hel p servi



10.

11.

12.

13.

Overall, about three quarters of users
(79. 3% of residents and 72.3% of shop ¢
rational es were obtaining I nfe&kn magt i on

assistance and the service offered was |
consul ting services, briefings or |l ec

counsell-upgprfokfFewral services.

12.3%

Received service

Received services

On the contrary, about one quarter of us¢
SSTMs20. 7% of residents and 27. 7% of shorg

top two rational ed iwerce fino needo and

Regarding the awareness of the services
a fair to good | evel of awaproei nnets sL iwkietrht
scale) for residents and 6.4 for shop
awar entehses soefr vi ce target and service ar e

residents and scores ranging from 5.5 t

For resi deeatlieaMelumniafs , awareness of owner
scope (ranging fromi 6éabtlty AiLdhemwease 60
tenants (rangi ngps<f O06ND. 5st7atti et i6ec 21 y( s
di fferences were found when analyzed by

of redevel opment process.



Residents 6.5 6.0 6.0
Types Owners 7.1 6.5 6.6
Tenants 6.2 5.7 5.7
Age gr Agedbelow60 6.4 5.9 5.9
Aged 60 or above 7.0 6.6 6.7
St ages 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

User so understanding of rede)

14.

15.

16.

Userso Il evel of wmbanstadeveaelgopment phec
pl anning, acquisition andporienstunpitk eornt) swc

(1= not under$@Ganmeér gt galold amder st andi ng)

Residents indicated a fair to good | eve
for Tenant RaghaAlslianwairdeotel aExscore of 6. 3
fair |l evels of Unbder Reardvahg Pomwmj ebé Res
principles adopted on property acquisit
and principles adopted on assessment of
understanding on al |l owa-fioafFel ato rS cshuernvee y(o4r.

a nElderly Domestic Ownetandlords Compassionate Allowance (4.4).

Apart from Tenant Rehousing and-Bratia Allowance, wn eafs resi denti a
unirtesportedl!| vi glRivfeiumamtf st andi ng of t he

aspectyg €(ramgbncBo mpoaréGetd2)i P @i B8g8 fr om

to)Ps<1 05) as t he r es uhigherlevelooyawdrenesaat t r i b u
of SSTs and service of owners. Furthere si dents in the resu
reportedl wi ¢gteivfeiumamtf st anding on the se
comparededsiodeamtes in the pléananggnagnfilr am
4.1 )(ps<.50H) .



172 Shop operators indicated fair | evels of
on property adocogweisstiitci opnr ooper ti es (5. 1),
assessment of doalmecswacceorofpendones (5.0),
f or-gEaBuisa Alelseswance (5.1) and principles
business | oss (4. %)andanndg |oonw allelvoewasn coef fu

fee (4.3) and obj.ections and appeals (4.

Principles adopted for Tenant Rehousing andjEatia 6.3 i
Allowance

The Urban Renewal ProjeRescue Fund ("PRF") 5.5 -
Principles adopted on Property Acquisition 54 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
Flatfor-F |l at (AFFFO0O) Scheme 4.7 -
Elderly Domestic Ownetandlords Compassionate 4.4 i
Allowance

Pri~nciples ado‘pted for Egratia Business Allowance i 51
(AEGBAO)

Principles adopted on assessment of business loss - 4.9

Key Areas of concern

188 Through questrienninshe atesds utrtveety, t he key ar
during the redevel opment process were tt
all owance (61.7%), finding a new accommc
Rent al Housing uni ts (47. 3%)) andel i ne
i nformation relatedShoprepenvatl @mpsneinrndil @4&
key areas of concern were the sufficien
(74.5%), finding a new shop unit (53.2%
and i nfroglmatteadnt o devel opment (34. 0%) .

19 Echoed with the survey resultslepshbci al
di scuesdhiaord keigpmielasr of concern: concer|

Vi



compensation or all owance, unabl e to g

pr ocess, unable to find a new accommoda
among family members, poor l'iving cond
public rental housing units, di sputes b
stress and f.eeling uncertainty

200 When thinking about the future accommood
were recor denordissisce i paings refsi dent sé cur
il 1l ustr ptoeadtwiLti lk=e Ttthescnadset (unpl7easant f
t he most pl easaptoi heeloif ngls )r.eflehhe nmiod a |

current emoti ons.

2. I n general, residents were netptohenrt fear
at 4n.e2i)t,her wi t h negati ve nor posi tive
di sheartened nor passionate (4.0). Mor e
good mood (4.7) aShopawmercatucragewdrde 7nei
await (scor e -pdiatmtdd .n&) ,nemei tmopdo s wi t e neg
emotions (4.0) and neither nor good mo o
i ndicated that they were disheartened (.

Residents

Operators |

4.2

Awai t

Nega Residents 4.2 Positiywv
n

emot Shop emoti o
Operators |

Residents

Shop
Operators

4.7

Bad n Good ma

|

Residents

Shop
Operators

4.0

Di shea Passi on

f

Residents

Shop
Operators

4.7

Afr Have <coa

|

Vii



22. Users were asked to provide their rating
key performance indicatoOseantlovesark |\
satisfied with services provided by SS
satisfaction of residents and shop oper
there was no significant di fference an
Howe vreedseind smonstrat édhigihenmi fs ccarnds i n f
performance indicators (rangimdghofprom 6.
operatanging f r(pedm 065.)0. t o 6. 8)

23. On average, residents rated the highest
aspect, the second highest score on tan
score on efmpaBhy &epeshop operators, t he
same raesi dents, but the scores on assura

(6.4) were significantFluy tlhewer recmpleame d

a scoremebspdndispercdsodh. § el | abHolri tsyhoaps pec
oper,at 6 he scos egens@ibr.en)esand reliabil ity
significantly | ower as compared to resi
The ability of Reliability
complete the | — Residents
dependa bcluwr aatnec

6.8 Shop Operators

The knowl edge ;
the SST to dev Assurance 7 Responsiveness

%. 1
confidence wit The willingness
usamgd to provid

The appearance
i S facilities eq
Th ,
atteeﬁtriO\éIHSIO' 7.3 7.6 and communicat
Empathy Tangibles t he SST

Level of Satisfaction  Residents ||| N [N G - -

with the services
Shop Operators

1 2 3 4 5 6 7 8 9 10

viii



24.

I n

g

ener akldepittht engireessndent s and shop o

satisfied with the services provided by

as

foll ows:

Assurance

25.

Wi t h
as$ ol
a) To
t h
t a
me
b) To
re

p |

Aln general, the services are reliable
ASome SSTs could be able to complete committed things
ASome SSTscouldhandlee si dent s compl ains pro

Awillingness and readiness for providing services from most
of SSTs

AMost of SSTs provide prompt responses

AMost of SSTs provide sufficient facilities

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

ASome SSTs could understand and care for the residents

ASome SSTs could provide individual services to residents
with different needs
ASome SSTs could prioritize the interests of residents

AFeeling confidence and trust
AMost of the social workers are in good attitudes
AMost of the social workers have sufficient knowledge

a thorough review of the feedbacks

| ows :

i necsens@® awareness and service util
at SSTs could enhance their servi ce
rget and servi ce asdcoopmd Sngr SSDx imdy me

ans to approach the users who are bl

i ncr edbausnedeuseansdi ng o f redevel op me
commended that SSTs could strengthert

anning antdagac.qui sition s



d)

9)

To alleviate the emotional stress of
emotional support services to users i
Noting that resi denltysi gdheemmo nssctaraetse di nsif
performance i ndi cator s as compar ed 1
recommended that SSTs could all ocate n
of shop operatorsngndgdesvreagtbenshbap
It 1 s r ectoomnsetnrdeendgt hen the ongoing int.
bet ween URAuamdt&®&Ts SSTeg wloaurl du pdoa tad o

r e

It

ap
To
be

re
Co

devel opment pr.ocess related to URA

i's recommended to adopt the KPIs a

propri xtte fieredtblae knes ur vey.

facilitate cont ibrctheadh gmongi tadrtiingu de
haviour and their Vi ews during the
commended that the feedback survey

nsider ati ongsi vsehno utled tad nsdou tbued i n a l sur

that changes over time coul dkedbe mor e |



Introduction

Ur ban Renewal Fund

1.1 Buildings in Hong Kong are ageing at a
y e aAceording tothef |1 nal HoagKong 203@ Planningision and
Strategy t h e r ever 826,000 elsed d e nt theablildingsmdf aged i n
70 years or abovin 2046 I n the ophsdelél ygpme 5t pr o]
Urban Renewal Aut hB8000reyw e(sURf)ntpradyv iudea d

1.2 By the é&ndthfer20hre aboddmpld®ds iOt0d Wwimedit
whereas around 9,700 are over 50 years
conduclWURA tHlyere are akloadompodO0OODedbwmiekdi
in dil apidated condmaied,tandl byudbde o
andomposi t ewobudid bdoientgs57, 000, of which 2

age of 50 or above.

1.3 A fi p ecenpdd,edistricb a s e d , public participatory
adopted to carry out urban renewdlh e key spruinmdeeirdlyea ng t
Government sé approach to urban renewal
acquired or implemnseatatiendf réddevelopmdntgrojects should
be offered fair and reasonable compensatipnh tenants affected by
redevelopment proges should be provided with proper rehousifgcthe

!Dynamic and Forward Lodkié,,pwrniniuaie RelpyorWr RO 5Re n «

1



community at large should benefit from urban renewal; @ndrgsidents
affected by redevelopment projects should be given an opportunity to express

their views on the projects.

1.4 Since February #Hhegdalservideteanes® §dsosting2 011,
affected tenants and households in @WRBdevelopment projects are directly
funded by URAI n  2d0claDwork sector expressed grave reservations on
such principal/agent ralionship with URA which tends to turn them into part
of URAOsS ac qu iwsifterefore vietvesl avith sleepticism by
affected owners/tenants. Social workers aggseongly that without trust
established with their clients, w a gery difficult for them to deliver their
casework servicel n  oto pr@ide a steady and independent source of
funding for various supportingworklr ban Renewal Fund (URF)
as the trustee of the Trust SFlisndf,orhas
providing assistance and counselling s

redevel opment projects % mplemented by L

1.5 With HK$500 milli,onURG&ddwadoby WU&KRApTr ovi
i ndependent funding sofirsectial seppuoritctet
provide assistance for residents affec
i mpl emented by URA, to support soci al i
pl anning studies to be proposed by the
suppt heritage presezaviaonomr apedcdsstoiln
by mgomernment al organi zations and ot he

context of *“urban renewal

2Peopl e FirBaseds DidtRuikltic Participatory Approach t

Strategy Revi ew, Devel opment Bureau. October 2010.
SLegislative Counci |l Braisefd: amao Plued | Ficr Pta:ratmd cD ipsattroircy
Rewal : Urban Renewal SICRa-189gH#¥7RevODewobBPEVBOPD.

‘www. ur fund. org. hk/



1.6 In December 2016, four NGOs are engaggdhe URFaf t er t he tende

process. F douoperatef G Qusganaenawal social service teams

( S § M provide assistance to residents affected by redevelopment projects

implemented by URA in the following five designated districts/projecteund

the contract term from January 2017 to December 2620:

- Christian Family Service Centre in W
Hong Kong I sl and

- The Salvation Army in Yau Tsim Mong

- Hong Kong Lutheran Soci al Service in
Street/ Sung Chi Street and Kai Mi ng

- The Salvation Army in Kowloon City:
Street
- St . James' Settl ement i n Kowloon Cit

Street and Hung Fook Streeté&tai Mi ng

1.7 The statuf the 6 redevelopment projects in which the SSTs are currently

delivering services is as follows:

Table 1.1Stage of development and number of existing households
Number of E

Stage of D Number of
Househol d

Pl annin 3 430
Acqui sit 10 2,770
Resumpt.i 3 50
Tot al 16 3, 250
Shttp://www. urfund. org. hk/en_information. ht ml
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2.1

2.2

Objectives of theResearch Study

The second twayear servicecontracts of the SSTwill be subject to their

satisfactoryp e r f o rinnthe firgt ®vo years. In this regard, the Board of the

URF has decided to appoint this Consul
feedback survey for the SSTs being part of their performance assessment
(Research Study)

The main obRestawveb 8Sfutdheare as foll ow




3. Organization of the ResearclReport

3.1 The following infor matriecsreragrxohptr ovi ded i

Chapter 1

provides a backgraonudn do uctfl iUhReF
of Rehseearch Study.

Chapter 2

[T} details the m&KtelsedaolchgySt aifdli
evaluationt fer apmewoed#&ur es of
anal ysi s hel aespondises sfrom t

> Chapter 3

presents thessbohattbeiqakstees

Chapter 4

A
._i_. presents the qualitatifweusi
di scussiidbenpst mnidnt er vi ews.

Chapter 5

(I) summari zes the statistical I
recommendati ons.



Q Study Methodology

4. Framework of Evaluation

Kirkpatrick model

4.1 Several evaluation models have been reviewed for progratuationand
performance assessmergmong them,Donald Kirkpatrick model (first
developed in 1959) is the bdstown and most widely used framework for
program evaluation.® Kirkpatrick model has served as the primary
organizing design for the evaluat® of trainingandl ear ni ng. Kirkpat
model is easily understood, westablished and adopted in different
evaluation programs including training and service evaluation. Kirkpatrick
(1996) further elaborates the four levels of the model, namelyiopact
learning,behaviourchanges and results.i r k p antodelisadoptedn the

current Research Study evaluate the effectivenessofthee r vi ces pr ovi d

by SSTs
4.2 In Level 1, reaction is measured by taking feedback frantts er vi'ce wuser
Feedbato the content, expectations and

not ar e cooestiomare sudef\hiear needs for the a
counselling services are explored. The

after a certiasiinonpeorfi otdh eo fs eprrvoivc e s .

6 p, Tamki n, J . Yarnal | & M. Kerrin. Kirkpatrick and
Report. I ES Research Networ ks, 200 2.
"Service ussidenebe(i natdardd mtgs Jo wnred sshop operators

antdenanftfse)ct ed by the redevel opment projects implem
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4.3 InLevel2andlLevel3 t he | eéeahaiih@uagiease oV i ce
a rmeasured by a questionnaire survey. The exterd aind v i cpeograss e r
ommkill s | ear niaregexpomediand asskessad.iihetinteoviews

are conducted with well-structured questionnaire.

4.4 In Level 4, results evaluation is the effect and impact onstleer v i c e
resulting from the service program. It measures the success efeéhe v i ¢
progk#ampth interviews and/ or focus
gat h-é e p it Im Alltheecavsrage ofthe er vi c eangresolg ma m

Level 1, 2 and 3 are consolidated.

user s

s 6

user s
e

grou

4.5 The framework ofthe val uat i on and t harilestratddodol| ogi

as follows:

Diagram 4.1 Framework of evaluation































































































































































































































































