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1. Introduction

Established in 1949, the Hong Kong Family Welfare Society
(HKFWS) is one of the major charitable non-governmental
social welfare organisations in Hong Kong. With a “family-
centric” perspective, we are committed to delivering quality
and professional social services to enhance the wellbeing
of families and individuals in Hong Kong and foster a caring
community.

2. Scope of Service
The Society provides the following services to the community:

@ Integrated Family Services
@ Mediation Services and Divorced Services
@ Children Services

@ Special Services

3. Rights of Service Users
Users of the Society’s services enjoy the following rights:

¢ Rightto choose

i. To receive professional service and advice, based on
professional assessment of the needs and expectations
of the individual.

ii. To consider the Society's professional staff's advice but to
have the right to self-determination.

iii. To choose whether or not to take part in any social
research with the assurance and understanding that
confidentiality will be guaranteed in the process of
participation.

e Righttorespect

i. To have one’s dignity, privacy, gender, sexual orientation,
religious and cultural beliefs respected.

ii. All reasonable and practicable arrangements will be
taken to ensure users’ freedom from financial, verbal,
physical and sexual abuse.

iii. To have confidentiality respected within the law, except
in circumstance in which there is evidence of serious
danger to oneself, other persons or the community.

¢ Right to participate and informed choice
To be involved in the process of service delivery by being
informed all necessary information and giving opinions on
how the service may be rendered to suit one’s needs and
expectations.

¢ Right to referral

To request referral for other services of or outside the
Society if deemed necessary and eligible.

4. Expectation on Service Users

» To give relevant and true information during the process of
service delivery.

» To follow agreed treatment plan and to cooperate with the
Society’s staff during the process of service delivery.

* To abide by the regulations and contracts, if any, of the
various services received from the Society.

» To respect the professional relationship and not to request
for service outside the professional responsibility of the
staff.

* To be polite to and respect the Society's staff.

» To express your opinions or lodge complaints to the
Society’s staff in an objective and calm manner.

* To refrain from making any obstructions, troubles or
dangers to the Society’s office, centres, service units, staff
or other service users. If persuasion is deemed ineffective,
the Society would consider asking the non-complying
users to leave the service units, refusing to receive their
incoming calls, and in severe cases calling the police to
follow up or terminating their services.

» To refrain from requesting staff's private and personal
information.
» To undertake not to:
i) request false testimony from the Society or staff
in whatever form, formal or informal;

ii) request the Society or staff to engage in or act on an
individual's behalf in any activity which may contravene
the law or be contrary to professional ethics;

i) make any form of video recording without prior
consent of the Society. The Society reserves the right
to terminate the programme session immediately and
take further actions against the person who has made
any form of video recording without prior consent
of the Society. The person will not be arranged a
replacement session and refund and will be required to
delete the recording.

5. Suggestion, Compliment or Complaint

Service users may give compliments or suggestions on
the service and / or staff. They are also entitled to lodge
complaints on the service and / or staff's negligence,
misconduct and maltreatment. Any of the above may be
directed, in person, through the telephone or in writing, to:

* the staff concerned;

» the supervisor of the staff providing the service;

* Head of related service; or

» the designated person of the Society's Head Office.

The Society will handle the situation and give a reply, if
so needed, as early as possible. There will be thorough
investigation on every complaint.

6. Enquiry and Further Information

The Society welcomes enquiries and requests for further
information. Please contact staff at any of the Society’s
centres or the Head Office.
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