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ANNOUNCEMENT OF SERVICE CHANGE
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Short-term Food Assistance Service subvented by the Social Welfare Department will
implement the following enhancement measure :

Starting from 1st August 2024, the menus for those aged-1 and above will be adjusted, the
quantity of some food items will be adjusted accordingly while the number of meal and
food coupons will be relatively increased. Standard meal (meal coupon), meal for the
elderly/pregnant women/chronically ill (meal coupon), EM Standard meal (meal
coupon),EM meal for the elderly/pregnant women/chronically ill (coupon) are not
applicable for the adjustment. In addition, canned milk powder will not be distributed in
Kids' meal (3-12 years old) and EM Kids'meal (3-12 years old), which will be replaced by

250ml packed milk or soy milk according to the service guidelines recommended by the
Social Welfare Department.

The latest menu for 1st August 2024 has been posted on the notice board in each service
center.
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Service Quality Standard (SQS)
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Service Quality Standard (SQS) define the level of which, in term of management and service provision, service

units are expected to attain. There are 16 SQS, each of which is elaborated by a set of Criteria and Assessment

Indicators. The implementation of one of the Standards for People’s Food Bank will be introduced in the
following secton.
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STANDARD 15: HANDLING COMPLAINTS ABOUT THE SERVICES OR AGAINST STAFF MEMBERS
BHEY:

1. I RRIBIGEREVIZER , MIEEIFEREREI R, LABhERZEBRFS,

To establish procedures for handling complaints, promptly feedback and follow up the complaint(s) in order to improve
services.

2. FBREMAL (BIERBERE. XB. BEXFTFRFEMAL) HEfEg, EHEMMBEERTHIREEREFIAT. Q. RENE
I,

To ensure that all (including service users, relatives of service users, staff members and people in relation to our services)
are treated fairly, justly and confidentially when they express their dissatisfaction with St. James' Settlement (the

Settlement)’s services or staff.
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1. SRS RRAVIMER EREHOERS. BEMAFENSREIE SRRFEEIERHRE 8K S RiERHR,

Upon receipt of a complaint, our staff member shall make oral report to his/ her direct supervisor immediately. The unit
head or Senior Manager/ Senior Service Manager may handle the complaint by himself/ herself or assign his/ her
colleagues to do so.

2. IRFBEMIZAR =B TEXPEkEIRER A LT iR ISsRNE , TR+ AETLEXPIRERAERIEHEXREE,
The service unit shall contact the complainant within three working days to have further understanding of the complaint,
then carry out investigation and make an initial reply to the complainant within fifteen working days.

3. RFFEMBUSERSIERE, fiiN: @R, EiE. EBREHFEIERHR
The service unit should make the reply to the complainant by appropriate and reasonable means of communication, such
as meeting in person, by telephone, email or in writing.

4. BIRAMBIEBERE—F EFNFRR, RBEUFNTEEIEXNBERE.
If the complainant requires further clarification or explanation in response to the reply, the service unit must respond
within fifteen working days.
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5. IHREARC RN, IR FM EEHETE, RBEUNFTRERATRIANEEERE, SERlMSEATHNAE ZiS4EREIELHR

A NREGEETH).
In case of an anonymous complaint or a complaint without correspondence details, the service unit should still check
whether it is valid or not, try to inform the complainant of the result by appropriate methods.

6. M RMEBEN, P Iz Ea. EIE. RBEBEFZih, EUFENRMEE SERFBEEFAFRENERESERE, SBPISHK
I8 REREREBZIRE, DEERERZRE,

If a complaint is related to the governance, operation, service or any staff members of a service unit or division, the unit
head or Senior Manager/ Senior Service Manager may handle the complaint by himself/ herself or assign his/ her
colleagues to do so. The final decision on the complaint will be made by the division’s Senior Manager/ Senior Service
Manager.

7. MBREE, HRENNEIENFENKGR, AEBEEMAEHER, NEEBNKESHR, FEFERELIRHRIFE,
If the complaint is malicious, trivial or vexatious, or the complaint has been handled before and is essentially the
same/duplicate in content, the Settlement reserves the right not to follow up the complaint.
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District Distribution of the Approved Cases (from July 2023 to June 2024) =
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