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Airport Mobile Information Service Leader
Shares Work Experience
Q'E"“Ia The Commitment to Always Providing Support and
Assistance to Ethnic Minority communities
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Q1. Please introduce yourself and describe your work to

our readers.
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Hello everyone! I'm Jenny, the team leader of the Mobile
Information Service (MIS) at Hong Kong International
Airport. My main job is to distribute information kits
to ethnic minority residents and foreign domestic
workers from countries such as Indonesia, Thailand, the
Philippines, India, Pakistan and Nepal, and provide support
to them. The information kits include details about labour
and immigration regulations, civil rights, health care,
transportation, public services, and important hotline
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numbers. We also provide various forms of support to
ethnic minority passengers who need help at the airport.

In addition to airport services, | conduct outreach work in
districts such as Tsim Sha Tsui, Jordan, Sham Shui Po and
Yuen Long to convey relevant support service information
to ethnic minority individuals in Hong Kong.
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You have been working at the MIS for 19 years. What
was your job experience before? How did you first
getthe job?
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| joined ISS-HK in 2004, and prior to that, | worked in a
foreign domestic helper agency where | handled
administrative  documents, contracts, employment
consultations, and assisted in resolving labour disputes. |
remember that a friend of mine saw a recruitment notice
from the ISS-HK and | thought that the job involved
interpersonal relationships and problem-solving, which
was somewhat similar to my current job, and it allowed me
to help minority community members from different
countries. So, | decided to apply and was fortunate enough

to be accepted for the position.
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Did it turn out to be what you expecied?
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| would say it generally aligns with my expectations.
However, providing information services and support at
the airport is a complex and dynamic job that is more
challenging than | initially imagined. | believe that
professional knowledge, adaptability and communication
skills are all crucial for this job.
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What's the most challenging part of the job? What's
the most rewarding? Any particular unforgettable
incident that included both experiences?
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The airport is a unique place where people are always
coming and going in a hurry, and there are restricted and
non-restricted areas with different limitations for
passengers. We are the only social welfare organization
providing services within the restricted area of Hong Kong
International Airport, and we can navigate between the
restricted and non-restricted areas. The biggest challenge
for us is to assist ethnic minority passengers in handling
unexpected or emergency situations within a tight
timeframe and with limited resources. These situations
can include incidents such as stealing, missed flights, lost
mobile phones or luggage, or forgotten visa printouts, and
more. We need to respond quickly and calmly, contacting
relevant departments, and find solutions.

Passengers often feel lost and overwhelmed when they
encounter unexpected situations at the airport. We assist
them with our knowledge and experience, even with
simple tasks, and they are always grateful to us. Knowing
that our team is the only one providing such appropriate
services in this setting makes me feel proud.
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Are there any cases that have left a deep impression
on you?
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There have been many cases. One particular incident
involved a young Filipina domestic helper who, upon
arriving from a vacation, discovered that her employment
had been terminated by her employer, preventing her from
entering Hong Kong. She reached out to us for help, and
we advised her to explain the situation to the immigration
authorities, emphasizing the necessity of entering to
collect her personal belongings from her employer's
residence. Eventually, she was granted entry and
successfully resolved the issue. Her heartfelt appreciation
towards our assistance was truly rewarding

In another case, an Indonesian domestic helper realized
while traveling that her work visa had expired. We advised
her to promptly reach out to her employer to verify her

employment status, as this was important to allow her
smooth entry into Hong Kong in accordance with the
relevant regulations.

And | once encountered an Indian family returning to
Hong Kong where the father, carrying the family's
identification documents, arrived ahead of the wife and
children. However, during the immigration clearance, the
wife and children following behind realized that they did
not have their identification cards. They approached us for
assistance, and we utilized our advantage of being able to
access restricted areas to locate the father. We also
explained the situation to the immigration officials, and
ultimately resolved the issue successfully.

There have also been numerous cases where domestic
helpers missed their flights. In many instances, we assist
them in communicating with the airlines and their
respective embassies and reminding them of their rights
and responsibilities.
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How were things for you and the team during COVID?
eI AR » ORI B B 1% O i u] ?

During the pandemic, flight volumes were dramatically
reduced. While our overall workload seemed lower with
fewer incoming passengers, the proportion requiring help
surged, intensifying the coordination efforts. At that time,
all arrivals had to undergo testing, and the epidemic
prevention measures and social distancing policies were
constantly changing. My team and | had to quickly
provide accurate

comprehend updates and

information to passengers.

At the same time, we also increased the frequency of
outreach activities in response to the requests of the
Home Affairs Department, We would visit communities
four days a week to meet with local ethnic minority
residents. Our outreach activities often took place in
mosques, community centres or parks to ensure that we
could reach out to more ethnic minority residents and
understand their actual needs and situations during the
pandemic,
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Being at the airport for so many years, what are the
changes you have noticed in the needs of service
users?
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When ethnic minority individuals seek assistance upon

arrival in Hong Kong and dial the phone number given on
the information kit, it is our team that answers and
provides assistance. In fact, handling phone inquiries is

the part that requires the most time in our follow-up work.

A considerable number of callers are foreign domestic
workers who come to work in Hong Kong. Overall, in the
past, the majority of issues were related to salary matters.
Now, we are encountering more issues regarding working
hours arrangements. Some domestic workers worry that
employers demand excessively long hours without proper
rest, In such cases, | seek more details about the situation,
such as whether the employer is hiring a domestic worker
for the first time and may not be aware of these issues. |
also advise them to communicate effectively with their
employers or agencies, and if necessary, | provide
information on relevant support systems and referrals
available to migrant employees.

| would like to highlight that in the bustling airport
environment, distributing information kits may seem
insignificant, and ethnic minority individuals who receive
them may not immediately use or read them. However,
when they encounter difficulties or problems, they often
recall the phone number on the information kit and reach
out to us for assistance. This becomes their first point of
contact when seeking help.
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As a long-serving staff member, you would have
knowledge and experience that could be useful in
mentoring new staff. How do you guide and support
your junior colleagues?
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Our team comprises only five members, forming a small
yet close-knit unit with members from Indonesia, Nepal,
and Palestine. As a senior member in the team, | often
share my experiences with younger colleagues and
provide assistance with a friendly and positive attitude.
When sharing experiences, | always recall my own early
days in the field, enabling me to understand their
challenges and difficulties. | also demonstrate how to
effectively respond to inquiries and solve problems,
helping them to grow gradually.

| take pride in working with an excellent team where we
mutually support and help each other. We also celebrate

birthdays together and plan outings for shopping and

Qs.

dining during holidays. The team's cohesion is strong, and
it feels like a second home for us.
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After so many years in the role, what keeps you
motivated each day and drives your commitment to
MIS and ISS-HK?
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As the point of contact providing information and service
referrals to arriving ethnic minority newcomers, our ability
to help them solve problems and facilitating their
seamless integration into Hong Kong is the greatest
source of motivation for me.

Looking ahead, | hope to continue learning and growing in
my role, to provide better services and support for ethnic
minority communities.
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ISS’ Got Talent Scholarship 2023 Prize Presentation Ceremony cum Talent Showcase
B9 B 1k g A 242023 H 38 15 B o 203k i

The "ISS" Got Talent Scholarship 2023 Prize Presentation Ceremony cum Talent
Showcase" was successfully held on 3 December 2023, The event was graced
by the presence of representatives from the sponsors, including Mr. Tsang Ho
Yin, Director of the P&T Group, Ms. Kathy Lee, Senior Academic Officer and
Vocal Instructor of the Baron School of Music, singer Mike P. from the Baron
School of Music, and Dr. Hugo Wong, Director of the Tesco Education Group.
Ms. Konnie Lui, a well-known actress and Director of the Tesco Education
Group Limited, also sent a video message to encourage the participants,
adding a touch of brilliance to the event. Our Chief Executive, Mr. Stephen Yau,
delivered a speech at the event ceremony, expressing gratitude to all the
participants and sponsors for their support.

This year we received an overwhelming response with over 100 applications,
the highest number since the campaign’s launch. Participants demonstrated
a diverse range of talents, including playing musical instruments, singing,
visual arts, dance, Cantonese opera, and various sports. The wide variety and
high calibre of talents that were presented made the scoring challenging for
the judges, who were our sponsors.

To showcase the talents and efforts of the winners, we specially arranged the
Prize Presentation ceremony and talent performance. Past and current
award-winning children and teenagers were invited to present their talents on
stage, receiving enthusiastic applause from the audience. Singer Mike P. also
performed his debut single, captivating the audience with his soulful voice.
During the prize presentation, certificates were awarded to the winners for
both the children and teenager groups, as well as recipients of merit prize
awards. The winners were awarded with either $10,000 or $6,500,
respectively, to enable them fo further pursue their interests and talents.
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Beyond Race 2024 promote Racial Harmony
Beyond Race 202478 bk Ff jg 5 R

To promote racial harmony for the diversified cultures and communities, HOPE Support
Service Centre for ethnic minorities organized "Beyond Race” at Chater Road in Central on 3
December 2023. Sponsored by the Home Affairs Department of HKSAR Government, the event
brought together the ethnic minority and local communities.

Chief Executive Officer of Home Affairs Department, Ms. Rebecca Chan, and our Chief
Executive Mr. Stephen Yau officiated the kick-off ceremony. Over 12 game booths there
featured activities of the 7 cultures to engage the public.

The thrilling city hunt involved 20 multicultural teams of 4, to explore Hong Kong Island and
visiting 7 secret pitstops representing different cultures. At each pitstop, teams completed
cultural tasks that tested their teamwork, problem-solving skills and cultural knowledge. The
winning team finished in just 2 hours and 7 minutes. The vibrant stage area hosted dances,
songs, and martial arts from over 12 performing groups. These performances celebrated the
heritages and artistic expressions of highlighted cultures, providing an afternoon of diverse
cultural showcases for all participants to enjoy.
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ISS-HK Annual General Meeting
B e JH AF K&

.‘ulationammia\;::i The 2023 ISS-HK Annual General Meeting was held on 30 November at the
003 4,1 Auditorium of the Duke of Windsor Social Service Building. We were honoured to

have Miss Charmaine Lee Pui-sze, JP, Director of the Social Welfare Department as
our guest speaker. We were also delighted to have Mr. Jean Ayoub, International

Hinga

Social Service Secretary General, attend our AGM and meet with our guests and
staff. Over 300 members and staff attended the meeting at the auditorium, while
the remaining members and staff attended online.
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The ISS-HK Long Service Award Presentation Ceremony was held on 20
November 2023 at the Auditorium of Duke of Windsor Social Service Building.
A total of 108 staff members who have served from 5 to 9 years received
awards, while 120 staff who have served for 10 years or more were recognized.
10 staff were commended for their service of aver 30 years to the agency.

On that day, we screened short videos produced by various units to
celebrate the agency’s 65th anniversary. The videos showcased the daily
work routines and shared interesting or challenging experiences faced by
colleagues in their roles. Both guests and staff enjoyed the videos.

We sincerely thank all staff for their commitment and diligence over the
years, which have enabled us to stay true to our service vision and mission.
Congratulations to all award recipients!
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To express appreciation for the hard work and dedication of our staff and

to celebrate the agency's 65th anniversary, the Human Resources
Department held a BBQ staff gathering on 2 December 2023 at Beach BBQ King
in Sai Kung. More than 400 staff members participated, creating a lively and festive
atmosphere.

On the day of the event, staff arrived at the venue in the afternoon by shuttle buses and
enjoyed delicious grilled food. Some staff members even prepared special snacks to
share. In addition, the Human Resources Department arranged a lucky draw, at which
winners received exquisite prizes and which generated much excitement with joy. The
Staff Association also organized games for staff members to have fun. The event provided
an opportunity for staff to relax, interact and socialize with colleagues from different
departments.
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Lunar New Year Reunion 2024 for Foster Parents
R [ BE | B AE B M H 2024

To thank foster parents for their care of foster children, and let them to experience
the atmosphere of the Lunar New Year, the Foster Care Service held an annual
dinner gathering at the Choi Fook Royal Banquet in Tsim Sha Tsui on 28 January
2024,

The event was filled with excitement and diversity. In addition to the delicious
cuisine, there were games such as the "gold ingot candy” guessing game, a magic
show, parent-child games and a grand lucky draw. Mr. Stephen Yau, our Chief
Executive, delivered a warm welcoming speech for the lunch banquet, expressing
gratitude to all foster parents for their contributions and dedication.

A highlight of the event was the lively and endearing lion dance performed by
three foster children, who extended New Year blessings to all participants. Nearly
60 foster families, comprising a total of 205 individuals, participated in this
heartwarming and joyous gathering.
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“The Art of Architecture” workshop
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The Tin Shui Wai (North) Integrated Family Service Centre and
P & T Group jointly organized a workshop called "The Art of
Architecture” held on 16 December 2023,

The workshop kicked off with volunteers from P & T Group leading
participants in interactive warm-up games that introduced
various renowned buildings. The volunteers then guided
participants to form groups and collaborate in brainstorming and
designing their “ideal buildings." They then proceeded to
construct architectural models, showcasing their remarkable
creativity and teamwork. Both the volunteers and participants
were highly engaged and fostered a vibrant atmosphere
throughout the event.
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Walking Together: Christmas Thanksgiving event
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"Walking Together - Restore, Reconnect & Rebuild" has become the annual
theme and service direction for the School Social Work and School Support
Services in the 2023-24 academic year. Through a series of activities, we hope
to encourage students to rebuild new relationships with friends, family
members and teachers after the pandemic, enhance mutual acceptance and
respect, and leam to express love and care towards others.

The first kick-off event "Walking Together: Christmas Thanksgiving®, received
active participation from our partner schools. Colleagues from our team set up
booths on campus, offering games and handicraft activities. The purpose of
these activities was to create a joyful atmosphere that allowed students to
connect with others, cultivate a sense of gratitude, and inspire them to show
care and concern for those around them.
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Small Group Home Buffet Party 2023
bl i 2 K WK H Bh #2023

The Small Group Home Service organized a buffet party at Park Hotel held on 6
January 2024, The event had been suspended for three years due to the
pandemic. 12 small group homes with nearly 120 children and staff members
joined the occasion, enjoyed a sumptuous buffet and actively participated in
the games and lucky draws. The children were overwhelmingly delighted upon
receiving the gifts. During the event, our Chief Executive, Mr. Stephen Yau,
presented the "Good Childen" awards to recognize the outstanding residential
children from each home.
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ASEM Organizes Multiple Events to Engage Ethnic Minorities
A B T R BE R 8 A e B e 22 JEUNS Bl B i A WU W RS

The Ambassador Scheme for Ethnic Minorities (ASEM) organized two activities
held on 5 November 2023. The first was at the Hong Kong Dhammaram Thai
Temple in Yuen Long, where over 150 ethnic minority members participated in
celebrating the End of the Buddhist Lent Day Festival. Volunteers distributed
information kits to raise awareness of community resources and support
services.

A seminar was also held at the HOPE Centre in Wan Chai. Organized in
collaboration with the Hong Kong Breast Cancer Foundation and the United
Christian Nethersole Community Health Service, the seminar provided a health
talk and basic health screening for 71 ethnic minority members. Topics such as
breast cancer prevention and nutrition were covered.

Additionally, an exhibition was held on 7 January 2024 at the Yan Tin Estate in
Tuen Mun to provide information to ethnic minority residents regarding the
Working Family Allowance Scheme. Flyers, brochures and application forms
were available at the information counter during the exhibition. Onsite support
was also given to those who needed assistance.
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Love and Care for Shamshuipo Deprived Families
B TR MR R4

The Shamshuipo (South) Integrated Family Service Centre and Creative Primary School jointly organized a community visit activity held
from 1 to 12 January 2024. A total of 63 Primary Six students and 98 Primary Four students, accompanied by parent volunteers, visited 20
subdivided unit households and 24 single elderly households, respectively. Throughout the activity, the students gained an understanding

of the living conditions and needs of the visited households, and
listened attentively to their life experience and stories. The families
expressed their appreciation for the warmth and care shown by the
students. Meanwhile, the students presented gifts to express their
blessings and gratitude.
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The assistance and services to Non-refoulement Claimants and Refugees
are provided on humanitarian grounds. The amount of assistance is
determined by the Social Welfare Department as a form of tide-over
support for prevention of destitution.

1. Counseling: Following a casework approach, each service user is
assigned with a caseworker for overall case management.

2. Food: The standard rate of food allowance is HK$1,200/ month for each
eligible adult and child service user, in the form of electronic tokens for
purchase of food items at designated supermarkets.

3. Accommodation and Utilities: Service Users are to find their own
accommaodation and secure a tenancy agreement between themselves
and the lessors. The current standard rate of rental assistance for an
eligible adult service user is HK$1,500/ month and HK$750/ month for
an eligible dependent child. A monthly allowance on gas, water and
electricity amounting to HK$300, property agency fees and one-off
rental deposits can be provided to each eligible service user.

4, Shelters: Children's shelters are operated as
alternative placements to institutional care for
unaccompanied minors and children, who
cannot be adequately taken care of by their
parents due to crisis. Temporary placement
can also be arranged for women and
women with children, who are in dire need of
immediate accommodation.

5. Transportation allowance: Eligible service users
are provided with cash in advance to meet the
transportation expenses by the cheapest transportation means.

6. Clothing and Toiletries: Toiletries are distributed on a monthly basis to
eligible service users. Based on the needs of the service users,
provision of clothing may be requested from community resources and
other external donations.

Administering and delivering Assistance for Non-refoulement Claimants (NRC) is a unique yet challenging project. We have
over 200 staff members from different professions and cultural backgrounds working together to provide services for more
than 12,000 service users from over 70 nationalities. Since 2006, the services have been continuously evolving. | am blessed
to have such a strong team with tremendous dedication, courage and passion in enhancing the services to meet the needs

of service users and to fulfil the expectations of the public.
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Contact Information 1 &% & ¥
Service Hours ARFSIFRH : Mon - Fri EHi—ZH  9am-12nn; 2pm-5pm

AddressHiuhk : Address ik :
Unit 03-07, 12/F, Kwun Tong Harbour Plaza,
182 Wai Yip Street, Kwun Tong, Kowloon Tuen Mun, NT

JUBEER R | 0 DR BB E B E 512480307 E
Tel 5% : 2789 7601
E-mail E %K : astc@isshk.org

Tel Eaf: 2358 9600

19/F, Tuen Mun Central Square, 22 Hoi Wing Road,
L P S R 2298 T P P L SR 51948

E-mail E & : astc@isshk.org

Mr. J]ames Suen

B EE

AddressHzdk :

1/F, Li Po Chun Health Centre, 22 Arran Street,
Prince Edward, Kowloon
NEEATH B A9 E i R LS
Tel 5% : 34731500

E-mail E8E: astc@isshk.org
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