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Possible duplication of work of the LegCo Redress System
with the work of The Office of The Ombudsman

History of the ombudsman system in Hong Kong

The Office of the Unofficial Members of the Executive and Legislative Councils
(UMELCO Office) was established in 1963. One of the original purposes of establishing the
Office was to promote closer relationships between the Unofficial Members of the two
Councils and members of the public, who were invited to call at the Office to put forward their
views on any matter of public interest or to lodge individual complaints against Government
departments. In order to deal with public complaints more effectively, the UMELCO Office
was strengthened in 1970. A more effective system for dealing with public complaints and
representations evolved, with the objective of giving the maximum possible help to any person
who found himself in difficulty with a Government department and of providing every facility
for any person wishing to put forward to UMELCO his views or suggestions on any matter of
public concern.

2. The UMELCO Redress System as it has since been called has become better known
over the years. Members of the public have seen the UMELCO Office as an effective channel
to express their grievances.

3. Against this background and in the light of constitutional changes in Hong Kong,
UMELCO found it desirable to review the system in the context of the then existing channels
of redress available in Hong Kong. Accordingly, an UMELCO Ad Hoc Group was set up in
July 1985 to review redress systems in Hong Kong.

Establishment of COMAC

4. Based on the findings of the Ad Hoc Group, Government published a consultative
document “Redress of Grievances” in August 1986. Subsequently, the COMAC system was
established by the COMAC Ordinance (Chapter 397) enacted in July 1988. The Office of
COMAC came into being in February 1989, and started to receive complaints from 1 March
1989.

Mission of COMAC

5. The mission of COMAC is “to serve the community of Hong Kong by redressing
grievances and addressing issues arising from maladministration in the public sector, and
through the independent and impartial investigations, to bring about improvements and
promote fairness in public administration.” The definition of “maladministration” covers
abuse of power or authority which is unreasonable, unjust or oppressive, or which is based
wholly or partly on a mistake of law or fact. The Ordinance is intended to provide for the
public a means whereby an independent person outside the public service can investigate and



-2 -

report on grievances arising from administrative decisions, acts, recommendations or
omissions. The establishment of the Office is designed to supplement and strengthen the
existing channels for the redress of grievances, but not to replace them. In the early days
of COMAC, all cases had to be referred to his office by an Unofficial Member of the
OMELCO.

Extension of COMAC’s jurisdiction

6. Since the COMAC Ordinance came into operation, there had been three occasions on
which major amendments were enacted including the following:

(@) The public is allowed direct access to COMAC for the purpose of lodging
complaints without referral by an Unofficial Member of the LegCo (June
1994).

(b) COMAC is empowered to initiate direct investigations (June 1994).

(c) Extension of COMAC’s jurisdiction to include six major statutory bodies,
viz the Mass Transit Railway Corporation, the Kowloon-Canton Railway
Corporation, the Securities and Future Commission, the Urban Council, the
Regional Council and the Hong Kong Housing Authority (June 1994) and four
more major statutory organizations, viz the Airport Authority, the Hong Kong
Housing Society, the Land Development Corporation and the Vocational
Training Council (April 1996).

(d) The English title of “COMAC” was changed to “The Ombudsman” while
the Chinese title “f| IF:‘?{ETﬁ £1” remains unchanged (December 1996).

(e) With the Government’s extension of the Code on Access to Information to all
government departments, the Ombudsman is empowered to investigate
complaints on non-compliance with the Code against those government
departments previously not covered by the Ordinance, namely the Hong
Kong Police Force, Hong Kong Auxiliary Police Force, the ICAC and the
Secretariats of the Independent Police Complaints Council and the Public
Service Commission (December 1996).

7. Inclusion of the Hong Kong Examination Authority, Hong Kong Sports Development
Board and the Employees Retraining Board was supported by the Administration in principle,
but the inclusion of the Electoral Affairs Commission and civilian staff of the Hong Kong
Police Force was not supported.



8. At Appendix | are extracts from The Ombudsman Ordinance (Cap 397):
(@) S.7 on functions of Ombudsman;
(b) Schedule 1 on the organizations to which the Ordinance applies; and
(c) Schedule 2 on actions not subject to investigation by the COMAC.
Operation of the LegCo Redress System

9. Item (8) of Article 73 of the Basic Law stipulates that ‘the Legislative Council of the
Hong Kong Special Administration Region shall receive and handle complaints from Hong
Kong residents’. Unlike the Office of the Ombudsman, which is a statutory organization, the
scope of service of the LegCo Redress System is neither defined nor confined by the law. The
operation of the Redress System is presently neither covered by the Rules of Procedure and
House Rules of the LegCo. (There was a section on “Redress System” in the House Rules, but
since October 1995 this section was excluded because it was considered not related to
procedures governing the conduct of LegCo Business). Internal working guidelines are drawn
up for the staff of the Complaints Division of the LegCo Secretariat to follow in processing
cases.

10.  Under the existing system members of the public, in groups or on an individual basis,
may make representations on or seek solutions to problems arising from Government policies,
decisions, and procedures. They may also request assistance in their dealings with the
Government.

11.  Ingroups of six, Members take turns to be on duty each week to oversee the system and
to receive petitions as well as representations made by deputations. Inaddition, they take turns
to be on “ward duty” during their duty week to meet individual complainants who wish to
discuss their complaints with Member(s) in person, and to give guidance to staff of the
Complaints Division in processing cases.

12.  Members’ meetings with the public are held in the Complaints Division on a less
formal basis than other committee meetings held in the LegCo Building. These and the
follow-up case conference with the Administration are closed meetings. Subject to the prior
agreement of the parties involved, DRM meetings may be open to the media who are free to
take pictures and do filming during the meeting. They are not covered by the Legislative
Council (Powers & Privileges) Ordinance. The rules and procedures governing the committee
meetings of the Council do not apply to these meetings, viz there is no requirement of a
quorum, recording, S/l service (a translator is arranged beside the Member in need of the
service) and, for the purpose of confidentiality, no record of the cases are kept in the Library
for public perusal.
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Last review of the LegCo Redress System

13.  The LegCo Redress System was last reviewed in 1993 and 1994 in conjunction with the
reorganisation and review of services of the LegCo Secretariat. In these two reviews, several
options have been considered including:

(@) The Office of the Ombudsman to assume greater responsibilities for handling
complaints.

(b) Members’ ward offices to deal with complaints on “personal matters’, the
Complaints Division to handle group cases only.

(c) This is a modified version of Option (b). Instead of promulgating that cases
on ‘personal matters’ will be referred to and dealt with at Members’
individual offices, we simply cease reminding the public of the LegCo
Redress System by scaling down or suspending the publicity efforts on the
System, but those who approach the Complaints Division will continue to
have their cases processed under the Redress System.

(d) LegCo Panels to take on the responsibility of handling complaints from
groups.

Extracts of the two reports on the Complaints Division are at Appendix I1.

14.  Having considered the merits and demerits of the options, Option (c) was adopted. As
a result, announcements through TV APIs and radio broadcasts ceased. Staffing of the
Complaints Division was restructured by downgrading the head of the Division from Principal
Assistant Secretary to Chief Assistant Secretary level and deleting 7 posts (4 Assistant
Secretary, 1 Telephone Operator, 1 Typist and 1 Chinese Language Officer 1). The caseload
of the Complaints Division has also significantly dropped since 1994-95 as shown in
Appendix 1. The nature and outcome and the statistical breakdown of completed cases for
the years 1993-94 to 1997-98 are at Appendix IV.

Possible duplication of LegCo complaint cases with those of the Ombudsman

15.  On the basis of confidentiality and protection of personal data, there is no
communication between the Ombudsman and the LegCo Complaints Division on the cases
received respectively. It all depends on the complainant whether he would disclose which
other redress system(s) he has been to. There are some complainants who disclose that they
have been to the Ombudsman (and other redress systems) but they are not satisfied with their
findings or they would like the LegCo and the Ombudsman (and other redress systems) to take
up their cases simultaneously. In the latter case, we would suggest to hold on to the case
pending the outcome of the Ombudsman’s findings in order to avoid duplication. However, if
the complainant insists that we should proceed with the case simultaneously, we will act in
accordance with the complainant’s wish. In our experience, possibly due to the enhanced
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awareness of civil rights, it is quite common nowadays that complainants seek assistance from
various redress channels at different levels at the same time.

16.  With regard to duplication of work with that of the Ombudsman, it should be noted that
the Administration has made it very clear that the establishment of the Ombudsman is to
supplement and strengthen, and not to replace or change, the existing channels for the redress
of grievances. Moreover, in most of the cases, it would be difficult to decide whether they are
solely maladministration cases without examining them.

For Members’ consideration

17.  Members may wish to consider whether :

(@) The LegCo Redress System should exclude those cases which have been or are
being examined by the Ombudsman;

(b) Prima facie maladministration cases should also be excluded; and

(c) The LegCo Redress System should continue to be “played down”, i.e. the
cessation of publicity on the LegCo Redress System should continue.

Legislative Council Secretariat
12 August 1998



6 CAP. 397 The Ombudsman

PART Il

FUNCTIONS OF THE OMBUDSMAN
( Amiended 74 of 1996 5. 11)

7. Functions of Ombudsman

(1) The Ombudsman may investigate any action taken by or on behalf of—
(«) an organization set out in Part I of Schedule 1 in the exercise of
its administrative functions; or
(h) an organization sct out in Part Il of Schedule 1 in the exercise of
its administrative functions in relation to the Code on Access to
Information published by the Government,
in any casc where—

(i) a complaint is made by a person who claims to have sustained
injustice in consequence of maladministration in connection with
that action; or

(ii) notwithstanding that no complaint has been made to him, he is
of the opinion that any person may have sustained injustice in
consequence of maladministration in connection with that
action. (Repluced 74 of 1996 5. 6)

(2) The powers conferred on the Ombudsman by this Ordinance shall be
exercised in accordance with the provisions of this Ordinance but may be so
exercised notwithstanding any provision in any law to the effect that any
decision shall be final, or that no appeal shall lie in respect thereof, or that no
proceeding or decision of the organization whose decision it is shall be
challenged, reviewed, quashed, or called in question. (Amended 44 of 1994
5. 4: 740199 5. 11) '

(3) (Repealed 44 of 1994 5. 4)
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16 CAD. 397 The Ombudsman

SCHEDULE 1 [ss. 2 & 24]
ORGANIZATIONS TO WHICH THIS ORDINANCE APPLIES

PART 1
(Amended 44 of 1994 5. 17; 74 of 1996 5. 9)

Agriculture and Fisheries Departiment.
Airport Authority, (Added L.N. 155 of 1996)

All registries and administrative offices ol courts and (ribunals for which the Judiciary
Administrator has responsibility. ( Replaced L.N. 155 of 1996)

Architectural Services Department.

Audit Department.

*Auxiliary Medical Service (department). (Added L.N. 155 of 1996. Amended 57 of 1997 5. 34)
Buildings Department. (Replaced L.N. 282 of 1993)

Census and Statistics Department.

tCivil Aid Service (department). (Added L.N. 155 of 1996. Amended 58 of 1997 s. 34)
Civil Aviation Department.

Civil Engineering Department. ( Replaced L.N. 183 of 1992)

Civil Service Training and Development Institute. (Added L.N. 155 of 1996)
Companies Registry. (Added 8 of 1993 5. 28)

Correctional Services Department.

Customs and Excise Department.

Department of Health. (Added L.N. 414 of 1989)

Drainage Services Department. (Added L.N. 357 of 1989)

Education Department.

Electrical and Mechanical Services Department.

* Please sce the saving provisions contained in section 33(4) of Cap. 517.
1 Please see the saving provisions contained in section 33(4) of Cap. 518.
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CAP. 397 The Ombudsmun

Environmental Protection Department.

Fire Services Department.

General Oflice of Government House.  (Added L.N. 155 of 1996)
Government Flying Service.  (Added L.N. 242 of 1993)
Government Laboratory.

Government Land Transport Agency.

Government Property Agency.  (Added L.N. 181 of 1991)
Government Sccretariat.

Government Supplics Departient.

Highways Department.

Home AfTairs Department.  ( Replaced L.N. 155 of 1996)

Hong Kong Arts Development Council.  (Added 26 of 1995 5. 20)
Hong Kong Housing Authority. (Added 44 of 1994 5. 17}

Hong Kong Housing Society. (Added L.N. 155 of 1996)

Hong Kong Monetary Authority. (Added L.N. 97 of 1993)
Hospital Authority. (Added L.N. 420 of 1991)

Hospital Services Department. (Added L.N. 414 of 1989)
Housing Department.

Immigration Department.

Industry Department.

Information Services Department.

Information Technology Services Department.  (Added L.N. 373 of 1989)
Inland Revenue Department.

Intellectual Property Department. (Added L.N. 236 of 1990)
Kowloon-Canton Railway Corporation. (Added 44 of 1994 5. 17)
Labour Department.

Land Development Corporation. (Added L.N. 155 of 1996)
Land Registry. (Added 8 of 1993 5. 28)

Lands Department. (Added L.N. 282 of 1993)

Legal Aid Department.

Legal Department.

Legislative Council Secretariat. (Replaced 14 of 1994 5. 24)
Management Services Agency. (Added L.N. 383 of 1993)
Marine Department.

Mass Transit Railway Corporation. (Added 44 of 1994 5. 17)
Officc of the Telccommunications Authority. (Added L.N. 242 of 1993)
Official Languages Agency. (Added L.N. 155 of 1996)

Official Receiver’s Office. (Added L.N. 183 of 1992)

Planning Department. (Added L.N. 414 of 1989)

Post Office.

Printing Department.

Radio Television Hong Kong.

Rating and Valuation Department.

Authorized Loose-leaf Edition, Printed snd Published by the Government Printer,

Issue 14 Hong Kong Specisl Administrative Regi

FIWTE LI | g Y

HoBCEF o (4l 1993 Y 282 FEL PP LN {5 A
ISR ¥ o (U1 1996 S 1SS SEATNA TR A
URTRE-TIR

FE® -

iR -

HAMBE -

WGRARMF ~ (il 1990 5 236 S {12 0 )
BREUF® o (1993 G4V 282 JEITI A 1 (L EF)

S LR -

BOCHER ) -

B LT S -

BT FHILRERE -

BOSMRITIMIEER o (i1 1993 1155 242 SEIL TIN5 10 )
BSERR o (il 1991 TAISI GELRLAEINHE)
BRI -

BT -

KIEAREREIR R R AGREM - (1l 1996 F5Y 155 SELR A HEH)

HHE -

BEFBRXE -

HIEAE -

Tk B AT o (11 1994 5544 BEX 17 BRI HE)
PRk RIS BN« (1l 1994 Y a4 SETY 17 JESAE)
TR O o (11 1996 155 155 SEiL: 110 100 4h)
Filk GHITRLRS (11 1993 95 97 SEiA 2N 108 0E)
Filkgm -

FHikwE -

TUk SR BEIR R o (1) 1995 S35 26 B4 20 RIS HE)
HiE 3

NP -

29

MR -

WASTEIRT o (1l 1992 4E55 183 Sk 2N 1548 )
LERPEAFR -

BW® -

HER-

BHE -

WIRITBUR = (1l 1994 (FHY 44 SE4Y 17 BERAE)
BRI -

BUMIF (1 1989 55 414 SELL T2 598 1)

%R -

O E

BLER -

WHER o (11 1989 S5 357 LRI HE)

SRS CUA ol A AT I LT PR E RS A LT AL St

L BTY ]



18 CAP. 397 The Ombudsman

Regional Council. (Added 44 of 1994 5. 17)

Regional Services Department.

Registration and Electoral Office. (Added [.N. 251 of 1994)
Registry of Trade Unions.

Royal Observatory.

Secretariat of the Standing Commission on Civil Service Salaries and Conditions of Service.
( Added L.N. 155 of 1996)

Secretariat of the Standing Committee on Disciplined Services Salaries and Conditions of Service.
(Added L.N. 155 of 1996)

Securities and Futures Commission. (Added 44 of 1994 5. 17)

Social Welfare Department.

Technical Education and Industrial Training Departiment.

Television and Entertainment Licensing Authority.

Territory Development Department.

Trade Department.

Transport Department.

Treasury.

University Grants Committee, Secretariat.  ( Amended L.N. 35 of 1995)
Urban Council. (Added 44 of 1994 5. 17)

Urban Services Department.

Vocational Training Council. (Added L.N. 155 of 1996)

Water Supplies Department. :
{ Amended L.N. 76 of 1989; L.N. 373 of 1989; 8 of 1993 5. 28)

PART 11
Independent Commission Against Corruption.
Royal Hong Kong Auxiliary Police Force.
Royal Hong Kong Police Force.’
Secretariat of the Independent Police Complaints Council.
Secretariat of the Public Service Commission.
(Part Il added 74 of 1996 5. 9)

SCHEDULE 2 [s. 8]

ACTIONS NOT SUBJECT TO INVESTIGATION

I Any action taken in matters certified by the Governor as affecting security, defence or
international relations (including rclations with any international organization) in respect of Hong
Kong.

2. The commencement or conduct of any proceedings, whether civil or criminal, before a court
of law or tribunal in Hong Kong, including any decision whether or not to prosecute any person
for an offence.
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CAPD. 397 The Ombudsman

3. Any cxercise of the prerogative of mercy.

4. Any action taken in refation to contractual or other commercial transactions but excluding
procedures adopted in inviting tenders, determining the qualification of persons entitled to tender
and the selection of the successful tenderer,

5. Any action taken in respect of appointments or removals, pay, conditions of scrvice,
discipline, pension, supcrannuation or other personnel maltters, in relation to —
(a) scrvice in any office or employment under the Government or under any
organization; or
(h) scrvice in any office, or under any contract for services, in respect of which power to
lake action, or to determine or approve the action to be taken, in such matters is
vested in the Governor or any organization. (Amended 44 of 1994 5. 18)

6. The grant of honours, awards or privileges within the gift of the Crown.
7. Any action taken personally by the Governor.

8. Any decision concerning the imposition or variation of any condition of granting, extending
or renewing any interest in Crown land. (Added 44 of 1994 5. 18)

9. Any action taken in refation to the Hong Kong Codes on Takeovers and Mergers and Sharce
Repurchases issued by the Securities and Futures Commission. (Added 44 of 1994 5. 18)

10. Any action taken by the Independent Commission Against Corruption, the Royal Hong
Kong Auxiliary Police Force or the Royat Hong Kong Police Force in relation to the prevention,
detection or investigation of any crime or offence, whether or not the action is taken solely by any
one of these organizations, or jointly by more than one of these organizations or by any onc or
more of them together with any other organizations or persons. (Added 74 of 1996's. 10)
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A Table showing the Numbers of Cases and

Telephone Enquiries received by Month in the LC Paper No- CP 166/98-99(03)
1993-94 to 1998-99 LegCo Sessions Appendix III

% of New Cases handled by Telephone Cases referred to
1993-94 New Cases Members Enquiries DRM Site Visit Case Conference Ward Interview  Consult Case Ombudsman
October 191 - 213 25 0 3 11 34 -
November 242 - 193 34 1 7 11 56 -
December 164 - 154 10 0 3° 11 24 : -
January 211 - 215 24 0 2 13 36 -
February 184 - 172 14 0 2 6 28 -
March 253 - 237 24 1 2 12 35 -
April 166 - 142 30 0 2 i1 16 -
May 238 - 213 28 0 6 9 24 -
June 179 - 137 19 0 4 17 20 -
July 154 - 133 28 0 3 11 15 -
August 163 - 115 26 0 3 16 12 -
September 140 - 111 19 0 4 11 8 -
Total 2285 38.6% 2053 281 2 41 139 308 99

% of New Cases handled by Telephone Cases referred to
1994-95 New Cases Members Enquiries DRM Site Visit Case Conference Ward Interview  Consult Case Ombudsman
October 132 - 109 15 0 4 8 6 -
November 137 - 124 19 0 13 9 6 -
December 120 - 78 19 0 5 6 10 -
January 93 - 70 8 0 3 10 12 -
February 83 - 66 6 0 3 3 5 -
March 132 - 96 20 0 3 3 11 -
April 102 - 76 17 0 8 4 1 -
May 133 - 128 27 0 6 5 23 -
June 135 - 92 21 0 5 3 8 -
July 146 - 142 13 0 9 6 13 -
August 87 - 73 0 0 0 0 0 -
September 53 - 81 0 0 0 0 0 -
Total 1353 30.5% 1135 165 0 59 57 105 11

% of New Cases handled by Telephone Cases referred to
1995-96 New Cases Members Enquiries DRM Site Visit Case Conference Ward Interview  Consult Case Ombudsman
October 95 - 183 10 0 0 3 2 -
November 131 - 204 20 0 6 0 14 -
December 82 - 182 15 0 9 3 3 -
January 124 - 194 12 1 6 2 12 -
February 84 - 121 12 0 2 4 11 -
March 119 - 177 12 0 3 2 5 -
April 91 - 127 17 0 7 3 6 -
May 122 - 153 13 0 8 ‘5 16 - -
June 139 - 132 12 0 6 2 12 -
July 114 - 122 14 0 5 4 19 -
August 96 - 98 8 0 4 3 16 : -
September 272 - 117 5 0 7 7 14 -
Total 1469 45.3% 1810 150 1 63 38 130 4




% of New Cases handled by Telephone Cases referred to
1996-97 New Cases Members Engniries DRM Site Visit Case Conference Ward Interview  Consult Case Ombudsman
October 123 - 175 14 0 2 6 10 -
November 110 - 164 20 1 7 1 5 -
December 70 - 97 1 1 4 4 9 -
January 63 - 119 9 0 5 3 10 -
February 87 - 67 9 0 5 0 5 -
March 75 - 106 4 1 3 1 3 -
April 88 - 150 8 0 3 0 1 -
May 65 - 101 5 0 5 0 7 -
June 61 - 93 6 0 5 1 2 -
Total 742 35.7% 1072 86 3 39 16 52 1

% of New Cases handled by Telephone Cases referred to
1997-98 New Cases Members Enquiries DRM Site Visit Case Conference Ward Interview  Consult Case Ombudsman
July 64 - 149 5 0 0 1 9 -
August 76 - 115 2 0 1 4 0 -
September 66 - 161 10 0 1 3 0 -
October 139 - 246 6 1 5 1 2 -
November 114 - 275 7 0 5 0 2 -
December 82 - 170 8 2 5 0 2 -
January ! - 124 7 0 2 1 1 -
February 72 - 132 4 1 4 0 0 -
March 89 - 123 7 0 2 0 0 -
April 52 - 104 2 0 1 1 1 -
May 62 - 74 0 0 1 0 0 -
June 74 - 120 7 0 1 1 1 -
Total 961 26.2% 1793 65 4 28 12 18 0

% of New Cases handled by Telephone Cases referred to
1998-99 New Cases Members Enquides DRM Site Visit Case Conference Ward interview  Consult Case ‘Ombudsman
July 110 - 189 21 0 8 4 0 -
August
September
October
November
December
January
February
March
April
May
June .
Total 110 31.8% 189 21 0 ] 4 0 0
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Nature of Completed Cases

LC Paper No. CP 166/98-99(03)

REDRESS SYSTEM: NATUREPPRBS ST 4O ME oF

AL R S CoMPLETED CASES {1.10.93 - 30.9.94)

Outcome of Complaints Cases

Resolved 275 45.6%
Other assistance given 51 8.5%
Explanation given for not 277 459%
pursuing cases further

Outcome of Appeals Cases

Resolved 11 33.3%
Other assistance given 5 15.2%
Explanation given for not 17 51.5%
pursuing cases further

Outcome of Requests for Assistance Cases

Complaints 603  26.0%
Appeals 33 1.4%
Requests for assistance 882  38.0%
Proposals/Views 647  27.8%
Enquiries 99 4.2%
Marters which are not 54 2.3%
related to the work of the

Administration or which

are subjudice

Civil service matters 7 0.3%
Total 2325 100%
Opverall Outcome of Complaints Cases

Resolved 805  34.6%
Other assistance given 150 6.4%
Information given/ referrals 634  27.3%
made

Explanation given for not 736 31.7%
pursuing cases further

Total 2325 100%

Resolved 439 49.8%
Other assistance given 78 8.8%
Information given/ referrals 114 12.9%
made

Explanation given for not 251 28.5%
pursuing cases further
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£ REDRESS SYSTEM: STATISTICAL BREAKDOWN BY GOVERN- .
A N RSN MENT DEPARTMENTS AND NON-GOVERNMENT BODIES OLTCOME

Resolved

Other assistance groven

Information grven/referrals made

Explanation given for ot pursuing case further

oAa®a

Matrers which are
not rdiRdf lg the
i work Of the . .
. R:qt,mm o . . Administration or Civil Service
Complaints Appeals assistance Proposals/Views Enquiries which are subjudice Marters Total

OUTCOME: - ,
DEPARTMENT Al : P A B c D
HOUSING 5
TRANSPORT ;
GRBAN SERVICES 5
H

P
o
>
w
o]
o
e
[a]
<

C A B C D A B C

0 0 0 0 W N
1] 0 0

—le|olo|uw]={iv]—{—~l=|olu]|=|c|=[—|wl—=]|o| +|o
19

w
73 193 vid

IUR VA ST 11Y Y (W) [vid

=

b [

-3

<

R

A
[}
22 d
)
0

Gslre

=

olejo| w

MMIGRATION
OYAL HONG RONG POLICE FORCE
ECURITY BRANCH
LANDS DEPT
GiTY & NEW TERRITORIES ADMIN
OCIAL WELFARE
BUILDINGS DEPARTMENT 11
LANNING. ENVIRONMENT & LANDSBR |0
_CORRECTIONAL SERVICES
LABOCR
TEGAL AID
HOSPITAL ACTHORITY
EDUCATION
“WATER SUPPLIES
| JCDICIARY 1
HEALTH & WELFARE BRANCH i
ENVIRONMENTAL PROTECTION :
INLAND REVENUE
RANSPORT BRANCH
EGIONAL SERVICES - 1
POST OFFICE 1
CONSTITUTIONAL AFFAIRS BRANCH
EDUCATION 8 MANPOWER BRANCH
DEPARTMENT OF HEALTH
CIVIL SERVICE BRANCH 1
FINANCE BRANCH 0
HIGHWAYS 1
AGRICULTURE & FISHERIES
DRAINAGE SERVICES
CUSTOMS &c EXCISE
ELECTRICAL & MECHANICAL SERVICES
FINANCIAL SERVICES BRANCH
RECREATION & CULTURE BRANCH
|_FIRE SERVICES
LANNING
RATING & VALUATION
RADIO TELEVISION HONG KONG
TELA
GOVERNMENT PROPERTY AGENCY
ECONOMIC SERVICES BRANCH
LEGAL
TRADE
CIVIL AVIATION
WORKS BRANCH
OFFICE OF TELCOM, ACTHORITY,
COMPANIES REGISTRY
1ICAC
TERRITORY DEVELOPMENT
CIVIL ENGINEERING
CHIEF SECRETARY'S OFFICE
MARINE
OFFICIAL RECEIVER'S OFFICE
STUDENT FINANCIAL ASST AGENCY
TREASURY 0
ARCHITECTURAL SERVICES
CIVIL AID SERVICES i 0
GOVERNMENT LABORATORY
GOVERNMENT SUPPLIES
| TRADE & INDUSTRY BRANCH
HOSPITAL SERVICES
INTELLECTUAL PROPERTY DEPT.
LAND REGISTRY
NEW AIRPORT PRO[ECTS CO-ORD. OFF.
PUBLIC SERVICE COMMISSION
ROYAL OBSERVATORY
NON-GOVERNMENT,
TOTAL 75§ 77 Tl s 7] 4
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REDRESS SYSTEM: NATURE AND OUTCOME OF

il 1y = COMPLETED CASES (1.10.94 - 30.9.95)

Nature of Completed Cases

LC Paper No. CP 166/98-99(0:

Outcome of Complaints Cases

Resolved 154 30.8%
Other assistance given 58 11.6%
Information given/referrals 23 4.6%
made

Explanation given for not 265 53%

pursuing cases further

Outcome of Appeals Cases

Resolved "’ 13 40.6%
Other assistance given 2 6.3%
Explanation given for not 17 53.1%

pursuing cases further

; Complaints 300 33.4%
. Appeals 32 2.1%
Requests for assistance 449 30%
| Proposals/Views 389 26%
Enquiries 84 5.6%
Matters which are not 32 2.1%
i related to the work of the
| Administration or which
. are subjudice
Civil service matters 11 0.7%
Total 1,497 100%

Outcome of Requests for Assistance Cases

Resolved 158 35.2%
Other assistance given ' 94 20.9%
Informatdon given/ referrals 37 8.2%
made

Explanation given for not 160 35.6%

pursuing cases further

~ Overall Outcome of Complaints Cases

Resolved 426 28.5%
Other assistance given 173 11.6%
Information given/ referrals 281 18.8%
made

Explanation given for not 617 41.2%
pursuing cases further

Total 1,497 100%
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LC Paper No. CP 166/98-99(0.

. ("
LPPENDIN REDRESS SYSTEM: NATURE AND OUTCOME  appendix IV(iii)
OF COMPLETED CASES (01.10.95 TO 30.09.96)

—> Outcome of Complaints Cases

Resolved 100 29.2%
Other assistance given 74 21.6%
Nature of Completed Cases ) Information given/referrals '212 6.4%
Complaints 343 27.9% made
Appeals 20 1.6% Explanation given for not 147  42.8%
_ - pursuing cases further
Requests for assistance 367  29.9%
Proposals/Views 371 30.2%
Enquiries 66 5.4% —> QOutcome of Appeals Cases
Matters which are not 58 4.7% Resolved 5 25%
related to the work of Other assistance given 1 5%
the Administration or . ; =49
which are subjudice Explanation given for not 14 0%
_ pursuing cases further
Civil service matters 4 0.3%
Total 1,229 100%
—> Qutcome of Requests for Assistance Cases
Resolved 134 36.5%
Other assistance given 72 19.6%
Information given/referrals 27 1.4%
made
Explanation given for not 134 36.5%
pursuing cases further

Overall Outcome of Complaints Cases

Resolved 310 25.2%
Other assistance given 151 12.3%
Information given/referrals made 265 21.6%
Explanation given for not pursuing 503 40.9%
cases further )

Total 1,229 100%
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Appendix IV(i
REDRESS INFORMATION SYSTEM: NATURE AND O{JTC(()%XIZZ OF

- ?6'/,/,«”(//9- 7 CASES COMPLETED BETWEEN 1 OCTOBER 1996 AND 30 JUNE 1997

Nature of Completed Cases

—3> Outcome of Complaint Cases

Made

Resolved 99  36.7%
Suitable Assistance Given 62 23.0%
Information Given/Referrals

3 1.1%

Not Pursued

Complaint 270 27.7%
Appeal 12 1.2%
Request for Assistance 252 25.8% M
Proposal/Suggestion 374 38.3%
Enquiry 27 2.8%
Private/Subjudice 39 4.0%
Civil Service Matter 2 0.2%
Total 976  100%

106  39.2%

Made

—> Qutcome of Appeal Cases )
Resolved 1 8.3%
Suitable Assistance Given 8.3%
Information Given/Referrals 2 16.7%
Made
Not Pursued 8 66.7%

> Qutcome of Request for Assistance Cases
Resolved 75 29.8%
Suitable Assistance Given 46 18.3%
Information Given/Referrals 34 13.5%

Not Pursued

97 38.4%

. Overall Outcome of Completed Cases

Resolved 208 21.3%
Suitable Assistance Given 116 11.9%
Information Given/Referrals Made 119 12.2%
Not Pursued 533 54.6%
Total 976 100%
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LC Paper No. CP 166/98-99(03)

Appendix IV(v)

Provisional Legislative Council Redress Information System
Nature and Outcome of Cases
Completed between 01-Jul-1997 and 30-Jun-1998

" Nature of Completed Cases

— Outcome of Complaint Cases

| Complaint 333 33.4%
| Appeal 9  09%
| Request for Assistance 323 324%
Proposal/Suggestion 208 20.9%
Enquiry 57 5.7%
Private/Subjudice 57 5.7%
Civil Service Matter 9 1.0%
| Total 996  100.0%

Overall Outcome of Completed Cases

Resolved. 243 24.4%
Suitable Assistance Given 184 18.5%
Information Given/Referrals Made 348 34.9%

; Not Pursued 221 22.2%

| Total 996 100.0% |

Resolved 95 28.5%
| | Suitable Assistance Given 62  18.6%
f Information Given/Referrals Made 94 28.2% |
| Not Pursued 82 24.7%

Outcome of Appeal Cases

Resolved 4 44.4%

Suitable Assistance Given 0 0.0%

Information Given/Referrals Made 4 44.4%

Not Pursued 1 11.2%
— Outcome of Request for Assistance Cases

Resolved 105 32.5%

Suitable Assistance Given 88 27.2%

Information Given/Referrals Made 92 28.5%

Not Pursued 38 11.8% |

* * * Fnd of Report * * *
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I — - Pager 1
Statistical Breakdown, by Government Policy Bureaux/Departments, Independent Organizations - Outcome A : Resolved

and Non-Government Organizations, of Completed Cases B : Suitable assistance given

C . Information given / referrals made
From 01-Jul-1997 To 30-Jun-1998 D : Not pursued
Requests for Private/ Civil

o o Nature :  Complaints Appeals assistance  Proposals/Views Enquiries Sub-judice Service Total

L ~_ _Outcome:|A B C DA B C D [A B C D|A B ¢ D_]—A B C D [ A B CoD ] A B C D .
Government Policy Bureaux/Departments

HOUSING DEPARTMENT 24 15 9 10/0 0 1 027 14 19 5[1 5 16 4]2 0 7 1]Jo 0 0 olo o 1 o 161
IMMIGRATION DEPARTMENT 0 0 2 20 0 0 o032 19 28 82 1 1 2|0 0 10 olo o 1 o6 0 o % 108
SOCIAL WELFARE DEPARTMENT 2 0 3 3/0 0 0 O0[16 3 18 2(0 1 4 1]0 0 3 0l0o o0 o0 1]0 o 0 o 57
HONG KONG POLICE FORCE 5 219 9/0 0 0 0;0 2 3 3|1 1 3 0|0 0 3 0l0 0 o0 slo o o o 56
TRANSPORT DEPARTMENT 6 1 7 2|1 0 o0 of[1 3 3 0|5 5 6 7]1 0 0 0|0 0 0 0]lo0 0o o0 o 48
URBAN SER VICES DEPARTMLNT 9 3 8 2|0 0 o0 o0[1 1t 1t 0]2 0 2 0]0 0 2 o0lo0o o0 o 110 o 1 o 3
BUILDINGS DEPARTMENT 8 5 2 2|0 0o 0 o5 4 0o o0fl0 0 2 1]0 0 0 0|0 0 o0 o0lo 0o o0 o 29
LEGAL AID DEPARTMENT ‘1 5 2 6l0 0 0 0]3 1 2 6|0 06 0 0l0 0o 1 110 0 o ol 0 o 1 29
LANDS DEPARTMENT 9 3 2 11 0 1 o1 2 3 2[0 0 o 1|0 o0 2 o06]0 0 0 olo o o o 28
CIVIL SERVICE BUREAU ! 1 2 2[0 0 0o o0[0 0 0 2[0 0 4 1[0 0 1 0lo 0 o0 olo0o o 3 2 19
CORRECTIONAL SERVICES DEPARTMENT 0 0 7 30 0o 0o 0[0 2 0 0[0 0 1 0|0 0 0 0]0 0 4 0l0 0 0 1 18
LABOUR DEPARTMENT 01 1t 1o o 0o o2 4 1 0]0o 0 2 1l0 0 3 0]Jo 0 o0 oo 0 0 o 16
HOME AFFAIRS DEPARTMENT 1 3 1 2/1 0 0 0|0 3 0 0|0 1 2 0|0 0 0 o0|l0 0 1 0lo 0 o o 15
[TRANSPORT BUREAU 0 3 1 0{0 0 0 0|1 0 0 0|4 5 1 0[0 0 o0 0]0 0 o0 o0lo 0 o0 o 15
PLANNING, ENVIRONMENT & | ANDS BUREAU 1 1 0 o|lo0o 0 0 o3 2 1 0o{t 0o 2 2]0 0 1 0]l]o 0 o0 o0lo0o 0 o0 o 14
HEALTH & WELFARE BUREAU 01 0 o[0 0 0 0|0 0 0 o2 1 7 1]0 0 1 0|0 0 0 0]o0o 0 0 o 13
ECONOMIC SERVICES BUREAU 1 0 0o o[t 0 0 o1 3 0 03 1 0 1/0 0 0 0]/0 0 o0 0]0 0 0 o 1]
[EDUCATION & MANPOWER BUREAU 1 0 0 of[0o o 0 o]0 1 0 0|1 o 7 olo o0 0 olo o o 1J0 o 0 o T
HOME AFFAIRS BUREAU 0 0 2 2[0 0 0 0|1 0 0 0|1 0 4 1/l0 0 0 0l0 0 0 o0l0 0 0 o0 n
CUSTOMS & EXCISE DEPARTMLNT 3 0 0 0[0 0o o0 0|0 7 0 0|0 0 0 0|0 0 0 0olo o0 o ol0 o o0 o 10
EDUCATION DEPARTMENT 1 0 1 1|0 0 0 0]0 4 0 01 1 0 1]0 0 0 0]0 0.0 0o o 0 0 10
ENVIRONMINTAL PROTECTION DEPARTMENT 2 1 1 2{0 0 0 0|0 0 0 0[O0 1 2 00 0 1 0|0 o0 0 o0l0 0 0 o 10
WATER SUPPLIES DEPARTMENT 3 1 0 20 0 0 0|1 0 0 0]0 0 0 0|1 0 1 o0lo o0 o o0 o o o 9
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Date:  30-Jun-1998
Time: 5:59 pm
Page 2

Statistical Breakdown, by Government Policy Bureaux/Departments, Independent Organizations
and Non-Government Organizations, of Completed Cases

From 01-Jul-1997 To 30-Jun-1998

Outcome A :
. Suitable assistance given

. Information given / referrals made
. Not pursued

ocaow

Resolved

Nature

Complaints

Appeals

Requests for
assistance

Proposals/Views

Enquiries

Cocivil
_Service

Privaléi _

Outcome :

B C

B

C

B

C

B

C

D

B

Sub-judice

Total

C B C B C
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Provisional Legislative Council Redress Information System
Annual Statistics Report

Date: 30-Jun-1998
Time: 3:59 pm

R, B ) Page. 3
Statistical Breakdown, by Government Policy Bureaux/Departments, Independent Organizations Outcome A : Resolved
and Non-Government Organizations, of Completed Cases B : Suitable assistance given
C : Information given / referrals made
From 01-Jul-1997 To 30-Jun-1998 D : Not pursued
. Requests for Private/ Civil
- ~_Natre Complaints Appeals assistance _ Proposals/Views  Enquiries Sub-judice Service Total
Oucome:|A B C D|/A B C D|A B ¢ D|A B C D|A B € D[A B ¢ bD[A B C D
POST OFFICE T 0 2 0 0/l0 0 0 olo 0 0o 0/0 0o 0 0|0 o 0 0|0 0 0 0|0 0 0 O 2
RATING & VALUATION DEPARTMENT 0 1 0 0]0o o0 o 0lo o o oflo o 0 1|0 0o 0 o0}lo 0o 0o 0{0 0 0 o 2
TERRITORY DEVELOPMINT DEPARTMENT 1 0 0 0/0 0 0 0|1 0 0 0|0 0 0 0|0 0 0 0|0 0 o0 06}(0 0 0 o 2
TREASURY 0 o0 0 0|0 0 0 0|0 0 0 0]0 1 0 0|1 0 0 0|0 0 0 0f(0 0 0 0O 2
CIVIL AVIATION DEPARTMENT 1 0 0 0|0 0 0 0|0 0 0 0|0 0 0 0|0 0 0 0|0 0 0 0|0 0 0 0 1
DRAINAGE SERVICES DEPARTMENT 0 0 0 0J]o 0 o 0jo0o 0 0 olo o0 0 1/]0 0 0 0|0 0o 0 0{0 0 0 O 1
FINANCIAL SERVICES BUREAU 0 0 0 0|0 0 0 0l0O 1 0 0|0 0 0 0,0 0 0 0|0 0 0o 0j0 0 0 O 1
GOVERNMENT FLYING SERVICE 0 0 0 0|0 0 0 o|t o o ol0 o o0 olo o o o|o0 0o o oflo o o0 o 1
HK OBSERVATORY 0 0 0 0]0o 0 0 0|0 0 0 o0o|r 0 0 0l0o 0o o0 0|0 0 0 0|0 0 0 O 1
LAND REGISTRY T 0 0 0 0]0 0 0 0lo 0 0o ojo o0 o olo o 1 0o]jo 0o o oo o o0 of 1
STUDENT FINANCIAL ASSISTANCE AGENCY o 0 1 olo o o 0|lo ©6 0 0J]0 0 0 0|0 0 0o 0|0 0 0 0|0 O O O 1
TRADE DEPARTMENT o 1 0 0 0|0 0 0 0]/0 0 0 6|0 0 0 0|0 0 0 0({0 0 0 0|0 0 0 o0 1
Sub-total 91 58 81 624 0 3 0105 8 8 30|29 31 8 40|7 0 42 3/0 0 6 10/0 0 5 4| 89
Independent Organiz?tions
HOSPITAL AUTHORITY 3 1 8 4]0 0 0 0]J]o 0 2 1]0o 1 5 o6Jo o 1 olo o0 o ofo o o O 26
upiclary o 0 0 1]0 0 1 1]0 1 2 1l0 0 0 1/0 o o ofo 1 2 2/0 0o 0 0O 13
CONSUMER COUNCL. o 0 I 0lo 0 o 0Jo o 0o 0Jlo o 1 1{0 0 o 0fo 0 1 0|0 0 0 O 4
INDEPENDENT COMMISSION AGAINST CORRUPTION o 0 1 3]0 0 0 0]o o 0 0]o 0 o 0|0 0 0 0|0 0 0 0|0 0 o 0 4
OFFICE OF TIIE OMBUDSMAN 0 0 0 2]0 0 0 0/l0 0 0 0(0 0 0 1|0 0 0 0[O0 0 0 0|0 O O O 3
OFC OF PRIVACY COMMISSIONER FOR PLRSONALDATA |1 0 0 0]0 0 0 0|0 0 0 0|1 0 ©0 0]0 0 0 0|0 0 0 0[O0 0 0 0 2
1K TRADE DEVELOPMENT COUNCIL 0 0 0 0]0 0 0 0]o 1 0 0/0 0 0 0/l0 0 0 0/l0 0 0o 0|0 0 0 0 1
Sub-total T 4 1 10 10/]0 0 1 1]0 2 4 2|1 1 6 3|0 0 1 00 1 330 0 o o s3]
Non-Government O_r—ganizz;iions o
INON-GOVERNMENT 0 3 3 10[ 0 0 0 0]J]o 3 6 6|1 1t 4 8[1 o0 3 oTo 0 s 3?‘[3_ 0 0 o 84




R130 Provisional Legislative Council Redress Information System Date:  30-Jun-1998

. Time: 35:59 pm
- . _ Annual Statistics Report Page y

Statistical Breakdown, by Government Policy Bureaux/Departments, Independent Organizations . Outcome A : Resolved
and Non-Government Organizations, of Completed Cases

Suitable assistance given

B :
C : Information given / referrals made
From 01-Jul-1997 To 30-Jun-1998 D :

Not pursued
. Requests for . . Private/ Civil
- o Nature :  Complaints Appeals assistance  Proposals/Views ____!igqgne_s__  Sub-judice Sg_wiﬂ,'___ﬂ_’r_gtg_l
Outcome:|A B C D[A B C D|]A B C D|A B C€C D|/A B C D[A B ¢ D|A B C D
Sub-total I 0 3 3 10/0 0 0 0|0 3 6 6|1 1 4 8|1 0 3 0lo 0o s 30[0 0o 0 o 84
Totat 95 62 94 &[4 0 4 11058 92 38(31 33 93 S1|8 O 46 3|0 1 14 42|0 0 S5 4| 9%

*** End of Report * * *




