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I # Vision
WREBOATXITEHAFEMARE - FAES=FE @ REER -

To ensure that Hong Kong is served by a fair and efficient public
administration which is committed to accountability, openness and
quality of service

fifdF Mission

BT BMRREMIRE - AIB MERERNENAMITERE LM S|
EAEMELE - ANIES ARTHAORENKFE - FERHTHRAF

Through independent, objective and impartial investigation, to redress
grievances and address issues arising from maladministration in the
public sector and bring about improvement in the quality and standard
of and promote fairness in public administration

{84 Values

AR EEMHSEHITIHE

o EBTAERE  AMRMEAFRNEEEENHIMRRERED
B 55

o XMRMIMEERIL

o AR TIKF - PISKEITAESIEIIGE

e Maintaining impartiality and objectivity in our investigations

e Making ourselves accessible and accountable to the public and
organisations under our jurisdiction

e According the public and organisations courtesy and respect

Upholding professionalism in the performance of our functions
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in person
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by phone

@1.9%

RIFNREBEHAZBIRLCEE » £ F1FH
ETFASANIHERHNER
Complaints outside our statutory

purview closed within 15 working days
after initial assessment
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Complaints concluded by investigation
or inquiry within 3 months

EENRTITARNTHBEERENEER

Complex cases concluded by
investigation or inquiry within 6 months
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Closed after assessment Resolved by mediation
B IRIFI SR
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Concluded by inquiry Concluded by full investigation
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Direct investigation Cases related to access

operations completed to information completed
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Oon the doorstep of the 35th
anniversary, |1 will lead the Office
to serve the public with vigour
and dedication. We shall set
targets and strive for results, and
perform our gatekeeping role

conscientiously for the continuous
betterment of the community.
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With the lifting of mask-wearing requirement in March 2023,
the year 2023/24 is the first full year where lives in the Special
Administrative Region have gone back to normality since the
COVID-19 pandemic.

Notable Figures in 2023/24

This year, we saw a decline in incoming complaints and logged
a total of 4,351 complaints, which is the lowest in the recent
five years. In particular, we see a big drop in pandemic-related
complaints: from 766 last year to 33 this year and the discontent
and grievances expressed in these complaints were drastically
less poignant. We completed 4,397 cases, and were able to
achieve all our performance pledges in handling enquiries, new
complaints, re-assessment and review of complaints.
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A total of 187 cases were concluded by mediation. As pandemic-
related cases were particularly suitable for mediation, hence we
saw an unprecedented number of such cases last year. We can
see that more public organisations are receptive to resolving
complaints swiftly and efficiently through mediation. Meanwhile,
we conducted full investigations into 95 cases, which required
in-depth probing or involved systemic issues. This year, we
also completed 10 direct investigation operations. In these full
investigations and direct investigation operations, we made a total
of 186 recommendations, more than 90% of which have already
been accepted by the relevant bureaux and departments, while
the rest are still under consideration.

Highlights of Our Work

We have been enhancing community awareness of the role and
services of The Ombudsman so that complainants would know
that they can seek redress from an independent, objective and
impartial channel. While promotion efforts were inevitably affected
by the pandemic, we maintained exposure by making better use
of our website and social media channels. We have redesigned
our website and the online complaint form to make them more
user-friendly. We launched a publicity campaign in September
2023 with the theme “Hong Kong needs a clear mirror”, making
use of outdoor advertisings, advertising spaces of public transport
and social media. The annual Ombudsman’s Awards Presentation
Ceremony was held in full scale and continued to generate
attention in the society. In addition to regular outreach talks to
schools, we held a Youth Contest in November 2023 to increase
awareness of our work among teenagers. Our involvement in the
leadership forum for newly appointed principals also raised their
awareness of our duties whilst contributing to their professional
development.
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We have been fostering improvement in the quality and
fairness in public administration by making pertinent and
feasible recommendations to tackle issues arising from
maladministration and monitoring their implementation, as well
as encouraging and motivating Government departments and
public organisations to proactively improve public administration
and complaint handling. In the last five years, we have made
a total of 907 recommendations. These recommendations
would entail introducing new regulatory measures, improving
existing regulatory and enforcement procedures and guidelines,
strengthening multi-departmental collaboration, and protecting
vulnerable groups. Our recommendations cover a wide range of
issues affecting people’s livelihood, such as 1823's handling of
complaints and enquiries, rodent and mosquito prevention and
control, street obstruction, abandoned vehicles on government
land, street cleansing service, kaito ferry services, reporting of
suspected child abuse cases, boarding sections of schools for
children with intellectual disabilities, and community care vouchers
for the elderly. More than 90% of our recommendations have been
accepted. Itis encouraging that bureaux and departments have all
responded positively and proactively, often taking improvement
actions even before we complete our investigations.

We have been enhancing transparency, efficiency and quality
of our work by announcing and publishing more investigation
reports of complaint cases and seeking the views of the public
when carrying out direct investigation operations. In the last
five years, we have published a total of 122 full investigation
reports on our website. We have also added a search function
to further facilitate public access to relevant reports. For direct
investigation operations, in addition to publishing the full reports
upon completion, we declared all direct investigation operations to
the public at the early stage and invited comments from members
of the public. We have started live-streaming press conferences
to announce findings of our direct investigation operations such
that members of the public can watch them too. Internally, we
have been regularly reviewing and enhancing various operational
procedures to make sure that our practices are up-to-date.
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We have been building our professional capacity through enhancing
technological infrastructure, staff development and knowledge
management. We have been analysing the training needs of our
staff and devising staff development plans accordingly for capacity
building. The pandemic has speeded up our use of information
technology and enabled us to maintain our service to the public
even at the peak of the fifth wave. We are now working on further
digitalisation of operations and building a more sophisticated
knowledge base to meet future needs.

We have reinforced our international footprints by joining
international conferences and meetings of ombudsman institutes.
Staff members of the Office shared Hong Kong's experience in
international conferences held in Melbourne, Kazan and Yogyakarta
last year. Also, our Office was re-elected as Secretary of the Asian
Ombudsman Association at its last General Assembly. We will
no doubt continue to stay connected closely with international
partners and cherish every opportunity for fruitful exchange, to tell
good Hong Kong stories and promote the Special Administrative
Region.

A Word of Appreciation

The Office has remained steadfast as an independent, objective
and impartial organisation committed to ensuring that the Special
Administrative Region is served by a fair and efficient public
administration. | would like to thank my staff and my Advisers for
their tremendous support rendered in the past. On the doorstep
of the 35th anniversary, | will lead the Office to serve the public
with vigour and dedication. We shall set targets and strive for
results, and perform our gatekeeping role conscientiously for the
continuous betterment of the community.

Jack Chan

The Ombudsman
19 June 2024
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Who we are

Established under The Ombudsman Ordinance (“the
Ordinance”), Cap. 397 of the Laws of the Hong Kong Special
Administrative Region, we serve as the community’s
independent watchdog of public administration. We:

BEERITERA L HIRIF
investigate complaints of maladministration®

PHRITHUR S LB B 2 4k
identify administrative deficiencies

BN ERE I - SR RE TR - HREQKITR
recommend remedial measures to redress grievances and
improve public administration

What we do

Investigate COMPLAINTS
from aggrieved persons about maladministration (including non-
compliance with the Code on Access to Information (“the Code”))

Carry out DIRECT INVESTIGATION OPERATIONS

where injustice may have been caused by maladministration

by Government departments and public organisations listed in
Part 1 and Part 2 of Schedule 1 to the Ordinance.

(See Appendix 1 for full list)

Note 1. Maladministration is defined in section 2 of the Ordinance. It
means inefficient, bad or improper administration including
unreasonable conduct; abuse of power or authority;
unreasonable, unjust, oppressive or improperly discriminatory
procedures and delay; discourtesy and lack of consideration for
a person.
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What we cannot investigate

complaints against organisations not listed in Schedule 1 to
the Ordinance

complaints against organisations listed in Part 2 of Schedule
1 to the Ordinance about matters unrelated to the Code

complaints relating to
—  security, defence or international relations
- actions by the Chief Executive personally

— exercise of power by the Chief Executive to pardon
criminals

— grant of honours, awards or privileges by Government
— legal proceedings or prosecution decisions

- contractual or other commercial transactions

- personnel matters

— imposition or variation of conditions of land grant

— actions in relation to the Hong Kong Codes on
Takeovers and Mergers and Share Buy-backs

- Crime prevention and investigation actions by the Hong
Kong Auxiliary Police Force, the Hong Kong Police Force
or the Independent Commission Against Corruption

We shall not undertake or continue
an investigation into a complaint if

the complainant has had actual knowledge of the subject
of complaint for more than 24 months

the complaint is made anonymously

the complainant cannot be identified or traced

the complaint is not made by the person aggrieved or
suitable representative

subject of complaint and complainant have no connection
with Hong Kong

statutory right of appeal or remedy by way of legal
proceedings is available to the complainant

investigation of similar complaints before revealed no
maladministration

subject matter of the complaint is trivial
the complaint is frivolous or vexatious or is not made in
good faith

investigation is for any other reason unnecessary (such as
lack of prima facie evidence, the organisation involved is
already taking action, or the complainant is just expressing
opinions)

Annual Report of The Ombudsman 2023/24
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The powers we have

determine whether a complaint is duly made

conduct preliminary inquiries for the purposes of determining
whether to undertake an investigation

undertake or continue investigation notwithstanding
withdrawal of complaint if it is in the public interest to do so

dealing with complaints by mediation if the subject matter
involves no or minor maladministration, subject to mutual
agreement by the parties concerned

obtain information, document or things from such persons
and make such enquiries as the Ombudsman thinks fit

summon any person to obtain evidence related to
investigation, and may administer an oath for this purpose

enter and inspect any premises occupied, managed or
controlled by any organisation

decide on complaints and make recommendations

report the results of investigations to the head of organisation
concerned, or if appropriate to the Chief Executive

How we maintain secrecy

The Ombudsman and all his staff and advisers are bound
by the Ordinance to maintain secrecy for all matters of any
complaint and investigation

The Ombudsman may in the public interest publish a
report on any of his investigations without disclosing the
names of the persons involved

Offences

Any person who

without lawful excuse, obstructs, hinders or resists the
Ombudsman in the exercise of his powers under the
Ordinance;

without lawful excuse, fails to comply with any lawful
requirement of the Ombudsman under the Ordinance; or

makes a statement which he knows to be false or does
not believe to be true, or otherwise knowingly misleads
the Ombudsman in the exercise of his powers under the
Ordinance,

commits an offence and is liable to a fine and imprisonment
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The Ombudsman may, of his own volition, initiate direct
investigation ("DI") operations where injustice may have been
caused by maladministration. Our DI operations may be prompted
by topical issues of community concern or significant public
interest indicative of suspected systemic problems which need
to be rectified.

Launching Direct
Operations

Investigation

Before deciding whether or not to launch DI operations into an
issue, we usually conduct a preliminary inquiry. If the inquiry points
to the need for further study, we will commence DI operations.
Where the circumstances warrant, we may launch DI operations
without conducting a preliminary inquiry.

In general, we will publicly announce our commencement of DI
operations and invite members of the public to provide information
and views on the topics under investigation. Apart from seeking
information from the organisations concerned like we normally
do for complaint investigation, we may, depending on the nature
of the subject under study, invite views from relevant sectors
and experts.

We often seriously discuss our observations and views with senior
officers of the organisations under investigation, at the outset as
well as before conclusion. Such exchanges are useful in clarifying
points of doubt and furthering insight into the issues.

Publication of Reports

If the Ombudsman considers it to be in the public interest to
publish a DI report, he may announce the findings at media
conferences or through press releases, and upload the report
to our website.

Naturally, our DI operations may not all come to a conclusion that
there is serious maladministration on the part of the organisations
concerned, and some organisations may have taken remedial
or improvement measures in the course of our investigation.
Nevertheless, the public would still wish to know what we have
done and what we have found. Hence, all our DI reports are
published in one way or another.

During the year we completed ten DI operations, with eight reports
publicly announced at press conferences and the rest through
press releases. The reports of all DI operations were uploaded to
our website. A full list of DI operations completed during the year
is in the table below, and the case synopses are in Appendix 4.
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In 2023/24,
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FAETD
Direct Investigation Operations

NERET
We made

T2
RECOMMENDATIONS

DI/456  BXREZIEATETRBEMMNIEE Measures and Usage of On-street Parking Spaces Designated
RERIER for People with Disabilities
DI/457  KEAMXRREARS A K 1T X Pilot Scheme on Community Care Service Voucher for the Elderly
DI/458 HERNEERIZEFRESBHLE Education Bureau’s Monitoring of Boarding Sections of Schools
for Children with Intellectual Disabilities
DI/459 BURNHRBREHIEFRZASFIZE  Government's Enforcement against Defective Sewage Works of
MR E New Territories Exempted Houses
DI/461 182341 IRIF RE MK Effectiveness of 1823 in Handling Complaints and Enquiries
DI/462 HBHXREEE [KEEE] k [HE— Housing Department’s Arrangements for Housing for Senior
ANEN | MR HE Citizens and Converted One-person Units
DI/463  BREUN It E AR IFH L3R Handling of Complaints Involving Trees on Government Land
DI/465 BRERNXAESBRETFINGERIAE Repairs and Maintenance of Outdoor Recreational and Sports
PRI HE R R 7= S 418 Facilities under Leisure and Cultural Services Department
DI/A66  R¥YIIIE D AEBNFEICLA L E Regulation of Licensed Swimming Pools by Food and
Environmental Hygiene Department
DI/467 BYINETESNANESH HERT Food and Environmental Hygiene Department’s Regulation

RERYVEIFMEBRRBONE

over Sale of Food in Hot/Cold Holding and Non-prepackaged
Beverages by Means of Vending Machine

Annual Report of The Ombudsman 2023/24
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BERIFREN

Overall Complaints and Enquiries

2023/24F R B2019R KR FREERE © &R The year 2023/24 signified the first full year where public services

SMELFNENTRFE - AFE

> 2 Stvel returned to normalcy since the COVID-19 pandemic. This year,

43511 IF - BRRIEAIKTE - SEIEEARMIZIF we received 4,351 cases of complaints, which is relatively low.

IRFERT66RBMEIIR °

EEH EFEERANORRIFNE -

Pandemic-related complaints plummeted from 766 to 33 year

on year.
EIWRIRF
Total Complaints Received 4,351
o —RIZIF . 4,205
Normal Complaints
o E%Iﬁ?ﬁiﬁ _ 146
Topical Complaints
2 xRN KRIF
Total Complaints Completed 4,397
o —MRIRIF . 4,246
Normal Complaints
J E%I@&iﬁ ‘ 151
Topical Complaints
EINER
" 8,599

Total Enquiries Received

NEBEEXRF Together with 628 cases brought forward from last year, we had

B IR 4,979 RIEF - FHEK T B+ 14,397 a total of 4,979 complaint cases for processing this year and we

=R SRFHLETFETK

BiFE R 2023/24 F1&

completed 4,397 of them; 582 cases were carried forward for
completion next year.



B AL E R IF

BAVEARFETTALIRL 7T RIRIFDE - SBF
FALIE D 20HY88.3% °

EEERAAENRIFLSD - B2,053R2 2 REH

L AR2BMMRNREETHEHE ©

BREHAERNDENLLIES AT
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Complaints Completed

We completed processing 4,397 cases, i.e., 88.3% of all for
processing this year.

Among the complaints processed, 2,053 were pursued and
concluded and 2,344 were closed after assessment.

The distribution of cases pursued and concluded by mode of
handling was as follows:

=i 1,771
NY By Inquiry (86%)
+HIPE 95

By Full Investigation (4.6%)

oo YREES 187
BEDY By Mediation (9.1%)
[Ti/ ERMHERMRIF PR EIT 2,053
_ Complaints Pursued and Concluded in Total (100%)

HAMWANR (2344F) EIPEFEER - YhaiE
KIFRZ RO IBE (1,470F © 5£62.7%) - siEBEE
NERPCEE (ZB1) (874%FR » 337.1%) -

FHANRATFIES MRS

BINAHIIBRIF N RRT - STHRS -

The rest of complaints handled (2,344) were closed after
assessment due to insufficient grounds to pursue the complaint
(1,470 or 62.7%) or outside our statutory purview (874 or 37.1%).

Detailed caseload statistics are given in Appendix 3.

A detailed breakdown of cases by organisations is in Appendix 5.

Annual Report of The Ombudsman 2023/24 1{ 17/)&



®iF
®RiIFAR Mode of Lodging Complaints
BF A AR EAIRIF B 2T Ed YN B iE !
Through Electronic By Post In Person By Phone By Fax
Means
77.2% 10.6% 9.1% 1.9% 1.1%
FH - 38.0%MTIFRLBEAEMIEREL - B2 This year, 38.0% of complaints were lodged through our website.
R E N EIRIFRE - BIZRERD E‘J%xl)% with the enhancements to the online complaint form on our
FE& EFF o website, more complaints had been lodged through this channel.
RIFNEEREA Major Causes of Complaints
BIERIFAMRLEOEMRIESRIT  TRELERF Based on the allegations made by complainants, the top five
MARFRANT causes of complaints were:
&) n
=) & &
e BAZURE BETN iR EOR B RETTE) & B B RIR IR HASE
iR Ineffective control Delay or inaction Lack of response Staff attitude
Error, wrong advice
or decision
43.0% 14.7% 12.7% 10.3% 4.7%
—BRRIFREREBRIFK Normal Complaints and Topical
Complaints
NEEFRL,351RIEF2F Among the 4,351 complaints we received:
\ ERFBEIFMNENER
I — AR IR E
Normal complaints 4,205 igfﬁrr;dary BERES O o] 146

EEEJ:EF?—E)\?FDﬁFW Z B H) — RN E Among the normal complaints received and with complaints
o RNTTERA RS —AE DR H4,2467R « A - carried over from last year, we had completed 4,246 normal
B2,0457% (548.2%) Eftﬁii&#é%% » H2,201 cases. Of them, 2,045 (48.2%) were pursued and concluded and
= (551.8%) WA TFERIFHREZFTDER - LB 2,201 (51.8%) were assessed and closed by reason of insufficient
BABRMCEEE (KA - FITFFELER - grounds, or outside our statutory purview.

RiFE A 2023/24 F1R




REENBRIWRARTERIF - 20T :

o BRXELRFRZFELIETR (88FR)

o RBONFEEARUBHRNEIL (287)

ENRkEHEHBAE
Eifl

(B TR BIRE RIIANIES - AISE#TT
[PIFER] - WAENEMRIFRT2mAE
ZREIBIFANNE - BAVARFFRREN
BT AL E - REFNRIFNE - A —E 2t
TRNRKNEHIFE - FAEXFFLE TR A
gn [EWR] -

E1L77MRZUABERNHRERODERSD - BATFE3S35
R (H18.9%) FAINESNHWETRZA B
IABMARLERZNRIFDIEMFMARITIRT -
BT K6 -

EHAE

BN RIMBENEZ P RRNERR - FFEITER
K IRAARFEBEIR - FTBURS] LR SR 7
EHRBRE - ARBUANBLENPNRIEERAN S
HNEE  Bi2RT2EBEE -
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Key groups of topical complaints received by the Office this year
include:

e Unfair treatment to a virtual asset trading platform (88 cases)

e Lack of reply to objection to a development project (28 cases)
Inquiry and Full Investigation
Inquiry

The Ordinance provides that for the purposes of determining
whether to undertake a full investigation, the Ombudsman may
conduct such “preliminary inquiries” as he considers appropriate.
In the interest of complainants, we often use this procedure to
resolve complaint cases of a general nature more quickly, without
unnecessarily resorting to the more time-consuming action of full
investigation. For simplicity, we call this “inquiry”.

Among the 1,771 inquiry cases concluded, inadequacies were
found in 335 (18.9%). Detailed statistics of complaints concluded
by inquiry are given in Appendix 6.

Full Investigation
For complex cases which appear to involve issues of principle,
serious maladministration, gross injustice, systemic flaws or

procedural deficiencies, or simply require deeper and fuller
probing, we will conduct full investigation.

Annual Report of The Ombudsman 2023/24
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EAREFE - RIFEANEMEE A ALERNE In the year, we conducted 95 full investigations. Results are as
FNEREBIST » £ERMT - follows:

Z2HIPEEREZNRIFINRS
Results of Complaints Concluded by Full Investigation

/- 43.2%

27.4%
14.7%
12.6%

21%

A

Unsubstantiated

SN ava

Partially substantiated

AR - BN S HBRE
Unsubstantiated but other inadequacies found
D ava

Substantiated

ZIFE B F 1EEE

Withdrawn or discontinued

ERIETR  £2EPELERENRFIEF - & As shown above, 54.7% of the complaints concluded by full
54 7% TS ] ~ [T#BH AL 3k 3% investigation were substantiated, partially substantiated or
TR - BB HERREK] - unsubstantiated but with other inadequacies found.

\@ BiFE R 2023/24 F1R
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ZLHEHBAERHENITRELEZES
Forms of Maladministration Substantiated by Full Investigation

Y
'l

NEBEEZKEEFER @ 20 7 HS0MEN - H=
20243 A31H - B67WIENEIRFTAEN TS
ZNHREZES AR EEZES ©

ZeEBPERERNNERSIHTHRET -

Z2HEPERERNNRIRZ L F A THRS -

ENFFEIRRBRNE

EEER  REBEHFFET257RIE G5
SPI0ORDPREFRITEN © ook - BAVERT
102" E - LEPI0IR N ELFFRKERE ©

20.2% [ W BRIUREHIR
Error, wrong advice or decision

14.6% FEIR R B RIS
Delay or inaction
14.6% BETAH
Ineffective control
104% W FEERFHE
Failure to follow procedures
8.3% W RAELIKIF
Lack of response
6.2% | PEHR - ARKERNER
Negligence, omissions
62% FUER - FAR .
Disparity in treatment & unfairness
4.2% H
[ Others
42% [l BRI
Faulty procedures
21% W RABERE

Poor staff attitude

We made 80 recommendations upon completing the full
investigations with 67 accepted by the concerned departments
or organisations for implementation and 13 under consideration
as at 31 March 2024.

An index of cases concluded by full investigation is in Appendix 7.

Summaries of selected cases concluded by full investigation is
in Appendix 8.

Re-assessment and Review of Cases
During the year we re-assessed 257 cases, with 150 cases

subsequently re-opened. Moreover, we reviewed 102 cases.
Conclusions were upheld for all these cases except one.

Annual Report of The Ombudsman 2023/24
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202324 EBITIRSFENSITHRE  Achievement of Performance Pledges 2023/24

EARFE  BAEAEENW - &11F - EFNFENE
RO ENMBRSEREIET2EE -

All targets of our service standards in handling enquiries,
complaints, re-assessment and review of complaints were fully

22

RiF

Complaints

met.

A ISR
Target

BRS5#R A
Service Standard

BFRE
Achievement

AR 2R SNTVERM 99% 100% (EBFR)
Acknowledge receipt of a complaint Within 5 working days (exceed target)
BHAZIMMEE  KVLITHEEEERNKRIF 100 ITHEXRR 90%  99.7% (#B#F)
N Within 10 working days (exceed target)
Close a complaint case which is outside our 15N T{EXRRK 99% 100% (GEB%R)
statutory purview after initial assessment Within 15 working days (exceed target)
FTRIRIF R 3INAW 80% 86.5% (EBIR)
Cconclude a complaint case Within 3 months (exceed target)
6NAMW 99% 99.1% (IE#%)
Within 6 months (meet target)
=i BR &5 #r AEER IBPRE
Enquiries Service Standard Target Achievement
EEPEHER SANIERMA 95% 100% (FB#%)
Reply to a written enquiry Within 5 working days (exceed target)
10MNIIERA 99% 100% (EBFR)

EFMTFNBERERR

Re-assessment and review of complaints

Within 10 working days

AR S5 45
Service Standard

A ISR
Target

(exceed target)

U g2
Achievement

STREHTFENE 1M™AMW 95% 100% (EBFR)
Complete re-assessment of a complaint case  Within 1 month (exceed target)
2NAA 99% 100% (iEB4R)
Within 2 months (exceed target)
T ERIZIFNER 3INAA 70% 78.8% (HB#%)
Complete review of a complaint case Within 3 months (exceed target)
6™ AW 90% 97.1% (EB¥r)

Within 6 months

(exceed target)
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BEE B R Judicial Review and Litigation

BIFAMTHERBNRE - RTAERNEE A complainant not satisfied with this Office’s conclusion may,
W H NI - IR AZERTIR I REBEZ - EF apart from requesting a review by this Office, seek a judicial review
BN ERZBINER=ZFF R RIFT AMIFIA by the court. During the year, three litigation cases against The
MAHIZRS o FIB el ZBRRFHERLNBHIF - Ombudsman were heard by the court with judgments handed

down. All judicial review cases have been ruled in this Office’s

favour.
1IN REBHR FIR
Brief description of the litigation case Judgement by the court
WIFATHRBIFE QA (ROI) E8%RHfF*2 o RINERET2022F 11 AEBRERE -
NEBEIZBEZIFARTE © RIERVEBRZIT o  HEAMZIUAERIBE LEIFFA © EIFARET2023411A
A e REIEEAIE - HMSRIFE ARG o
A complainant applied for leave to apply for o HIBAREIFEEARERBLIFTY @ EDEHT
judicial review against The Ombudsman’s H oo
decision on not taking up his complaint on e The application was refused by the Court of First
the basis of section 8 and Schedule 2 of the Instance in November 2022.
Ordinance. e In November 2023, the Court of Appeal dismissed the

Applicant’s application for leave to appeal against the
Court's decision with costs awarded to The Ombudsman.

e Applicant’s application for leave to appeal against the
decision of the Court of Appeal is in progress.

WIFABLRIFE QIR EIG IR AR o RINERET2022F 12 AEELERE -

KMPMER - RIERVEBZITA © o HIEARMIZIUAERIELIFFH o E1FARE T2023F8 A
A complainant applied for leave to apply for REEHESIFNEENRIE - HMLSHRIFET ARGBIAS o
judicial review against The Ombudsman’s o HIFEABMNBRBEARBEEEZEFNER - HT202452
handling of his complaint by making an RIRERERLIE ©

enquiry with an entity which was not subject e The application was refused by the Court of First

to his complaint. Instance in December 2022.

e Applicant applied for leave to appeal against the Court’s
decision. His application to adduce new evidence was
dismissed by the Court of Appeal in August 2023 with
costs awarded to The Ombudsman.

e The Ombudsman accepted the Applicant’s request to
dismiss the proceedings and approval from the Court
was obtained in February 2024.

FIFARBRIFE AT EERIFIRERER e F2023F 1A RINEEETZUHRRENELY - T2
o BIRAKERERREF B - JIREAR - HHSHIFER
A complainant made a civil claim against The FRIBUAER o

Ombudsman for not taking up his complaint. e  RIAABIZTUATE BRIE EIFIFA - REDAEHITH o

e The claim was struck out by the Court of First Instance
in November 2023 on the grounds of being frivolous,
vexatious and abuse of process with costs awarded to
The Ombudsman.

e  Plaintiff's application for leave to appeal against the
Court’s decision is in progress.

Annual Report of The Ombudsman 2023/24
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AT18 1A % What is Mediation?
FREBROHBRUL T E - ATARE R A Mediation is an efficient and amiable means of dispute
SRS Rk R R BMATBR L MR IFNER o resolution which can resolve complaints involving minor or no
maladministration.
R b

Advantages of Mediation

=) = AR &

RiE JEXISL R R W R A EB X R
Efficient Non-adversarial Solution-focused Win-win
BERERF

Procedures of Mediation

= e Al o

Ve Es LT Ak FAESKIZ IR A R8I AT - BiEsks L e [ H T KA1 THY
BHNE MM Es50RE HF TR TS
Identify suitable cases > Seek prior consent from > Conduct mediation > Discuss problems
for mediation both the complainant in person, through and explore possible

and the organisation telephone or online options for resolution

under complaint for
voluntary participation

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,, N
TR R 5 Y95 2 B0 R R TN OR BRETKY  BERNEEZEENFHIRIFAND
Reach a mutually acceptable Assign another case officer to take over the
settlement agreement complaint and examine it afresh in case of

unsuccessful mediation

24/ HiFE R 2023/24 £1R
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NEWNIT/ERI our Performance

EARFE  RAEMERETEBXERSEGS ATENK This year marked another fruitful chapter in our mediation
%7 BKINERE T 187 R o endeavours, in which we resolved 187 complaints by mediation.

REZRYBRNRWERNA (2023/24FEF)
Top Five Organisations with Complaints Resolved by Mediation (2023/24)

37 (19.8%)

30 (16.0%)
0 (10.7%)
17 (9.1%)
I I 13 (7.0%)

RYHE EEE EhE Azﬂi Al
nEE HD BD D NRE
FEHD cso

BB R AN RS AR TR -
Full names of departments and
organisations are in Appendix 1.

B A Bh it s F B F Hh AR R 3% F  /£2023/244F By conducting mediation, complaints could be resolved amicably
pal

VS )

NERMILIFPDNREFEHNER13.5 within a short period of time. In 2023/24, the average time taken

X e to resolve a complaint by way of mediation was 13.5 days.

BIhiBE NSRS (2023/24%F )
Nature of Complaints Resolved by Mediation (2023/24)

“““ 33.9%
29.4%

15.8%

12.7%

2.3%

1.8%

1.4%

0.9%

0.9%

0.9%

EIRFEB RIITH
Delay or inaction

HE

BILgORTE R

Error, wrong advice or decision
-Z=REIIVEC Rl _
Lack of response to complaint
EETN

Ineffective control

BFTZ

Faulty procedures

NEBR

CBRKBERAER

Negligence, omissions

RASERE

Poor staff attitude

FUER - FI R _
Disparity in treatment, unfairness
THIZFF 7

Failure to follow procedures

Eith
Others

Annual Report of The Ombudsman 2023/24 @
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FA & 1Y 1E TH [ 45%

BERYE - RBE2ARSEET NBERIFAR
S 5NN ENRBIRERSHEN - EAFE -
E92% R M RISHIRIFA RS SHIMERTEEAE
B IR S K 194% R A B N E B RNKRIL -
MO IFIER AT ¢

Positive Feedback from Users

Upon successful conclusion of mediation, we invited the
complainants and participating organisations to share their
feedback with us through our questionnaire survey. Over 92% of
the respondent complainants and participating organisations were
satisfied with our mediation service and over 94% were satisfied
with the performance of our mediators. Some of the comments

we received are as follows:

@@ NERZHSEIAAS BOSHEUHRE - FoORE | FRBEEEE L BANE -
B wymmenzpgskT

@ “Your services will definitely alleviate grievances of complainants created by
& red tape and rigid routine deficiencies.”

@@ [T ORI BFFEDRAYERMARNAELIDE - ATREPNEENEZEF] -

@ “"Extremely helpful & polite, and most of all professional, save a lot of efforts
@‘ for us.”

@@ [RBHERIESIESS - BT+ O RO R EBLER SR EN T SN ET 4
B = e REa R R iR AT S - |

@@ “It is my great pleasure to appreciate your staff's invaluable service. Her
efficient service in handling my case has made a successful settlement.”

[ EEERTIET T LARAMEZTLE - A0 M A0 YT BRI R &
@_,@ EFHERREZL - ATHEE-THAR  HRETABNBASR  BHENR
DLE 3R REAM AR AL o

& "We deeply appreciate the open lines of communication and regular updates
@Q provided by your office. We are truly grateful for the effort taken by your team
to help us resolve the complaint.”

(AR AL EA R - NRERERHT ABRE X KIF - T X/HRAIPES

ABRRRIFATNAZRZ - FAFFE AT AL ANRMEGEE - FEMALNE - 58

@@ FRAFXTT ~ fRRAPRAE N ARSI E RN I RIABNER-EEERIEEDN

W BRRARANTWLINE - ZEEHEMENRRTER - KRAFELIPFE &
PREARERR - HET BN REREONRER

@@3 [REEAAXEFARISTOBRMANMG - FERBEANSHE @ FE5
TR ALE A X L ITE H T RIBS BN - IETTROARAE Y KT - |

(AR RIRE T — MR - RAMGEFFFANOTR « T FFRMIEHE T ARREK
@;@ IWAREE - EERAEEBEIETEERNEW - RS RARANTLINE) - bt
Z A IR AR o |

HiFE R 2023/24 3R
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i) Award on Mediation

NEBA2018FREFIFET R UFRITL T To acknowledge the participating organisations’ commitment to
B - LEXBBR W25 AR ERINEMOIA and excellence in mediation, we have introduced an Award on

@ @

@ @

Mediation in The Ombudsman’s Award since 2018.

2018 - ;2= Housing Department
FAR [ 7N B 12 LA R 7 AL AN SRAFELL ©
For proactive attitude towards our invitation to mediation.

2019 - B¥IIME D4 2 Food and Environmental Hygiene Department
RBFESE - SRIFARITBRFABONRT FE

For adopting a pragmatic approach in exploring win-win solutions by jointly resolving problems with the
complainants.

2020 - EERRER ¥4 R BIS K4 Working Family and Student Financial Assistance Agency
MR B NI IF AT EI - MRS S R ARG RAMRIZF o

For swiftly responding to the complainants’ concerns and providing pragmatic and constructive suggestions
for complaint resolution.

2021 - EF 2 Buildings Department

LUBH A B RERIEIFABRBREREBER - 2 UESHAREAROET - NMERIRS REI - il
fEIRTTVE ©

For explaining to complainants in clear and plain terms its enforcement policies, procedures and even
technicalities in respect of in-situ inspection techniques to eliminate misunderstandings and hence shift
from disputes to solutions.

2022 - BERR X HEBESKE Leisure and Cultural Services Department

DERN - RREFIFIFANZEEMRSHERNER - HFARERITEIFARNAFER -

For promptly and proactively responding to the complainants’ enquiries and queries relating to frontline
operations and services and for willingness to explore suggestions raised by the complainants.

2023 - & A EIK A E Chief Secretary for Administration’s Office

MR E NI IFAEEBERESRBSIMBARBITRIOHEEEN - HIBEEIELT LG EMAIREN TREHNE
oo

For swiftly informing the complainants of the progress of their applications for Government subsidies provided
during the pandemic and providing a dedicated hotline for checking the progress of the case at
any time.

Annual Report of The Ombudsman 2023/24
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Access to Information

RENREEBERER (AT ABT M)
(TP 1 )RR AR -
DI E B

P —RERARAO—ETKRIES - AEEER
F R 358 DA 2 B ATLAD 4B 3 B IR g B SR AR A
ERNER - BRIER (TN BIIREEEER
a2 o

B RATFRBNRIF

BRSNS HFER - SRIENRIA R BRLER
EBREAKF - BRLE - BRFEMRALIFRIF
MPNERRAGDE - EARFE - RBRIF R AT
REMBIFNRERBIIR - EEERNT2R Y
MATTRBONERD - RBRIGHF RAF 23R
(32%) BT R4 -

One of our functions is to investigate complaints on non-
compliance with the Code on Access to Information (“the Code”).

Transparent Government

The Code is a set of administrative guidelines adopted by the
Government. Government departments and public bodies to which
the Code applies are required to provide information they hold
routinely or on request, unless there are specific reasons under
the Code to withhold it.

complaints on Access to Information

Government statistics show that refused information requests
have been staying at relatively low levels. In fact, only a small
portion of refused requests have ended up as complaints to our
Office. During the year, we received only 79 complaints about
cases related to access to information ("ATI"). Among the 72
ATI complaints concluded, inadequacies were found in only 23
cases (32%).

HERFHRATERNIRIFHE
Number of ATI Complaints in the Past Five Years

B SR SREEIALA
Organisations covered
by the Code

B (SR SREESBEIASN
#4449
Organisations not covered
by the Code

@ BiFE R 2023/24 F1&

2019/20 2020/21

108

2021/22 2022/23 2023/24
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BRATFERIZF (2023F4818E2024F3 831 A BHEINSEITEIRE)
ATI Complaints (Statistics between 1 April 2023 and 31 March 2024)

(=PI =R HLAE CSRIUY SR ZESE B A HL 4
Organisations covered by Organisations not covered

the Code by the Code
*El AY 0
REMEE 64 15
Complaints received
igf HANZED *
Bt s 66 6
Complaints concluded*
* BERLFEEANNR * Including those carried forward from last year

BRATFRBRIFRARINPT R 2B
Number of Inadequacies Found in ATI Complaints

8(28.6%) [l #BaEREEN AREEEE
Failure to meet target response time or no response

8 (28.6%) BB E2RRHIERIE R 5 BERIEH R

3 E AR5 .
/>N 'L'|' Failure to provide Part 2 reason for refusal or lack of
Total elaboration on reason cited for refusal
4(14.3%) M EAEBMFIFARNISEBRKIZIFRE
Failure to inform complainant of channels for internal

review or complaint

2 (7.0%) X R BE e BEIR
Wrong interpretation of provision of the Code

REEIEFS| A28 MIiELIE R
Inappropriate Part 2 reason cited for refusal

1(3.6%) | FEESBRERR
Unreasonable refusal

4(14.3%) %tﬁ%rs

1(3.6%)

A T REBIFNRAIESRETN B 24 © Note: A complaint case may involve more than one inadequacy.

BRAFRBINRFEREEFZATTRENRT The reports of selected ATI cases are available on our website.

| s
/;(lJ e
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Improving Public Administration

NEBEEI MR T EOIFER L 5| IR FNERE
SLIE R R REABRMA IR R ENMITHARIM
SR HEM A - JARE#H R TR FHRKT
B e

NERHOZUETED NIATES

(1) BIEEBWIES - EEFEN—BRMERER
(2) SEERIIHIE R

3
4
5

) HELLETREBAIIRIFNERR
) BRERFRSHEE

) DISRAE KB HIE ik

) AT EBMIAN S IR 80 H 0 e ik 3%
)

)

)

o

7
8
9

(
(
(
(
(7) AR &S A S IF R A R

(8) pmsE A T

©) Eft
NFRNZERIWBE KRR BB M E A HKITH
NEH#ITHEHE - @F 2SS SHANAE
SEARTIEAZBNNEMAFRENL

NE2BERFPE R ERIRRZIRE - Ak
RNFBNZWAERHEE  BEERWUEIMELXR
1o RN ARBRIESREN > BIFEAA
BRI (FH) @ MITBRKEERRE < o &
RIMAABEFENTIHTRNFEHRE - A
RAITBRKERX SRS - HEEE 1A -
FITHKEREENERAEIA @ HREHIALER

RIGESAER o

HiFE R 2023/24 3R

Through impartial investigations, we aim to find out what have
triggered complaints, redress grievances and address issues
arising from maladministration on the part of Government
departments or public organisations and bring about better public
administrative practices.

Our recommendations are mainly categorised as follows:
(1) guidelines for clarity, consistency or efficiency in operation

incentives to foster inter-departmental co-ordination and
arrangements for enhancement

~
)

(3) measures for better public enquiry or complaint handling
(4) measures for better client services

(5) measures for more effective regulation or control

(6) clearer and more reasonable rules and charges

(7) clearer and more timely information to the public

(8) enhanced training for staff

(9) Others

To ensure practicability and effectiveness of our recommendations
in bringing about better public administration, we often discuss
our observations and views with senior officers of the departments
or organisations concerned in the course of investigation.

We will monitor the progress of implementation of our
recommendations by requesting periodical updates from
the departments or organisations concerned until our
recommendations are fully implemented. Where a department
or an organisation fails to take forward a recommendation,
the Ombudsman may submit a report to the Chief Executive of
the Hong Kong Special Administrative Region pursuant to the
Ordinance. In addition, if the Ombudsman deems that a serious
irregularity or injustice has taken place, he may make a further
report to the Chief Executive. Within one month or such longer
period as the Chief Executive may determine, a copy of the report
has to be laid before the Legislative Council.



REAEFEAETANIFE RIEHAZNAHE
LI

EEFRAYEIY
Under consideration
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The figures of our concluded investigations and recommendations
made for this financial year are set out below:

TERFE AR RIL
Not accepted

RHMBNE T
Total number of
recommendations

made

186

TR T HEHEIPE
Full investigations concluded: 9 5

IRHAREI
Recommendations made: 8 O

—AE - RBREOEWAZ RS EIIHAN
B o N EWE RRENSIEZER N A
A ER A EERBEMBRTTE T2 F
HITEIRRIFNTTS) - Bl E AR TIE - &
AR ERMAZRZUAE

EAFE CDERIXREZUNEERMHT
B %9 -

REEN T LATE SRV I
Accepted for implementation

SR TREDNAETH

Direct investigation operations concluded: 1 O
RHEAREI

Recommendations made: 1 06

As always, most of our recommendations were accepted. A
small percentage of them were not accepted or implemented
because the departments or organisations concerned might
have subsequently come up with other alternatives or our
recommended measures were no longer needed as the action
having caused a complaint would not be repeated due to, for
instance, cease of their relevant work.

Major examples of the improvement measures implemented in
this financial year are listed in Appendix 9.
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Spreading Our Message

EARFE  RERRATELAE - BEAR (&
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SRR WA 2 - RSS2 AL EAAREREER

WEZRMAKHZE

SRS i I

BN T HRFE L2 RAEMOFER
- A ATMEDPETHNER - HAITE
WRALMEDFETY  ABBAKERE
o

This year, we rolled out an array of promotional activities,
including a publicity campaign under the theme of “"Hong
Kong Needs a Clear Mirror”. Our contacts with stakeholders,
through meetings, visits, talks, etc., turned more active. We
staged a youth advertising contest for the first time to deepen
youngsters’ knowledge of our work. On the global level,
international ombudsman institutions resumed face-to-face
meetings and conferences while keeping the on-line format to
facilitate exchange of ideas and experience sharing.

Media Events and Press Releases

We organised four press conferences and issued two press
releases to announce the results of ten direct investigation
operations. We also declared the launch of five direct
investigation operations to invite public views on the topics
involved.

BiFE A 2023/24 F1R
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Spreading Our Message

New Publicity Campaign

A new publicity campaign with the theme of “Hong Kong Needs
a Clear Mirror” was launched in October 2023, with outdoor
advertisings and social media initiatives. Throughout the years,
our Office has been acting like a clear mirror when handling
public complaints: we examine complaint cases in an impartial
manner, reveal the facts as they are, make objective and
unbiased comments, and then put forward recommendations
for improvement. The ultimate goal is to lift the standard of
public administration.

By AT £B 5

INDEPENDENT osgcTE -

e

SENALEETH R
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Spreading Our Message

EXTHERXFEERARHE

BNBAME 2 EREEABNTIE - HURIEE
R F U REHERHT o

Engagement with Local Working
Partners and Public Education

We are committed to reaching out to all sectors of the
community to nurture a positive complaint culture and share
our experience.

\|

Rifie
BAVH T ABFT T RAAE S TIBRRAS
HRABNESMTIE - O TRATLIZRIFM

K56 -

Sharing Sessions

We delivered 13 experience-sharing sessions to different
government departments and public organisations to
promulgate our mission and scope of work and share our
experience in complaint handling.

“‘\S 34/ />r HiFE R 2023/24 F£1R
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School Talks

%+ E Chapter 7

R N BRI
Spreading Our Message

We wish to nurture among the youngsters a positive culture on
expressing opinions and an understanding of the importance of
good public administration. To enhance their understanding of
our Office, we organised altogether 16 school talks attracting
2,500 students to attend.

SOFLFE

REEAFEFNFENT RN (8 [B] —K
BARGES] O SRITHEE  HEFTPEFER
HARTHMERMN - HAVKEIK B 26EFKRE
430010 92 FRfEm ©

Youth Contest

A Youth Contest named “YOUTH CREATE e A better Hong Kong"
calling for advertising initiatives was launched in the fourth
quarter to educate the younger generation on the importance
of good public administration in civic society. Over 300 entries

from 26 schools were received.

Annual Report of The Ombudsman 2023/24 @
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HEREDHHFERK T LAREIRE
I In

202453 - NEEHERF NG ICIZ ST
QRF IR KD FAFENITHEIE B R K AL
BRHNEE -

Leadership Forum of the Professional
Development Programme for Newly-appointed
Principals by the Education Bureau

At a leadership forum organised by the Education Bureau
in March 2024, we shared views on the essentials of
administrative management and qualities of leaders with over
90 newly appointed principals.

FRIFE RARIFR

AFEHNRIFETRBIFRMRAILT2023F11A
15H%TT ©

FEARNBERAIRESLL - ZINANIRKEL

NUERREEDREMERERR - BFRRKIRD

= NFRIMIFFER o BEI) - 62B RERA A FRIMNK I -
KHMANERS TR EN S BRI -
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The Ombudsman’s Awards

The Presentation Ceremony of The Ombudsman’s Awards this
year was held on 15 November 2023.

This year's Grand Award went to the Immigration Department,
whereas the Efficiency Office and the Hospital Authority were
the runners-up. The Chief Secretary for Administration’s Office
received the Award on Mediation. In addition, 62 public officers
were given the individual awards to recognise their exemplary
performance in public service.

RENMMENIBARBE AT
FAT Z4RIRN -

For the full list of awardees,
please scan the following QR
code.
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Overseas and Mainland Liaison

We maintain close ties with our counterparts on the Mainland
and worldwide.

On 11 September 2023, our delegation attended the Board
of Directors’ meeting of the Asian Ombudsman Association
("AOA") and its General Assembly in Kazan, Tatarstan, Russia.
Our Office was re-elected as the Secretary of AOA.

We participated in the 35th Members’ Meeting and a
conference held by the Australasian Pacific Ombudsman Region
of the International Ombudsman Institute in Melbourne on 31
October and 1 November 2023.

Our Office was invited to attend the 2" South East Asia
Ombudsman Forum Plus Meeting held in Yogyakarta, Indonesia
on 8 November 2023 for experience-sharing.

We received the delegation from the National Supervisory
Commission led by Mr Cai Wei, Director General, Department of
International Cooperation, on 29 November 2023, during their
visit to Hong Kong. We exchanged updates on our achievements
of work in recent years and experiences of participating in
activities at regional and international levels.
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Embracing a Better Future

Our operation returned to normalcy this year after the challenge
of the COVID-19 pandemic over the previous few years.

We continued to nurture and develop a healthy contingent of
investigation officers and supporting staff. As at 31 March 2024,
we have a staff complement of 123.

33% M BEESAR

Directorate

HEAR

Investigation

528% |

43.9% TR EAR

Administrative & Support

Training and Development

We are committed to building our professional capacity and
fostering a learning culture by offering diversified learning and
training opportunities:

induction training for new investigators

e atutoring scheme for junior investigators to facilitate their
settlement in the job

e respective workshops on mediation and complaint handling,
an experience sharing session on mediation cases, and in-
depth and professional training in mediation

e a workshop on cyber security awareness against phishing
emails and messages

We also arranged staff to attend online or classroom management
and vocational training offered by other organisations to enhance
their work knowledge and job skills.
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We invited the Office of the Privacy Commissioner for Personal
Data to conduct a workshop for our staff on the protection of
personal privacy in our work context.

We arranged our staff to join a “National Studies Course” at Peking
University for deepening their understanding of national policies
and development. Another group of our staff attended a “National
Education Programme” in Shenzhen. Our staff members attended
related seminars organised by the Government of the Hong Kong
Special Administrative Region from time to time. In-house briefings
were also held to deepen staff's understanding of the importance
of and responsibility for safeguarding national security.

To keep staff abreast of the best practices and latest trends in
complaint handling in different jurisdictions, we ran workshops on
the “Ombudsman Self-Assessment Tool”. In addition, we sent staff
to attend online or physical conferences organised by overseas
ombudsman institutions to broaden their horizons.

Employee Wellness

We care for the wellbeing of our staff and have implemented
an Employee Wellness Programme, which offered coaching
and counselling to our staff to help them achieve personal
and professional effectiveness. We organised staff wellness
workshops, aiming to empower them with positive energy for
positive living.

Feedback on Our Service

Members of the public not satisfied with our services should
write to our dedicated Chief Manager, who will oversee the
Administration and Development Division's independent inquiry
into such complaints. Complaints regarding our investigation
findings and conclusions will be taken up by the relevant
Investigation Divisions under our existing mechanism for review
of cases.
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List of Scheduled Organisations

REXFEINFHS
in alphabetical order

F1EH © &0 (F397F) MR1FE1ETTIEATEB]
Part 1: Government Departments Listed in Part 1 of Schedule 1, Cap. 397

&%k Abbreviation

Government Department

BB RIFIEE
RIANMES KE T A AR S8 E4  All registries and administrative offices of courts and  JA

Agriculture, Fisheries and Conservation Department  AFCD

B EIRA RATBUN 4L tribunals for which the Judiciary Administrator has
responsibility
ERE Architectural Services Department ArchSD
mitE Audit Commission Aud
=775 BhRA (BT EBIT) Auxiliary Medical Service (Government department)  AMS
EFE Buildings Department BD
B geitak Census and Statistics Department C&SD
ROz Rs5a (BRTEBIT) Civil Aid Service (Government department) CAS
RAnak Civil Aviation Department CAD
TARIEHRRE Civil Engineering and Development Department CEDD
NARDEMAL Companies Registry CR
EHE Correctional Services Department CcSD
NN EES Customs and Excise Department C&ED
IAEE Department of Health DH
I A] Department of Justice Do)
REE Drainage Services Department DSD
HEBTIEE Electrical and Mechanical Services Department EMSD
INBRIFE Environmental Protection Department EPD
EBT AL Fire Services Department FSD
RYINETDEE Food and Environmental Hygiene Department FEHD
THKEDRELSE General Office of the Chief Executive’s Office CEO
S ¥ TARSSRA Government Flying Service GFS
BTt 50 FT Government Laboratory GovtlLab
BT bk 552 Government Logistics Department GLD
BT 7=l Government Property Agency GPA

40/ HiIF%E R 2023/24 &1k
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List of Scheduled Organisations

BUFERIT] Government Department fai#% Abbreviation
BT B Government Secretariat GS
- BHBAREKNDRE — Chief Secretary for Administration’s Office CSo
- BERIAIKMADRE — Chief Secretary for Administration’s Private CSPO
Office
- NEAESH — Civil Service Bureau CSB
-BERAEFERER — Commerce and Economic Development Bureau  CEDB
- B R A E 5SS — Constitutional and Mainland Affairs Bureau CMAB
- XA E RIS — Culture, Sports and Tourism Bureau CSTB
- k&R - Development Bureau DEVB
-HER - Education Bureau EDB
- INBERAEDE - Environment and Ecology Bureau EEB
- WEAIRI KD ARE - Financial Secretary’s Office FSO
- WBARREKRLADRE - Financial Secretary’s Private Office FSPO
-MARESKESE - Financial Services and the Treasury Bureau FSTB
-EFTER — Health Bureau HHB
-EBREEFESH - Home and Youth Affairs Bureau HYAB
-BEER - Housing Bureau HB
- QIR R Tl /B — Innovation, Technology and Industry Bureau’ ITIB
- FIREMNB — Labour and Welfare Bureau LWB
- ERAIRIKDLE - Secretary for Justice’s Office SJO
-REZB - Security Bureau SB
- R EYRE - Transport and Logistics Bureau TLB
BRIE Highways Department HyD
RHRESLEE Home Affairs Department HAD
BBRXA Hong Kong Observatory HKO
FEE Housing Department HD
ABEESFAL Immigration Department ImmD
BT B Ak Information Services Department ISD
5B Inland Revenue Department IRD
IR IE Intellectual Property Department IPD
R E Invest Hong Kong InvestHK
RNERAVEARFERRSZHEINZ  Joint Secretariat for the Advisory Bodies on Civil JSSCS
RLERE WLk Service and Judicial Salaries and Conditions of
Service
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CRIFERZM) M54
List of Scheduled Organisations

BUFERI]

Government Department

5 # Abbreviation

7 LAk Labour Department LD

T HE AL Land Registry LR
Wi B Lands Department LandsD
EEERE Legal Aid Department LAD
RERXESE Leisure and Cultural Services Department LCSD
FEAL Marine Department MD
BUNESEERERIAE Office of the Communications Authority OFCA
WrEERE Official Receiver’s Office ORO
HXZE Planning Department PlanD
MR E Post Office PO
BEBBAE Radio Television Hong Kong RTHK
ZimlfEinE Rating and Valuation Department RVD
b= Registration and Electoral Office REO
fto@HE Social Welfare Department SWD
TWRSE Trade and Industry Department TID
ZHE Transport Department ™
FESE Treasury Try
REHERBZER2WBAL University Grants Committee, Secretariat UGC
KEE Water Supplies Department WSD

FIREMZFERBESAL Working Family and Student Financial Assistance WFSFAA

Agency

F28 1 FKB (FBI97F) WRIB1HMAILENM
Part 2: Public Organisations Listed in Part 1 of Schedule 1, Cap. 397

Public Organisation f&I# Abbreviation
2T EMELIRE Accounting and Financial Reporting Council AFRC
BB Airport Authority AA
E 7 iBhA (JEBUEERIT) Auxiliary Medical Service (non-Government AMS

department)
Rioz2RESA (FEBUTERT) Civil Aid Service (non-Government department) CAS
REEZLELS Competition Commission comcC
HBEZERS Consumer Council cc

42/ HiIF%E R 2023/24 &1k
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CHRIFE RZBI) MRS — 5
List of Scheduled Organisations

Public Organisation

f&# Abbreviation

EABEIIE Employees Retraining Board ERB
FENSEZERS Equal Opportunities Commission EOC
WERIBYER Estate Agents Authority EAA
BEZARERB Hong Kong Arts Development Council HKADC
BEEEZRS Hong Kong Housing Authority HKHA
BEBEEEMS Hong Kong Housing Society HKHS
BEREEHEER Hong Kong Monetary Authority HKMA
BBIREZRBRAE Hong Kong Sports Institute Limited HKSIL
EfEE B Hospital Authority HA
R EE R Insurance Authority 1A
VAWRE- N VNG Kowloon-Canton Railway Corporation KCRC
SUESTTAL Legislative Council Secretariat LCS
BEIMARBITRIEIERD Mandatory Provident Fund Schemes Authority MPFA
MAREILBEE R Privacy Commissioner for Personal Data PCPD
YNl ER IS E B Property Management Services Authority PMSA
FHFERBRESERERS Securities and Futures Commission SFC
EBERARITZE The Hong Kong Examinations and Assessment HKEAA
Authority
IRl B B Travel Industry Authority TIA
MXERERD Urban Renewal Authority URA
B IR B Vocational Training Council VTC
ANAXHEXERD West Kowloon Cultural District Authority WKCDA

B (%£397%) MIR1FE28BFFIHLAY

Organisations Listed in Part 2 of Schedule 1, Cap. 397

4 Organisation &% Abbreviation
BEFHIERA Hong Kong Auxiliary Police Force HKAPF

BBESA Hong Kong Police Force HKPF

BB AZE Independent Commission Against Corruption ICAC
NEANMABERSWBL Secretariat of the Public Service Commission PSC

1. DIFTRIRE - BUFR IR B

RNERRERADNERBOIFRRELTLRE -

Note 1. The Innovation and Technology Commission, the Office of the Government Chief Information Officer and the Efficiency Office
are under the Innovation, Technology and Industry Bureau.
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WIRIFANFIRAN TR BAENEBR
Circumstances where Complaints are not
Followed up or Investigated

0V No gk w2

_
©

R - P RHEFRXF
TRKEEBIEHNTTE
TTRKEITERDKREEL

BUF IR - RESAFN
ERRRFF SRR IEEMARRE
BHEBLRS

AFETENEE

B KIS B Bt AN E R ERTE

5 (FBARM - & F KA @M<
BRI

ERWPERI  ERESLAIRBLER
B LE R B B 1T M REREYTT 3h

1.
2.
3,

0 ® No ok~

AZRHIFERBAENITY - BBEFIEI7EHN K2
Actions not Subject to Investigation — Schedule 2, Cap. 397

Security, defence or international relations
Actions by the Chief Executive personally

Exercise of power by the Chief Executive to pardon
criminals

Grant of honours, awards or privileges by Government
Legal proceedings or prosecution decisions
Contractual or other commercial transactions
Personnel matters

Imposition or variation of conditions of land grant
Actions in relation to Hong Kong Codes on Takeovers
and Mergers and Share Buy-backs

Crime prevention and investigation actions by the
Hong Kong Auxiliary Police Force, the Hong Kong
Police Force or the Independent Commission Against
Corruption

WERIFHRS - FBEFIEIZTEZE10(1)F
Restrictions on Investigation of Complaints — Section 10(1), Cap. 397

o g s wbd =

BRIFARRIFEUE MEBT 24D A
RiFBERERY
BIFATMIRANZL T A
RIFFIFARIIZRENALTHELIRRER
BIFARBIFERSEEFHLTEARE
BRIFAB AR ERIEFRHE EIFRI K
A

1.

> w

Complainant having knowledge of subject of
complaint for more than 24 months

Complaint made anonymously

Complainant not identifiable or traceable
Complaint not made by person aggrieved or suitable
representative

Subject of complaint and complainant having no
connection with Hong Kong

Statutory right of appeal or remedy by way of legal
proceedings being available to complainant

RIFEAREFCETAENER - BEBEMIZEI7EE10(2)%
Circumstances where The Ombudsman may Decide not to Investigate —
Section 10(2), Cap. 397

1.

@

VAT B BB AR A - MERERH
TATBUER S Z 4k

RIFXFHIRENE
RIFERBUETY - TENAEARIFEFEL
FAEMEHMEMBEE (FI0 : BRZREIE
& S IERETTS) - IRIFARRR
BEN)

HiFE R 2023/24 3R

Investigation of similar complaints before revealed
no maladministration

Subject of complaint is trivial

Complaint is frivolous or vexatious or is not made in
good faith

Investigation is, for any other reason, unnecessary
(such as lack of prima facie evidence, the organisation
involved is already taking action, or the complainant
iS just expressing opinions)
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Caseload

B3 Appendix 3

REEE
Reporting year"
21/22
& Enquiries 8,599 9,279 8,851 7,505 8,581
Rik Complaints
(a) ALBNFIFNR (a) For processing 4,979 5,951 5,626 30,713 20,737
- EHORIF - Received 4,351[146] 5,357[233] 4,9341140]  29,814[25,155]  19,767[15,034]
-ALEERA - Brought forward 628 594 692 899 970
(b) EXRMBRIFANR (b) Completed 4,397[151]  5,323[254]  5,032[135] 30,021[25,155] 19,838[15,040]
CREHLER Pursued and 2,053[8]  2,558[138]  2,739[102] 2,826[249] 2,807[326]
concluded
- AEMFER? - By inquiry? 1,771 2,112[119] 2,432(102] 2,480[246] 2,418[217]
-Z4APEFLER - By full investigation? 95[7] 141[16] 92 167[3] 240[109]
- ZIHRRERE - By mediation* 187[1] 305[3] 215 179 149
ZAPEHER Assessed and closed 2,344[143] 2,765[116] 2,293[33] 27,195[24,906] 17,031[14,714]
- B R BRERAS - Insufficient grounds to 1,470[110] 1,787(85] 1,171[6] 1,295[203] 8,676[7,496]
pursue®
- REPIFTRAFIAES - Legally bounde 874(33] 978131] 1,122[27)  25,900[24,703)] 8,355[7,218]
(c) EZHMBRIFANRELL (c) Percentage 88.3% 89.5% 89.4% 97.7% 95.7%
= (b)/(a) completed = (b)/(a)
(d) %% TEE = (a)- (b)  (d) Carried forward = 582 628 594 692 899
(@) - (b)
BERNEZAETHHE Direct investigation 10 9 8 9 10
operations completed
JERE
1. BEF4LATHEZFIA3MAE -
2. B (RIFERAZA) FNMAZKBRBH—AERHNE -
3. RE CRIFTARNA) B12XBRHEMNRERNNE - SRATETREMNTEEAS « ITBIRG] ERRES -
4. IRIE CRIFTAZA) B1BRBHMNE - BP TP RITHES - kR P RBHMAITERELS -
5. IRIE (RIFEAEKHM) F10Q%MAFRAHELERHD
6.  1RIE CRIFTAZNM) BFBERBIRMEE - kXEB10NFZMRTFRE -
[1 FRFRETREFFRFNEHHE -
Notes :
1. From 1 April to 31 March of the next year.
2. Pursued under section 11A of The Ombudsman Ordinance, for general cases.
3. Pursued under section 12 of The Ombudsman Ordinance, for complex cases possibly involving serious maladministration,

systemic flaws, etc.

Pursued under section 11B of The Ombudsman Ordinance, for cases involving no, or only minor, maladministration.
Not pursued and closed under section 10(2) of The Ombudsman Ordinance.

Outside the Office's jurisdiction under section 8 or restricted by section 10(1) of The Ombudsman Ordinance.
Number of topical complaints.

—o ok
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FHRETHHERE
Case Synopses of Direct Investigation Operations

=

Transport Department

E ANEYS Case No. : DI/456

BXRBEREATTRBEUNERRERE
3

NBPEFRE

BRARATTRAMBEEAEM ( [BETRBA] )
NERERE [k ATBEIFAE] ( [1FA
L] ) RS REER - 2021518298
wo EREBEXRUNERREBT RE [ R
BEHTHTENIARALBELERB] ( [ER
Bl WFAA - AT BN FIEE R T RS
T NEIR AL AT « G EREER - BXR
SRS ERTE - MBS R LA NDER
B - RERERI - EREEHTEEXREIED
WTiE - AR A EKRIER - FHOILAPAEIE -
PILEAFTEEDRTT AT EE AR

NEHEW

RIS RMERHBIRE T KSR - BExS
RS T RAR A B R R RIER ¢ BT
3 % AL R M AR AN & WS 3R
S TERAIE B AR B 5 - FHOEN - A2 H
AR RIEIE R BT - 11T 338 6
BARB L RN FE A BTN o KIS - 2
5B K1 % £ B 5 8 253 50 1 B {9 DA KL B2 14 T
RAIABTRMOE IR - B E A REARSE

P

@ BiFE R 2023/24 F1&

BRSNS
in accordance with case numbers

Measures and Usage of On-street Parking
Spaces Designated for People with Disabilities

52X B # completed on : 25/4/2023

Our findings

In the past, only drivers with disabilities holding the Disabled
Person’s Parking Permit ("DPPP") were entitled to use
the on-street parking spaces designated for people with
disabilities ("DPS”). With effect from 29 January 2021, the
Transport Department (“TD") introduced a new measure to
extend the eligibility for using DPS to holders of the Parking
Certificate for Drivers Who Carry People with Mobility
Disabilities (“Parking Certificate”) to facilitate the carrying
of specified persons with lower limb mobility disabilities.
The new measure has aggravated the shortfall in the supply
of DPS, and suspected cases of abuse is on the rise. Our
investigation found inadequacies in the Department’s
formulation of the new measure, assessment of the supply
and demand of DPS, processing of applications for Parking
Certificate, as well as prevention of abuse and handling of
complaints.

Our recommendations

The Ombudsman made 11 recommendations to TD, including
that the Department should fully assess the supply and
demand of DPS; regularly survey the usage rates of DPS
and release the data to the public; comprehensively review
the eligibility and approval criteria for Parking Certificate
and the procedures for handling parking abuse; review
and strengthen measures against various forms of Parking
Certificate abuse. In the long run, TD should consider and
explore legislative amendments to address the discrepancies
between the DPPP and the Parking Certificate in terms of
approval procedures, eligibility criteria and conditions of use.
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Social Welfare Department

@ NEY%S case No. : DI/457

[BRETERMEHES
istal ‘
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Pilot Scheme on Community Care Service
Voucher for the Elderly

52 A B Completed on : 14/8/2023

Our findings

The Pilot Scheme on Community Care Service Voucher for
the Elderly supports frail elderly persons to age in place
under the “money-following-the-user” mode. Overall, the
Pilot Scheme had been enhanced in various ways with more
obvious progress in recent years. That said, there were still
areas for improvement.

Our investigation revealed that the Social Welfare
Department (“SWD") had taken effective steps to enhance
the utilisation rate of vouchers. While the supply and
demand of home-based services in different districts could
generally maintain a balance, there was a deficit of centre-
based services in some districts. SWD randomly interviewed
only one voucher holder in most of the service monitoring
visits at recognised service providers. The Department had
not maintained statistical information on voucher holders’
reasons for switching service providers. The Pilot Scheme
was rarely publicised through channels with a wide coverage.

our recommendations

The Ombudsman made 11 recommendations to SWD,
including approaching those voucher holders not using
the vouchers received and helping them choose suitable
service; inviting more organisations to offer more centre-
based service places in districts with keen demand;
providing more support to voucher holders without children
or carers; instructing its staff to conduct random interviews
with at least two users or their carers during each service
monitoring visit; understanding voucher holders’ reasons for
switching service providers; and considering arranging more
newspaper or television interviews with real cases cited to
promote voucher services.

Annual Report of The Ombudsman 2023/24

47

%
=



Ki54 Appendix 4

FHRETIHRERE
Case Synopses of Direct Investigation Operations

HER

Education Bureau
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Education Bureau’s Monitoring of Boarding
Sections of Schools for Children with Intellectual
Disabilities

52 A B # Completed on : 25/4/2023

Our findings

Some schools for children with intellectual disabilities
("ID") receiving aids from the Education Bureau ("EDB")
have boarding sections that provide boarding service to
children with moderate and severe ID. We found that, save
for stipulations on staffing establishment and provision of
funds, EDB had not laid down any details about operational
requirements, restrictions, or inspection in relation to these
boarding sections. EDB’s external school review (“ESR")
would not directly assess the operation of the boarding
sections either. Nevertheless, given the limited ability of
children with ID to communicate effectively, we consider
that EDB should ensure its effectiveness in monitoring
boarding sections and enhance the services of them, so as
to safeguard boarders’ welfare.

Our recommendations

The Ombudsman made 12 recommendations to EDB,
including stipulating in the Practice Guide for Special
Schools on Planning and Managing Boarding Service the
basic requirements for certain aspects of boarding sections’
daily operation; requiring boarding sections to install CCTV
surveillance systems with recording function and conducting
random checks from time to time of those recorded
footages; including the use of physical restraint or seclusion
on boarders as an item for review during inspections, and
formulating detailed and rigorous guidelines for adopting
such interventions in boarding sections; providing guidelines
on the design and facilities of seclusion space in the boarding
section; including in ESR the observation of boarding
sections’ environment and boarders’ daily lives; arranging
surprise inspections at the boarding section and drawing
up key performance indicators; reviewing and broadening
the content of inspections; devising clear arrangements and
inspection indicators; exploring the feasibility of arranging
professionals and parents to participate in inspections;
and strictly requiring boarding sections to adhere to the
requirements for reporting serious or life-threatening
accidents.
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Environmental Protection Department, Food and Environmental Hygiene
Department and Lands Department

@ NEY%S case No. : DI/459
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Government's Enforcement against Defective
Sewage Works of New Territories Exempted
Houses

Our findings

The enforcement responsibilities in respect of sewage works
of New Territories Exempted Houses (“NTEHS") scatter
among the Environmental Protection Department (“EPD”),
the Food and Environmental Hygiene Department and the
Lands Department (“LandsD”). Our investigation revealed
inadequate collaboration in complaint handling and no
established mechanism for information exchange among
the three departments. LandsD has not fully discharged
its enforcement role or conducted any data analysis of
complaint cases, rendering it difficult to monitor complaint
handling effectively. Besides, under the prevailing regulatory
regime, no substantial measures are in place to ensure NTEH
owners' fulfilment of their maintenance responsibility.

Oour recommendations

The Ombudsman made ten recommendations, including that
the three departments should set up an inter-departmental
working group, draw up operational guidelines for frontline
staff to rationalise the responsibilities and procedures for
inter-departmental cases and devise a proper mechanism
for information exchange; LandsD should formulate a
monitoring mechanism for complaint cases, conduct data
analysis and take lease enforcement action decisively,
while exploring concrete measures to ensure NTEH owners
know how to effectively fulfil their responsibility for proper
sewage treatment and maintenance of sewage works; and
EPD should enhance publicity of the correct use and proper
maintenance of septic tanks and consider more extensive
use of new technology in an appropriate time to trace the
seepage source.
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Efficiency Office

@ NEY%S case No. : DI/461
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Effectiveness of 1823 in Handling Complaints
and Enquiries

52 A B Completed on : 5/3/2024

Our findings

1823 under the Efficiency Office (“EQ”) provides a one-
stop service round the clock to answer public enquiries
about the services of 23 participating departments, and
receive complaints about Government services. Our
investigation found that 1823 cannot effectively resolve
cross-departmental complaints and complaints involving
unclear delineation of responsibilities. We consider that
1823 should escalate cases about recurring district problems
involving unclear delineation of responsibilities in a timely
manner to the high-level structure of the Government for
effective resolution. Our investigation also identified room
for improvement in 1823's handling of calls, co-operation
arrangements with participating departments, daily
operations and use of data.

Our recommendations

The Ombudsman made 13 recommendations to EOQ, including
that it should stringently enforce the requirement that
departments reply within a specified time limit with reasons
if they consider a case outside their purview or should be
handled by another department; establish a mechanism
and draw up guidelines to standardise and regularise the
procedures for escalating cases about recurring district
problems with unclear delineation of responsibilities to the
respective District Officers of the Home Affairs Department
or the Task Force on District Governance (“TFDG") in a
systematic, proper and timely manner; request participating
departments to submit forecast plans of new services or
arrangements on a regular basis for preparation accordingly;
proactively monitor and conduct timely review of the newly
upgraded telephone system with a view to further enhancing
1823's call answering rate; expand the application of artificial
intelligence on enquiry handling; and conduct systematic
analyses of cross-departmental cases and consolidate
relevant data, submit reports to the TFDG from time to
time to facilitate the Government'’s resolution of cross-
departmental district issues.
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Housing Department’s Arrangements for
Housing for Senior Citizens and Converted One-
person Units

52 R B & completed on : 11/7/2023

Our findings

In the 1980s, the Housing Department (“HD") introduced
the Housing for Senior Citizens ("HSC") scheme to provide
hostel-type public rental housing (“PRH") for elderly tenants
aged 60 or above. HSC has three types according to the
design of units, namely Type 1 (“HS1"), Type 2 (“HS2") and
Type 3 (“HS3"). Converted one-person (“C1P") units of a
similar design as HS1 were also provided in response to
the society’s demand for one-person PRH units at that
time. Tenants have to share the kitchen, living room and/or
bathroom facilities.

Our investigation found that, with the change of times, units
with shared kitchen and bathroom facilities have become
outdated and unpopular. Despite that the Hong Kong Housing
Authority has taken multiple measures to reduce the vacancy
rate of those units over the years, after a lapse of nearly two
decades, HD has yet to recover all HS1 and C1P units which
are no longer available for allocation, and the vacancy rate
of the partitioned rooms in these units were persistently
high with long duration of vacancy. On the other hand, the
vacancy rate and refusal rate of offer of HS2 and HS3, which
are still available for allocation, were also high. We consider
that HD should ensure more effective deployment of relevant
PRH resources to meet the strong demand for public
housing.

Our recommendations

The Ombudsman made eight recommendations to HD,
including that HD should review whether HS2/HS3 units
should still be classified as ordinary PRH flats, and consider
ceasing to allocate these units to general PRH applicants
and tailoring a specific allocation scheme for HS2/HSS3;
consider in the long run the needs for changing the use of
HSC. Moreover, HD should promote and introduce more
transfer incentives, approach and collaborate with the Social
Welfare Department or welfare agencies to proactively lobby
and encourage the elderly tenants of HS1 and C1P units to
transfer, thereby speeding up recovering these units.
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Handling of Complaints Involving Trees on
Government Land

52 R B & completed on : 10/7/2023

Our findings

The Tree Management Office (“TMQ”) under the Development
Bureau co-ordinates and supervises departments’ handling
of tree complaints. While TMO has established a mechanism
under which it adjudicates on cases involving disputes over
responsibilities, our investigation revealed that when TMO
intervened in the disputes according to the mechanism, the
cases might have been seriously delayed. Besides, from
time to time, tree management departments had divergent
interpretations of the division of responsibilities and even
repeated disputes over similar issues. No departments had
drawn up any internal time frame for carrying out ordinary
tree work. Meanwhile, while the backlog of complaints with
overdue replies by the Lands Department (“LandsD”) had
significantly shrunk, there was no information on whether all
the trees involved had been properly handled.

Our recommendations

The Ombudsman made eight recommendations, including
that for complaints involving disputes over responsibilities,
TMO should consider using the overall handling time of a
case as a criterion for intervention; conduct systemic analysis
on such cases for collating information about departments’
common differences in opinions and misunderstanding,
and review and update the relevant Technical Circular as
appropriate in a timely manner; require departments to
formulate a time frame for carrying out ordinary tree work
based on the actual need; strengthen data collection and
analysis; and continue to monitor LandsD’s performance in
handling tree complaints.
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Leisure and Cultural Services Department

@ NEY%S case No. : DI/465
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Repairs and Maintenance of Outdoor
Recreational and Sports Facilities under Leisure
and Cultural Services Department

Our findings

The quality, suitability and safety level of outdoor
recreational and sports facilities have substantial impact
on raising the living quality of the general public. As the
management authority for a huge number of outdoor
recreational and sports facilities, the Leisure and Cultural
Services Department (“LCSD") has a duty to ensure that the
facilities are in good condition and to arrange for their timely
repairs and maintenance. Our investigation revealed that
some LCSD frontline staff had failed to report in a timely
manner damage in outdoor recreational and sports facilities.
Furthermore, there is room for improvement in LCSD’s
monitoring of overall facility repairs procedures, arrangement
of contracts with contractors and monitoring of contractors’
performance.

our recommendations

The Ombudsman made 11 recommendations to LCSD,
including that it should formulate practice guides for frontline
staff on facility inspection and improve the current routine
inspection form; strengthen facility inspection training for
frontline staff; follow up closely on the development of the
computer system designed for facility inspection and repair
records so that in the future, staff can inspect in real time
the relevant records and follow up on the repairs for facilities
in a timely manner; review the current term contract
arrangement and in the long run explore options that allow
more flexible arrangements for facility repairs by contractors;
and consider making use of smart technology to facilitate
public report of damaged facilities.
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Food and Environmental Hygiene Department

@ MNEYRS case No. : DI/466
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Regulation of Licensed Swimming Pools by Food
and Environmental Hygiene Department

Our findings

The Food and Environmental Hygiene Department (“FEHD")
regulates licensed private swimming pools in accordance
with the Swimming Pools Regulation and licensing conditions
to ensure public safety and hygiene. Our investigation
revealed inadequacies in FEHD’s inspection of licensed
swimming pools in terms of frequency, quality, method
and record. Besides, licensees are not required to maintain
duty logs of life-saving attendants or to provide basic life-
saving and first-aid equipment under the existing licensing
conditions. FEHD's guidelines on the monitoring of pool
water quality were insufficient and no accident notification
mechanism was in place.

Our recommendations

The Ombudsman made 12 recommendations to FEHD,
including specifying in operational guidelines the follow-
up arrangements in the event of closure of pools during
surprise inspections; strengthening staff training and
guidelines on the inspection of pools; applying technology in
recording inspection results; reviewing the existing licensing
conditions (including exploring stipulating the requirement
for maintaining duty logs of life-saving attendants and
addition of basic life-saving and first-aid equipment);
establishing an accident notification mechanism; issuing to
licensees guidelines on the handling of pollution sources in
pool water; stepping up enforcement against non-compliant
pools; exploring ways to engage pool users in monitoring;
and setting up a standing communication mechanism with
the Leisure and Cultural Services Department, the operator
of public pools, on the regulation and management of
swimming pools.
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Food and Environmental Hygiene Department’s
Regulation over Sale of Food in Hot/Cold Holding
and Non-prepackaged Beverages by Means of
Vending Machine

Our findings

In recent years, more and wider variety of food in hot or cold
holding and non-prepackaged beverages are available by
vending machines emerging in the market. As required by
law, any person who intends to engage in this mode of food
business must first apply to the Food and Environmental
Hygiene Department (“FEHD") for a permit to sell food by
means of vending machine (“VM Permit”). Our investigation
revealed that some permit holders have not complied
stringently with the licensing requirements and conditions
imposed by FEHD, and there is room for improvement on the
part of FEHD in its processing and approving of applications
for VM permits and monitoring of licensed vending machines.

our recommendations

The Ombudsman made ten recommendations to FEHD,
including requiring permit applicants to submit information
about the devices and operation of vending machines and
keep it in the case files; updating existing guidelines with
instructions to staff on how to compile specific records of
pre-approval inspection; beefing up the licensing conditions
with clear and specific details on temperature control,
machine cleansing and sterilisation, and record keeping,
while exploring stepping up random checks on such records;
exploring the feasibility of more proactive bacteriological
testing of food and beverages sold by means of vending
machines; requiring permit holders to display the Permit
on the outside of machines, and disseminating information
about licensing requirements/conditions imposed on vending
machines to facilitate public monitoring; requiring all vending
machines of food under temperature control to be fitted
with an externally readable thermometer or to provide
relevant information; and providing organisations which
dispenses free food by self-service machines with important
information for safeguarding public hygiene and health.
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ZF REBRFAHERVERIFNR
Ccomplaints Received and Complaints Pursued &
concluded

REXFEINFHS
in alphabetical order

B R H
EIHRIF SRR
NRHE NRHA

No. of
No. of complaints
complaints pursued and

BSR4 Department or organisation received concluded®
F1ZH - BT Part 1: Government Departments

BREAFIEE Agriculture, Fisheries and Conservation 48 15

Department

BINE Architectural Services Department 8 3
HitE Audit Commission 1 1
= 7 W BhBA Auxiliary Medical Service 1 0
EFE Buildings Department 164 103
SN e e Civil Aid Service 2 0
I Civil Aviation Department 5 0
TARIERARE Civil Engineering and Development Department 14 2
NRDEMAL Companies Registry 15 6
EHE Correctional Services Department 33 20
ENENEES Customs and Excise Department 64 12
BAEE Department of Health 83 34
I A] Department of Justice 32 4
REE Drainage Services Department 13 6
BEREDAE Efficiency Office 38 31
B TES Electrical and Mechanical Services Department 17 7
INBRIFE Environmental Protection Department 79 31
S AL Fire Services Department 39 18
RYNINETEE Food and Environmental Hygiene Department 386 207
THREKENRNELSE General Office of the Chief Executive’s Office 9 4
BT ¥ 1T AR 55 BA Government Flying Service 2 1
BTt 56 A Government Laboratory 1 1
B iRSE Government Logistics Department 2 1
B 7=l Government Property Agency 8 1
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Complaints Received and Complaints Pursued & Concluded

2R H
BEEBRIF SROKIF
NRHE MRHE"

No. of
No. of complaints
complaints pursued and

BSR4 Department or organisation received concluded’
AT B Government Secretariat
- BHAREDRE — Chief Secretary for Administration’s Office 29 59
- NBERAESH — Civil Service Bureau 17 2
-RBEREFERB — Commerce and Economic Development Bureau 1 0
- B RN ESB — Constitutional and Mainland Affairs Bureau 1 1
- XAMARE KRB — Culture, Sports and Tourism Bureau 3 1
- k&R - Development Bureau 11 11
-#ER — Education Bureau 68 41
- INBEREDRB - Environment and Ecology Bureau 4 1
- WRARREKDRE - Financial Secretary's Office 2 2
-WMAREZRESB - Financial Services and the Treasury Bureau 40 16
-ESDER — Health Bureau 16 12
-RBEEEEER - Home and Youth Affairs Bureau 6 2
-BEER - Housing Bureau 20 12
- BIFTRIEE R T B — Innovation, Technology and Industry Bureau 3 1
- FLEEME — Labour and Welfare Bureau 5 2
-RELB - Security Bureau 26 2
- =R RIRR — Transport and Logistics Bureau 6 4
BIRE Highways Department 59 43
RBESEE Home Affairs Department 88 46
BEBRXE Hong Kong Observatory 4 1
BEBELSL Hong Kong Police Force 57 10
BEE Housing Department 463 303
ANREEL Immigration Department 155 73
B #rE Ak Information Services Department 1 1
5B Inland Revenue Department 81 24
BIFTRHEE Innovation and Technology Commission 5 3
A= E Intellectual Property Department 2 2
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Complaints Received and Complaints Pursued & Concluded

B R
BEIMRIF ZRNRIRF
MNRHE NR¥KE"
No. of
No. of complaints
complaints pursued and
BSR4 Department or organisation received concluded®
ALEN MBS K Judiciary Administrator 14 6
5 LAk Labour Department 54 24
T HEM AL Land Registry 9 2
B E Lands Department 221 119
ERERE Legal Aid Department 60 19
BEREEXHESE Leisure and Cultural Services Department 199 100
SEUAI Marine Department 14 5
BUNESEEBRILE Office of the Communications Authority 19 8
BT AR B E A= Office of the Government Chief Information Officer 2 0
WrEERE Official Receiver’s Office 10 5
HXIZE Planning Department 12 4
e Post Office 38 21
BHBBEA Radio Television Hong Kong 4 2
Z il E9NE Rating and Valuation Department 11 3
b= Registration and Electoral Office 10 3
fto@HE Social Welfare Department 126 64
TIWRZE Trade and Industry Department 6 3
ZhE Transport Department 380 253
E%E Treasury 1 0
IKEE Water Supplies Department 98 50
FIRE RS2 ERBESL  Working Family and Student Financial Assistance 26 16
Agency

F23H - AENM Part 2: Public Organisations
21T kM SCIRB Accounting and Financial Reporting Council 1 0
MZEER Airport Authority 12 2
REEFERS Competition Commission 4 1
HBREERERAS Consumer Council 24 7

.98 ) HiFE R 2023/24 F1f
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ZRREBRHAHLERNWRIFNR
Complaints Received and Complaints Pursued & Concluded

B R
EIMRIF ZRNRIRF
MNRHE NR¥KE"
No. of
No. of complaints
complaints pursued and
BSR4 Department or organisation received concluded®
BRBEIR Employees Retraining Board 6 2
FEN2ERS Equal Opportunities Commission 24 6
HERIBYER Estate Agents Authority 8 2
BEEEZRS Hong Kong Housing Authority 8 6
BEBEEEMS Hong Kong Housing Society 27 12
BERECREER Hong Kong Monetary Authority 19 8
BBNREZRBRAA Hong Kong Sports Institute Limited 4 2
EEE B Hospital Authority 188 45
BRBAZE Independent Commission Against Corruption 2 0
R EED Insurance Authority 14 4
VAN YNC] Kowloon-Canton Railway Corporation 1 0
SOES ML Legislative Council Secretariat 2 0
BHEMUELNTRSITEER B Mandatory Provident Fund Schemes Authority 7 5
MAREFLEE R Privacy Commissioner for Personal Data 13 5
Pl BB IEE R Property Management Services Authority 29 30
AR ESEREEZ RS Securities and Futures Commission 106 5
BEBERRITZB The Hong Kong Examinations and Assessment 13 5
Authority
BBl 5 B B Travel Industry Authority 7 2
MXEZER Urban Renewal Authority 20 6
BRI B Vocational Training Council 20 5
AKX ERR West Kowloon Cultural District Authority 1 2
H 41492 Other Organisations? 240 1
&it Total 4,351 2,053

1.

BREEL-NFERD BEAFES ERREHERORIFDE

2. [EAMNM] BIETE (RIFTRAFRG) MRINENM -

Notes :

1. Including the complaints received in the previous year but pursued and concluded in the prevailing year.
2. "Other Organisations” are organisations falling outside Schedule 1 to The Ombudsman Ordinance.
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UENHNEEZNRIFINIRER
Results of Complaints Concluded by Inquiry

BT

Department or organisation

BLER AN
SLRWKRIF
OE 3|

No. of
complaints
concluded
by inquiry

REXFEINFHS
in alphabetical order

RIBRE
FARE 2z

M

Cases with
inadequacies
or
deficiencies
found

FE1ZH - BT Part 1: Government Departments
BB NFIEE Agriculture, Fisheries and Conservation 13 3
Department

BINE Architectural Services Department 1 0
HitE Audit Commission 1 0
EFE Buildings Department 78 24
TARTEARERE Civil Engineering and Development Department 2 0
NECIDE P Companies Registry 5 1
EHE Correctional Services Department 20 1
NGNS Customs and Excise Department 12 0
BEE Department of Health 30 6
A Department of Justice 4 0
REE Drainage Services Department 5 1
BERHEDAE Efficiency Office 29 5
HBIEE Electrical and Mechanical Services Department 5 1
INBRIFE Environmental Protection Department 27 1
SEBF AL Fire Services Department 17 2
RYNINETDEE Food and Environmental Hygiene Department 160 47
THKEDRELSE General Office of the Chief Executive’s Office 4 2
S ¥ TARSSFA Government Flying Service 1 0
S50 AT Government Laboratory 1 0
B =l E Government Property Agency 1 0

' BiFE R 2023/24 F1&



B 6 Appendix 6

DERGXERNRIFIRER
Results of Complaints Concluded by Inquiry

HERAR RABRE
SERINIIF FAE 2z
MREYE UMNES

Cases with

No. of inadequacies

complaints or

concluded deficiencies

Department or organisation by inquiry found

BT e B Government Secretariat
- BHAREDRE — Chief Secretary for Administration’s Office 45 9
- NBERAESH — Civil Service Bureau 2 0
- B RN ES B - Constitutional and Mainland Affairs Bureau 1 0
- XA B Rk B — Culture, Sports and Tourism Bureau 1 0
- KER - Development Bureau 11 1
-HER - Education Bureau 38 3
- INRERAESR - Environment and Ecology Bureau 1 1
- WRAREDRE - Financial Secretary’s Office 2 1
-MARESRESR - Financial Services and the Treasury Bureau 7 0
-ESTER - Health Bureau 11 4
-RBREEFESH - Home and Youth Affairs Bureau 1 0
-FER - Housing Bureau 12 0
- BIFTRIE R T B — Innovation, Technology and Industry Bureau 1 0
- FIREMNB - Labour and Welfare Bureau 2 0
-REZB - Security Bureau 1 1
- =R RRE — Transport and Logistics Bureau 4 1
BRIE Highways Department 35 4
RBEHEE Home Affairs Department 39 10
BBRXA Hong Kong Observatory 1 0
BEBESLL Hong Kong Police Force 10 5
BEE Housing Department 270 28
ABEEFLL Immigration Department 66 6
BT # E b Information Services Department 1 0
&R Inland Revenue Department 18 7
BIFTRHEE Innovation and Technology Commission 2 0
IR~ E Intellectual Property Department 1 0
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Bt 6 Appendix 6

RERARERNRIFIR

&

Results of Complaints Concluded by Inquiry

Department or organisation

LER A
SLRWKRIF
NEHE

No. of
complaints
concluded
by inquiry

RABRE
FAE 2z

:OMES

Cases with
inadequacies
or
deficiencies
found

ALEN MBS K Judiciary Administrator 6 0
7 LAk Labour Department 22 1
T HEM AL Land Registry 2 0
B E Lands Department 109 23
EERERE Legal Aid Department 19 0
BEREXHESE Leisure and Cultural Services Department 87 11
AEAL Marine Department 5 1
BUHNESEEBRILE Office of the Communications Authority 8 1
WreEBRE Official Receiver’s Office 4 1
HE Planning Department 3 0
e Post Office 19 8
BEBA Radio Television Hong Kong 1 1
Z Pl N E Rating and Valuation Department 3 1
prikade | Registration and Electoral Office 3 2
BN E Social Welfare Department 57 7
TULRSE Trade and Industry Department 2 0
ZHE Transport Department 213 60
KEKE Water Supplies Department 44 10
FIRRENFAERBESL  Working Family and Student Financial Assistance 12 0

' BiFE R 2023/24 F1&

Agency



BB

Department or organisation

B 6 Appendix 6

REWMARERZNRIFNIRSE

Results of Complaints Concluded by Inquiry

HERAR
SERINIIF
NRHE

RABRE
FAE 2z
:OMES

Cases with

No. of inadequacies
complaints or
concluded deficiencies
by inquiry found

H2:H : AENM Part 2: Public Organisations

MIZEERD Airport Authority 2 1
REEZERS Competition Commission 1 0
EREERS Consumer Council 4 3
B RABEIR Employees Retraining Board 2 0
FENSEZERS Equal Opportunities Commission 6 0
WERERER Estate Agents Authority 2 1
BEEEZRS Hong Kong Housing Authority 6 3
BEBEEMS Hong Kong Housing Society 11 2
BELECREER Hong Kong Monetary Authority 8 1
BBREZRABRAE Hong Kong Sports Institute Limited 2 0
ERERB Hospital Authority 43 13
RS E B Insurance Authority 3 0
BEIEATRES TN EERR Mandatory Provident Fund Schemes Authority 5 0
MARE AT R Privacy Commissioner for Personal Data 5 1
Pl BB EE D Property Management Services Authority 30 6
A RBARESMRE RS Securities and Futures Commission 5 0
EEZERARITZB The Hong Kong Examinations and Assessment 5 1

Authority
iR A= Travel Industry Authority 2 0
MXERRB Urban Renewal Authority 4 0
B IZR B Vocational Training Council 4 0
BAAXKXERER West Kowloon Cultural District Authority 2 1
H At 4l 49 Other Organisations’ 1 0
ait Total 1,771 335
E [EAMAM] RENE CRIFTRAFRM) MRIKDNA -
Note 1. “Other Organisations” are organisations falling outside Schedule 1 to The Ombudsman Ordinance.
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K57 Appendix 7

ZeHBAEFERNINRED
Index of Cases Concluded by Full Investigation

125>+ BT REXFEINFHS

Part 1 . Government Departments

NRRS
Case No.

BRARFEE

RIFEWM
Complaint

Agriculture, Fisheries and Conservation Department

Bk
Overall
conclusion

2023/1308 RECREEM AR S| RIBRARBIBX HE EE BB 4 TRGIL
Bl E
Failing to provide clear guidelines and instructions on Unsubstantiated
how to identify maintained trails on countryside maps

EHNE

Architectural Services Department

2023/05228B JEIR S KR [B] I FK R R R 4 N
Delay in repairing the hot water supply system for Unsubstantiated
shower cubicles of a swimming pool

BEFE

Buildings Department

2022/1619E R E 2 IR AT E B S AL R (R R =i F ol AV
Failing to properly follow up on the unauthorised Partially
building works of a village house substantiated

2022/3740 KRB LIBIEIF AZIREZ DU HIFZR TR KRB E M B 59 B3Z
Eif
Failing to handle the complainant’s report of Partially
numerous unauthorised building works and reply to substantiated
his queries

2022/4011 IER IR S EREY) K B RERS DAV
Delay in following up on a removal order issued Substantiated
against unauthorised buildings works

2023/0088B AR IBIF ARDERANDER [Dava
Delay in handling the complainant’s seepage case Substantiated

2023/0153(1) REZENBRMEREN AL X HHER AR - B

Failing to properly handle a request for historical
documents of a building

HiFE R 2023/24 3R

AEBRK

Unsubstantiated but
other inadequacies
found

in alphabetical order

No. of Recom-
mendations
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Z4LHAEFERNINRES]
Index of Cases Concluded by Full Investigation

BAELR BiVHE

NRIFS BIFEIM Overall No. of Recom-
Case No. Complaint Conclusion mendations

A ‘DEAMAL
Companies Registry

2023/1018 ARBEZENERIFAGREARIRAEELL BT A A A 0
HR U

Failing to properly handle the complainant’s Unsubstantiated
complaint about a company mistakenly using his
residential address as its registered address

T4
Department of Health

2022/0792 (1) BEREARIFARHAMEROREEXXH (K DA 3
M) AR
2) WERIFANDIRMEEZRIL  EEREHEBX
- MERXAHINHTRNRER (L)

(1) Delay inissuing a correct isolation document to Substantiated
the complainant (substantiated); and
(2) Extremely unorganised handling of the
complainant’s case in that the Department
had repeatedly issued isolation documents
each bearing a different isolation period
(substantiated)

2022/29698 RA R AR R EMBUT R R A X 20198 R FHE pavi 0
EATERERABLENRELH

Failing to explain to the public and other Government Unsubstantiated
departments the quarantine arrangements for

recovered COVID-19 patients in case of any new

confirmed cases in the same household

2022/3659A () RIFARFESHIEMAEREZFEHIANSEE oA 0
= AXRIGBHRGE TERTER - MRBEITL
MREL RPTER RS (TRRIL) AR
2) EERHELTHRZAHREIFE (TAKL)

(1) The transparency of the follow-up actions taken Unsubstantiated
after the occurrence of adverse events following
COVID-19 immunisation of the complainant’s
late father was extremely low, and that there
was no channel for family members to learn
the follow-up actions taken by the authorities
(unsubstantiated); and
(2) Refusal to provide the causality assessment by
the Expert Committee (unsubstantiated)
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ZLHAERERNNRES
Index of Cases Concluded by Full Investigation

NRES
Case No.

RIFEM
Complaint

RE-FIEBREMIEMIEEZTEELEM2019E K
RERBHQUAE - HFRZEBALDSES - BIZF
AR IR MR R A M < B B fR B9 BR 12 1

Mistakenly issuing the COVID-19 Compulsory Testing
Order and relevant follow-up letters to a foreign
domestic helper despite her clarification and DH's
confirmation of her compliance with the testing
requirement

2023/0201

REE
Drainage Services Department

2023/0990A S 5 BT AR - IS4 IR T+ Ak
/= [\] &R
Delay in handling the flooding problem on a piece of
Government land due to the shifting of responsibility
between the Department and the Lands Department

MEREHDPAE

Efficiency Office

2023/0135C REBBEXREERERBERNERERXENRIFENT
HEERI]
Failing to refer a complaint about flying faded and
damaged national flags and regional flags to the
relevant department(s)

HlEE TR

Electrical and Mechanical Services Department

BRI
Overall
conclusion

Substantiated

%

Unsubstantiated

RIFTAIL - B4
AEBRK
Unsubstantiated but

other inadequacies
found

2022/3578 BEEZRRIFARI AR AR~ RS L2 E i SaN AV
Repeatedly requiring the complainant to submit Partially
information to prove that the products concerned met substantiated
the safety requirements

2023/0522C AR 418 T K MOR [B] ;O FOK R R 4 ZN A

Delay in repairing the hot water supply system for
shower cubicles of a swimming pool

HiFE R 2023/24 3R

Unsubstantiated

No. of Recom-
mendations
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Z4LHAEFERNINRES]
Index of Cases Concluded by Full Investigation

Bt ZWHE
NRIRS ®IFSEIM Overall No. of Recom-
Case No. Complaint Conclusion mendations
BRI B
Environmental Protection Department
2022/1619F TEMEH BRAEBUS KB IR R ARG - RBH —FHE 2N avi 2
Failing to take further enforcement action after Unsubstantiated
giving advice to the person in charge of a premises
suspected of discharging effluent
2022/3620 REXRPUE LTS - KRR BT EL SRR Npava 0
S
Failing to take proper actions to close down two Unsubstantiated
concrete batching plants continuously operating
without a valid licence
2023/1195D REMALTEEBEPEREREL - LR MAE 2 AV 0
) om B9 (0] 7R
Failing to resolve the long-standing problem of Unsubstantiated
depositing of construction waste, machines, vessels,
etc. at a waterfront promenade
JHBA &k
Fire Services Department
2023/0403B RARFFAZFRERTHRELEERDE [pava 1
Lack of positive response to the complainant’s Substantiated
request for return of Bank Guarantees
BYREDEE
Food and Environmental Hygiene Department
2022/1619A ZHSFTHRERLBFAFRORALCESRLELE RIFTAKIL - B 3

B EIRLET - (B8 B THER B E KB B IFAB X RERRK
By 3 FD Y [A) 7R

Arranging inspections on an allegedly unlicensed Unsubstantiated but
food premises by uniformed staff and staff arriving in other inadequacies
government vehicles, but failing to arrange night time found

inspections and reply to the complainant about the
issue of piling of refuse
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ZLHAERERNNRES
Index of Cases Concluded by Full Investigation

NRES
Case No.

RIFEM
Complaint

BRI
Overall
conclusion

2022/2602 (1) ABHEEEBEALHM (PAKL) BRI HEE
2) AEBER#ERBEEFRIFANRF (BoKLZ) - KK T
(3) ABXNEMMAEITHETIRXIEEREAFLHE
N RAERERMEBITLAFER (R
(1) Improper management of a public market Partially
(unsubstantiated); substantiated and
(2) Failing to follow up on and respond to other inadequacies
the complainant’s complaints (partially found
substantiated); and
(3) Failing to regulate the irregularities and terminate
the tenancies of the stall tenants who breached
the tenancy agreements and then put up those
stalls for public auction (unsubstantiated)
2022/2840 REZEEBEANET BIARTRKAL - BN
SHEHEK
Improper management of a public market Unsubstantiated but
other inadequacies
found
2022/3803 (1) TEBEEH —NEKRFIEPUMREGEELE N rava
B HBIRANREFE - UREIEAE (PRAL)
(2 MREIEIRRKIF (TK) AR
(3 HEHEHEMBSFME (RAETL)
(1) Unreasonably refusing to conduct surprise Unsubstantiated
moisture content checks at the subject premises
of a water seepage complaint, change the
case officer and terminate the investigation
(unsubstantiated);
(2) Delay in replying to a staff complaint
(unsubstantiated); and
(3) Failing to reply to telephone calls and voice
messages (inconclusive)
2023/0088A R IR IF AR SRR N ava
Delay in handling the complainant’s seepage case Unsubstantiated
2023/0208A X FEAE & 737 SN2 Y BR AT &Y (B AT ) 2N A
Ineffective enforcement against street obstruction by Unsubstantiated
miscellaneous articles outside a wholesale market
2023/0503A X EAE & TN YR A &Y R HUE T Npava

Ineffective enforcement against street obstruction by
miscellaneous articles outside a wholesale market

HiFE R 2023/24 3R

Unsubstantiated

No. of Recom-
mendations
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Z4LHAEFERNINRES]
Index of Cases Concluded by Full Investigation

Lo ZWHE

PNRIRS ®IFSEIM Overall No. of Recom-
Case No. Complaint Conclusion mendations
2023/0824 REAHEIEET BRELEE S| BRE—FHET A Npava 0

Ineffective enforcement against street obstruction Unsubstantiated

caused by unauthorised extension of business area of

a cooked food stall
2023/1195C REMALEEEBEIPEREREL - IR MRAEF 2 AV 0

) o B9 (8] 7R

Failing to resolve the long-standing problem of Unsubstantiated

depositing of construction waste, machines, vessels,

etc. at a waterfront promenade
2023/2751 BEE=FEGNEEHRZIFALL [EF0EEA D2 0

] - BERIFARTLE

Completing a fixed penalty notice for issuance to Substantiated

the complainant in the presence of a third party,

prejudicing the privacy of the complainant
BRYR RS E

Government Logistics Department

2023/0403A

RARFFAZFRERITHERELEERRE AR - B 1
SHEHK

Lack of positive response to the complainant’s Unsubstantiated but

request for return of Bank Guarantees other inadequacies
found

BREED - BERARAKIDE
Government Secretariat - Chief Secretary for Administration’s Office

2023/0135B

RBE (CRTRAREAERE - BREXHE - XEHHN & 53 B 3L 2
TE) R BREERE R EERXEIRIF

Failing to follow up on a complaint about flying Partially

faded and damaged national and regional flags in substantiated

accordance with the Stipulations for the Display and
Use of the National Flag and National Emblem and the
Regional Flag and Regional Emblem

E&ﬁ/ﬁ\%‘g - g&ﬁ%
Government Secretariat — Education Bureau

2022/2969A

REMERIZHEMES] - EAXN20198RASHEE i av 0
FHEMRBEENR - UBIRIFAIFERERRRAHL

MEFRIEREIR

Failing to provide clear guidelines for schools on the Partially

quarantine requirements for students recovering from substantiated
COVID-19, resulting in the complainant’s son being

refused by his school to resume classes due to a new

confirmed case in the family
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ZLHAERERNNRES
Index of Cases Concluded by Full Investigation

BRI
Overall
conclusion

BIUKE
No. of Recom-
mendations

NRES
Case No.

RIFEM
Complaint

2023/1747 TR B/ NFIE2023/24F FJREFF /N — Npava 0
Unreasonably refusing to allow a primary school Unsubstantiated
to continue operating Primary One classes in the
2023/24 school year

2023/1894 TR B/ NFIE2023/24F FHREFF /N — Npava 0

Unreasonably refusing to allow a primary school Unsubstantiated
to continue operating Primary One classes in the

2023/24 school year

BRFES -ESIER
Government Secretariat - Health Bureau

-~

2022/3659C (1

()
(M

RIFARFESGRIEMHETREZFHIANEE
S AXRIRHRETERTER - MRBITL
MREL RBATER RS (RIZ) AR
BREHRTREZRASHXRKTE (TR)

The transparency of the follow-up actions taken

after the occurrence of adverse events following
COVID-19 immunisation of the complainant’s
late father was extremely low, and that there
was no channel for family members to learn
the follow-up actions taken by the authorities
(substantiated); and

(2) Refusal to provide the causality assessment by
the Expert Committee (unsubstantiated)

BRER - REERBEESH
Government Secretariat - Home and Youth Affairs Bureau

2022/3610

ESBHTERNBRAT  TEMEFTEALEERHER
21X

Improper and unilateral termination of the Mutual Aid
committee Scheme without prior consultation

BRFEE - RRF
Government Secretariat — Security Bureau

2023/1893(1)

TREZFRROMXEEIRES B AFHRIENER

Unreasonably refusing a request for information
relating to daily occupancy of community isolation
facilities

*\\g 70 )r HiFE R 2023/24 F£1R

Partially
substantiated

e

Unsubstantiated

FIRRAAZ » 1BALA
BERRK
Unsubstantiated but

other inadequacies
found
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Z4LHAEFERNINRES]
Index of Cases Concluded by Full Investigation

Bt ZWHE
PNRIRS ®IFSEIM Overall No. of Recom-
Case No. Complaint Conclusion mendations
BBE
Highways Department
2023/11958B REBALEEEBEIPEREREL - N MAE 2N avi 0
) om B9 (0] 7R
Failing to resolve the long-standing problem of Unsubstantiated
depositing of construction waste, machines, vessels,
etc. at a waterfront promenade
RBEFEE
Home Affairs Department
2022/1972A RBEENIR R EETIATIEEX N R [DAva 3
Improper handling of five graves built outside a Substantiated
permitted burial ground
2022/36928B ERMAMBEBREAE X —BENERILDEEEENE TR - B4 1
BEER R R SHEEK
Delay in providing information to the Lands Unsubstantiated but
Department regarding an urn suspected to be illegal other inadequacies
hillside burial found
2023/0135A AKX ZEEBH B REERE KR EE KX E TR - B4 1
K 1F SHEHEK
Failing to take follow-up action at the district level Unsubstantiated but
regarding a complaint about flying faded and other inadequacies
damaged national flags and regional flags found
2023/0208B RB IR IFER T IR I & T3 SN B A 0] R TRGSL 0
Failing to take positive steps to coordinate Unsubstantiated
departments’ handling of the irregularities outside a
wholesale market
2023/0503B R BIRWDEER T IR I & T 37 AN SR A 0] R N ava 0

Failing to take positive steps to coordinate Unsubstantiated
departments’ handling of the irregularities outside a
wholesale market

2023/1195E AERRF G ER B HERRNER - g - AR
1) & B9 [ 7R
Failing to resolve the long-standing problem of Unsubstantiated

depositing of construction waste, machines, vessels,
etc. at a waterfront promenade

48

TRXAL 0
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ZLHAERERNNRES
Index of Cases Concluded by Full Investigation

BRI
Overall
conclusion

BIUKE
No. of Recom-
mendations

NRES
Case No.

RIFEM
Complaint

2023/2289A RBEENBE 2 NN EIEES BB L e S 0] 2 AV

B BHHTE 5

Failing to properly handle illegal occupation of Unsubstantiated

Government land by village houses in a village, which

amounted to shirking of responsibility

EEE
Housing Department
2022/2920 (1) BRBEZERHERIFANBRIRIF (FHKL) AV

(2) ABEPEREIINBIZIFAZ R [HIREARE
BPSR ) fEHAER (AKSZ) ¢ BAR

() ABEEZEBRHABRIFANBRARAEZR (oKL

(1) Failing to properly follow up on the noise Partially
complaints lodged by the complainant (partially substantiated
substantiated),

(2) Lack of a written reply to or acknowledgement
of receipt of reports made by the complainant
using the Tenancy Abuse Report Aerogramme
(substantiated); and

(3) Failing to properly follow up on the complainant’s
reports of tenancy abuse (partially substantiated)

2022/3706 (1) BIREUERIFAREREENEHRIR RS KL
(TR - BB ERREK) AR

(2) HBLULEREMBEFARPOENRLINE - §
BAFATFRN ()

(1) Mistakenly disqualified the complainant from Partially
bidding for the rental of a shop in a housing substantiated
estate (unsubstantiated but other inadequacies
found); and

(2) Failing to make available to bidders the criteria

HiFE R 2023/24 3R

for approving tenders and factors in determining
priority, which was in contrary to the principles
of transparency and fairness (substantiated)



NRES
Case No.

2023/0079A

ARESFLL

K57 Appendix 7

ZeHBPERERNNRRS

Index of Cases Concluded by Full Investigation

RIFEM
Complaint

KANKIRSEIFATAMBREZ LA -5 - BX
RARBSIRFARIEASA - AR BEMIERE 2L
PR (PRAZ) - AR
TRBBENIF AR HIER M - IR ER
WARIER 22 L #m i (KAL)

Having misled the complainant for a long time
that deletion of her daughter’s residence was
unnecessary, the Department suddenly required
the complainant to submit supporting document
for applying for deletion of her daughter from the
tenancy (unsubstantiated); and

Unreasonably refusing to accept the
complainant’s supporting document and delaying
the handling of the complainant’s application

for deletion of her daughter’s residence
(unsubstantiated)

Immigration Department

2023/2469

(1

BRIFAERBEBRATHRXIPRE - B3/ ER
SEHRA - BRFETAARE  HMIIDREBMR
A (RKIL)

BIERIF A LEEIRA TE S - B DA R
IFATLGERIF R (AZ) AR
RUASBEP@EARIFA » TRA BB @AMAE L3
RERA TEHE (TAIL)

Failing to inform the complainants that the
photographs they uploaded for applying for
HKSAR passports did not meet the specifications
despite that such photographs were successfully
submitted through the internet (unsubstantiated);
Allowing the complainants to make appointment
bookings for collection of their HKSAR passports
despite that their uploaded photographs did not
meet the specifications (substantiated); and
Informing the complainants that their uploaded
photographs did not meet the specifications

by email only, without calling them as well
(unsubstantiated)

BiRLEiS BIUKE
Overall No. of Recom-
conclusion mendations
Npavi 0
Unsubstantiated

BB B AL 2
Partially

substantiated

Annual Report of The Ombudsman 2023/24



K57 Appendix 7

ZLHAERERNNRES
Index of Cases Concluded by Full Investigation

Bt EiNHE
NRIRS RIFEI Overall No. of Recom-
Case No. Complaint Conclusion mendations
hBUE E
Lands Department
2022/16198B RBBEENEIEE S R BUS 1t BIAT RER + 308 $17T AR+ B4 2
o INSARIENERMINMAERY I —FOE SERE
iFA
Failing to take prompt land enforcement action Unsubstantiated but
against illegal occupation of Government land by a other inadequacies
village house and reply to the complainant about found
the operation of food business at the village house
without payment of regrant premium
2022/1972B BRBEENERABRETIANEREX N E ENpav 0
Improper handling of five graves built outside a Unsubstantiated
permitted burial ground
2022/3692A RAENREZEDERIFAR —ESEENEERE LS [ava 1
EEIEZER B2 1R
Failing to reply to the complainant’s enquiry or report Substantiated
about an urn suspected to be illegal hillside burial in a
timely and appropriate manner
2023/0990B SRZZHAEHTE  EROBEBBTLHAKR 2 v 0
(] &
Delay in handling the flooding problem on a piece of Unsubstantiated
Government land due to the shifting of responsibility
between the Department and the Drainage Services
Department
2023/1195A REMALGERBPERRAEL - N2 MRAE v 0
) am Y 7]
Failing to resolve the long-standing problem of Unsubstantiated
depositing of construction waste, machines, vessels,
etc. at a waterfront promenade
2023/22898B RBEZBVLEE NN EIEE S BB T A EH B899 A AL 1
B BHEHREZR
Failing to properly handle illegal occupation of Partially
Government land by village houses in a village, which substantiated

amounted to shirking of responsibility

HiFE R 2023/24 3R
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Z4LHAEFERNINRES]
Index of Cases Concluded by Full Investigation

Bt EiNHE
NRIRS RIFEI Overall No. of Recom-
Case No. Complaint Conclusion mendations
BERRXUESE
Leisure and Cultural Services Department
2022/3487 (1) REEBBK TR XM - UBURIFAERIKX R DAV 3

—RIKEINEKET - #E IR AE S K8y H b vk B 2K 5T
(TRSL) - AR

(2) RBEBFIEEXENRELIETELRF KX A
#HAT - BARERMICEFERED R (KAL)

(1) Ineffective patrol at a swimming pool, causing Partially
the complainant to be hit at the head by other substantiated
swimmers under coaching while swimming in
one of the coaching lanes (unsubstantiated); and

(2) Failing to follow the procedures for confining
coaching activities to the designated public
coaching area to separate different types of pool
users (substantiated)

2022/3895(1) ERREAHERPIE TR H PR TR AR+ B 0
SHEMRK
Refusing to provide information of books removed or Unsubstantiated but
withdrawn from public library shelves other inadequacies
found
2023/0522A AR 418 T K MOR B B K R R 4e AR - B 1
SHEHEK
Delay in repairing the hot water supply system for Unsubstantiated but
shower cubicles of a swimming pool other inadequacies
found
2023/2178(1) ERREEB AR BIEMANFCRERE RKAL 0
Refusing to provide the list of Chinese books Unsubstantiated
purchased by the Hong Kong Public Libraries
2023/2775A DT REMNARBIENNZENERNBR - BN FERIF ZN AV 0
AR TERHNHEAEREERZPAOME - ATEM
MAIRILIRNIT
Unreasonably regarding the complainant’s taking Unsubstantiated

photograph of a book cover for the sake of borrowing
the book later on an infringement of copyright while
allowing readers to photocopy books using the
photocopiers provided by libraries
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ZLHAERERNNRES
Index of Cases Concluded by Full Investigation

BAELR

NRIFS RIFEI Overall
Case No. Complaint Conclusion

M E

Planning Department

2022/4287 M

HiFE R 2023/24 3R

B[ERIFANPEDEATEIR (TKIL) ¢ BB AL
BB RSN A] IR TE R R LR
N AREBEIEERIFARMEXER (L)
ESAXNFARBFNERREF I - BIERESLT
RRATFERI S RESRIRERL (TARKIL)
BRBEILER AN RARALTHES AL
VR HRIEREMEL (TKL)
BRBRNDERESNINFARBERESRE B2
HEFEEWTAMNEZ R 2T (TRIL) UKk
BREBEBRITEXHFRBERANSEF IRE
RRTEP IR - IS K RIRME (TFBKAL)

Inaccurate contents in a written reply to the Partially
complainant (unsubstantiated); substantiated
Failing to upload the supplementary information
of an application for planning permission to

the website in accordance with the procedures
and properly reply to the complainant’s related
enquiries (substantiated);

Unfair procedures for consultation on the
application for planning permission, including
that the public were not given sufficient
opportunity and time to give comments
(unsubstantiated);

Failing to properly handle and publish the views
from the District Council and members of the
public on the application for planning permission
(unsubstantiated);

Submitting or referring the application for
planning permission to the Town Planning Board
for approval without giving due consideration

to whether the application was appropriate
(unsubstantiated); and

Providing only an English version or a Chinese
summary but not a full Chinese version of

the application form and discussion paper,
posing an obstacle to public understanding
(unsubstantiated)

BIUKE
No. of Recom-
mendations
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ZeHBPERERNNRRS

Index of Cases Concluded by Full Investigation

NRRES RIFEW
Case No. Complaint
EHEBEA

Radio Television Hong Kong

2023/2890(1) TEEBRMAEBNT BNERNEK

Unreasonably refusing a request for a copy of its
television programme

HLB/RE
Social Welfare Department

2022/2969C RERMRRIEERS I RNAAREEMRIIEIES] - A
BIRIFAILFE2019BRESHEEEER AT MK
AHMEREFERRITERS

Failing to provide specific guidelines for subvented
organisations offering after-school care service,
resulting in the complainant’s son being refused such
service by an organisation after his recovery from
COVID-19 due to a new confirmed case in the family

BiRLEiS BIUKE
Overall No. of Recom-
conclusion mendations

AKAZ 0

Unsubstantiated

Partially
substantiated

2023/0079B REHENIRRIF AR EK

Failing to properly handle the complainant’s request
for document

AV 0

Unsubstantiated

2023/0291 (1) EIREIERIFA (BHKZ) + KRk
2) BEZELEXNRIFEREEHNROF (DKL)

(1) Delay in giving a reply to the complainant
(partially substantiated); and

(2) Failing to properly handle the complainant’s
complaint against a care home for the elderly
(partially substantiated)

TIHBRZE
Trade and Industry Department
2023/1155 FBATEIGR M H O FRT 5 - BRI R 2

7125 & 1)t A RE AR

Demanding provision of an export licence issued by
the Mainland authority for the import of goods not
requiring such a licence

B4 A 3L 5
Partially

substantiated

Npava 0

Unsubstantiated
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Index of Cases Concluded by Full Investigation

Bt EiNHE
NRIRS RIFEI Overall No. of Recom-
Case No. Complaint Conclusion mendations
EHE
Transport Department
2022/2992 (1) T ERIFABRNETRES ML B RE AV 2
WEHRE (BIFTKY - BMIBAERK) R
&
2 “RFANBEERHER (FHKL)
(1) Improper handling of the complainant’s Partially
application for postponement of driving substantiated
test for compliance with a quarantine order
(unsubstantiated but other inadequacies found);
and
(2) Its reply to the complainant had error and
omission (partially substantiated)
2022/3119 DNEEMmARBIRIFAZR TEIREROERSICHET FAFAZ - BHLAY 5
AR B SHEHEK
Improper disclosure of the Certificate of Particulars Unsubstantiated but
of Vehicle of a vehicle registered in the complainant’s other inadequacies
name found
2022/3139 (1) TERFITEVTEMZIESEMSE (PAKIL) v 0
(2) BARBASINAEZRMBHEHANE (FKZ)
(3) BEUESEABEBAMBABBASINEE (TKIL)
AR
(4) EEIFHEECZE TS ZRKIRGA S B SIRE HR 4
KR EHEAIRE (TAL)
(1) Delay in holding an auction of Personalised Unsubstantiated
Vehicle Registration Marks (unsubstantiated);
(2) Giving a very short notice to applicants for
notifying them to participate in the auction
(unsubstantiated);
(3) Using Registered Mail as the only means to

HiFE R 2023/24 3R

notify applicants to participate in the auction
(unsubstantiated); and

Shifting to the Post Office the responsibility
of postmen not requiring recipients to sign to
acknowledge receipt of mail items during the
pandemic (unsubstantiated)
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Z4LHAEFERNINRES]
Index of Cases Concluded by Full Investigation

BiRLEiS BIUKE
NRIFS BIFEIM Overall No. of Recom-
Case No. Complaint Conclusion mendations
2022/3263 (1) AEAAEEZIFARITETRESMBLMNELRE B4 A 3L 2
WA E RIFAR - BIMBEERE) K
&

2) REABERIDELEIETRE S MERESHE L
MS R EBIERRE (K)

(1) Improper handling of the complainant’s Partially
application for postponement of driving substantiated
test for compliance with an isolation order
(unsubstantiated but other inadequacies found);
and

(2) Inconsistent handling of applications for
postponement of driving test submitted by
candidates under isolation and quarantine orders
(substantiated)

2022/3299 LB IF AR NE TR S < Mg S S E v 0
HAER1E
Improper handling of the complainant’s application Unsubstantiated

for postponement of driving test for compliance with
an isolation order

2022/3507 TR IF AR NEFRE S MRS REE T NRGIL 0
HARR1E
Improper handling of the complainant’s application Unsubstantiated

for postponement of driving test for compliance with
an isolation order

2022/3547 NEMARRIFABTEFRESHNES S MIRHAS Szl ava 2
BE R EHAR1E
Improper handling of the complainant’s application Partially
for postponement of driving test for compliance with substantiated
quarantine and isolation orders

2022/3855 RBEZEBEVLEB AR HERMARBEZEHS [ Al5L B899 A AL 0
B 2R 1T ] 5 A UEEE DA FI A (R /&
Failing to properly deal with the problem of someone Partially

making profit by applying for other people for permits substantiated
under the “Driving on Lantau Island Scheme”

2022/4357 REZITHH AN AL B R X #92022/23F £ B LB 41T X A 0
Failing to apply the prescribed criteria to handle the Unsubstantiated

Bus Route Planning Programme 2022/23 for a district
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Index of Cases Concluded by Full Investigation

Bt EiNHE
NRIRS RIFEI Overall No. of Recom-
Case No. Complaint Conclusion mendations
2023/0044 RAZITHHE ML IE KX #92022/23F [ B K 211X Npava 0
Failing to apply the prescribed criteria to handle the Unsubstantiated
Bus Route Planning Programme 2022/23 for a district
2023/0064 REEITHE AN AL B R X #92022/23F £ B LB 411X N ava 0
Failing to apply the prescribed criteria to handle the Unsubstantiated
Bus Route Planning Programme 2022/23 for a district
2023/0070 RBEENEREB ANSRATEL T AR bmE [ K5 B899 A AL 0
B &Rtk R RNIE A BB IE B A FE DA S F) &9 (R] &
Failing to properly deal with the problem of someone Partially
allegedly using illegitimate means to grab the quotas substantiated
for permits to be issued under the “Driving on Lantau
Island Scheme” to make profit
2023/0251 FREFIFAR [58B17] EHN - UREEBEREFIFA DA 0
FEHB [ 5817 RSP O AZERHM
Losing the complainant’s HKeToll Vehicle Tag in the Substantiated
course of mail delivery and unreasonably requesting
the complainant to visit an HKeToll customer service
centre for a replacement
2023/0302 RAZITEHE ML IR KX #92022/23F [ B 3K 22114 Npava 0
Failing to apply the prescribed criteria to handle the Unsubstantiated
Bus Route Planning Programme 2022/23 for a district
2023/0410 FRFIFAR [5B17] EHN - UKk [S@7] Bk DA 0
T ABE T AR 3R EE
Losing the complainant’s HKeToll Vehicle Tag in the Substantiated
course of mail delivery and failing to answer the
complainant’s call to the HKeToll hotline and reply to
the complaint
2023/0419 FRIZIFAR [ S8IT] EH [pAva 0
Losing the complainant’s HKeToll Vehicle Tag in the Substantiated
course of mail delivery
2023/0441 FRFIFAR [58B17] EHN - UKk [S@T7] Bk DA 0
T AT
Losing the complainant’s HKeToll Vehicle Tag in the Substantiated

course of mail delivery and failing to answer the
complainant’s call to the HKeToll hotline

HiFE R 2023/24 3R
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Z4LHAEFERNINRES]
Index of Cases Concluded by Full Investigation

Bt ZWHE
NRIRS ®IFSEIM Overall No. of Recom-
Case No. Complaint Conclusion mendations
2023/0560 BRGIERIFARN [ Z817] ERIEEAIE #h99 B L 0
Omitting to handle the complainant’s application for Partially
an HKeToll Vehicle Tag substantiated
2023/0696 () BWIFANBERBEBTRIAOEBELXKERD T B899 A AL 1

20234 A EIH - METECH & F T2023F5 A 4 7]
/A BzREBLEMTEZ M T2023F2715
MFTECEN RIS - M AL X BH A4 T RlE T
—HHEE (BHKIL)

2) REEAMNERBENRTABDEH=F - BUERRRE
KoM (RBL) - AR

(3) RAEECH M HIE KRB AR R R FHA
TEE - ABBEIARSTERROPEA » BEREST
BER (TAKIL)

(1) Unreasonably refusing to accept the Partially
complainant’s new application, which was made substantiated
in February 2023, for Hong Kong and Macao
cross-boundary private cars quota despite
that his existing quota would expire in April
2023 while the new quotas could only be used
starting from May 2023 the earliest, and giving
inconsistent replies to the complainant’s queries
(partially substantiated);

(2) Beingrigid and inflexible in processing quota
applications by not allowing automatic renewal
of quotas, in view of the pandemic, for 3 years
(unsubstantiated); and

(3) Failing to require applicants to provide relevant
information for screening purpose before
drawing ballots, resulting in the appearance
of many successful but ineligible applicants
and reduced administrative efficiency
(unsubstantiated)

2023/1631 IR ARSI - DIBBEHFBETEE Bt TR+ BHLA 2
FSHEHE
Sending letters to the complainant’s previous address Unsubstantiated but
despite that he had already updated his address other inadequacies
found
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ZLHAERERNNRES
Index of Cases Concluded by Full Investigation

NRES
Case No.

2023/1790 M

RIFEI
Complaint

[Z81T] RGELEEERER [MHEAEE ]
WA - BEERFBDHER [Z81T] 2EME
B (PRAL) AR
REZZNERIFABR TR BN -REORIER
RBREEI - UEBx [MHAKE] MEREE
MBI (K)

Extending the implementation of HKeToll to other
tunnels even though HKeToll system often failed
to read the Driver Card of the two-piece device
(unsubstantiated); and

Failing to properly handle the complainant’s
feedback on reading of the Driver Card and
Vehicle Tag and enquiry about the coverage of
the two-piece device (substantiated)

BRI
Overall
conclusion

BB AL

Partially
substantiated

BIUKE
No. of Recom-
mendations

2023/2765 (1

[ZBIT] REEBLEARNANFT - SEEBE%H
MMETH S O (PARSZ) ¢ AR

[Z81T] ALIRARBZELBNRIFAFX L&
FENER (KL)

Tunnel fee had to be deducted from the vehicle
owner’s account because HKeToll system often
failed to read the Driver Card (unsubstantiated);
and

Failure by HKeToll Hotline staff to properly
answer the complainant’s enquiry about the
above-mentioned problem (substantiated)

Partially
substantiated

2023/2873(1) (1

HiFE R 2023/24 3R

ERIBHARBERZBAGISAT T ZHE L2
KRR (PAAZ) - AR

BB RN EHRERHIDEMN (KAL)

Refusing to provide information about driving
instructors in breach of traffic regulations or
involving misconduct (unsubstantiated); and
Failing to update the name list of driving
instructors in a timely manner (substantiated)

Partially
substantiated
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Index of Cases Concluded by Full Investigation

E2H 5 - NENM
Part 2 : Public Organisations

NRRS
Case No.

RIFEWM
Complaint

EREER
Hospital Authority

(1) BRIFARXFEGHAEMFTEREZFHIANF
BEMN  AXRIEBRHNRHATERTER  MKE
MEMNREZBERRE (TR AR

BREHETREZRAHXRKTE (TR)

The transparency of the follow-up actions taken
after the occurrence of adverse events following
COVID-19 immunisation of the complainant’s
late father was extremely low, and that there
was no channel for family members to learn

the follow-up actions taken by the authorities
(unsubstantiated); and

Refusal to provide the causality assessment by
the Expert Committee (unsubstantiated)

2022/36598B

)
(1

mXEZRF
Urban Renewal Authority

(1) ZEESBEE [EFR2ATEEBEDLRET
W] TR TRAKGFRESFARITES
A (PARAZ) AR

PRV TREEEESTIR RIFTK
o BHMBERK)

Unreasonably refusing to disclose the actual
amount and the computation of a grant for a
maintenance works project under the Building
Maintenance Grant Scheme for Needy Owners
(unsubstantiated); and

Offering a grant amount too small for a
maintenance works project (unsubstantiated but
other inadequacies found)

2023/1886A

2

BRL )IZR 5
Vocational Training Council

RARBRLGERR (2
FRHRIAMEK

Failing to handle a request for information regarding
a film footage in accordance with the Code on
Access to Information adopted by the Vocational
Training Council

2023/2455(R) BESENY 40 BE <K

Bk
Overall
conclusion

EiVHE
No. of Recom-
mendations

Unsubstantiated

BUFIRAL - B 1
ABBRK

Unsubstantiated but
other inadequacies
found

B AL 1

Partially
substantiated
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ZeHFEREENINRRERRK
Summaries of Selected Cases Concluded by Full
Investigation

BRI T RINFHES
in alphabetical order

DEE - BBRARMESBAE

Department of Health, Education Bureau and Social Welfare Department

e

I4ZE DH

R BHEESFREEATERAEGRIZNEE
kB RZHARBEM

BRIFAFEZILFEBL209ERESHERERHA
RERAEFRYL  WFRIERERERMBIR
FEE ([RE] ) PLESBREHARERS - &
WARIFEAEZBRERALNRREMEIBRERE
AT ERBEROBRLH - HERRME 2@
F ([#HZE]) WRARLEARBRS AIEFRM
RIEPLEHESED -

NEMRELIN  PAEBBEITRERBERNE X
ZEERBRERER (BEREATAERARRS
WeNnEtRRBERE)  BHRER HEB - - FHF
REREPLERETEER ERRH - 2T
B DAEE N R R A B A D X AL B R R
"l e

HERIBEAFREMR (ZREERES) - ARE

RN LR BERSARFIMNEEEERLZHER
AIESIW - ZRHARIER : HFRRRESMER
RIEPLBETSELERNFPLNHRIES - 0F
N ERPERT A& A FRANRFEH O A
TRETRIESI R EF A XES| -

' BiFE R 2023/24 F1&

AN Unsubstantiated
= HERRHE EDB and SWD 45 B 7

Partially substantiated

Unclear quarantine and class resumption
arrangements for COVID-19 recovered persons
when their family members were subsequently
tested positive

The complainant’s two sons, recovered from COVID-19,
had been denied by the school to resume class and a After
School Care Programme Centre ("ASCP Centre”) to receive
ASCP service due to their family member tested positive
subsequently. The complainant complained against the
Department of Health (“DH") for failing to explain to the
public and other government departments the quarantine
arrangement for recovered persons in the above situation;
the Education Bureau ("EDB") and the Social Welfare
Department (“SWD") had also failed to provide clear
guidelines for the above situations to schools and ASCP
Centres respectively.

Our investigation revealed that DH did disseminate
information about the COVID-19 epidemic and isolation/
quarantine arrangements through different channels,
including that a recovered person is not required to undergo
quarantine even if their family members have tested positive
subsequently. Yet, EDB, SWD, the School and the ASCP
Centre had failed to fully grasp the above arrangements.
We considered that DH should examine how to disseminate
anti-epidemic information to the public effectively.

Although EDB had issued the “Health Protection Measures
for Schools” (“the Measures”) to schools, it failed to
foresee parents may have queries on the above situation
and incorporate the relevant arrangements into the above
Measures timely, which we considered unsatisfactory.
SWD had also only asked ASCP Centres to heed and refer
to the relevant guidelines provided by the Centre for
Health Protection generally. We considered that EDB and
SWD should promptly provide schools and ASCP Centres
with clear guidelines and update relevant guidelines and
documents.
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Summaries of Selected Cases Concluded by Full Investigation

DEE

Department of Health

L

[

H iR i [0 — & HBSNE REMR TR H5a s
STRRBEH

P42 DH B 7  Substantiated

WIFANRH  RENEREMBT ( [HME] ) £
2022F5 A MR £ BIABREEX20198 KRS KA
ERRRN « FHIR T AEBFE T RGN EG I
= ([BED] ) PEEEHIA - BiZDDRAMA
HaRm NS R AR RHEM -

NENEE R NEMEZHQN P OMEIEIH) —
EEANKIRFTEKRE - NEZEZERARNF
DRATHIRHNIMBFRSE - SERENRRGE
SR#HTH  HEREDNIRIERARIFAR
MR BN NAE - BREENZRRIRER
ExcelmRZ NEMRMN - MXBERNKBIER - B
HEXCelRERIZNABTIHMNERILF « REE
/ﬁ{’EE%ﬁE‘JJﬁlTﬁE%ﬁﬁ FIR AR HE B B M
BRIBUIRRE o o - AFRIUVRIZ I IE IR R AN
ESSEEL sylice
77152 BN < 1 4 R T8 R0 D

Jiﬁﬂ%i?ﬁ&ﬁﬂL%lJ‘!ﬁﬁ%ifﬁﬁﬂiL
RZBHHE o

COVID-19 -
swab sample +[]

Mistakenly issuing Compulsory Testing Order
and follow-up letters to a foreign domestic
helper arriving in Hong Kong

The complainants® were dissatisfied that despite the foreign
domestic helper having taken the specified COVID-19 test as
confirmed by the case officer of the Compulsory Testing
Prosecution Office (“CTPQ") under the Department of Health
("DH"), CTPO still issued a Compulsory Testing Order (“CTQ")
and two follow-up letters to the helper arriving in Hong Kong
from her country of origin in May 2022.

Our investigation found that the whole incident was caused
by a series of human errors in a test centre and CTPO.
The test centre, which was not under DH’s management,
input a wrong passport number of the foreign domestic
helper into the test record system, resulting in follow-up
actions by CTPO. Subsequently, despite that the CTPO case
officer confirmed with the complainants that the helper
had complied with the testing requirements, the officer
had repeatedly failed to update the case status in the Excel
file, which was a crucial step for case curtailment as the
Excel file was the master record for CTPO's future actions.
The officer’s failure to update the Excel file might be due
to unclear guideline to staff or insufficient staff training on
updating case status. We also found that CTPO had delayed
taking follow-up action on the CTO, suggesting that there was
no mechanism in CTPO to monitor the progress of follow-up
on outstanding cases of suspected non-compliance.

A ﬁﬂi%htﬂﬁ’ﬂ_u
@ WM & AR ENRFHIND

. *ﬁﬁﬁ?%iﬁ%ﬁﬁﬁ%ﬁ&})ﬂﬁﬂ%ﬂ/\
=il

o RIEKMEAXRUERRRIXIOX
TE#Z B

Recommendations to DH
e Provide a written confirmation for the conclusion of the
helper’s case

e Review the guideline and strengthen staff training on
properly updating test records and case status

e Review and enhance the mechanism of monitoring
progress of similar enforcement action in future

EL —RIMEREMTRERE

Note 1.

A foreign domestic helper and her employer
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Z2HBERERNIRBREER

Summaries of Selected Cases Concluded by Full Investigation

B ITEE

Electrical and Mechanical Services Department

L

[

ERERBERESTMNREAKRER

Hl82E EMSD 2R3 A AL

BRIFATHEINETREE ( [HEFE] ) BEE2FRM
REHENESTMBERIAR - WA XBRBIIE
RENERRABEABTE

RIFAT - BB NABEZRMAIRAFRIMRE
MmN L2 MR ER - R BAZERKIFA
BERXAH  RTBAFERAK - MEAREFMA
RENER - REBRBRRIFAREIEZNA R REEIL
AEmEAXBHIERANELEABIERSD -
BIRA LT BRBMERI AR - BRFREXR
P ZBSRIFANDBEATRE  YLBFE IR -
FEHITRIE QIR - NMERSHREHEEE
WEANEB - RFBFHTINFELLUOE

BFENER  EH—76F  RARERKIFALR
ROREREMR (B3 LEMR) W NER - 8
RERARRBROZH AN - SRIFARZR
RANEERRAH -

RNEEZWEFM D FRRAFES - BREUHA - A
RFEBEEERERAMEIIR -

. BEES |
b (z22)5pEm |

BiFE R 2023/24 F1&

Partially substantiated

Repeated requests for information on electrical
products regarding safety requirements

The complainant was dissatisfied with the Electrical and
Mechanical Services Department’s ("EMSD"”) repeated
requests for information concerning the electrical
products he sold. He considered the handover of work
and communication between EMSD staff ineffective and
inefficient.

Allegedly, upon EMSD’s request, the complainant provided
Staff A with information concerning the safety requirements
of two models of smart toilet seats. However, one month
later, Staff B contacted the complainant for the information
again due to Staff A's inadequate handover of work before
his retirement. EMSD claimed that Staff B's request was
justified because the complainant’s initial submission could
not prove that the products had been issued with safety
compliance certificates prior to the relevant date. However,
our investigation revealed deficiency in the communication
between EMSD and the complainant. EMSD’s explanation
that its staff should refrain from disclosing fine details of
irregularities to suspects when collecting evidence for
prosecution was unconvincing.

Our investigation also found that on a separate occasion,
Staff C of EMSD requested the complainant to provide safety
certificates of four models of smart toilet seats (including
the two mentioned above) without specifying his need for
the latest product information. Therefore, the complainant
mistook it as a duplicated request.

We recommended that EMSD state clearly and explicitly
the information required when reaching out to industry
practitioners.
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HRERTFE

Environmental Protection Department

> RAK T

[

MARITELENRR L R ETS

I R¥E EPD

RIFATEMEDER L (N A1 A 1BJ 1)
RHFERPE ( [HRE] ) BERREHSE
iz RBZEBRBETHRERAI -

BRIE (=TSR EHEO) - REL M EA
BERWEALFER - AF BB R - BlAT EERE
RABEINAEIE  MEBCHESMHEERE - &
BHITHEZNNE - RH=USRHEBERA « B4
ZRAEFRE - FIEEHSF - EIITEPIFH T
MZBXATHEENREL - Bl WEEENIE
AEBES R BRMREBELHET L - RIFA
RAG - ERE EIRE RS E R -

REPERANTRECRERTEEMATAE
HUHI KRB BMEH 1T - ARLIRAT ThEEE—
FORALEBEERZEESFMHP MEARATRE
=z

Unsubstantiated

Enforcement actions against two concrete
batching plants operating without a valid licence

The complainant alleged that two concrete batching plants
(referred to as “Plant A" and “Plant B") were still in operation
despite the Environmental Protection Department’s
("EPD") revocation of their licences. He queried EPD for not
intervening and shutting down these plants.

According to the Air Pollution Control Ordinance, the
operation of concrete batching plants requires a valid
Specified Process Licence (“SPL"). Our investigation revealed
that EPD had taken various follow-up actions against Plant
A’s operation without a valid SPL, including conducting
frequent inspections, issuing an Air Pollution Abatement
Notice, initiating multiple prosecutions, obtaining an
injunction order, etc. However, the current legislation did
not empower EPD to shut down an unlicensed concrete
batching plant. Regarding Plant B, the operator was
appealing against EPD’s decision of not renewing its SPL.
Pursuant to the relevant regulations, the SPL remained valid
during the appeal process.

After investigation, we considered EPD to have taken
necessary and appropriate actions to tackle Plant A's
unlicensed operation according to its jurisdiction and
the existing regulatory regime. There was no evidence
suggesting inaction or maladministration on the part of EPD
in the incident.
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Summaries of Selected Cases Concluded by Full Investigation

BYHRILEERRBESLE

Food and Environmental Hygiene Department and Home Affairs Department

L

)

X 54t % i 377 B 2 W) PR 17 2 R ) AR BR

MERIFATHRYIEIAEE ( [REE] ) &
RBEEFLE ([RREE] ) REBRT®REE
BR - Rt mMhHET ABMERRE REAIR K
ZWERPEET - A KRB BB EKZE KYEKT K

PR A

RFBEERI  RERFBAEREYAEHIE - 85
FERESUXBHKRETE  ZE T2 T8 L1168
oW EEM AT —HRHMEARS - BE—RE
F L7830 BB R MR R FEN [RiR]
HIRABHEBELAMBAKRE [RIR] - ZBERIT
SRATMMEEIAETLE  REEFAEIKX
NoRMXERZASSHNETCRATZNG
o ARERETEEHE °

RENA  MBERARLERZBRCEE R H
A RFRERL R T T8 EE(E R E RiE
(RN 2 [RAIES T MENSESE Y E B MR

BREE - KIZMF - BFNRRE BRI AT
7 AR AROR (B) R o

BiFE A 2023/24 F1R

EREREBREE FEHD and HAD ¢/ Unsubstantiated

Follow-up on obstruction and noise problems
caused by a wholesale market

Two complainants were discontented with the failure of
the Food and Environmental Hygiene Department (“FEHD")
and the Home Affairs Department ("HAD") in resolving the
problems of street obstruction caused by large quantities
of waste and miscellaneous articles deposited on the
pavements and carriageways in the vicinity of a wholesale
market and the excessive noise generated by electric pallet
trucks used for moving the goods around from night to early
morning.

Our investigation revealed that: FEHD had taken enforcement
actions against the street obstruction, including conducting
joint operations with the Hong Kong Police Force; FEHD
would not provide cleansing services in the wholesale
market area after 11:30 pm but would normally clear the
rubbish and remove the unattended pallets in the area by
7:30 am; FEHD had initiated a disciplinary inquiry into a
suspected disciplinary case involving some workers who
collected pallets for others and reminded them to behave
properly; HAD had discussed the situation of the wholesale
market with stakeholders through the District Council and
the District Management Committee and communicated
with the traders for publicity and education purposes.

We considered FEHD and HAD to have by and large
followed up on the problems according to their purview;
the Government had to strike a balance between the night-
time operation of the wholesale market and its impacts on
the nearby residents; FEHD and HAD should keep a close
watch and follow up on the problems, while the Government
should closely monitor the problems and proactively
consider relocating the wholesale market as a long-term
solution.
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Health Bureau, Department of Health and Hospital Authority
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ETE HHB B8 B AL
TEsZ  Unsubstantiated

Partially substantiated

Reporting of unexpected serious adverse events
following immunisation with COVID-19 vaccines

The complainant complained that the transparency of the
follow-up actions of authorities after the report of serious
adverse events following immunisation with COVID-19
vaccines of her late father was extremely low. There was no
channel for family members to learn the follow-up actions
taken by the authorities, and the authorities had refused to
provide the causality assessment by the Expert Committee.

The findings of our investigation revealed that after the
Hospital Authority (“HA") had reported the case of the
complainant’s father to the Department of Health (“DH"), and
after DH had notified HA of the relevant causality assessment
results in accordance with the prevailing handling
mechanism, as the then mechanism did not include the
procedure of notifying individual affected persons and their
families of the results, HA did not contact the complainant
thereafter. In addition, the Health Bureau (“HHB") and DH
started to put in place a mechanism more than a year after
the commencement of the Vaccination Programme to
standardise the procedures for applicants to pay a fee to
DH for obtaining the required assessment reports prepared
by the Expert Committee. Our Office is of the view that the
authorities were slow in handling the applicants’ request for
the assessment reports and did not explain that the Expert
Committee does not have the relevant reports, thus giving
the applicants the impression that the Department had
refused to provide the relevant information. HA and DH have
now incorporated the procedures for requesting assessment
reports into the mechanism.

A~ | mEDRRERmEY

@ e EDRTHEXMINUAEBAEIIE
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Recommendation to HHB

e To provide information on the handling of enquiries
about adverse events following vaccination on the
thematic webpage and to strengthen the relevant
guidelines to instruct staff and healthcare professionals
to clearly explain to enquirers the operational flow of
the existing mechanism
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Unsubstantiated

Government'’s decision to terminate the Mutual
Aid Committee (“MAC"”) Scheme

The complainant was dissatisfied with the decision of the
former Home Affairs Bureau (“"HAB") to terminate the MAC
Scheme without proper consideration and consultation.

Our investigation revealed that public consultation is not
mandatory in the decision-making process under the
Government'’s prevailing policy. The Government would
decide whether prior public consultation is necessary
after considering the background and needs of individual
policies. Since the termination of the MAC Scheme would
have profound impacts on MACs and the residents they
represented, it was reasonable for the stakeholders to
expect the Government’s prior consultation with them
before making a decision. While the Bureau had considered
relevant factors (e.g. the roles, functions and number of
MACs, communication channels between the Government
and residents) before deciding to terminate the MAC
Scheme, it did not conduct any open consultation to collect
stakeholders’ views. Instead, the Bureau provided all MACs
with a post factum explanation for its decision. This might
have fallen short of the expectation of some stakeholders
who expected the Government’'s consultation prior to
making important decisions.

In sum, we do not consider the former HAB's decision to
terminate the MAC Scheme without prior consultation
as violating the Government'’s established policies and
procedures. The Bureau had considered comprehensive
information before making the decision. No information
revealed that the MAC Scheme was terminated without
proper consideration. However, it would have been more
desirable if the Government had communicated with various
MACs and stakeholders thoroughly before making the
decision.
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Housing Department
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Tendering arrangement for the lease of a shop
in a housing estate

The complainant submitted a rental tender for a shop
designated as “plumbing and electrical repair” in a housing
estate, but the tender was rejected by the Housing
Department (“HD") because he was already running a
shop providing the same services in that housing estate.
He alleged that the Special Conditions of Tender of the
shop did not specify that tenders from tenderers operating
the same trade in the housing estate concerned might
be rejected. He was dissatisfied that HD had mistakenly
considered his tender being in violation of the conditions
and disqualified him from bidding for the lease of the
shop, and tenderers had no way or access to ascertain
HD’s criteria for approving tenders and the factors to be
considered in determining priority.

Our investigation revealed that, on prevention of monopoly,
the relevant guidelines of the Hong Kong Housing Authority
stipulate that where this is a second shop available for
operating an existing trade in a housing estate, it should
not be leased to the operator running the same trade in
the estate if possible. Nevertheless, the existing tenant
might be granted the tenancy if no other tenderers offer a
reasonable tendered rent for the shop. In this case, HD had
not disqualified the complainant from bidding. However,
when HD informed him that the failure of his tender
was due to “inappropriacy”, it might have caused him to
misunderstand that he had been disqualified from bidding.
Our investigation also revealed that HD had failed to explain
clearly to tenderers the principle and practice of prevention
of monopoly in the tender process, which led to disputes
and complaints. Moreover, the tendering documents of the
shop did not mention to tenderers the criteria adopted in
scrutinising tenders and factors in determining priority. In
our view, not making available to tenderers the principles
for approving tenders is against HD's intention to enable
reasonable, fair and transparent tender exercises.

[ 5 B E 1R H AV I
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Recommendations to HD

e Review the description of tender results in the
notification letter to tenderers to avoid misunderstanding

e Consider explaining to tenderers through proper
channels the general principle of prevention of
monopoly and considerations pertinent to the vetting
of tenders for leasing shops
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Transport Department
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HiFE R 2023/24 3R

Handling of the application for postponing a
driving test by a candidate under isolation order

The complainant and his wife had to postpone their driving
tests since they had to comply with an isolation order" (“10")
and a quarantine order? (“QQ") respectively. The complainant
was dissatisfied that the Transport Department (“TD")
rejected his application and considered his application to
have been made on medical grounds despite that he had
clearly pointed out that he was asymptomatic. Meanwhile,
TD rescheduled his wife's test. The complainant was
dissatisfied that TD handled applications by candidates
having to comply with 10 and QO in different ways.

Our investigation revealed that TD initially handled the
applications for postponement by candidates having to
comply with 10 or QO by regarding both as applications
made due to circumstances beyond the candidates’ control
leading to their being unable to attend for the tests. It only
accepted those applications made by candidates who were
holding Test Forms which were still valid on the end-of-list
appointment dates and allocated end-of-list appointments
to the candidates as the new test appointments. Upon
review, TD made special arrangements for candidates who
had to comply with QO: it allocated to them earlier test
appointments with waiting time about half of that of end-
of-list appointments and allowed them to purchase new
Test Forms if their Test Forms would have expired by the
new test appointments. Meanwhile, TD considered that
the complainant’s application for postponement was made
on medical grounds since he was confirmed to have been
infected with COVID-19.

Notes:

1.
2.

Issued to infected persons during the pandemic
Issued to close contacts of infected persons, inbound persons, etc.
during the pandemic
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We consider it not unreasonable of TD to have rejected
the complainant’s application since his Test Form would
have expired by the new test appointment. Nevertheless,
it could not explain clearly why it handled the two types of
applications in different ways. Moreover, we consider TD's
saying that candidates had made applications on medical
grounds had caused misunderstanding or disputes. The key
point for handling applications for postponement under the
relevant legislation is whether the candidates are through
circumstances beyond their control unable to attend for
tests. TD actually did not need to delineate whether the
candidates had made applications on medical grounds.
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Recommendations to TD

e To review the approval criteria to ensure that
applications for postponement made due to
circumstances beyond the candidate’s control are
handled in a fair manner

e To review the content of its written reply to
candidates making applications for postponement
due to circumstances beyond their control to avoid
misunderstanding and to note that proper explanation
should be given
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Partially substantiated

Handling of an application for cross-boundary
private cars quota

The complainant alleged that the Transport Department
("TD") unreasonably refused to accept his new application
made in February 2023 for a Hong Kong and Macao cross-
boundary private cars quota, despite that the quota he
held would expire in April 2023 while the new quotas could
only be used starting from May 2023 the earliest. He also
alleged that TD was rigid in processing quota applications,
by not allowing automatic renewal of quotas, in view of the
pandemic, for 3 years, and failed to require applicants to
provide relevant information for screening purposes before
drawing ballots for successful applicants, resulting in many
ineligible applicants getting selected and the lowering of
administrative efficiency.

TD agreed that if an applicant’s original quota would have
expired before the expected effective date of the new
guota, the holder should be eligible for applying for a new
quota. In this light, TD would change to use the expected
effective date of the new quotas instead of using the closing
date of application to determine whether an applicant is a
current quota holder. We consider TD's previous decision
unreasonable, but are glad to learn that TD had reviewed it
and decided to make the said change.

Regarding other allegations, TD explained that re-allocation
of quotas upon expiry through open application aims
at benefiting more people, and the current application
vetting procedures can obviate the need for processing a
huge number of unsuccessful applications and thus save
manpower. We accept TD’'s explanation.

Ay | mERBRENEYN
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Recommendation to TD

e To implement as soon as possible the improvement
measure of using the expected effective date of the new
guotas to determine whether an applicant was a quota
holder, rather than using the closing date of application
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Loss of vehicle tags in the post and arrangement
for implementation of HKeToll

The complainant, when applying for renewal of vehicle
licence, applied for a HKeToll vehicle tag (“the vehicle
tag”) concurrently. He complained against the Transport
Department (“TD") for losing his vehicle tag in the post, and
that the Toll Service Provider (“TSP") staff had unreasonably
suggested him to visit a service outlet for re-issuance of
vehicle tag, wasting his time.

TD explained that due to an error in the computer programme
instructions, some applicants’ mailing addresses could
not be completely transferred from the Department’s
computer system to the HKeToll system, resulting in the
loss of the vehicle tags in the post. TD admitted that there
are inadequacies on the part of TSP for suggesting the
complainant to re-apply for the vehicle tag in person. TD had
subsequently taken improvement measures with TSP and
apologised to the complainant in this regard.

Besides, TD started accepting registered vehicle owners’
("RVOs") application for vehicle tags back in November
2021, but only issued the vehicle tags in January 2023 when
announcing that HKeToll would be implemented in February
in the same year. Such arrangement had caused a sudden
surge in applications for vehicle tags and enquiries from RVOs
within a short time, which exceeded the TSP’s capacity. The
arrangement was not satisfactory. The incident reflected
that there was no buffer reserved for handling unforeseeable
events in TD's plan. We urge TD to learn from this case. It
should set a reasonable schedule for implementing new
transport schemes/measures in future, and announce the
details as soon as possible.
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B8 - FUPEBITI RN EABHITENFETINGEE R E B ESE )
Part 1. Examples of Improvement Measures Introduced by Departments and Organisations Following Our Direct
Investigation Operations

M (NRES) eS|
Organisation (Case reference) Improvement measures Category
BREARFEE e BUBFFE USELHAETFREIMIEREE - I (4)
Agriculture, Fisheries and NEFHANEZBMBBEBAEMNRERERSE X

Conservation Department Established an electronic platform for submitting

(DI1/445) applications for dog licence by veterinary clinics on behalf

of their clients and notifying dog keepers directly of
licence issuance by electronic means

o AEMRBRIBEE  AFNERTABIARERANER ()
RESE R

To remind dog keepers to renew dog licences through
Short Message Service before expiry of the licences

EFERMEEE EFZ BD

Bulldings Department (BDY) & ey o 2 it K SRIBGARA RIVE R - ISR ©
Lands Department (“LandsD") i

(DI/452)

To regularly provide LandsD with a list of cases with
information outstanding for monitoring information
exchange

e RANIARERESEF ( [FANE] ) BEUHHIERE ()
52
Simplified the enforcement procedures for dealing with
unauthorised building works (“UBWs") in New Territories
Exempted Houses (“NTEHS")

o RBUHBTFFER - UMRAIRARKAELERS - LARMNE ()
B R R B TAER
Established a new e-platform for submission of all work
reports by consultants and for facilitating the monitoring of
their performance

o BRFKEMNEBIRER LHEMA T IR K TIEITZ A RN (5)
TE - FRS B e AL
Specified a time frame for registration of outstanding
removal orders with the Land Registry and established a
mechanism for internal monitoring

e MAREREARBEMNERSHNER - P RUZEHA EBF (%)
ANENR @ HEEHEINERD R
Priority of prosecution accorded to cases of persistent
non-compliance with removal orders, cases involving
NTEHSs of four or more storeys, or UBWS under
construction

HiFE R 2023/24 3R
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o (MRES) XE %3

organisation (Case reference) Improvement measures Category

o TEEMREIRAMPIERETEN DR AR (7)
To publicise convicted cases with heavy penalties through
social media from time to time

M2 Both Departments

o RV BEIIIEKE/NE  BRHEBXFTANEBREYNER )
Set up an inter-departmental liaison group to follow up on
matters relating to UBWS in NTEHS

EAfnsk o  SXRWMEEXBARBAGNTIHERES - HHBIEITER & Q)
Civil Aviation Department 1THRAEF
(DI1/449) Drew up collaborative guidelines with major local

paragliding associations and help them revise their
operational manuals at appropriate time

s HEENABXBABACEIIRIHRIFNETELR > 2 )
MEMEZLAEERBROMPRABERSE
To collate and analyse information from the perspective
of civil aviation safety for the Police’s reference before
referring complaint cases on allegedly illegal paragliding
activities or services to the latter for follow-up

o  HIEEIIUDNEFLESBIHCERNNINERER 2)
Formulated a guideline to facilitate the Police’s handling of
paragliding-related reports and incidents

o  ENTBURHSAMBEARELNEHRITEIRENRRE ()
L6
Implemented real-name registration scheme for
paragliding activities in collaboration with local paragliding
associations

e  NEXREBZFILHBAE XTARIENRS REGIIRE - A (5)
FEMTFEARERZN ERSHBRIRS
Assigned registration numbers to registered paraglider
pilots and made labels for them to affix to their paraglider
equipment to display their numbers

o  NEPPELRHIATIREDR - MEEIIEHERS ZEK ()
HITEINREWRAES  HoANBABEERSHENMIELR
bii
Prepared investigation report templates for paragliding
associations for their investigation of paragliding accidents
and incidents in accordance with the requirements of
collaborative guidelines, and will take further follow-up
action together with law enforcement agencies based on
the investigation results
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Examples of Improvement Measures

M (NRES)

organisation (Case reference)

XE
Improvement measures

o  FHIRAIAMBHBACMERS A M [KE - AR
MABRIFAIEFF B ATRMIE < fin == AR 55 Y SR (E
To carry out regular on-site inspections of the operations
of paragliding air services provided by relevant permit
holders at the hotspots of such services

o  HIEEMRZEA - LMMBBALNEARENL S RIFANEHE
FIIAIR
Produced a promotional video to enhance public
awareness about the safety of paragliding activities and
the relevant permit system

%3

Category

RYIINETDAEE

Food and Environmental
Hygiene Department
(DI/403)

FEFZITHH MM AALNMARE  ITRBANETRS - B2
KeiETRMMNET + AR EBANHE

Introduced an additional clause to newly signed tenancy
agreements for market stalls, stipulating the Government’s
power and responsibility for carrying out maintenance, repair
and improvement works in public markets, as well as the
obligations of tenants

RYPIMETEE

Food and Environmental
Hygiene Department
(DI/416)

e EmERERENHE  BERE  "RYEETABE - N
KB e

Enhanced the follow-up actions to tackle the management
problems, including rodent infestation, obstruction of
passageways by goods and non-compliant stall tenants, in
public markets

RYINMETEE

Food and Environmental
Hygiene Department
(D1/441)

'*@ FRifF%E R 2023/24 1R
\

o BMRDBHAMRITINGIITZIES
Guidelines on the review mechanism of mosquito
surveillance methodologies drawn up

o HERFEEBRNRSMARSISITINGE - WEEBBARA
F o AEBHREBTE
Added to the Complaint Management Information System
a new function for analysing hotspots for more effective
deployment of manpower in anti-mosquito work

e EBAEBXEFRNRERTITNAOMERIARHE  AEMR
R BT
Online information and statistics under the Dengue Vector
Surveillance Programme consolidated for easier viewing by
members of the public
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o (MRES) XE %3

organisation (Case reference) Improvement measures Category

o ENFETEIR R EDI] N TS AR PR B R U R R AR AL & @)
AA - IEIARNIEFIA RS S5E
Explicated the response mechanism under the Dengue
Vector Surveillance Programme through press releases
and departmental website to raise public awareness and
participation

RYPIMETEE e BUFNTHIRREUE - MBUEEEESHHEANE 2N (5)
Food and Environmental =N
Hygiene Department Monitoring of the cleanliness of shops adjoining rear lanes
(DI/446) stepped up through special operations and surprise
inspections
o NESIRRAMZARNMEDBMEE - RITEAPER (5)
BITERBEENAR

Communication and collaboration with the trade and local
academic institutions strengthened to explore ways to
enhance the effectiveness of anti-rodent work

o TRIFEEBRWRSEMARSSITINEE  MEBBBURRA ()
F N XY 5B B (A R
Complaint Management Information System enhanced
with the function of hotspots analysis for more effective
deployment of manpower in rodent prevention and
disinfestation

o  JIENAILFES AREWERAERTAMERZHOEI - LA (®) & (8)
S EEINE R
Training for frontline and supervisory staff on the correct
use of tools and equipment for rodent disinfestation
strengthened, and monitoring of contractors stepped up

B RN ES B R HRIBATSEGRB » 3517 R MAA41E ERA R ARE —H Ik Q)
Government Secretariat — BEOMBERAZE - HYIERERANUSR - BREHE - IRSH
Constitutional and B AIREMIES « FRVENMBESAAHNRSELE R BR

Mainland Affairs Bureau HERR

(D1/443) Compiled and provided to all Government bureaux and

departments as well as related organisations under their
purview a list of non-government foreign-language interpreters
(with the interpreters’ names, contact methods and service
hours, languages they can interpret, validity of their Service
Engagement Letters issued by the Judiciary Administration,
etc.)
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M (NRES) hE 25
organisation (Case reference) Improvement measures Category
K& o ATEEBITIALE — MM AR TIERIRT R Q)
Government Secretariat — Drew up time frames for carrying out ordinary tree work by
Development Bureau departments

(Dl/aé3) o BPRHBINESUOMARITIE - BRIFHBAELZN @

B AR E AR —NMRHARE IR BT ABEN

To include the overall handling time of a tree complaint
case involving disputes over responsibilities among
departments, as a criterion for the Tree Management
Office’s intervention

o DITERENITINETE MR IFRES S LD IR 2)
B EESEIIRITRIRM D E
To analyse tree complaints involving disputes over
responsibilities among departments, to collate information
about departments’ common differences in opinions and
misunderstanding, and to conduct exchanges and sharing
with the departments regularly

o 1823 EMEMMIEEA - MAEZLITAEL - AN (5)
WERERITIAL IR ARG IR R R I
Categories of data in 1823's monthly reports enhanced
to include more statistics for more rigorous monitoring of
departments’ performance in handling tree complaints

o ERERTIAEFE SN AICIRIER 1823 R I AR IFHI N Z (5)
HE RAEBFE - AEEBERITRARIFOIBER
Required departments to report at regular meetings data
and follow-up actions relating to tree complaints not
received via 1823 for comprehensive monitoring of the
status of departments’ complaint handling

o EUTHSWREAMRIE - LRI EBLEHARIF ()
BRI - FARAE AR AR AN IR 2 3 20 18
Continue to monitor the Lands Department’s performance
in handling tree complaints through regular meetings and
other channels to ensure proper handling of problematic

trees
HEB HI1T R A0 R AL F R U ERE Ath 3% FA 5 2 T A BB 15 K & e AL 1 ()
Government Secretariat — Established and announced a more comprehensive application
Education Bureau and approval mechanism regarding the collection of other
(DI/7421) charges by private schools

w@ RiFE R 2023/24 F1]
\./
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M (NRES) hE 25

organisation (Case reference) Improvement measures Category

RERESRE ([HER] )  RE « RELESEMEMIBISAREESLNNFAAE @ HEE (2

REFESRE  IMRRFE - BYIF BUBRE TR IBAEEE S R PRISEE R R

TEAEE ([RRE] ) - BEHE - HAD encouraged other departments to make good use of

RBESEE ( [RBEE] ) & the coordinating role of District Offices and to continue to

R B E tackle illegal occupation or obstruction of streets through

Government Secretariat — joint operations

E”V”O“r(‘jggéf‘)”fco'ogyd voun | ©  BFRT MMEARTA)  RETATRY [FRBLR 2)
sread  T1OME and Tou BATEIA] -+ ERREENRNE DA ESNESI1%

Affairs Bureau, Environmental & Tk

Protection Department, Food and
Environmental Hygiene Department
(“FEHD"), Highways Department
(“HyD"), Home Affairs Department
(“HAD") & Lands Department
(
(

The Government set up the Task Force on District
Governance and, under it, the Working Group on
Environmental Hygiene and Cityscape to enhance inter-
departmental coordination of environmental hygiene
matters at central level

1
1

“LandsD")
DI/455) s REEBSHBUEZERALERIEZEBERRAME A NEER (2)
BRG] - AR BAL BN LR S
HyD and LandsD implemented an inter-departmental
mechanism for early resolution of disputes on
responsibilities involving illegal deposition of construction
materials on public roads

o MARMRMEBRSMHEERITHIIN (5)
EEB and FEHD increased the penalties for offences relating
to street obstruction

REEEXHESE ( [BEXE] ) o (BITIESIREER  JAXESLK [RRHI%ITN] ( [H4&% (5)
Leisure and Cultural Services TRV ) RO BLRIIKE T2 D RE S0 h AE 2T R R I45

Department (“LCSD") 2B MEAGIRERSNE LM RALE  FEHRN

(DI1/424) B E B AT RKE IS FE R KRS

Revised the guideline and application form specifying
that activities organised by swimming clubs using

the swimming lanes allocated under the Central Lane
Allocation Scheme (“CLAS") should be non-profit-making
and for training purposes only, and issued letters to
remind the National Sports Associations (“NSAs") of the
relevant terms, and will regularly review the records and
inspection reports on the hiring of swimming lanes by
NSAS

s BAMBZNBESREREABSHUEEAXKLNIER - KB ()
BLZREBER - RN ENNROIET
To provide NSAs with a monthly record of the cancellation
of hire of swimming lanes by their affiliated clubs, so that
the NSAs can keep track of the situation and expedite the
process of reviewing non-compliant cases
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o (MRES) XE

organisation (Case reference) Improvement measures

FERE AT GE AR R BRI 17 R G R H - RIKEH
EAPSE B « ZEBRFFLR A MM ABEERIBER -
FHRMEME B2 r I ID FERF LR 52

To strictly enforce the admission and signing-in
arrangements for using swimming pool facilities by
organisations to ensure no unauthorised transfer of
swimming lanes, and to deploy staff regularly to inspect
the use of swimming pools and to review the inspection
records of NSAs for continuous monitoring

BHREED KTV T OREMIKEHHEANE - IEFEZ)K
2 m] A AR B AN AR fE D

Revised the number of lane hours for the main pools
allocated under CLAS to make more swimming lanes
available for use by other organisations or members of the
public

NENXSA RPN EBKELIRELR LR ZHEEHA
X2 ARBREN 2 AIZL K

Set an upper limit on the number of main pool swimming
lanes to be located to each swimming club so that

more interested clubs or organisations can have more
opportunities to hire those lanes

BXESEZENE L2 RULARKAKS [HRITLRITIE
NE] B LT TEIKE S BE R BEERITENS - 7
BRZENRITED IR EBMNSESH EHEMWL

The Review Committee formed by the representatives
from LCSD, NSAs and the trade had worked out the
mechanism for allocation of swimming lanes under CLAS
and for future monitoring, and had notified the NSAs of the
assessment criteria and marking scheme and uploaded
them onto websites

230
Category

RREEXWMESE O
Leisure and Cultural

Services Department

(D1/460)

'*@ FRifF%E R 2023/24 1R
\

ERMABALNFTIWKERNETRE [BRABRSN] &
#t

Required all e-books shortlisted for acquisition

or replacement to be submitted to the Collection
Development Meeting for approval

FHHHAITEFBATMAENR - HLHERXEITINE ARNAR
B FRK - FHER2SE MR (8]

Proactively analysed the booking situation of popular
e-books and acquired extra copies for meeting patrons’
demand and shortened their waiting time

(4)



M (NRES)

organisation (Case reference)

EE
Marine Department
(D1/418)
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%3

Improvement measures Category

FTEIITALARM R 2B T RIRALE] - 820215 254 FL (4)
AFRREXWRIELR - HEFF - RBBREBEAL
RIERMEENTLA ZRIERUE

Completed reviewing the mechanism for waiting for

private mooring (“PM") permission, including freezing

the waiting lists of all PM areas since 2021 and inviting

all applicants on the frozen waiting lists to apply for

unallocated PM spaces every six months

ERITRARAMRZAEZA TN BEN - BIEITHESH ()
HEBBMEH R BT B HIEL - AINRFLA ZRE &AL

Emfr c B2022F BRIDEEAAZBRBNIED HIEHRE

FT B1Z4AL & R T E 7 1

Revised the conditions for permission to lay PMs, including

specifying their validity periods and renewal and extension

of validity periods upon expiry are not allowable, to

expedite the turnover of PM spaces. Since 2022, the point

system was extended to all PM permissions issued by the

department

FERR ITILARM R FARHE - XA T IR RN E T (5)
SR 2BERBEERTERGEUEBEER

Reviewed the arrangements for private vessel moorings.

Will keep open-minded on the proposal of regular open

tender and will keep in view whether there is a practical

need and suitable location for further consideration

TR A TIEEZ B R R IEEMARARD ()
[EIRT 4 LR TTRLAE AR IE TE

Finished examining the proposal of detaining the vessels

berthed at illegal mooring buoys or prosecuting the vessel

owners, and take enforcement actions against illegal

mooring buoys in the meantime

B Bk X E N BIEREUAMIRB - BT RBREER (5)
HEZESAHITHRETTE - RIEBERBEEHHMA

Closely monitor the situation at typhoon shelters, including

solicitation for rewards for berthing, intimidation and

blackmail, and conducted joint operations with the Police

to initiate prosecutions against the vessels that violate the

law

FERR A RTLAFORR BRSNS - A IATHLEITFE (6)
TR 2 SR U 38K S AR AR B — AR R T

Reviewed the charging mechanism for laying PMs and

considered the existing mechanism was in line with the

Government’s general principle of requiring fee levels to

be cost-linked
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organisation (Case reference) Improvement measures Category
BELRZHE HELL MD

Marine Department (“MD") &
Transport Department (“TD")
(DI1/453)

o BEHITHETELARFHATHIMRAIPDERZBRH TIEE (1)

S

Implemented the guidelines for taking enforcement
actions against illegal carriage of passengers on vessels by
frontline staff

o MREMBMATBLEHERSHIRENZHERES )
L0 R
Expedited the referral of cases concerning vessels
suspectedly engaging in unlicensed kaito service to TD and
the Hong Kong Police Force for follow-up

o TEER/EAE RIS RATHE ERRRR EMT IR AR SR - Esk (4)
AR R BRI IR S & = 46588 1R
Attached conditions to the operating licences for pleasure
vessels permitted to be let for hire or reward, requiring
those vessels to display lifejacket stickers and QR code
posters

o  HENMHNMREMNBETNUER i) 172 ()
Conducted more patrols and decoy operations targeting
illegal carriage of passengers

o EI/IRTF  BIRRELERRAARGEAIRELESEFRAR (7)
U BRI+ DA R IR HEIR 898 AR 550 H AEURF R AR
R EMRAER BRI
Explained to the public through brochures, posters and
promotional videos the points to note when travelling by
chartered pleasure vessels, and provided information on
licensed kaito services and the life-saving appliances on
board

’?s 104 ’r HiFE R 2023/24 F£1R
A\ e

-
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M (NRES) %3

organisation (Case reference) Improvement measures Category

=HE TD

o  BENANBHEHAHTRS AEUCEKEERSHERI - H1E (2) & (5)
FERBAREN FHOXEIIRE - sRERN SR TGKEHRTT
k2518 & HY BT RA
To conduct regular surveys via contractors for assessing
the performance of kaito operators and refer relevant
information to law enforcement agencies for follow-up;
and to conduct by the Department itself blitz inspections
for monitoring the contractors

o EXEEENBMTIEEMRBRTEESICKER - AEM (4)
RIABIFRAL R EE AR S5
Required kaito operators to display specific labels and
flags on designated vessels to facilitate identification of
approved kaito services by members of the public

s THEMAEESHETRS AL  BRIAFRETFREM < (4)

FHRIFE AR

Conducted surveys at berthing points of licensed kaito

routes; to invite kaito operators to launch new routes

when increase of passenger demand is noticed
o THIIMuIREE XBNEERBAE DT LRERFHR @)
M
Provided on its website information about applying for
kaito licence for operating maritime transport services
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organisation (Case reference) Improvement measures Category
= o HNTEHEM L EF ML L IE R HR K& %02 P b AR =5 540 R (1 & (5)
Social Welfare Department KE R [R5

(DI1/398) Devised a time frame for the non-compliant residential

care homes for the elderly to rectify their irregularities and
a timetable for the Licensing Office of Residential Care
Homes for the Elderly to conduct follow-up inspections

o BT KL ERZA) - UIRALZERMNFRE (5)
Amended the Residential Care Homes (Elderly Persons)
Ordinance to enhance the quality of residential care
homes for the elderly

BB IFIAERE L e FIAEZTEN [BKEFEIFEERS] ERINRFNLENR ()
The Joint Office for Investigation of C FHEERBIGIT IR - MED T KRBT N REE R

Water Seepage Complaints To record reasons of prolonged completion time of cases

(D1/428) in the enhanced Water Seepage Complaint Management

System and compile statistics periodically for making
analyses and devising case management strategies

e HUBKEEFTIMNAAMEBFMRSEIA (BIEONIIER @)
RTERAL IR N AR S L)
To promulgate annual performance (i.e. percentage of
cases completed within 90 working days) on the thematic
webpage for water seepage

ZhE  WBREERRBRESFLE E2HETD

e ent (1D Lo ©  EWERERABESEOAI T - RYSH AR @
port bep A 13t F R ARG F B FHMN £ 8RR

Department (“LandsD"”) & Home . . ) )

) . Y TD proactively collaborated with LandsD in evidence
Affairs Department (“HAD") . L ) :
DI/451 collection by providing information of the registered
( ) owners of the abandoned vehicles (“AVs") confiscated on

Government land

’?s 106} HiFE R 2023/24 F£1R
A\ e
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N (MNERES) x5l
organisation (Case reference) Improvement measures Category
HESE LandsD
s MBSEBERHAFEFVIRNBIENMLEZEIE - KK (5)
EIREAFEEMNET

LandsD relaunched its work on evidence collection and
prosecution for AV cases, and successfully prosecuted the
owner of an illegal AV

=& M EE TD and LandsD

s TRBEBNSET  ZHZERMBEZFKESBAIH] 2

(BERBEREBESL) £2023F38 kM (AHBEK

RALEBFEBEMREITINIES) - BMEITEIILE

NEEBELFBEBRENRET

Under HAD's coordination, LandsD, TD and other

departments (including the Highways Department and the

Hong Kong Police Force) promulgated in March 2023 “The

Operational Procedures for Handling Abandoned Vehicles

in Public Roads and Public Rear Lanes” which clearly

laid down the procedures of respective departments for

handling motorcycles abandoned in public rear lanes

R EZE HAD

e REEEFEFVINXANNFEEEMRIM - G EEIIHT (2) & (7)
BREBEITY - FHEWMEIRIFARARRZ KA KRIRHITE
HAD to closely monitor the situation of AVs in the
district, coordinate joint clearance operations with the
departments concerned in a timely manner, and clearly
explain the follow-up actions to complainants and the
public
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F28 5 - FUSEBITIRNMEABHITEE IBER 2 RN EE R0
Part 2: Examples of Improvement Measures Introduced by Departments and Organisations Following Our Full Investigations

g (MNEES) ; e

Oorganisation (Case reference) Improvement measures Category

EFE HERPE( [HMRE] ) - HTREE - BVERMWEEE EPD, FEHD and LandsD

izgﬁﬂig“ﬁ%%Jmﬂ z%nﬂfAﬁ AR BSR4 B B 2508 @
)\}\7l< E

Buildings Department (“BD"),
Environmental Protection
Department (“EPD"), Food and
Environmental Hygiene Department
(“FEHD") & Lands Department
(“LandsD") EF% BD

P25 o BERASEFRATFRHE  SEHERYEDERSH0ME )
HUE RS A S AT
Be mindful of its internal procedures and staff deployment

to ensure that the enhanced enforcement strategy on the
issuance of Demolition Orders is properly carried out

o  REIAFREIERIFANRNDER (3)
Reminded staff to ensure the accuracy of replies to
complainants

HESE LandsD

Enhanced collaboration between the three Departments
with a view to following up effectively on improper
connection of septic tanks of New Territories Exempted
Houses to public drains

e RERABERERIFA 3
Reminded staff to reply to complainants in a clear manner
EFE o BRERMARKENRNBFRLIMEFRR B FRERETTE - ()
Buildings Department (“BD") ARART—RlELZHRRGS
(2022/3740) For following up on the three removal orders to be

complied with, instigated prosecution actions against two
owners and served a superseding order for the remaining

one

o HENH2WRARADZMITCUERMRMHNZLY - FHHEE (8)
RARIES BITEI’JHEKEWE&?E%l&ﬁi‘ﬂﬂ%ﬁ@ﬁﬁi’ﬁ]iﬁﬁ
U

The case and the lesson learned have been shared and
discussed at BD's internal meetings, and staff have been
reminded to provide timely and specific responses to
enquiries or complaints according to BD's performance
pledge and departmental guidelines

w@ RiFE R 2023/24 F1]
\./
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M (NRES) HE 25
organisation (Case reference) Improvement measures Category
EFE MARE B HFRLD L E R R R E IR EE) A 5% X & & AT ()
Buildings Department FERBIFEXEEY

(2022/4011) Instigated prosecution against the owners who have not

complied with removal orders and engaged consultants to plan
and arrange to have the unauthorised building works removed
by contractors

TAE NRERERS TILERERSHERMN EMANIEE - HE [EZ (4)
Department of Health (“DH") B ORI NBAREARINAES - AERSFRAEEEDIZEHM
(2020/1710) AE %

Launched an online appointment booking function for the Child
Health Service under the Family Health Service. A portal was
also created on the eHealth Mobile App for service users to
access DH's booking system

DAE o TEBENREBHRNSRE ( BED] ) MEXTERBUR ()
Department of Health (“DH") = 57 b IR B B L P O EB BB N2 BB E 0 LERTZR A B AT IR R
(2022/0225) <3l ﬁﬁfﬂﬁ)&xﬁﬁﬁ%\iﬂﬁﬁmﬁ\%ﬂy 2=

IR - ARMZSCIRARERD

DH’s Contact Tracing Office (“CTO”) provided direct email
and telephone contacts to Civil Aid Service and Medical
Post for frontline staff to follow up on cases concerning
wrong information in statutory orders in accordance

with relevant guidelines in a timely manner, to record such
cases properly, and to report for cases with wrong

information

o MEPLEHUEERIESIRENER  BMRBERKE (3)
WENEESHRBESHERABNINRENZEGRNEER
# K EE

Hotline centre updated the procedures of handling
enquiries and referrals for referring cases concerning
amendments of information of isolation orders or
quarantine orders to CTO direct for follow-up and reply

o W [DAERFHL2019BRESHEAN LRREFE] & (4)
[20197 W EBRERTRMIABIELERATRIRES] - A
BH12 % FR RIREE R Z 0B fl
Launched “Online self-reporting for COVID-19 patient” and
“Declaration System for Individuals Tested Positive for
COVID-19 Using Rapid Antigen Test” for confirmed patients
to declare “close contacts” simultaneously

o  SREIRNEBERA A RNITHE (7)
Separated the announcement and effective dates when
updating quarantine measures
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o (MRES) XE

organisation (Case reference) Improvement measures

PAEE .
Department of Health
(2022/0578)

REERR A NOALIBIZIFNE - HRIRRREES - BXR
HREMENOR  HoEBRANREE

Reminded staff to handle complaints carefully and
provided them with relevant guidelines, procedures and
line-to-take and review case progress regularly

MEBRREBI RS S TEHH R B B o EinERI
A BT R AR ABKEEN S - BIEEEF OISR
TR S B IR AL A IR 4R A8 LA A FAZ I N8 E /Y B (b ik
The online reporting form or the system would
automatically provide standardised options in some of the
information fields to assist the public in filling information
and to minimise the chance of making mistakes. Outbreak
Intelligence Centre would also verify cases with uncertain
addresses in accordance with the geocoding provided by
the Lands Department

RUEEHTINRS  MEAM ERIRKRE R RSHREL TR
B XA SBEEEINRTIEMERTEAFHA - 3
SRR REERS

Improved its information system so that when people
declared COVID-19 positive cases via its online reporting
form or declaration system, the relevant information
would be transmitted to its case platform without the need
for manual input and a case number would be assigned
accordingly

%3

Category

IAEE .
Department of Health
(2022/0792)

HiFE R 2023/24 3R

KITRERE  BRALRES  RESEKBEEICENST
B HETZMEEREAR T RIEN RS

To review the internal workflow and streamline the
procedure of issuing Isolation Orders, Quarantine Orders
and Isolation Records as well as devise more scalable and
versatile systems

XA [RERRAMES] BRE  REBDANBER
To cross-check the data input to the Isolation Record
Robot to minimise human error

RERBHATENEZ T2ROE A - thBIRAZE
EFHRBEES  KELSEBEEIES UREZEAREN

To provide sufficient staff training and readily available
FAQs to facilitate the issuance of Isolation Orders,
Quarantine Orders and Isolation Records and for
answering public enquiries
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M (NRES) hE 25
organisation (Case reference) Improvement measures Category
PAEE o ZATNEALRINBEEXHERSEREED D ERHFH L (4)
Department of Health Ay — I EB BBt 1k

(2022/0943) Designated email account of the Centre for Health

Protection as a central hub to receive requests for
isolation documents from different COVID-19 hotlines

o  EMAN2019ENASHHERIRTE S MNIZEHRERIEE - I ()
IERRRGAES - S|ISEREINERTFARBRRNE
KB IRBNRHKEBLE - B IERERIRES
Pop-up messages and buttons added in the two COVID-19
reporting platforms with illustrations and links to redirect
people to report their cases on the correct platform;
wrongly reported cases picked out every day to contact
and help the infected persons complete the declaration
process as appropriate

o BERAERERSBHBTEENNARKEDEBPRARERA (5)
BESU TR ESREHEL XY
A system developed to enable comparison of personal
particulars in the reporting platforms with those in the
centralised Case Portal and the Immigration Department’s
database
e THIRERAEMAARHNESZN  HEZSKES XXM (5)
BEAH
To regularly remind staff of the importance of accurate

input of data and double check information before issuing
isolation documents

o  FBEEBMAH [AS A& ] FacebookE T + WhatsApp#ék & & 7)
BHENEFNEMNBIERS - RS RS REH TR
Enhanced the publicity of the different functions of the
various hotlines through the Government Facebook page,
WhatsApp Helpline and an interactive voice response
system
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B 9

R & HE e KA

Examples of Improvement Measures

M (NRES)

organisation (Case reference)

XE
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230
Category

PEE o MFRIFARBEANRETENPAEBIA (BT822 T 1% (4)
Department of Health 23K)
(2023/0201) Provided written confirmation for the conclusion of the
complainant’s case which was previously overlooked by
the department
e FHEAXBIRNSEF/BEIOHETZHE - RIUK (5)
hn5g b B ALl
Reviewed and enhanced the mechanism for monitoring
the progress of enforcement action related to Compulsory
Testing Order compliance in future
e RUERAEWHEF2019E MRS N A 12 F RN IE (8)
5|+ FHANsEME <A IR REE U
Reviewed the guideline for proper updating of COVID-19
test records and case status, and strengthened staff
training
HEBTEE B BR 58 B FE R4S Tig R TEM A SDEHE TIE ()
Electrical and Mechanical Services  Closely followed up on the legislative work on compulsory
Department registration of vehicle maintenance workshops and mechanics
(2015/2167)
AT Ak MM A R FARIE S R FTIES| - LAFRR A TESFHLE (M
Fire Services Department New guidelines for handling advance payment bonds
(2023/0403B) promulgated for staff's compliance
RYPIMETDEE BT TR S| B ERE (LSRR ERERENNIEF (M
Food and Environmental Hygiene Revised guidelines to improve the procedure for following up
Department on the compliance with “Nuisance Notice”
(2021/2581A)
RYINREDEE o SRUVEBAREFERHERREUREAIEN - II5E T )
Food and Environmental Hygiene W EAREER BB A < EK
Department Enhanced collaboration with the Independent Checking
(2021/3102) Unit and the Buildings Department in following up on

w@ RiFE R 2023/24 F1]
./

requests for information so that they can respond to such
requests in a timely manner

o  RMIRIFARMAPMERNRR  BRIFALFHEESR &
RIR RN TR
Followed up on the complainant’s request for information
in his email and expedite the handling of the request if the
complainant still pursues it
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organisation (Case reference) Improvement measures Category

o HEWMTREHASHERN - BREE2EZEREAEHMLARS (5)
ALFTEEESR BN - DATR S 38k
To consider obtaining building plans via the Housing
Electronic Building Records Online System when carrying
out the procedures for applying for a Closure Order, so as
to enhance effectiveness and efficiency

e THRWEMBASHEDENEL ( [AIEH] ) BRIPRE (5)
RALEI - BRI T O R BR 7R T 5 22 R 45 R B T R A &
R 2R D e ENREIAEREBIERN - RESKERR
bz
To review regularly the internal communication mechanism
between the Licensing Section and District Environmental
Hygiene Offices (“DEHO") to ensure that the enhanced
licence information management system can achieve the
desired results and DEHO can follow the guidelines to
conduct inspections and take enforcement actions
according to the latest status of the licence applications

o RTREAMNRFENZR &NEEMRMNER - FHINE
BRGNS (RFFRESENY T FUY 1) AR R4 - (8)
FeetZ (PN REBHENTRANE AR TR EK
Reminded staff to learn from the complaint and respond to
public enquiries in a timely manner and strengthened
staff’'s understanding of the Code on Access to Information
(“the Code") with training so that they will be able to
respond to enquiries and requests for information made by
members of the public in accordance with the Code and its
spirit
e RTIHAAEZKEMIIVREREN - ERRENEE - M
FhMA R EBITRE 9
Reminded staff to take initiative to contact the departments
concerned if the departments did not respond promptly to
their requests for information

o MEABUE  BRATKERSELEREMNIIRIZTE
EEIBITIRR - HEERFIEE 9
Strengthened internal supervision to ensure that staff
responsible for conducting inspections and instigating
prosecutions against unlicensed restaurants will perform
their duties in accordance with guidelines and keep proper
work records
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M (NRES) hE 25
organisation (Case reference) Improvement measures Category
o ENEBFINAMNMBRPE - HFMDNERFRIMEARK @ F£1T7HK 9)
ERENFPEE  BRECUZIRNEREFUELTHE
B EE

Completed the investigation into the staff concerned

and took reference from the case to improve the internal
supervision administratively to avoid recurrence of missing
to make inspection records as seen in the case

RYPIMETEE o REIRIUZIESIAERIFIER - ENATRIFAVIHEE - )
Food and Environmental Hygiene AR ARIFARRITE#RHE - HETRGEBNRGERENREER
Department A

(2022/2602) Reminded staff to handle complaint cases in accordance
(2022/2840) with guidelines and provide complainants with interim replies

and case progress in a timely manner, and issue substantive
replies to complainants upon concluding complaint cases

e MEREMFAENENR  EERBIIEIL IMNEERERE (5)
Bk LIEEN - BRI E A
To step up the monitoring of stall operations and take
enforcement actions decisively if there is sufficient evidence
of breaching of the law or the leases

o EXERR KA EEIE - BREAFARILBELIFZR KL (8)
(AREMRG) EEMR - FEBBFER - Er A LR
Fkins

Strengthened training for staff and contractors and required
them to manage the stalls strictly in accordance with the
terms of the leases and the Public Markets Regulations and
seek help from their superiors when encountering difficulties

e ENRITHRAETMEZBL  BNIMNHXNEE @ ZE 9
PEEMHENZLEL - UREATBERLT - KAE R
ARAREMHEZEML - AR ZETHRKER - KEH
ERXEBAREmAL - LAER TR
To review in a timely manner the operation of Kwu Tung
Market, and consider adjusting the business types of market
stalls in light of the community’s current needs, and where
feasible, rent out vacant stalls in a flexible manner, and for
the future development of the market, complete the planning
for the public markets in Kwu Tung at an early date to make
optimal use of resources

w@ RiFE R 2023/24 F1]
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BE T
Examples of Improvement Measures

M (NRES) hE 25
organisation (Case reference) Improvement measures Category
RYINRPEE ( [RAE] ) BHE1823M L - RMEBNuAKR [ B EFEMNA] IMFRAMEX (4)
Food and Environmental Hygiene &%l @ BRRKRE ELEFYH | BEZSEZEI —EESHERE
Department (“FEHD") Reviewed all relevant materials on the websites of 1823 and FEHD,
(2022/2902) and the Guide to After-Death Arrangements clearly stating that

“continuous residing period” means the period that the deceased
had continuously resided in the place concerned before his or

her death
BT YmARSE MAFIES| - TR IERIE R 5 i R ARSS & AMEIR & L9FER (M
Government Logistics Department  RITIHARIEUHNEZ SR - UBIRSEK B RIS TETHE
(2023/0403A) Promulgated new guidelines setting out the key steps for handling

contract deposits, bank guarantees or similar documents received
under contracts for procuring goods and services to ensure
compliance by bureaux and departments

HEB o TEMIMABREBIFAINSHRER T WIRTOLIEREF - £ (©))
Government Secretariat — BTN AEERNRE

Education Bureau To provide on its website information about the complaint
(2021/3695) handling procedures regarding suspected breaches of

professional conduct by teachers, and the reasons for not
disclosing the results of the investigations of such complaints

o RUEHBERANLERIFNRNARZRS - ENREMNSR (3)
RBRH#HNEREERIFA
Internal complaint management system enhanced to give
timely reminders to the responsible officers to process
complaint cases and reply to complainants

o NHAEARIZIFAER AREEFI - LRESHISRIFAM (8)
BHYHTT
Trainings for enhancing communication skills with
complainants provided to staff responsible for handling
complaints from the public
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Examples of Improvement Measures

M (NRES) hE 25
organisation (Case reference) Improvement measures Category
HER o FIHANIIES| - REIRAZFILFIFAEHEMIXIEIDF Q)
Government Secretariat — Education Updated the internal guidelines reminding staff to make
Bureau (“EDB") proper record of all relevant conversations that were made
(2022/1959) in the complaint handling process

o  BEHAEIESIRBERNESIFNRIFSE  RELRE (1)

ARFMPEFAEZZAEZMMSBTEBERE - OIEO
sk B RAENRIFLBEAREREENARE

Revised the classifications of complaints in internal guidelines
and guidelines to schools: complaints involving students
having been assessed by doctors or professionals as being
affected by incidents and resulting in severe emotional
problems, psychological trauma, or suicidal tendencies, will
be directly handled by EDB

o EINHIESI REFRAIES - 1REE Q)

- FER /ﬁ{%fﬁﬁ*ﬁ"—ﬂxlﬁ\;ﬁﬁ%mﬂ% " BFESURRYER
FHRIFFIEHEE - UEEILE - WRERSE - 55 - 418
SEADATEES - J0ESF (NARE (FLBR) £61) &
HIE A&

- ALK TFER ERER

Internal guidelines and guidelines to schools are updated,

reminding:

— schools to preserve all records related to complaint
cases, including text files, images or audio recordings,
as evidence and to comply with the Personal Data
(Privacy) Ordinance when collecting, holding, processing
or using personal data; and

- staff to advise schools of the above

ESTPER HiEmFirT [BEHR0] 173 - 2REREEAREMAITEIES (M
Government Secretariat — To enhance the operation guidelines if “restriction-testing

Health Bureau declaration” operations have to be taken in the future

(2022/0234C)

EFTER FHANNEABXEWNEMTBEEFEEEARKRITMHLE (7)
Government Secretariat — BRI - HEFEXRIES  BRRAREFARARNBRASER

Health Bureau BRIITH SR EERE

(2022/3659C) To provide information on the handling of enquiries about adverse

events following vaccination on the thematic webpage and to
strengthen the relevant guidelines to instruct staff and healthcare
professionals to clearly explain to enquirers the operational flow
of the existing mechanism

'*@ FRifF%E R 2023/24 1R
\
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Examples of Improvement Measures

M (NRES) hE 25

organisation (Case reference) Improvement measures Category

REBESEE RANABEOFRNT [BE®Re ] 1721 - MFRERIRKS &4E )

Home Affairs Department KLHE

(2022/0234A) Reminded staff to ensure that residents are notified of the relevant
arrangement of “restriction-testing declaration” operation

BEEE RERATEASZEN TIEAXZIFXEBEN G ERIII M 9

Housing Department ERIH

(2022/0234B) Reminded staff to refer public complaints or enquiries to suitable
departments or organisations for follow-up action where necessary

BEEE o RMIAETBIEFMIERS - BEBBEESI ] Q)

Housing Department AN EEFBEMBRAFEEE

(2022/2046) Examined its current procedures and working guidelines, and

confirmed that guidelines are in place for frontline staff for
handling dual tenancy matters
o RERAZRMEBEEER HUEERESTALENER 9
Reminded staff to adopt a proper and flexible approach in
handling cases in accordance with policies and procedures

BEZE EERENRRMAES [EEBEAPE] ARFEENES ZEUH ()
Housing Department —FTHETY  BRALPEES BRTENBAPHNER
(2022/2185) Where necessary, to take prompt enforcement action

against public housing estate tenants for non-compliance of
enforcement notices, including issuing written warnings to
explain the consequences of non-compliance

AIRE L o HEIRARSGHBENTEINEE - FHIERIBEIEKRMITINALE (4)
Immigration Department RET - RERIFAMFESN ERGEBRBIFHIREE
(2023/2469) FRIGHEAE

To continue the enhancement of the automatic photo
screening function of the online application system, and to
add a note on the application page and website to remind
applicants that successful submission of application does
not mean its approval

o RREKBRHBFXIFBEAFRMARSNERSOH — X (4)
%
To complete the connection of the system of online
application for HKSAR passport and the online
appointment booking system as soon as possible

ERAS #rE 4L MIRARHEZH R (RFFERSFN) &) (8)
Information Services Department  Stepped up staff training on the Code on Access to Information
(2022/2434(1))
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Examples of Improvement Measures

M (NRES)

organisation (Case reference)

XE

Improvement measures

%3

Category

BEERERXHESE ZHERE AR AR R AOE S A B A SRR s i - Hm (%)
Leisure and Cultural Services A [F8R1EE] (RemSaeH
Department To arrange balloting for selecting participants of a popular
(2018/4697) recreation and sports programme and give priority in balloting
to “new applicants” of the programme
RERXESE DR X HE AR B PUK N R 48 TR A E - 1S5 (5)
Leisure and Cultural Services 1THEx¥E 5]
Department Enhanced the supervision of the progress of the maintenance
(2023/0522A) works for the hot water supply system of the shower booths
in a swimming pool, and implemented the relevant guidelines
accordingly
HxZE RANRAAEEEARETAN - ARNTERZIRIFE - FH2h ) & (8)
Planning Department TAERBUNREHRERZ S
(2022/4287) Reminded staff to provide comprehensive and detailed replies
to public enquiries and arranged relevant staff training
e BT ITERRS| - LRI REVA R R IEMEFr 3
Post Office Guidelines revised to enhance the procedures for handling
(2022/3124(1)) information requests
e o  FIEBNARSILE - ZIEIKE HP 2= £ W4 A BT 5 20K 1L T (4)
Post Office KPR HA BRI B 2=
(2022/3379) Computer system updated to prohibit delivery postmen

:rQ 1 18>r HiFE R 2023/24 F£1R
A\ N e

-

from delivering parcels prior to the deadlines for changing
of delivery options by recipients

e HEHERESMAMKBEELHBREKSERNRTIRER
SERSHIEE - EMITREREBESFNEKBIETRNE
R 5k #bZ R K% 55 SRS R T TR 2R
Added to its computer system the functions of sending
alert reports and anomalies reports to delivery supervisors
regarding parcels delivery, so that delivery supervisors
can remind delivery postmen of new parcel delivery
instructions and follow up with them on cases whose
delivery situations do not match delivery instructions



M (NRES)

organisation (Case reference)

HomiE
Social Welfare Department
(2023/0291)

B 9 Appendix 9

BE T
Examples of Improvement Measures

hE 25
Improvement measures Category
o SHEEFTEVE RIS R BRI E A RS AR BR (M
Devised guidelines on the time limits for retaining
information obtained by investigations

o IREEERSUEM AR IF R E S MR IFAER 3
Reminded staff to handle complaints in a timely manner
and inform complainants of progress regularly

o RUAEIZIFER  REWERIFARHORRH - FEHFE 3)
FEIRE
Reviewed complaint handling procedures and will
receive photos, audio and video recordings submitted by
complainants as far as practicable

o RTRIFARHEZT @)
To listen to the audio recordings furnished by the
complainant

e RARAPERENINAFE (BREINENEDH) AR 8)
ERCRBEHIRS

Reminded staff to provide necessary details (including the
identity of interviewee) in investigation reports to avoid
confusion

= hE
Transport Department
(2022/1460 and others)

SHEAFOEREFT N RENERE RS HIEREN ()
To review the criteria for assessing new residents’ service

applications and residents’ service renewal applications with

stakeholders

Transport Department
(2022/1603(1)-(4))

o EHXAREMHERTEHMREHNERBTRSRIBHENTO (5)
conduct a review with stakeholders regarding the
approving principle for application of new residents’
service route and renewal of existing route

o IRIRARI - REBERAFATEHRIF - REABOE (8)
e To enhance staff training, to remind the relevant staff to

closely examine complaint materials and provide specific
response

o UERBESENNARZHRSREETK - & XEML ©)
e iE T
To continue monitoring the public transport service near
the residential estate where the complainants lived and
optimise the provision of public transport in a timely
manner
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M E SRl
Examples of Improvement Measures

M (NRES) 25
organisation (Case reference) Improvement measures Category
ZHE AR T/AL R R J0E ST S S R &S MR /25 5 = 1 JE 5 (6)
Transport Department 15
(2022/3263) Handled applications for postponement of driving test, due to

having to comply with isolation and quarantine orders, in the

same way
EhE KAFENORE ERBEALRETRBEREINRBARS (6)
Transport Department A BRMFEIMA R - AR EIRERMIINRE
(2023/0696) Adopted a new criterion for deciding the eligibility of the

applicants who are current holders of quotas of Hong Kong
private cars to Macao to avoid mistakenly rejecting their
applications for new quotas

b IER B o  THHMBIERESIFIRBERAORRBERRIET - H2EDRI (1) & (8)
Vocational Training Council RN 1EER R PANE REOR
(2022/2932) Spelled out the refund policy and procedures in the

internal guideline and workshops would be conducted to
familiarise staff with the relevant policy

o EHWREMXIMNXENAR @ LAREFAERHNRRE @)
He
Updated the website and the relevant register documents
to remind students of the refund policy

Bl IR B INsRER A 1ZBH) (RFFERBSFN) AIAIR « DA R ]E AL I ()
Vocational Training Council (“VTC") ZREVAR ZEsket FiE1E
(2023/2455(R)) Enhanced staff's understanding of VTC's Code on Access to

Information and their cautiousness in handling requests for

information

;{120* HiFE R 2023/24 F£1R
\;//
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Independent auditor’s report to The Ombudsman

(IRIE (HIFEREM) FEBA ) (Established in Hong Kong pursuant to The Ombudsman Ordinance)

=

IAZHIn (ARER [BAT) ) EFITNETE
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= LAY B At
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o

W 55 #% = B H B BT #R & B S
HE R

ffE B BE TR

FIFEABNEMEENT - &
CERNBEN S RE R EA]

THERANEIHES
M EM IR

BATIM S IMERHBRFFREEAMES - BA
A ZFEEAME B RREREANEILLEL -

BiFE A 2023/24 F1R

Opinion

We have audited the financial statements of The Ombudsman
set out on pages 126 to 151, which comprise the statement of
financial position as at 31 March 2024, the statement of income
and expenditure, the statement of comprehensive income, the
statement of changes in funds and the cash flow statement for
the year then ended and note, comprising material accounting
policy information and other explanatory information.

In our opinion, the financial statements give a true and fair view
of the financial position of The Ombudsman as at 31 March
2024 and of its financial performance and its cash flows for
the year then ended in accordance with Hong Kong Financial
Reporting Standards ("HKFRSs”) issued by the Hong Kong
Institute of Certified Public Accountants (“HKICPA").

Basis for opinion

We conducted our audit in accordance with Hong Kong
Standards on Auditing ("HKSAS") issued by the HKICPA. Our
responsibilities under those standards are further described
in the Auditor’s responsibilities for the audit of the financial
Statements section of our report. We are independent of The
Ombudsman in accordance with the HKICPA's Code of Ethics
for Professional Accountants (“the Code”) and we have fulfilled
our other ethical responsibilities in accordance with the
Code. We believe that the audit evidence we have obtained is
sufficient and appropriate to provide a basis for our opinion.

Information other than the financial
statements and auditor’s report
thereon

The Ombudsman is responsible for the other information. The
other information comprises all the information included in
the annual report, other than the financial statements and our
auditor’s report thereon.

Our opinion on the financial statements does not cover the
other information and we do not express any form of assurance
conclusion thereon.
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Independent auditor’s report to The Ombudsman (continued)

(IRIE (FHIFERXM) FEEK L) (Established in Hong Kong pursuant to The Ombudsman Ordinance)
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Information other than the financial
statements and auditor’s report
thereon (continued)

In connection with our audit of the financial statements, our
responsibility is to read the other information and, in doing
so, consider whether the other information is materially
inconsistent with the financial statements or our knowledge
obtained in the audit or otherwise appears to be materially
misstated.

If, based on the work we have performed, we conclude that
there is a material misstatement of this other information, we
are required to report that fact. We have nothing to report in
this regard.

Responsibilities of The Ombudsman
for the financial statements

The Ombudsman is responsible for the preparation of the
financial statements that give a true and fair view in accordance
with HKFRSs issued by the HKICPA and for such internal control
as The Ombudsman determines is necessary to enable the
preparation of financial statements that are free from material
misstatement, whether due to fraud or error.

In preparing the financial statements, The Ombudsman is
responsible for assessing The Ombudsman’s ability to continue
as a going concern, disclosing, as applicable, matters related
to going concern and using the going concern basis of
accounting unless The Ombudsman either intend to liquidate
The Ombudsman or to cease operations, or have no realistic
alternative but to do so.

Annual Report of The Ombudsman 2023/24
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Independent auditor’s report to The Ombudsman (continued)
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Auditor’'s responsibilities for the
audit of the financial statements

Our objectives are to obtain reasonable assurance about
whether the financial statements as a whole are free from
material misstatement, whether due to fraud or error, and to
issue an auditor’s report that includes our opinion. This report
is made solely to you, as a body, in accordance with our agreed
terms of engagement, and for no other purpose. We do not
assume responsibility towards or accept liability to any other
person for the contents of this report.

Reasonable assurance is a high level of assurance, but is not a
guarantee that an audit conducted in accordance with HKSAs
will always detect a material misstatement when it exists.
Misstatements can arise from fraud or error and are considered
material if, individually or in the aggregate, they could
reasonably be expected to influence the economic decisions of
users taken on the basis of these financial statements.

As part of an audit in accordance with HKSAs, we exercise
professional judgement and maintain professional scepticism
throughout the audit. We also:

— ldentify and assess the risks of material misstatement of
the financial statements, whether due to fraud or error,
design and perform audit procedures responsive to those
risks, and obtain audit evidence that is sufficient and
appropriate to provide a basis for our opinion. The risk
of not detecting a material misstatement resulting from
fraud is higher than for one resulting from error, as fraud
may involve collusion, forgery, intentional omissions,
misrepresentations or the override of internal control.

— Obtain an understanding of internal control relevant to
the audit in order to design audit procedures that are
appropriate in the circumstances but not for the purpose
of expressing an opinion on the effectiveness of The
Ombudsman’s internal control.
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Independent auditor’s report to The Ombudsman (continued)
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Auditor’'s responsibilities for the
audit of the financial statements
(continued)

- Evaluate the appropriateness of accounting policies used
and the reasonableness of accounting estimates and
related disclosures made by The Ombudsman.

— Conclude on the appropriateness of The Ombudsman’s
use of the going concern basis of accounting and, based
on the audit evidence obtained, whether a material
uncertainty exists related to events or conditions that
may cast significant doubt on The Ombudsman’s ability to
continue as a going concern. If we conclude that a material
uncertainty exists, we are required to draw attention
in our auditor’s report to the related disclosures in the
financial statements or, if such disclosures are inadequate,
to modify our opinion. Our conclusions are based on the
audit evidence obtained up to the date of our auditor’s
report. However, future events or conditions may cause
The Ombudsman to cease to continue as a going concern.

—  Evaluate the overall presentation, structure and content
of the financial statements, including the disclosures, and
whether the financial statements represent the underlying
transactions and events in a manner that achieves fair
presentation.

We communicate with The Ombudsman regarding, among
other matters, the planned scope and timing of the audit and
significant audit findings, including any significant deficiencies
in internal control that we identify during our audit.

KPMG
Certified Public Accountants

8th Floor, Prince’s Building
10 Chater Road
Central, Hong Kong

20 May 2024
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Statement of income and expenditure i e yes engea st warcn 2024

(AT B3 L8 T h217) (Expressed in Hong Kong dollars)

{ipzd 2023
Note
LON Income
WA B & Government subventions 3 $ 134,307,000 $ 129,838,628
BE T R B 2 P AE Amortisation of deferred
Government subventions 3 1,814,220 1,814,220
RITHFRZFBUWA Interest income on bank deposits 18,782,441 11,190,787
E A A Other income 99,514 3,735
$ 155,003,175 $ 142,847,370
F Expenditure
BBt Operating expenses 4 (144,690,794) (137,515,036)
FEBR Surplus for the year $ 10,312,381 $ 5,332,334

SHIRFR R Statement of comprehensive income
BZE2024%3831BILFE for the year ended 31 March 2024

BIFE REFRVRHFEINEERR - B [FER The Ombudsman had no components of comprehensive income

] N THEMSEWEKT - B THRIFERD other than “surplus for the year” in either of the years presented.

[eEWRLE | ERINEEHNYSE [BS] | Accordingly, no separate statement of comprehensive income is

B B - AMRIBEEE BT RESmksEs - presented as The Ombudsman’s “total comprehensive income”
was the same as the “surplus” in both years.

FI1RE151T 2 ME N AW FHIRE A EEREL 5 - The notes on pages 132 to 151 form part of these financial

Statements.

?s 126} HiFE R 2023/24 F£1R
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The Ombudsman
Financial Statements for the year ended 31 March 2024

)ﬂj’ ’U‘/R%:Z F2024%3A318 . .
Statement of financial POSITION e ets1 warch 2024

( BT L E T A8 ) (Expressed in Hong Kong dollars)

Lipzs 2023
Note
"= ASSETS
RS E = Non-current asset
Ple - 28 iR H Property, plant and equipment 7 $ 65,278,468 $ 68,151,261
Ry &= Current assets
& RIS IR Deposits and prepayments $ 4,881,355 $ 4,234,119
VL &SN Interest receivable 3,826,254 2,251,320

RE="AUERHZEBFFK  Time deposits with original

maturity over three months 181,742,000 213,080,000

Ne RIeFENY Cash and cash equivalents 8 222,293,794 179,946,924

$ 412,743,403 $ 399,512,363

BERE Total assets $ 478,021,871 467,663,624
ki LIABILITIES
Ry R Non-current liabilities
RS HME - SERNE Contract gratuity payable —
non-current 6,953,923 8,045,013
BB RS - R Deferred Government
subventions — non-current 49,829,338 51,643,558
56,783,261 59,688,571
Fsh R Current liabilities
H b S A FR I B ER A Other payables and accruals 4,782,715 6,141,710
RS HME - manEln Contract gratuity payable —
current 10,213,127 5,902,956
BIEBAT R BIE - mahE Deferred Government
subventions — current 1,814,220 1,814,220
16,810,062 13,858,886
AR EE Total liabilities $ 73,593,323 $ 73,547,457

Annual Report of The Ombudsman 2023/24 1(\127 )/«
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F2024%3H31H

Statement of financial position as at 31 March 2024 (continued)
(AT B L8 T h217) (Expressed in Hong Kong dollars)

hp= 2023
Note
"RE FUNDS
R2itR® Accumulated funds $ 404,428,548 $ 394,116,167
BREREM Total funds $ 404,428,548 $ 394,116,167
BRERABEE Total funds and liabilities $ 478,021,871 $ 467,663,624
BiFT A E 720245520 B b RENF % - Approved and authorised for issue by The Ombudsman on 20
May 2024.
BRIAE K& Mr Jack Chan
RIFE R The Ombudsman
FI1R2E151T 2 ME N AW S IREK A EEREL 5 - The notes on pages 132 to 151 form part of these financial
statements.

r\@ 2? /)v FIF%E & 2023/24 1k

-
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The Ombudsman

. Financial Statements for the year ended 31 March 2024
RERRED) T
D1 37 1)U BZE20453R31HLEE

Statement Of ChangeS |ﬂ fUﬂdS for the year ended 31 March 2024

( BT L E T A8 ) (Expressed in Hong Kong dollars)

Rit#s

Accumulated
funds

F2022F3A318K2022F481HZER Balance at 31 March 2022 and 1 April 2022

2022/2023FEREMRRED : Change in funds for 2022/2023:
FERBRESHEWZE BT

$ 388,783,833

Surplus and total comprehensive income for
the year 5,332,334
Balance at 31 March 2023 and 1 April 2023 $ 394,116,167

F2023%3HA31AK2023F4A1HZ4ER
2023/2024FER SRR :
FEARLEERZESH

Change in funds for 2023/2024:

Surplus and total comprehensive income for
the year 10,312,381

F2024%3831B24% Balance at 31 March 2024 $ 404,428,548

FI1RE151T 2 MHE N AWV FIRE BRI 5 - The notes on pages 132 to 151 form part of these financial

Statements.
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Emﬁjﬁ%% BE2024F3A31BLEE
CaSh ﬂOW Statemeﬂt for the year ended 31 March 2024

(AT B3 L8 T h217) (Expressed in Hong Kong dollars)

hp=s 2023
Note
BiEEs Operating activities
FEAR Surplus for the year $ 10,312,381 $ 5,332,334
B Adjustments for:
FLEA Interest income (18,782,441) (11,190,787)
1R Depreciation 4 4,796,836 3,881,837
156 REER AT % Bh & 2 45 Amortisation of deferred
Government subventions (1,814,220) (1,814,220)
LB - Hl2RIEE 2K Loss on disposal of property,
plant and equipment 4 8,600 651,015
BEERETHHZEEZTH Operating deficit before
changes in working capital $ (5,478,844) $  (3,139,821)
e RS () > (Increase)/decrease in deposits
and prepayments (647,236) 5,032,812
H R A SR I R 1t ER A (Decrease)/increase in other
(Rk2>) /#mn payables and accruals (1,358,995) 213,383
N HEEN S0, ORlD) Increase/(decrease) in contract
gratuity payable 3,219,081 (753,095)
BEEs (ZR) /FEZ Net cash (used in)/generated
W2 from operating activities $ (4,265,994) $ 1,353,279
REED Investing activities
I B FI 8, Interest received $ 17,207,507 $ 9,390,369

B - 188 KR % P

Payments for purchase of

property, plant and equipment (1,932,643) (12,199,424)
BEE=NANEEIEZ EHAFEF Net changes of time deposits
A zh e E with original maturity over
three months 31,338,000 159,232,000
BREBDTEZIE 2T Net cash generated from
investing activities $ 46,612,864 $ 156,422,945

,@ MRS R 2023/24 E1R
\§:7 f//
-
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The Ombudsman
Financial Statements for the year ended 31 March 2024

NERER (£)

BE202453A31HLEFE

Cash flow statement for the year ended 31 March 2024 (continued)
(AT B A LB T h #£17) (Expressed in Hong Kong dollars)

{p=d 2023
Note
N RANESENY 2L M Net increase in cash and
cash equivalents $ 42,346,870 $ 157,776,224
FOzReRAESENY Cash and cash equivalents at
beginning of the year 8 179,946,924 22,170,700
FRZUASRIASENY Cash and cash equivalents at
end of the year 8 $ 222,293,794 $ 179,946,924

FI1RE151T 2 HE N AW FHIREAEEREL 5 - The notes on pages 132 to 151 form part of these financial

statements.
Annual Report of The Ombudsman 2023/24 (131 /)v:
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Notes to the financial statements

(BT B #8129 8T #17) (Expressed in Hong Kong dollars)

1 BIFTANEIR

BRIF%E A T2001F 12 A 19 BRI A BIRCSZ
B—XH - RIRBET (BRIFTRAZM) 1T
B -

FIFE RARNFBONIM DR U NEETHE
B 168-2005 E & L AR BHAE30E -

2 EXR2IUTEE
(a) BHIFHARSITEERE

AWMEH/ERTDREFEITID 29040
EAK (BEEMSREEN) (SR
BEEANTH (FEMSIREEN)
CKFEIDEN) Ki2RR) Mmaml
BHIFE ARPNERN 2T BER IR 0
T e

EBLTMRALEMFET (BEWS
REEN) 21T HERIFETRHF
ML FEEXNERKATIRE RN - &
FEREBNAERESIINSITEE
AR A FEN K2R (BHE15) o

2023¢7H EBLITMRL AT (F

EECHBRE S KRS X LS
Aﬁ 208+ 202595 818 REUH X
FRHLBIRE S ITHE S| o BUB X A L&Y
BRiIFE AW SFIM SRR HF LT ERY
i o

132/ HiIF%E R 2023/24 &1k

-

1 Status of The Ombudsman

The Ombudsman was established as a corporation by statute
on 19 December 2001. The functions of The Ombudsman are
prescribed by The Ombudsman Ordinance.

The address of its registered office is 30/F, China Merchants
Tower, Shun Tak Centre, 168-200 Connaught Road Central,
Hong Kong.

2 Material accounting policies

(a) Statement of compliance and changes
in accounting policies

These financial statements have been prepared in
accordance with all applicable Hong Kong Financial
Reporting Standards (“HKFRSs"), which collective
term includes all applicable individual Hong Kong
Financial Reporting Standards, Hong Kong Accounting
Standards ("HKASs") and Interpretations issued by the
Hong Kong Institute of Certified Public Accountants
("HKICPA"). Material accounting policies adopted by
The Ombudsman are disclosed below.

The HKICPA has issued certain amendments to HKFRSs
that are first effective or available for early adoption
for the current accounting period of The Ombudsman.
The Ombudsman has not applied any new standard or
interpretation that is not yet effective for the current
accounting period (note 15).

In July 2023, the HKICPA published “Accounting
implications of the abolition of the MPF-LSP offsetting
mechanism in Hong Kong"” that provides accounting
guidance relating to the abolition of offsetting
mechanism effective from 1 May 2025. The abolition of
the offsetting mechanism did not have a material impact
on The Ombudsman’s results and financial position.



2 EX2UTHER (%)

(b) 554 2Rk 4m I £t

AW SRR AT SERAIE R It EEEM
Yml o

EgRHITE (EEVSIREEN) H
FEKE  BEEFEFELEM2ITER
REVN A RAF ~ it WAFI
SRMEHIY - BITARIEK o XLfh
THEXBREREREIEEREEER
BN L EHER T IhE A RS I E A E
ENERMEL - IRERIIWKE R
fZ 50 B BT ARBE M E A 53 R SRR BN B 15 0
R R S 57 OK T BB BT ) o e
fit o EERMVERAIES X EMHITEZE

j%‘_o

EEES TS TSI REXR
% o BRI IHEITHEIT AR IR —H
B - MNZEAT 21X BB A IAAMK -
RS TSI BT R e 20 =5 B f
ARKHE - MNZAEAT ST H A KR
SKEARI R BIA AR o

Pl ~ B8 RIREF

Pl ~ HLEs RAR B R ARBA R E R it
IB X BB S a5k o

HIFE R

B E2024F3A31HIFFEZIMEIRFE

The Ombudsman

Financial Statements for the year ended 31 March 2024
WS MHE (42)

Notes to the financial statements (continued)

(AT B #8 LE Tl #£17) (Expressed in Hong Kong dollars)

2 Material

accounting policies

(continued)

(b) Basis of preparation of the financial

statements

The measurement basis used in the preparation of the
financial statements is the historical cost basis.

The preparation of financial statements in conformity
with HKFRSS requires management to make judgements,
estimates and assumptions that affect the application
of policies and reported amounts of assets, liabilities,
income and expenses. The estimates and associated
assumptions are based on historical experience and
various other factors that are believed to be reasonable
under the circumstances, the results of which form the
basis of making the judgements about carrying values
of assets and liabilities that are not readily apparent
from other sources. Actual results may differ from these
estimates.

The estimates and underlying assumptions are reviewed
on an ongoing basis. Revisions to accounting estimates
are recognised in the period in which the estimate is
revised if the revision affects only that period, or in the
period of the revision and future periods if the revision
affects both current and future periods.

Property, plant and equipment

Property, plant and equipment are stated at cost less
accumulated depreciation and impairment losses.

Annual Report of The Ombudsman 2023/24 1{133/}&



W EIRFTHE (£R)
Notes to the financial statements (continued)

(AT B #ET LB T 217 ) (Expressed in Hong Kong dollars)

2 EX2UTHER (%) 2

(C) b ~ HBERRE (£2)

FrIRRAEIR DL - 28 KR =it
RANE (MEIE) F - BIITAE
RERAELRPHERA - HTEITTA
LU

- A BN R LA
Interest in leasehold land held for own use
- BEY
Building
- BEMLER
Leasehold improvements
- MRERAE
Office furniture
- DPREERE
Office equipment
- BEIRE
Computer equipment

- TR
Motor vehicles

R ERFHEERFRNE (0F
MiE) SBFRIT -

BiFE R 2023/24 F1&

Material accounting policies
(continued)
(c) Property, plant and equipment
(continued)

Depreciation is calculated to write off the cost of items
of property, plant and equipment, less their estimated
residual value, if any, using the straight line method over
their estimated useful lives as follows:

1R 5T B FIARTEER
Over unexpired term of lease

40%F
40 years

104F
10 years

54
5 years

54
5 years

45
4 years

54
5 years

Both the useful life of an asset and its residual value, if
any, are reviewed annually.
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The Ombudsman

Financial Statements for the year ended 31 March 2024
WS MHE (42)

Notes to the financial statements (continued)

(BB #0809 8T 21z ) (Expressed in Hong Kong dollars)

2 ERSIUTEER (4) 2 Material accounting policies

(continued)

(c) ¥l ~ MERIEH (£) (c) Property, plant and equipment

BEFECESIMREFEERFMRTY
A~ HlEs RAREEVIRE £ 8H A B IR
BIR - SRFAMENANE LR
MKE S TR KO HF - Eok
WX EERNBINRES R » A=
BRI E B AR EIZRE - 2 2A
RNENERLEZERRERERETR
SEITE - I EEAES - HiAK
NeRELEREHAMEA R ILEI
1B MAZMEI R 2 JA R BT 47 6 By
WENRME ENESAEXR~HIRE
BSR40 A A B T AT Ui [B] #8001t
HELVEENEL  ARAORESR
(=37 eI

REE R EEAY L - Has RIARFP
EHRE - LEEMB ISR~k
ez BNEREE - FIRLER
ERPERTEERABIAAINK -

Rz Y 5k T

R YRI5 T R F & RABA TR A A
WELR A B T IATRIA © B RN R 2R
B B HERE B 2 AN BB R - U ER A
N BV B %A o M5 WA T B IF
T RAMATFFH AT WA Z 2
WL BREVMENEGHATIIR -

(continued)

The carrying amounts of property, plant and equipment
are reviewed for indications of impairment at the end of
each reporting period. An impairment loss is recognised
in the statement of income and expenditure if the
carrying amount of an asset, or the cash-generating unit
to which it belongs, exceeds its recoverable amount.
The recoverable amount of an asset, or of the cash-
generating unit to which it belongs, is the greater of
its fair value less costs of disposal and value in use. In
assessing value in use, the estimated future cash flows
are discounted to their present values using a pre-tax
discount rate that reflects current market assessments
of the time value of money and the risks specific to the
assets. An impairment loss is reversed if there has been
a favourable change in the estimates used to determine
the recoverable amount.

Gains or losses arising from the retirement or disposal of
an item of property, plant and equipment are determined
as the difference between the net disposal proceeds
and the carrying amount of the item and are recognised
in the statement of income and expenditure on the date
of retirement or disposal.

Receivables

Receivables are recognised when The Ombudsman
has an unconditional right to receive consideration. A
right to receive consideration is unconditional if only
the passage of time is required before payment of that
consideration is due. If income has been recognised
before The Ombudsman has an unconditional right to
receive consideration, the amount is presented as a
contract asset.

Annual Report of The Ombudsman 2023/24 (135/%



W EIRFTHE (£R)
Notes to the financial statements (continued)
(AT B L8 T h217) (Expressed in Hong Kong dollars)

2 EX2UTHER (%)

(d) RzUgFRI (£2)

JS1 R I B fe 3R PR SRR B 2R 7R 12 P 4
RAFHBEATRTAEENEESTR
REDIK -

SRR FRERTENA RGN TEIE
REHRNETIE - ZFETTHRIY
TR W IR BB AR L © BEAT
BEEMTAMST (BEFRNREKH
8) FBiIFEARIAEE T 120 AM
HERSHNKE  RESRTAER
KB B e B IS ARG 0 - FEUEIFIR
T SHRKREFNRBFTENERGN
FHERSROSMITE -

MHERE ST &RE BMETERIT
B - BRI TIRE T IA N RER
BHTH - BIFTRBET S RKFKD
S Yo R S5 K T < 251 AT 4 9 AR Sz 18 B e LA
BERERE TR

fid & SRR HF UK B R AT BE - 7 IR0
IKE 2 FohH (Bosked) -
XERBEHIAERFETRABERS A
RERFHRARKRA=ERBIER
BN PHENEH

Qﬁﬁ HiFE R 2023/24 F£1R

-

2 Material accounting policies
(continued)

(d) Receivables (continued)

Receivables are subsequently stated at amortised
cost using the effective interest method and including
allowance for credit losses as determined below:

The loss allowance is measured at an amount equal to
lifetime expected credit losses (“ECLS”), which are those
losses that are expected to occur over the expected life
of the receivables. For all financial instruments (including
deposits and interest receivable), The Ombudsman
recognises a loss allowance equal to 12-month ECLS
unless these has been a significant increase in credit
risk of the financial instrument since initial recognition,
in which case the loss allowance is measured at an
amount equal to lifetime ECLS.

ECLs are remeasured at each reporting date with any
changes recognised as an impairment gain or l0ss in
profit or loss. The Ombudsman recognises an impairment
gain or loss with a corresponding adjustment to the
carrying amount of receivables through a loss allowance
account.

The gross carrying amount of receivable is written off
(either partially or in full) to the extent that there is
no realistic prospect of recovery. This is generally the
case when The Ombudsman determines that the debtor
does not have assets or sources of income that could
generate sufficient cash flows to repay the amounts
subject to the write-off.
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(€)

IVERE/S

RIS R IBUR A OMERIRHRIA © F15ATH
NG RN R IUR AR AN BI DR o fRAD
JEAFWHAREKR - Mk xRHT
MK o

ReERAEZENY

N RIS ENYERERTERLER
e FRTRITMEMBSBILEE
HER - AREHNS R ENRAE -
XLERR —REWMAR=TARIE
AR RENEMNISH - AN
BEHHTENONE K - Ae A FE
NP R TS BT 5 IR IR IR T 2(d) A 3
H B ER VA

e R a7

e RS BHFER - ERKSE
KEIFE REEHAIFSERMER REF K
AR - R ARHEXRSOEER
ZRUE - i E TS B FEIMM
FMABEAN - WAEXET2RIUET
MK o

HIFE R

B E2024F3A31HIFFEZIMEIRFE

The Ombudsman

Financial Statements for the year ended 31 March 2024
WS MHE (42)

Notes to the financial statements (continued)

(AT B #8 LE Tl #£17) (Expressed in Hong Kong dollars)

2 Material

accounting policies

(continued)

(e)

Payables

Payables are initially recognised at fair value.
Subsequent to initial recognition, payables are stated
at amortised cost unless the effect of discounting would
be immaterial, in which case they are stated at invoice
amounts.

Cash and cash equivalents

Cash and cash equivalents comprise cash at bank and on
hand, demand deposits with banks and other financial
institutions, and short-term, highly liquid investments
that are readily convertible into known amounts of cash
and which are subject to an insignificant risk of changes
in value, having been within three months of maturity at
acquisition. Cash and cash equivalents are assessed for
ECLs in accordance with policy as set out in note 2(d).

Employee benefits

Salaries, gratuities, paid annual leave, leave passage
and the cost to The Ombudsman of non-monetary
employee benefits are accrued in the year in which the
associated services are rendered by employees of The
Ombudsman. Where payment or settlement is deferred
and the effect would be material, these amounts are
stated at their present values.

Annual Report of The Ombudsman 2023/24 1{137/}&



W EIRFTHE (£R)
Notes to the financial statements (continued)
(AT B L8 T h217) (Expressed in Hong Kong dollars)

2 ERSIUTEER (4) 2 Material accounting policies

(continued)

(h) ER2ERIBEAR (h) Provisions and contingent liabilities

HIFE AR E R ENFHBEEE
RIEE NS - MBEITZXLS TR #E
SHEBELFTMAENRRING - FEA]
AN - ERRER - BRIAX
MERNMEER - MEREEMITE
TS FRHRRROIUETIOK o

RIS A L5 W i /RSN A AT e 1
BIK - R TEN A RBAEH A N
it ZUSEWEARBERG - B
AR F RSN B AT RE MERAR MR SN 201
MFRRCBRERMERLEBS 6L
BEFESENUS  TaRBENLE
i BANR B IRINA Y AT BEEAR AR
BRI o

RIVEBEZE TN D HEEIT X
SRS — SN - WaspEaLTF
B E B T AN SRR A — WU AL R
2o MEMFUHANSANES T
BT HRESH

HiFE R 2023/24 3R

Provisions are recognised when The Ombudsman has
a legal or constructive obligation arising as a result of
a past event, it is probable that an outflow of economic
benefits will be required to settle the obligation and a
reliable estimate can be made. Where the time value
of money is material, provisions are stated at the
present value of the expenditure expected to settle
the obligation.

Where it is not probable that an outflow of economic
benefits will be required, or the amount cannot be
estimated reliably, the obligation is disclosed as a
contingent liability, unless the probability of outflow of
economic benefits is remote. Possible obligations, whose
existence will only be confirmed by the occurrence or
non-occurrence of one or more future events are also
disclosed as contingent liabilities unless the probability
of outflow of economic benefits is remote.

Where some or all of the expenditure required to settle
a provision is expected to be reimbursed by another
party, a separate asset is recognised for any expected
reimbursement that would be virtually certain. The
amount recognised for the reimbursement is limited to
the carrying amount of the provision.
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(i) WEAHIA

(i)

(i)

BB &

—EXFHRBINBFERE T A
B SR B R AN K
A BB RS THAERE
EB2WE - MEAFETRPEF
BRUMHRER - BB EY
SPRRKRBIANAIK © AMZHRIFE R
FXHRBE » 2ETTENS
BB RS R AN BB RN
IANHUA o FMEERIFE R R =R
NRBE  2FEBEBRF R
BAMSRREK - FRBHE2(C)
FRZIEIT IR E A - AR &
FeEVTE ST A Bk Al A R HI A L
LERNFIAADK -
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The Ombudsman

Financial Statements for the year ended 31 March 2024

W& HFRME (£2)
Notes to the financial statements (continued)

(AT B #8 LE Tl #£17) (Expressed in Hong Kong dollars)

2 Material

accounting policies

(continued)

(i) Income recognition

(i)

Government subventions

An unconditional Government subvention is
recognised as income in the statement of income
and expenditure when the grant becomes
receivable. Other Government subventions are
recognised in the statement of financial position
initially when there is reasonable assurance that
they will be received and that The Ombudsman
will comply with the conditions attaching to them.
Subventions that compensate The Ombudsman
for expenses incurred are recognised as income
in the statement of income and expenditure on
a systematic basis in the same periods in which
the expenses are incurred. Subventions that
compensate The Ombudsman for the cost of an
asset are included in the statement of financial
position as deferred Government subventions
and recognised in the statement of income and
expenditure over the period of the lease term or
useful live of the related asset on a basis consistent
with the depreciation policy as set out in note 2(c).

Interest income

Interest income is recognised as it accrues using
the effective interest method.

Annual Report of The Ombudsman 2023/24 {139/%



W EIRFTHE (£R)
Notes to the financial statements (continued)
(BB #8129 8T #17) (Expressed in Hong Kong dollars)

2 ERSIUTEER (4) 2 Material accounting policies
(continued)
() KRERAZL () Related parties
(@) FAMATHEEREESHIFTR (@) A person, or a close member of that person’s
XK RUOZATHAERERE family, is related to The Ombudsman if that person:
Z :
()  FHEHISHERIEHRIFER (i) has control or joint control over The
Ombudsman;,
(i) WEHIFERBEREMA : 3K (i) hassignificantinfluence over The Ombudsman;
or
(i) ERRFEANETEBTEEK (i) isamember of the key management personnel
R e of The Ombudsman.

(b) BT REABERER » MHEEK (b) An entity is related to The Ombudsman if any of
581F% AEKE - the following conditions applies:
i BERSHRFETARR—%H (i)  The entity and The Ombudsman are members

MR (BNE—Z 6~ KB
R REENBIAEEER X
BR) e

(i) F—SRERS—RIEERE
MBI (5 — KPR
JBEHIRK R BRI SER 7
MAg) o

(i) P/ SERARR AR = 7Bk
LA o

of the same group (which means that each
parent, subsidiary and fellow subsidiary is
related to the others).

(i) One entity is an associate or joint venture
of the other entity (or an associate or joint
venture of a member of a group of which the
other entity is a member).

(i) Both entities are joint ventures of the same
third party.

W40y  HIIRT R 2023/24 FiR

\
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(b)

B T REAIERER - WFKAK
SH1FE AMEREK - (&)

(iv) R—RHERE=THEKRI
B mMa—SHEE=TH
R -

V) EERENRFETRALFFE
RARBRRARE R R IR B
HigERE R IR -

(Vi) ZSEAREMEE2() (@) PR B A
AR HI SR KRS o

FEE2G) @) () Pridk B9 A 53 1% Sk
BB ARF ML (3
HER) MEEEEEKRA -

(vill) Z SRR E AR S E A ER A
TRRFEARKEZEER
X R RS ©

—MATHERXRE  #EEZALS
KR ZH)HIER - AIGER XA T

HEA

FIMNFERA °

HiFT R
B ZR2024F3H31H IFFEZMSEIRE
The Ombudsman

Financial Statements for the year ended 31 March 2024

2 Material

WEIRERMIE (52)

Notes to the financial statements (continued)
(AT B #8 LE Tl #£17) (Expressed in Hong Kong dollars)

accounting policies

(continued)

(j) Related parties (continued)

(b)

An entity is related to The Ombudsman if any of
the following conditions applies: (continued)

(iv)

One entity is a joint venture of a third entity
and the other entity is an associate of the third
entity.

The entity is a post-employment benefit
plan for the benefit of employees of either
The Ombudsman or an entity related to The
Ombudsman.

The entity is controlled or jointly controlled by
a person identified in note 2(j)(a).

A person identified in note 2(j)(a)(i) has
significant influence over the entity or is a
member of the key management personnel
of the entity (or of a parent of the entity).

(viii) The entity, or any member of a group of

which it is a part, provides key management
personnel services to The Ombudsman.

Close members of the family of a person are those
family members who may be expected to influence,
or be influenced by, that person in their dealings with
the entity.

Annual Report of The Ombudsman 2023/24
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W EIRFTHE (£R)
Notes to the financial statements (continued)
(BB #8129 8T #17) (Expressed in Hong Kong dollars)

3 BFEBERBEBRFAEE 3 Government subventions and

&

BT A8 S 4R RS AR A REER X
BB K ©

BERRADEREAMNERZRLBE
BRMZBOBERR - BEBFRNE 2
e REMNERERFAIEEROE
THMEMENE (54%F) MERYH AL
FH (40%F) - H=IRBHEZ2(c) K2 20)() E1 &Y
SUTBERABELETERIAAMK

T2024%3A31HTE - MitBERF R BE
Z PRI

deferred Government subventions

Government subventions represent the funds granted by the
Government for daily operations of The Ombudsman.

Deferred Government subventions represent the funds
granted by the Government for prepaid lease payments
and the purchase of building. Amortisation of deferred
Government subventions is recognised on a straight line
basis over the period of the lease term of 54 years of interest
in leasehold land held for own use for prepaid lease payments
and the useful life of 40 years of building in accordance with
the accounting policies set out in notes 2(c) and 2(i)(i).

At 31 March 2024, the deferred Government subventions are
expected to be amortised as follows:

—FRNHBREERINGZA Within one year and included in

current liabilities $ 1,814,220 $ 1,814,220

—FEHBRREERINGZA After one year and included in

non-current liabilities 49,829,338 51,643,558

$ 51,643,558 §$ 53,457,778

W42y BIRT R 2023/24 FiR
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The Ombudsman

Financial Statements for the year ended 31 March 2024
WS MHE (42)

Notes to the financial statements (continued)

(BB #0809 8T 21z ) (Expressed in Hong Kong dollars)

4 Operating expenses

R REMITZ (KHES5)
b~ WS RIREITIE (MHE7)

Employee benefit expenses (note 5)

$ 124,833,311 $§ 123,116,728

Depreciation of property, plant and

equipment (note 7) 4,796,836 3,881,837
EMREES Rates and management fee 3,021,479 3,614,051
HEHEAERTX Expense relating to short-term leases 100,800 100,800
ZEIN & Auditor’'s remuneration 110,000 105,000
WEWL - HEERIZE 2K Loss on disposal of property, plant

and equipment 8,600 651,015
H I 52 Other expenses 11,819,768 6,045,605

$ 144,690,794 $ 137,515,036

5 ERBEMNIFX

5 Employee benefit expenses

e KR Salaries and allowances $ 108,398,798 $ 105,615,719
£ & Contract gratuity 11,138,935 10,976,503
BIRESRR - 25 R Pension costs — Mandatory Provident
( IsafReitsl] ) Cx) Fund Scheme (“the MPF scheme”)
(Note) 2,995,124 3,005,428
AIELZ & Unutilised annual leave (1,005,059) (311,575)
HEte AR Other employee benefit expenses 3,305,513 3,830,653

$ 124,833,311 $ 123,116,728

I BIFRARERE CRRIMARSITELD
KABREIUX - NEFE CBEFRH) A
ETRAMAEREMNSZRAKITHRENRZ
RAMiK - BREUTVEZHIBLZHEAEIED
FUEMFURMRITRI - RI\EBREITR - BE
KR A& BARRE R AR AR H5%A 1T R
- BABRALIA30,0007TH £ © @it
RHEL KB AR A - RIFE AT
B WA A T ORI T FROHR

Note: The Ombudsman operates the MPF scheme under the Hong
Kong Mandatory Provident Fund Schemes Ordinance for
employees employed under the jurisdiction of the Hong Kong
Employment Ordinance and not previously covered by the
defined benefit retirement plan. The MPF scheme is a defined
contribution retirement plan administered by independent
trustees. Under the MPF scheme, the employer and its
employees are each required to make contributions to the
plan at 5% of the employees' relevant income, subject to a cap
of monthly relevant income of HK$30,000. Contributions to
the plan vest immediately, there is no forfeited contributions
that may be used by The Ombudsman to reduce the existing
level of contribution.

Annual Report of The Ombudsman 2023/24
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Notes to the financial statements (continued)
(BB #8129 8T #17) (Expressed in Hong Kong dollars)

6 TEEEEE M

6 Key management compensation

AR REF Short-term employee benefits $ 15,861,917 $ 15,872,221
EERIERERET Post-employment benefits 2,013,580 1,922,529
$ 17,875,497 $ 17,794,750

7 Pl - HEERIRE

7 Property, plant and equipment

KEEER
MR
s ARNLES

Interest in

leasehold

land held for Leasehold office Office  Computer Motor

0wn use Building improvements  furniture  equipment equipment  vehicles
B Cost:
TABELA1E At 1 April 2023 $74,900,000 $16,800,000  $26,765,614  $901,907 $1,677,719 $10,854,279  $994,880 § 132,894,399
A Additions = = 1,172,300 28,853 566,660 164,330 - 1,932,643
E Disposals - - - (27,022)  (329,109)  (484,589) - (840,720)
FAUE3IANA At 31 March 2024 $74,900,000 $16,800,000  $27,938,414  $903,738 $1,915270 $10,534,020 $994,880 § 133,986,322
ES il Accumulated

depreciation:

FABELR1A At 1 April 2023 $29,399,784 $8,842,438  $16,037,752  $790,768 $1,445328 $7,361,670  $865398 § 64,743,138
Rt Charge for the year 1,394,220 420,000 1,224,945 47293 115206 1,535,196 59976 4,796,836
NERRE Written back on disposals - - - (27,022)  (320,687)  (484,411) - (832,120)
F02UEIA3A At 31 March 2024 $30,794,004 $9,262,438 $17,262,697  $811,039 $1,239,847 $8,412,455  $925374 § 68,707,854
KEAE Net book value;
FAUEIRNA At 31 March 2024 $44,105,996 $7,537,562 $10,675,717 §92,699  §675423 $2,121,565 $69,506 § 65,278,468
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Financial Statements for the year ended 31 March 2024
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Notes to the financial statements (continued)

(AT B #E L 8 TT h #£17) (Expressed in Hong Kong dollars)

(%2) 7 Property, plant and equipment
(continued)

fatFaR
WERLH

X

Interest in
leasehold
land held for Leasehold Office Office Computer Motor
OWN Use Building  improvements fumiture  equipment  equipment vehicles

B Cost:
TA2ELA18 At 1 April 2022 $74,900,000  $ 16,800,000 §17119036  $888536  §1974997  §9740533  §994.880  §122,417,982
= Additions - - 10,480,684 31,586 61,345 1,625,809 - 12,199,424
NE Disposals - - (834,100) (18,215) (358,623) (512,003) - (1,723,007)
FABE3A318 At 31 March 2023 $74,900,000  § 16,800,000 §26,765614  §901907  §1,677719 §10854,279  $994880  § 132,894,399
ZitHA Accumulated
depreciation:
TAN2ELA18 AL 1 April 2022 §$28005,564  §$8,422438 §15,665010  §756,017  §1,672508  $6,606334  $805422  $61933293
E2 Charge for the year 1394200 420,000 567,801 52,966 120544 1,266,330 59,976 3,881,837
HERKE Written back on disposals - - (195,059) (18215 (347724)  (510,994) - (1,071,992)
TABEIANA At 31 March 2023 §29,399.784  $8,2342,438 §16,037,752  §790,768  §1445328  §7361670  §865398  §64,743138
KESE Net book value:
FABE3A318 At 31 March 2023 §45500216  §7,957,562 $10,727,862 $111139  $232391  §3492609  §129.482  §68,151,261
BIFEANKEEREAFRTAERERT LN The Ombudsman’s interest in leasehold land is held under
o long lease.

8 MERAEENY

8 Cash and cash equivalents

RiTOE
EXERT

Cash at bank $ 222,288,794 $ 179,941,924
Cash in hand 5,000 5,000

$ 222,293,794 $ 179,946,924

Annual Report of The Ombudsman 2023/24 @/
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Notes to the financial statements (continued)

(AT B L8 T h217) (Expressed in Hong Kong dollars)

9 R HNE 9 cContract gratuity payable

BXAMFRERBAABFNAZNERRA
MLYHHNE - STNRAZLAFEH10%E
25% (20234 : 10%%E25%) ~% - BB E
ERRIADEIK -

The amount represents the gratuity payable to staff on expiry
of their employment contracts. The amount of gratuity ranges
from 10% to 25% (2023: 10% to 25%) of the basic salary less
employer’s contributions to MPF.

10 FI0 10 Taxation

RIE CHIFTREM) HIRIAZES(1)% - #
W% R BNRE (BSFEH) TR
B o

The Ombudsman is exempt from taxation in respect of the
Inland Revenue Ordinance in accordance with Schedule 1A
Section 5(1) of The Ombudsman Ordinance.

11 7%&38 11 Commitments

T20243A31BITE - REEL A H
HrEzHERA NN REERNRE
AT

At 31 March 2024, the total future aggregate minimum lease
payments under non-cancellable operating leases in respect
of parking spaces are payable as follows:

2024 2023

F—FHEN within 1 year

$ 8,400 $ 8,400

BRIFEERLO NI ANAPEBRERE &
AR LMARB R -

The leases remain in force unless terminated by giving notice
in writing of not less than one calendar month.

1NRBITREER 12 Management of accumulated funds

FIFTRAEERAERITASA - EXNEHNE
BRBIFET ANV BFSRE - FIFTAT
ORGSR I RIT R SRR

BiFE R 2023/24 F1&

The Ombudsman’s primary objective when managing its
accumulated funds is to safeguard The Ombudsman’s
ability to continue as a going concern. The Ombudsman is
not subject to externally imposed requirements relating to
its accumulated funds.



1IB3ERMNAREEREMIAN

DFME

R EEHESEMSHEZRPIFT ARE
BBENTT - BEERMFESEEZEME
Al LRIMFHMSHPE o BIFT RAPT
BREETRNE - ReEARXE - FXK
KEmKpEmT -

(a) FEMX P

ERRNREAZSGNFINBITEA NS
AT ERiF T RIS SRR X - 5B
KEOAMETXNREZERATEHFERM
e kNESENY - EEU??MELTEE
TR - HARFEERXTEPRNER
MU o

RNeFHRTEITFRRENSBIG
URERRETAE

ERNRH ERAMSKRRAZ DS
BASNREESH - BIFE RAFFTRM
ERSEES RET X AYER o

(b) & & BN

I % RBREE B s RIS KAt
MRTAKRTRE  UWBRREFEBINE
ffE N NERAERKANTE ARS

go
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Financial Statements for the year ended 31 March 2024
WS MHE (42)

Notes to the financial statements (continued)

(AT B #8 LE Tl #£17) (Expressed in Hong Kong dollars)

13 Financial risk management and
fair values of financial instruments

Risk management is carried out by the General and Finance
Section under policies approved by The Ombudsman.
The General and Finance Section identifies and evaluates
financial risks in close co-operation with the operating units.
The Ombudsman’s exposure to credit, liquidity, interest rate
and currency risks are described below:

(@) Credit risk

Credit risk refers to the risk that a counter party will
default on its contractual obligations resulting in a
financial loss to The Ombudsman. The Ombudsman’s
credit risk is primarily attributable to time deposits and
cash and cash equivalents. The Ombudsman has a credit
policy in place and the exposure to this credit risk is
monitored on an ongoing basis.

Cash is deposited with financial institutions with sound
credit ratings to minimise credit exposure.

The maximum exposure to credit risk is represented
by the carrying amount of each financial asset in the
statement of financial position. The Ombudsman does
not provide any guarantees which would expose The
Ombudsman to credit risk.

(b) Liquidity risk

The Ombudsman’s policy is to regularly monitor its
current and expected liquidity requirements and to
ensure that it maintains sufficient reserves of cash to
meet its liquidity requirements in the short and longer
term.

Annual Report of The Ombudsman 2023/24 1{147/}&



W EIRFTHE (£R)
Notes to the financial statements (continued)
(AT B L8 T h217) (Expressed in Hong Kong dollars)

B3R EERESMIAERN 13Financial risk management and

AFUE (£) fair values of financial instruments
(continued)

(b) RERBEMNR (£) (b) Liquidity risk (continued)
TRIFRFEANVSAGRERSF The following table shows the remaining contractual
BERNZFRENFE - THIRER maturities at the end of the reporting period of The
MELDEREBIFE A REW EKT Ombudsman'’s financial liabilities, which are based on
B2 &F RS : contractual undiscounted cash flows and the earliest

date The Ombudsman can be required to pay:

2024
AW EHIAEIMNR

Contractual undiscounted cash outflow

—FUTF —FHE MERE RIEHMEL

g B B 2 58 BRELT BRFLT REREIT

More than More than Total

Within 1 year but 2 years but contractual
1 year or less than less than undiscounted Carrying
on demand 2 years 5 years cash flows amount

RIS 4058 B &
Contract gratuity payable $ 10,213,127 $ 4,547,993 $ 2,405,930 $ 17,167,050 $ 17,167,050

FL A R AT R 1t 7%
Other payables and accruals 4,782,715 - - 4,782,715 4,782,715

$ 14,995,842 $ 4,547,993 $ 2,405,930 $21,949,765 $ 21,949,765

2023
AEIAHIEINR

Contractual undiscounted cash outflow

—FT

gk Bla 21 Ef

Within
1 year or
on demand

INENERNET
Contract gratuity payable $ 5,902,956

B R A5 R I R 1t 5
Other payables and accruals 6,141,710

—fFNE PFIA L AMEILE L)
BRELT BREFAT ME Lt R I & 8

More than More than Total

1 year but 2 years but contractual
less than less than  undiscounted Carrying
2 years 5 years cash flows amount

5,158,266 $ 2,886,747 $ 13,947,969 $ 13,947,969

- - 6,141,710 6,141,710

$ 12,044,666

5158,266 $ 2,836,747 $ 20,089,679 $ 20,089,679

' BiFE R 2023/24 F1&
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A 2R X B

MEREIES R TANNERTIZHE
BERMmMFNONE - BIFE RFTE KR
MER R BT IHHRITBHRITE
% o

BRE D

BB R RE4R EF T EK100D

(20234 : 1001N) E& - mEMEHY
BT NIRRT ANERRERR
£ F20244F3 A31B{F 21 H1£9197,000
7t (20234 : 183,0007T) -

N ENBREDNT - RBENRENE
REFEERIACHI - FENAE
[l B AT RES BRI T ROF BRI R XS A9
TMTAN - 100 MNERWTTE - BE
BRMHEZFEERIBE N —REF
2RI A EM R L FH M H
f) o BRI AT TR B & E 520234 18
EE

X

RIFERANAAERZHANETIHE - 8
A RAE R TR -
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Notes to the financial statements (continued)

(AT B #E L 8 TT h #£17) (Expressed in Hong Kong dollars)

13 Financial risk management and
fair values of financial instruments
(continued)

(C)

Interest rate risk

Interest rate risk is the risk that the value of a financial
instrument will fluctuate due to changes in market
interest rates. The Ombudsman’s only exposure to
interest rate risk is via its bank balances which bear
interest at market rates.

Sensitivity analysis

At 31 March 2024, it is estimated that a general increase/
decrease of 100 (2023: 100) basis points in interest
rates, with all other variables held constant, would have
increased The Ombudsman’s surplus and accumulated
funds by approximately $197,000 (2023: $183,000).

The sensitivity analysis above has been determined
assuming that the change in interest rates had
occurred at the end of the reporting period and had
been applied to the financial instruments which expose
The Ombudsman to interest rate risk at that date. The
100 basis points increase or decrease represents The
Ombudsman’s assessment of a reasonably possible
change in interest rates over the period until the next
annual reporting period. The analysis is performed on
the same basis for 2023.

Currency risk

The Ombudsman has no exposure to currency risk as
all of The Ombudsman’s transactions are denominated
in Hong Kong dollars.

Annual Report of The Ombudsman 2023/24
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W EIRFTHE (£R)
Notes to the financial statements (continued)
(BB #8129 8T #17) (Expressed in Hong Kong dollars)

1I3eRXREEREHM T AN 13Financial risk management and

DNEMNE (£) fair values of financial instruments
(continued)
(e) NFENMEE=E (e) Fair value measurement
HIFT ARS8 T AR A MK A The carrying amounts of The Ombudsman'’s financial
AMKEKE S - 5H F20249F 2023 instruments carried at cost or amortised cost were not
FIANEHHAFENEHLTERESR ° materially different from their fair values at 31 March

2024 and 2023.

MVERXRBRKALTRS 14 Material related party transactions

TREEZEERAANRK S Transactions with key management
personnel

FEEEEMEK AN B EMITOHRE - Remuneration of all members of key management personnel

is disclosed in note 6.

158 £2024F3831HILLEE 15Possible impact of amendments,

2 M0 B & AR ERNIBIT new standards and interpretations
FENRI2FBEAREERNE issued but not yet effective for the
e year ended 31 March 2024

HEAMSH/ETIABEL - BEITNA Up to the date of issue of these financial statements, the
SEMMZIUSIT - BEEE2024F3 31 HKICPA has issued a number of amendments, which are not
HIEFEERED  INEBEAMSIHREKF yet effective for the year ended 31 March 2024 and which
Y U BIENTAEESRIFE REXH have not been adopted in these financial statements. These
1817 - developments include the following which may be relevant

to The Ombudsman.

‘@ RiFE R 2023/24 F 1R
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Notes to the financial statements (continued)

(BB #5029 L8 T h #17) (Expressed in Hong Kong dollars)

158 £2024F3A31HLEE 15Possible impact of amendments,

2 M 1B & R A XAV E 1T - new standards and interpretations

FOEN R I12FB A RE T RN issued but not yet effective for

M (&) the year ended 31 March 2024
(continued)

T3 EH
G Ay
SITHIRE R

Effective for

accounting
periods
beginning
on or after
CEB2THENY B1S 2811 MSIREKLZES : 0UEZDERN AT 2024%1H1H
Amendments to HKAS 1, Presentation of financial statements: Classification of liabilities as 1 January 2024
current or non-current
CEB2IHENY 815 2181T : MESRERAZES) - FHZERIET 05 2024F1H1H
Amendments to HKAS 1, Presentation of financial statements: Non-current liabilities with 1 January 2024
covenants
(CEBEMSREEN) $165 21T : HE - EFHEMHEEE 2024F1H18
Amendments to HKFRS 16, Leases: Lease liability in a sale and leaseback 1 January 2024
(CBB2IENY B75281T : HemgsXk (EBVSFIREEN) B75 2817 : 2024F1H18
DHTA XN E AL H A5
Amendments to HKAS 7, Statement of cash flows and HKFRS 7, Financial Instruments. 1 January 2024
Disclosures: Supplier finance arrangements
CEBITEN) B215 24817 : JLEEZE N | HhS Al 57 iR 2025 1H18
Amendments to HKAS 21, The effects of changes in foreign exchange rates. Lack of 1 January 2025
exchangeability
RIFE R ETHIZEEAT T9IR AR B A The Ombudsman is in the process of making an assessment
Fr&Emmsm c ZB AT AL - BIFTRINRA of what the impact of these developments is expected to be
RNZFBIT TR 2 WA S IREZ MK in the period of initial application. So far The Ombudsman
BRZM o has concluded that the adoption of them is unlikely to have

a significant impact on the financial statements.
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Complainants Charter

NEBWATRERMERRS - RFEHBITIRS - We endeavour to provide a high standard of service to the public.
REERIFATILUTHE : In fully discharging our duties, this Office has drawn up the

following Charter:

NEWEIE our Commitment

o Tl RIERBBEMAIERIF e Handle complaints in a professional, impartial and
efficient manner

o ERASHIFABTINAGERE e Keep complainants informed of the progress and outcome
of our inquiries

o BRMBBAZBENIRE e Explain our decisions clearly

o {RIBRIFANILE e Protect complainants’ privacy

e XWMERILKEBEESH e Treat the public with courtesy and respect

RIFAGETHEBENLER @ ARRAAZRELHER Complainants not satisfied with our findings may write to this

ERBRNE - EXNMRIERRA SRS BEERNENL - Office and state the grounds for a review of their cases. Any views
AAAETRETRERRL - 2F2FRFT LR on individual staff or our services may be directed to our dedicated
IERBIR IR - Chief Manager. We will take follow-up action with professionalism

and fairness.

BRiF ARNRE complainants’ Responsibilities

o ERIREARIFEIN e  State clearly the issues of complaint

o ENRHEWMNAL (BEFHELT A e Provide true and accurate information (including an
HAZRH 51 R E K AR TS R R account of events, the required information for verification
%) of their identity and determination of their traceability,

etc.) in a timely manner

e MEEWNIE e Cooperate in our inquiries

o DABMBERIEARRF e  Lodge complaints in a reasonable manner

e XHRABILEEEHE e  Treat the staff with courtesy and respect

ERIFARERS  EMEER RNERAES If complainants are not cooperative, the progress and/or outcome
2 o BN AESMTRRBN - REXRIE of our inquiries may be affected. In such circumstances, we will
L - BIERIEFTIRG MU IR /L H i - shek take proper actions as appropriate, such as making our decision
IEERE - on the basis of available evidence or terminating the inquiry.

3@52 J  EiFRER 2023/24 F£1R
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Office of The Ombudsman, Hong Kong, China

ik EEBETEEF 168-200 5
Address EEFLBEBAE 30 4
30/F, China Merchants Tower
Shun Tak Centre
168-200 Connaught Road Central
Hong Kong
) EEHPE S BHE4 3300 5
Post Box G.PO. Box No. 3300, Hong Kong
BRI IFAL (852) 2629 0555

Enquiry and Complaint Hotline

RE (852) 2882 8149

Fax

BB enquiry@ombudsman.hk
Enquiry Email

ZAfFER Hp complaints@ombudsman.hk

complaint Email

s www.ombudsman.hk
Website
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