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

{66 Mission
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THEMEE, URESAHTRORENNKF, FMERTHAF

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

{54 Values
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Maintaining impartiality and objectivity in all investigations
Making ourselves accessible and accountable to the public,
government departments and public organisations

e Interacting with the public, government departments and public
organisations with courtesy, respect and trust

e Upholding integrity and professionalism in the performance of our
functions



REREFBEZITHT

Key Figures of the Year

Ei v
BRIV ERIR M
Complaints r(;ceived R mi
5,167 | 85.3% 8.7% 6%
BERBEFAFANER E S hp 4 RIENE
g¥ ]%Igctronlc means by post in person

100%

(B #5 Target: 99%)

98.8%

(B #% Target: 80%)

RIFPMREE S AFRCEE,
ZLSIHETISPITERNER

Complaints outside our statutory purview
closed within 15 working days after initial assessment

PRTITARTHAERENEERE

Complaints concluded by investigation
or inquiry within 3 months

BENRT6TAATHBEXENGER

Complex cases concluded by investigation
or inquiry within 6 months




AEEFESITHTE
Key Figures of the Year

foramnnnaN 50 @ f 19
5012 J 3.421 1,145 400

*

ZRWEER ZBPBEER ZBEAEER KALEBPERFLER
Closed after Resolved by Concluded by  Concluded by
assessment mediation inquiry full investigation

ExRNERDFETH S AL R B 2R TR M A MER A

Direct investigation Inter-departmental collaboratlon
operations completed cases processed

573 @ 912

10 a 396

RERERIL REM A

Recommendations given Observations given
/hm @ 8 1 3 4
= ZZIMNEIR

" |||||
Ll
] llllll."

Enquiries received

T YT

1l J
T O T




4

H =%

contents

RIFERSE

The Ombudsman’s Introduction

BRKEAR

Directorate

£—8 EREER N

Chapter 1 Functions and Powers

£-E  EHPETY

Chapter 2 Direct Investigation Operations

F=E iR R ARE

Chapter 3 Complaint Handling and Mediation

EME THIFE

Chapter 4 Full Investigation

FRE B TRNAIME EAHITH

Chapter 5 Inter-departmental Collaboration and Improving Public Administration

BERE HSOEERIFXE RESFALEQASSAHRES

Chapter 6 Promoting Positive Complaint Culture and Encouraging Constructive Participation
of Youth in Public Affairs

FLtE ERERFIFTRAFR MPRITHAS

Chapter 7 Hong Kong International Ombudsman Academy and Advocating Maladministration
Prevention

ENE 5Nt Kk ERVMEKR REFEBNE

Chapter 8 Mainland and Overseas Liaison to Tell Good Stories of Hong Kong

ENE BREBNIE BEFMARRSEREARKB

Chapter 9 Supporting Government Efforts to Better Integrate into and Serve Overall
National Development

Et+E M EBITIR

Chapter 10 Our Office

HifFE R 2025/26 £

13

14

18

36

52

60

68

74

78

82

88




Bt 1
Appendix 1

Bff 32
Appendix 2

Bt %3
Appendix 3

By 34
Appendix 4

Bt %5
Appendix 5

Bf 36
Appendix 6

Bt %7
Appendix 7

Bt 3% 8
Appendix 8

Bt %9
Appendix 9

T35 Rk

CRIFT ARG MR AZIHA — 58

List of Scheduled Organisations

NERIFATFIRHAFLIRITFEENER

Circumstances where Complaints are not Followed up or Investigated
NEYF

Caseload

R RECIRHHERNRIFIE

Complaints Received and Complaints Pursued & Concluded
DERARERNHIFPIRER

Results of Complaints Concluded by Inquiry

ZLHPERERENINRZS
Index of Cases Concluded by Full Investigation

K= e Sl
Examples of Improvement Measures

Jge) & 2

List of Advisers

2025FHIFE AR FRERRE

List of Awardees of The Ombudsman’s Awards 2025

BZE2026F3A831HIEFE
Financial Statements for the Year Ended 31 March 2026

FRIFANE

Complainants Charter

|

Annual Report of The Ombudsman 2025/26 15>

B
contents

94

98

99

100

104

107

114

139

140

146

176



RIRERSES
The Ombudsman’s Introduction

L3
.
v
v
> \
v 1]
: .
: »
\' .
A L
X -
N 3
»
Y \
P ¢
- [ .
s A '
s K
t
\



RIRERSS
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While the Hong Kong Special Administrative Region (“HKSAR”) is making every effort to boost the economy,
promote development and improve people’s livelihood, it is incumbent on me as the Ombudsman to
play the important supervisory role to uphold administrative fairness, efficiency, accountability and open-
mindedness, as well as to contribute to the improvement of governance of the HKSAR, addressing people’s
concerns and difficulties in daily life, enhancing their sense of happiness and fulfilment, and further

fostering harmony and stability of society.

REEME T [

NENEABXBARERENMBERA R, HE
EAR, —ERVEFIHARE=ZPREBEETR :
(MR LAE AR 77 208 RO BRO% 3 40 38 T R A B
W QREABRS I RENGNE REESHE
MR RNHERS  ARQELS ZEHED) EEM
AR R US4

R=PREETREERAAKTRRE, IR
moREbR R, RNSBBEAMNTREARZIRER
EMA# S, EREERNE-NFERE
=R D LEISHEE EE R,

AT ENHITIER, ABAFEEHKGEAR, &
MLAER T RANE 71,1450 K, SEBEHENR
#72%, TLERREXMHLEEMS, HWAKBHY
THFIEFR. XKAFBARAENT RIS RE
HREBHRIFNER, gEEHRN. E=2—XKN, &
REATRFTBEIR RN, TISHER R A MM,

Strategic Focuses

To fully support the HKSAR Government’s policy objective
to improve people’s livelihood, | have championed three
strategic focuses since taking office: (1) enhancing mediation
to effectively and swiftly resolve public complaints; (2) fostering
inter-departmental collaboration to improve service delivery; and
(3) cultivating a positive complaint culture within the community.

These three strategic focuses aim at improving the quality of
public administration and bringing tangible benefits to the public.
At the same time, we encourage the Government and society to
work together towards building a more liveable and progressive
city. In the second reporting year of my tenure, all three initiatives
have already yielded significant results.

Pressing ahead with the promotion of mediation resulted in
remarkable achievements this year. Through mediation, we
resolved 1,145 cases or 72% of all cases pursued, far surpassing
previous records both in terms of number and percentage. Dealing
with complaints involving no or only minor maladministration by
mediation, we can resolve issues within days, or even a single
day. Mediation is a powerful and effective tool in alleviating public
concerns and difficulties.

Annual Report of The Ombudsman 2025/26
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Supportive of this strategic focus, government departments and
public organisations have embraced mediation for more extensive
use to handle complaints, and have maintained close liaison and
collaboration with my Office. We jointly promote mediation to lay
the groundwork for harmony and mutual understanding between
the parties concerned. As tensions and resentment are eased, it
brings about social cohesion to drive economic growth and better
livelihood for all.

The Office is also committed to promoting inter-departmental
collaboration. We advocate seamless service delivery by all
departments and organisations under “One Government” for
people-oriented results. During the year, our efforts were fruitful
again in spearheading inter-departmental collaboration through
completing five direct investigation (“DI”) operations and 396
complaint cases on this front.

We are vigorously advocating a positive complaint culture and
putting it into practice. To raise public awareness of our role, we
have published our work and achievements through a variety
of channels, including website, social media and other means.
To foster a constructive mindset within the community towards
enhancing the standards of public administration, we focus
on promoting a positive complaint culture among the younger
generation. During the year, we organised 17 school talks at
universities, tertiary institutions and secondary schools, and
participated in seven career fairs to reach out to the youth and
inspire them with positive values.

We recognise and encourage the efforts of departments
and organisations in promoting a positive complaint culture.
In addition to the existing categories of The Ombudsman’s
Awards, we introduced the Team Awards this year to commend
excellent professional teams and encourage inter-departmental
collaboration. The Team Awards were presented to ten
teams, including three inter-departmental teams. Apart from
recognition of departments and organisations, 80 public officers
received Individual Awards for their exemplary performance.
Taking all awards into account, The Ombudsman’s Awards
Presentation Ceremony this year reached a record-breaking scale.
Separately, in recognition of contributions towards improving
public administration, we issued 37 appreciation letters to 21
departments and organisations, and presented seven appreciation
certificates to complainants during the year.
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Enhancing Public Administration

This year, the Office received 5,167 complaints on various topics
and completed 5,012 cases, of which 3,421 were assessed and
closed and 1,591 pursued and concluded.

Meanwhile, we have stepped up DI operations and full
investigations to tackle maladministration, bringing about tangible
improvement in public administration.

During the year, we completed ten DI operations and concluded
46 complaint cases by full investigation. These covered a number
of major DI operations including the respite services for supporting
carers of elderly persons and persons with disabilities, the
effectiveness of administrative support provided for complaint
handling by the Secretariat of Medical Council of Hong Kong
under the Department of Health and the Department of Health's
regulatory role, and the Government’'s work in combating cruelty
to animals. Our highly effective and impactful recommendations
are widely recognised and supported by society, the Government,
related organisations, the media, the public and the relevant
sectors. Overall, we made a total of 573 recommendations during
the year, all of which were accepted by the departments and
organisations concerned.

| would like to express my gratitude to the HKSAR Government
for the importance it has attached to our investigation and for
its support. In May 2025, the Chief Executive announced that the
Chief Secretary for Administration would lead a working group to
thoroughly review the recommendations made in our DI operation
reports, ensuring proactive follow-up on all recommendations.
The move reflects the current-term Government's commitment
and determination to reinforce the departmental management
systems and the performance accountability of managerial staff,
enhance public service management and efficiency, and strive for
good governance. My Office remains committed to supporting and
cooperating in the shared mission of enhancing the effectiveness
of public administration, ensuring the provision of efficient and
quality services to the public.

Annual Report of The Ombudsman 2025/26
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In November 2024, | introduced an initiative of making
observations. In cases where no or only minor maladministration
is involved, we make observations to highlight areas for
improvement. On the other hand, our observations also
acknowledge the positive measures taken by the departments
or organisations concerned. During the year, we have taken this
initiative forward to enhance public administration by making a
total of 912 observations.

To advance fairness and efficiency in public administration, | have
continued to expand the team of Advisers. The newly added
professional fields include mediation, information technology,
and ethnic minorities, youth and education, while experts on
environmental affairs and services for persons with disabilities will
also be brought on board. We aim to draw on a wide spectrum of
insights from our Advisers across different sectors.

Maladministration Prevention

During the year, we have established the Hong Kong International
Ombudsman Academy (“HKIOA") by means of internal resources,
without seeking additional government funding or manpower.
The HKIOA marks a new chapter in our efforts to promote good
public administration, creating an interactive platform that
fosters internal and external exchanges. In response to the
motherland’s expectations of the HKSAR to stay bold in reform,
dare to break new ground, and innovate continuously, we build
on prior foundation to advocate the forward-looking concept of
“maladministration prevention” through the HKIOA.
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Opening Ceremony of the Hong Kong International Ombudsman Academy cum Seminar on Mediation
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Office Reorganisation

Under the reorganisation completed in July last year, the Office
streamlined the directorate structure from three-tier to two-tier
by freezing the vacancy of Deputy Ombudsman. Instead, three
Assistant Ombudsmen, all reporting directly to me, have been
appointed to head three major divisions, namely the Complaints
Investigation Division, the Direct Investigation Division, and
the Complaints Assessment and Support Division. The Direct
Investigation Division has been expanded from two to three teams,
while the Complaints Assessment Team has also been augmented.
Meanwhile, streamlining of the Complaints Investigation Division
and the administrative and support staff has resulted in more
flexible allocation of resources. Following the reorganisation, while
keeping headcount unchanged and exercising stringent control
over operational expenses, the Office still recorded a notable
surplus of around $7 million more than the previous year and an
increase in accumulated reserve of $16 million despite a slight
decrease in government provision this financial year.

Through restructuring, freezing headcount, applying technologies,
redeploying resources and exercising stringent cost control, we
had a more productive year than before and achieved more
remarkable results.

International Liaison

The Office’s contributions to international exchange and
collaboration have earned recognition from global counterparts.
| have taken up the position as the Director of the Australasian
and Pacific Region of the International Ombudsman Institute
("l01") and become an 10l Board Member. At the same time, | am
serving as the Chairman of the 10I's Standing By-laws Committee
and a member of its United Nations and International Cooperation
Working Group. Actively engaging in international affairs, |
participated in major conferences and seminars, notably the IOl
Annual Board Meeting held in Morocco last May. As the Secretary
of the Asian Ombudsman Association (“AOCA"), | led a delegation
to Nanjing last September to attend the Board of Directors
Meeting and General Assembly of the AOA, held by the National
Commission of Supervision. | also took this opportunity to sign
a Memorandum of Understanding on Bilateral Cooperation with
the Chief Ombudsman of Thailand. These international initiatives
would build broader and stronger partnerships, telling the world
the good stories of the motherland and Hong Kong.

Annual Report of The Ombudsman 2025/26
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Note of Appreciation and Way
Forward

The Office has remained steadfast in its independence, objectivity
and impartiality, acting without fear or favour to ensure that Hong
Kong is served by a fair and efficient public administration and
ranks among the world’s most competitive cities. In proactive
alignment with the National 15th Five-Year Plan, the HKSAR will
harness its competitive edge to support the motherland’s needs
and drive high-quality development as part of the nationwide
blueprint. We are determined to make a meaningful contribution to
this end.

Looking ahead, | will lead my Office to advance fairness and
efficiency in public administration, perform our regulatory role
diligently to support high-quality development, and focus on
enhancing the public’s sense of happiness and fulfilment.

| would like to extend my sincere gratitude to my dedicated staff
for their tireless efforts, my Advisers for their selfless devotion,
all departments and organisations for their full cooperation
and collaboration, and members of the public for their support.
Pressing ahead with the strategic focuses mentioned above, | will
uphold pragmatism in fulfilling the mission of shaping a brighter
future for the public.

Jack Chan
The Ombudsman
31 March 2026
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Who we are

Established under The Ombudsman Ordinance (“the Ordinance”),
Cap. 397 of the Laws of the HKSAR, we serve as the community’s
independent watchdog of public administration. We:
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PHRITBUA S LB B 240
identify administrative deficiencies

) )
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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

Resolve complaints by MEDIATION
as the preferred handling mode where no or only minor
maladministration is noted in the action taken

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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Functions and Powers

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 the
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 Police Force, the Hong Kong Auxiliary 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 2025/26
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The powers we have

e Determine whether a complaint is duly made

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

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

e Deal with complaints by mediation if the subject matter
involves no or only minor maladministration, subject to
mutual consent by the parties concerned

e Obtain information, documents or things from such persons
and make such enquiries as the Ombudsman thinks fit

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

e Enter and inspect any premises occupied, managed or
controlled by any organisation

e Decide on complaints and make recommendations

e Report the results of investigation to the head of organisation
concerned, or if appropriate to the Chief Executive

How we maintain secrecy

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

e The Ombudsman may in the public interest publish a report
on any investigation without disclosing the identity of the
persons involved

Offences

Any person who

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

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

e 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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Overseeing the public administration of the HKSAR is a key mission
of our Office. The Ombudsman is empowered by the Ordinance
to initiate, of his own volition, direct investigation (“DI”) operations
where injustice may have been caused by maladministration.
The Office attaches great importance to DI operations. In July
2025, a dedicated Direct Investigation Division headed by an
Assistant Ombudsman was established, with the number of DI
teams increased from two to three. The redeployment enables
us to focus resources on discerning inadequacies in government
departments and public organisations through DI operations, and
make constructive, effective and influential recommendations
for improvement that drive substantive reforms and betterment
across various areas of public administration.

In 2025/26, we completed ten DI operations, covering such
major topics as the respite services for supporting carers of
elderly persons and persons with disabilities; the effectiveness
of administrative support provided for complaint handling by
the Secretariat of the Medical Council of Hong Kong under the
Department of Health, and the Department’s regulatory role; and
the Government’'s work in combating cruelty to animals. Our DI
operations have attracted widespread public attention, and the
relevant departments and organisations have accepted all our
recommendations and responded positively and proactively.
Many even adopted or implemented our proposed improvement
measures before the DI operations were completed.

NEBERKT :
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It is worth noting that our DI operation into the Government's
regulation of occupational safety and health in the construction
industry completed in the previous reporting year and published
in April 2025 has been the largest DI operation undertaken by
our Office in many years. We scrutinised over 90,000 pages
of documents, conducted multiple site visits and made 40
improvement recommendations in nine major areas. The DI
operation not only attracted extensive attention from the public,
the media and the relevant sector, but was also highly valued by
the Chief Executive (“CE”), who subsequently announced that a
working group led by the Chief Secretary for Administration (“CS")
would conduct in-depth study of the DI operation reports we
issued from time to time, so as to ensure proactive follow-up of
our recommendations. In early May, the Ombudsman was invited
to meet with the CS, the Secretary for the Civil Service and relevant
senior officials to deliberate on the findings and analyses of this
DI operation, and exchange views on strengthening departmental
management systems and reinforcing performance accountability.
The Ombudsman is grateful to the CE for recognising our work and
the CS for leading the working group that oversees departments’
implementation of our recommendations. We will continue to fully
support the working group and collaborate with all departments
to enhance the effectiveness of public administration and ensure
quality and efficient public services.

Process of Direct Investigation
Operations

Our DI operations are generally prompted by issues of community
concern or significant public interest, indicative of suspected
systemic problems that require rectification as soon as possible.
Major considerations for initiating a DI operation include:

N\

(g . BXREBREAAAFEE S ETRE
the matter involved is of significant public interest or concern

o AIFAREREATERE (FINEZHHIFHAIFATEARD), BEERIFIETSROTTH
KLBERTEMNF TRAANEXREKX

a complaint will otherwise not be actionable, e.g. it is made anonymously or not by

an aggrieved person, but the matter is of significant concern to the Ombudsman because

of the magnitude or seriousness of the maladministration that may be involved

o BEEARTHABE RSN EEH A
there is room for improving public administration or addressing systemic deficiencies

o ZEBTHRIMARTRFENBETHOER, AHHNEE
the time is deemed opportune, weighing the consequences of not doing so among
other priorities
7
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Before deciding whether to launch a DI operation, we usually
conduct a preliminary inquiry. If the inquiry points to the need
for further study, the heads of the departments or organisations
concerned will be formally notified of our launch of DI operation.
Where circumstances warrant, a DI operation may not be
preceded by a preliminary inquiry. We will consider announcing
the commencement of DI operations and inviting members of
the public to provide information and views on the topics under
investigation.

In the course of carrying out DI operations, we would seek
information from the departments or organisations concerned
and examine relevant documents and files. Depending on the
nature of the subject, we may conduct site inspections and covert
operations, and consult relevant sectors and experts.

We often discuss our findings and views in detail with senior
officials of the departments or organisations under investigation, at
the outset as well as before finalising the investigation report. Such
exchanges are useful in clarifying points of doubt and deliberating
on the improvement recommendations we propose for the issues
identified.
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Upload latest reports to Office L RMANEREER, AIEEHT

concerned has not adequately acted upon a recommendation, a report
may be submitted to the Chief Executive
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Persons with Disabilities
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TEKERBEALTRBENE RS
Respite Services for Supporting Carers of Elderly Persons and

If the Ombudsman considers it to be in the public interest to
publish a DI operation report, he may announce the findings at
media conferences or through press releases. During the year,
we completed ten DI operations, with three reports announced
at media conferences and the rest through press releases. The
reports of all these DI operations are available on our website.

DI operations completed during the year are summarised below.

DI/474

noon

Cases involving “the elderly caring for the elderly”, “the elderly
caring for the disabled”, and “the disabled caring for the disabled”
are increasingly prevalent. Tragic incidents happen from time
to time when carers succumb to unbearable pressure. Respite
services provide short-term day or residential care for the
elderly and persons with disabilities who are living in domestic
households, allowing carers to relieve their stress.

We acknowledge and commend the current-term Government’s
efforts in strengthening the support for carers, including the
expansion of the respite service network. Nonetheless, our
investigation revealed that the overall utilisation rates of respite
services remained persistently low. The utilisation rates of certain
service providers and districts are below 10%, or even at 0%.
Meanwhile, utilisation rates varied significantly across the 18
districts, reflecting uneven distribution of resources.

Our covert telephone operations and site inspections even found
that some service providers, before deciding whether to admit
applicants, would require them to attend an in-person interview at
the premises before submitting a formal application. Even worse,
some providers require applicants to pay for additional medical
examinations beyond the basic scope specified by the Social
Welfare Department (“SWD"). Our operations also discovered that
some providers refused to disclose vacancy availability to carers or
even unreasonably rejected applications. Moreover, the vacancy
information displayed in SWD’s Vacancy Enquiry System for
Respite Services and Emergency Placement was inconsistent with
the actual vacancies at the units, causing carers to call providers
one by one to obtain such information.

HifFE R 2025/26 £
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The Office considers that the low utilisation rates of respite
services are partly attributable to the lukewarm attitude of some
service providers, their improper handling of service enquiries
and applications, suspected undue selection of applicants and
even creation of unnecessary obstacles for applicants, as well as
not attaching importance to updating vacancy information in the
system.

The Office has made 25 recommendations to SWD, including
requesting service providers to review the necessity for
prior interviews with applicants and streamline application
procedures as far as possible, such as conducting telephone or
video assessments; thoroughly reviewing the current medical
examination requirements and stipulating that any service
providers requiring additional examination items beyond the basic
scope must justify the necessity and obtain prior approval from
SWD; exploring the establishment of a pre-registration mechanism;
stepping up reminding service providers of their responsibility of
the timely updating of vacancy information and other details in the
system and enhancing monitoring to ensure compliance; exploring
measures to enhance providers’ proactiveness to offer respite
services, thereby raising utilisation rates; and comprehensively
reviewing the distribution of service places to address the supply
imbalance across district, etc.

C>:§E
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Effectiveness of Administrative Support Provided for Complaint Handling by Secretaria
of Medical Council of Hong Kong under Department of Health, and Department of

DI/485 [N

Media reports emerged in late 2025 about several cases of delay in
complaint handling by the Medical Council of Hong Kong (“MCHK"),
raising public concern about any inadequacies in the complaint
handling mechanism and process of MCHK and its Secretariat
which is under the establishment of the Department of Health
(“DH"). During our investigation into the Secretariat, the Office
also found systemic issues and inadequacies in the management
and operation of MCHK's complaint handling and monitoring
mechanism. Given the Office’s duty to enhance the quality and
standards of public administration in Hong Kong and promote
administrative fairness, while responding to considerations of
significant public interest and high-level concern, we also give
a detailed account of the findings and observations relevant to
MCHK.

The Medical Registration Ordinance (“MRO") empowers MCHK
to handle complaints against registered medical practitioners for
professional misconduct. The Office’s investigation found that the
Secretariat provides MCHK with support service, and operates
under the direct leadership of MCHK. MCHK directly supervises
and manages the handling and progress of complaints against
registered medical practitioners. From a macro perspective, the
Government has an overall supervisory role over the healthcare
sector.

The Office is pleased to note that since the 2018 amendment to
the MRO, the number of cases completed by MCHK each year
has increased significantly, and the time taken for inquiries has
been shortened. The Office commends MCHK for proactively
undertaking a review and implementing further measures in
January 2025 to improve the efficiency of complaint handling.
Nevertheless, the Office considers that MCHK’s progress in
complaint handling is still too slow, resulting in a persistent
backlog of cases. For instance, 11 cases took more than 10 years,
and even 15 years, to complete, and one case took 102.1 months
at the pre-Preliminary Investigation Committee stage of MCHK,
indicating an urgent need to critically review and thoroughly
improve the complaint handling process.

7
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The Office also found that DH conducts the performance
appraisals of Secretariat staff without consulting MCHK. This
indicates a lack of communication between DH and MCHK. The
Office also identified several other improvement areas such as
MCHK’s communication with complainants and dissemination of
information.

The Office has made 21 recommendations to the Government,
including encouraging MCHK to draw on the principles of good
public administration to promote awareness within MCHK and
request the sector to understand the pursuit of good public
administration and public expectations, and expedite the handling
of public complaints against medical practitioners for alleged
professional misconduct; urging the Secretariat to support MCHK
to formulate and publish target timelines for each key stage of
complaint handling; urging MCHK to critically explore any scope
to streamline procedures, such as adopting the facts established
by the court, or inviting experts who have testified at an inquest
to serve as expert witnesses at MCHK's disciplinary inquiries, so
as to save the procedures and time; enhancing the legislation to
strengthen MCHK's complaint review mechanism; urging MCHK
to provide complainants and complainees with regular updates
on case progress as far as possible; DH to consult MCHK when
conducting performance appraisals for Secretariat staff; and
exploring the feasibility of resolving medical disputes that do not
involve professional conduct of medical practitioners by mediation,
etc.
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Government’'s Work in Combating Cruelty to Animals

DI/479

In recent years, animal cruelty cases have occurred from time
to time in Hong Kong. As society advances, concern over animal
rights and welfare has been mounting among the public. Cruelty
to animals is intolerable to our community. The Prevention of
Cruelty to Animals Ordinance (“Cap. 169"), the principal legislation
that safeguards animal welfare, was enacted to prohibit and
penalise acts of animal cruelty. In 2019, the Government launched
a public consultation on proposed amendments to Cap. 169,
which included tougher penalties for animal cruelty and enhanced
enforcement powers. The Agriculture, Fisheries and Conservation
Department ("AFCD") is the department responsible for managing
animals and protecting their welfare, and is tasked with
investigating and prosecuting suspected acts of animal cruelty in
accordance with Cap. 169.

The Office's investigation found that when AFCD staff were unable
to enter a flat for investigation, or failed to check on the animals
suspected of being abused, they based solely on the information
available at the time to assess whether there was animal cruelty.
The Office considers that where AFCD staff cease follow-up
actions without ascertaining the actual condition of the animals
concerned, it calls into question whether the Department has
handled reports seriously and properly. This investigative approach
may directly undermine the effectiveness of prosecutions.

Our investigation also found that AFCD has not established
guidelines for following up on general cases, and only began
formulating new guidelines after this investigation was launched.
AFCD must also step up its efforts on monitoring of case follow-
ups. Some cases have shown that supervisors readily approved
the closure of poorly handled cases without raising any queries or
requesting frontline staff to pursue further follow-up.

On the other hand, the Office are concerned about the pressing
problem of illegal possession and use of animal traps. Such traps
pose a serious threat to the safety of wild animals, stray animals
and pets. They are equally dangerous to the public. AFCD must
strengthen enforcement against illegal use of animal traps to
effectively combat the practice and enhance deterrence.
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NEMEIFZIRBE HASNERY, BEEZED The Office has made 45 recommendations to AFCD, including
B ERASIT BT LE PR EE X sh M & 1)) RIRAIZZ A considering amending Cap. 169 in phases and empowering
REANERE S NRERAAESSAEE N A EH AFCD staff with greater enforcement powers; enhancing staff
B, ARFATE XN NS ERES, [AFEEK training on investigation and communication skills to improve
EER RANBRXIEES ; AW R ANsE X A% A A4k their ability to handle uncooperative residents, pet keepers or
BAZREENG . E—FNESEEEZARE building attendants; reviewing and strengthening the mechanisms
oM e = AT H BN e R E ;. IR for monitoring the case handling of frontline staff; further
HEBTEBUE, AN EEERIREDY strengthening the tripartite collaboration with the Hong Kong Police
2E REAUEBGRIEERENEEE . &R Force and the Society for the Prevention of Cruelty to Animals;
MRS IEAE A N Pl s SR 5 I &, making greater efforts to detect and remove illegally deployed
animal traps at an early stage through regular patrols and targeted
inspections of high-risk black spots of animal traps and cruelty;,
and actively considering raising the penalties for illegal possession
and use of animal traps.
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Government's Work on Landslide Prevention and Mitigation and

DI/477

The Civil Engineering and Development Department (“CEDD”) has
endeavoured to enhance slope resilience against severe weather.
The current landslide risk in Hong Kong has been substantially
lowered compared with the early years. The Office highly
commends CEDD's work. Nevertheless, as global climate change
intensifies, CEDD should continuously strive for excellence, and
there is still room for improvement on the part of all departments
concerned in slope safety management and inter-departmental
collaboration.

Upon review of nine serious landslides that occurred since 2008,
the Office found that most involved natural hillside catchments.
A majority of them had not been included in CEDD's Landslip
Prevention and Mitigation Programme before the incidents,
or yet to commence the actual study and design of the works
after inclusion. In addition, the rate of landslides in government
man-made slopes was higher than that in private man-made
slopes by one to three times between 2020 and 2024. Undeniably,
the rate of landslides in both kinds of slopes remained very low,
and most of the government man-made slopes involved had a
lower consequence-to-life category. Nevertheless, the higher rate
of landslides in government man-made slopes still warrants the
Government's continuous attention.

The Office has made 32 recommendations, including that CEDD
should continue with its regular review on any room to optimise
the current selection criteria of different slopes for inclusion in the
Programme, and continue to take note of the rates of landslides
in government and private man-made slopes, and formulate
proper counter-measures where necessary; and that all slope
maintenance departments may make use of CEDD's Centralised
Slope Maintenance Database and the Smart Slope Catalogue for
data analytics to facilitate their planning of routine maintenance
inspections and special inspections, etc.
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Management of Private Slopes
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DI/480

The risk management of private man-made slopes involves
the work of the Lands Department (“LandsD”), the Buildings
Department (“BD") and the Civil Engineering and Development
Department (“CEDD"). During our investigation, all three
departments responded positively to our findings and proactively
proposed improvement measures.

Our investigation found that LandsD took years to complete
the determination of maintenance responsibility for man-made
slopes and approval for permission letters to carry out works on
government land, revealing its unsatisfactory efficiency. Moreover,
LandsD never notified the parties considered to have maintenance
responsibility. Some private property owners might have neglected
their maintenance responsibility due to unawareness of it.

The Office also found that quite a number of dangerous hillside
orders issued by BD remained outstanding for years without
compliance. This was attributable to multiple issues, including
private property owners’ delay in appointing registered
professionals, and BD's failure to step in and offer assistance early
for complex cases. Meanwhile, the efficiency of BD's default works
for private property owners was very low. The average time for
completion of default works ranged from 5 to 11 years.

The Office has made 37 recommendations for improvement,
including that LandsD should proactively notify the maintenance
parties of its determination results, continue to monitor
the progress of determination cases and applications for
permission letters; BD should step in early and offer assistance
for complex cases, review the workflow for default works and
areas for streamlining, and CEDD should step up education and
support to private property owners through safety screening
studies. Moreover, the three departments should strengthen
inter-departmental collaboration in such areas as the handling of
disputes over maintenance responsibility, information exchange at
case level and overall data analysis.
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Government’s Work on Management of Countryside Facilities
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DI/483

Hong Kong's country parks, hiking trails and related countryside
facilities are important public resources for hiking, countryside
recreation, leisure activities and enjoying nature. With increasing
public demand for outdoor activities, the use of countryside
facilities has risen in recent years. The Office noted that country
parks and related countryside facilities are facing various
challenges in areas such as facility maintenance, information
dissemination, crowd management and inter-departmental
coordination. A direct investigation operation was therefore
conducted to examine whether the work of the Agriculture,
Fisheries and Conservation Department (“AFCD") and relevant
departments in managing countryside facilities is effective, and
to assess whether there is room for improvement in the existing
mechanisms to cope with the growing demand.

The investigation found that while AFCD has implemented a range
of improvement measures in recent years, such as strengthening
patrols, applying technology for crowd management and facilities
monitoring, and coordinating special transport arrangements
during peak periods, it has not established specific maintenance
timeframes or service pledges for different types of countryside
facilities, making it difficult to effectively monitor maintenance
progress. There are also other deficiencies, including fragmented
record-keeping for facility maintenance, a lack of integrated
data analysis and the absence of standardised guidelines for
temporary safety measures for damaged facilities. In addition,
there is scope for enhancing the content and dissemination
of information to the public regarding facility conditions and
transportation arrangements. Inter-departmental coordination in
facility maintenance and information sharing also requires further
strengthening.

The Office has made a total of 42 recommendations to AFCD,
including reviewing and introducing maintenance timeframes
to strengthen monitoring of works progress, establishing an
electronic maintenance record system to integrate data and
enhance management efficiency, formulating clear guidelines
on temporary safety measures to better safeguard public
safety, enhancing information dissemination on platforms such
as the "Enjoy Hiking"” website to improve transparency and
usability, providing clearer and more accessible publicity and
educational information to meet the needs of different users, and
reinforcing inter-departmental coordination, including in areas
such as maintenance works, crowd management and incident
reporting. The Office considers that implementation of the above
recommendations would enhance the overall management of
countryside facilities and better meet public needs for countryside
recreation and outdoor activities.
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DI/488

In recent years, applications for direct issue of Hong Kong full
driving licence without test (“direct issue”) have surged. Since
mid-2024, media reports noted daily long queues outside the
Hong Kong Licensing Office of the Transport Department (“TD") for
same-day tickets for “direct issue” counter services. The presence
of agents and “queueing gangs” disrupted the normal operation
of the Licensing Office and hindered genuine applicants’ access to
the services.

Our investigation revealed misuse of the booking and queue
ticketing systems. For instance, there were abusers obtaining as
many as 7 tickets by inputting the same identification document
number or booking 18 appointment slots within a single day. Since
mid-March 2026, TD has required advance online appointments for
all “direct issue” counter services, thereby immediately resolving
the queueing problems. However, the incident exposed loopholes
in TD's original counter service arrangements, booking and
ticketing systems, anti-abuse measures and contingency response.
As other counter services remain under the original arrangements,
it is essential for TD to address these loopholes.

The Office has made 33 recommendations to TD, including
exploring measures to prevent the obtaining of multiple queue
tickets; strengthening staff supervision; optimising counter
service arrangements; exploring measures to minimise wasted
appointment slots; flexibly allocating slots for various counter
services; continuously monitoring service use to prevent abuse
of public resources; and accelerating the adoption of artificial
intelligence technology to facilitate licence applications.
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Housing Department’s Management of Public Housing Estates:
Air-conditioner Dripping

DI/481

Our investigation found that in air-conditioner dripping cases, the
Housing Department (“HD")'s property services agents (“PSAS”)
often issued reminder letters to non-compliant tenants before
enforcing the Marking Scheme. These letters were merely advisory
in nature. Between 2022 and 2024, HD's PSAs issued an average of
two reminder letters per complaint, which was more than tenfold
of those issued in directly managed estates. There were cases
which revealed that despite the repeated issuance of reminder
letters, the dripping problem still occurred.

Our investigation also found that HD's operational guidelines for
handling air-conditioner dripping cases are too brief, focusing
only on the procedures for enforcing the Marking Scheme without
clear instructions for frontline staff on such aspects as complaint
investigations, source detections, air-conditioner testing and
its duration, dealing with uncooperative tenants and arranging
follow-up inspections. The Office considers the absence of proper
guidelines might have resulted in inconsistent handling by frontline
staff, as evidenced in some cases.

The Office has made 15 recommendations to HD, including
exploring the formulation of measures for monitoring the issuance
of advisory letters and case reporting to strengthen its supervision
of PSAs; exploring how to record the details and follow-up of
dripping complaints more systematically; considering enhancing
its operational guidelines for handling air-conditioner dripping
cases; and expediting the adoption of innovative technologies to
strengthen its ability to detect dripping air-conditioners, etc.
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DI/487

In recent years, the Lands Department (“LandsD”) has stepped up
enforcement efforts against unlawful occupation of government
land. However, such problem persists and remains a matter
of public concern, with some sites being repeatedly occupied
over time. In investigating one such case, the Office found
room for improvement in case follow-up and inter-departmental
coordination.

As the lead department, LandsD should take a more proactive
approach in coordinating with other departments and following up
on cases. It should also strengthen staff training in investigation
and evidence collection, enhance monitoring of case progress
and adjust priorities when necessary. Our investigation also
identified areas for improvement in case handling by the Food and
Environmental Hygiene Department (“FEHD") and the Highways
Department (“HyD"). For instance, if FEHD observes changes in
unlawful occupation or hygiene conditions, it should notify the
relevant District Lands Office so that enforcement priorities can
be reviewed. During routine inspections, HyD overlooked that the
occupation involved facilities under its maintenance responsibility.

The Office has made a total of 15 recommendations, including that
LandsD should review the effectiveness of the land enforcement
data system, strengthen its leading role in coordinating
inter-departmental operations, and enhance staff training in
investigation and evidence collection; FEHD should remind its
staff to follow up on cases in accordance with the Public Health
and Municipal Services Ordinance as appropriate; HyD should
remind its staff to carefully assess whether complaints fall within
their remit; and all departments should adopt a “one-government”
mindset.
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lllegal Disposal of Construction Waste and “HoHoSkips” Recycling Service
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DI/476

The Environmental Protection Department (“EPD") has adopted
multi-pronged measures against illegal disposal of construction
waste. In February 2021, it launched a pilot scheme in which
members of the public and small-to-medium renovators can
book through the “HoHoSkips” mobile application for recycling
construction waste.

The Office’s investigation revealed that with EPD’s effort over the
years, coupled with the current-term Government’'s more stringent
enforcement, the quantity of illegally disposed construction waste
cleared by the Government and the number of confirmed illegal
disposal cases dropped substantially. These reflect the substantive
results of the enforcement efforts of the Administration, which
are certainly commendable. However, relevant complaints stand
at over 1,000 cases annually with the number of confirmed cases
increased in recent years. EPD’s prosecution rate against illegal
disposal of construction waste is also extremely low.

Following the launch of this investigation, EPD has improved the
booking process of “HoHoSkips” service, leading to an increased
service usage rate and a dropped percentage of cancellations due
to overbooking.

The Office has made 15 recommendations to EPD, including
exploring how to further strengthen its enforcement and
evidence-gathering effectiveness; conducting timely review of the
usage rate of “"HoHoSkips” service, and exploring ways of better
resource allocation to increase available service at peak times;
and closely monitoring changes in the demand for the “HoHoSkips”
service; and where demand rises, considering increasing the
number of collection vehicles and manpower to meet the demand,
etc.
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NEOWE B I EF AT AR ITE R We will continue to launch DI operations with a view to enhancing
ZRBRATRERM, SBEEZREREZXMIR public administration and addressing people’s concerns. For
B, NEBEL2URIWEREFETZ N ENASTT issues of broad scope and complex nature, we will initiate
o), BAMRERUMAENNETEHE, S5kt multiple DI operations in phases under a series approach
KBS RSEERNE, PINANEETH T P to delve into different aspects of the topic and bring about
A *BFNEIR LR ENEN T IFETT systemic improvements to problems of a similar nature. An
2 (B EXEARSITE), ER—MEXERET, example is a series of two DI operations (the fourth and fifth
operations above) completed in this reporting year relating to the
Government’s monitoring and regulation of slope safety.

HZE2026E3831H, ANEBIFEHTHENAESTT Ongoing DI operations as at 31 March 2026 are as follows:
Zhan -~ -

N
B TMR LA §

Management of Roadside Skips

B4 BEE LKA RNNE
Government's Regulatory Measures over Marine Sightseeing Vessels

EHREN N ILBRAEE RRFETIE
Highways Department’s Work on Repairs and Maintenance of Public Roads

@A B H ) N A RS EHE A HE 5
Social Welfare Department’s Measures to Promote the Application of Gerontechnology

D — /.
BRUEDASN, NE TR BEEAGEE TS EN, Meanwhile, preliminary inquiries into other issues are underway to
EZERARFTIHNAEITH, assess whether to initiate DI operations.
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NBIEEDERIFE, 2LTFRIFINRETETA Upon receiving a complaint, we first assess whether the case
ZEMENCEE, MEGAXREIELARTIAZE, falls within our statutory purview and whether there is sufficient
A FRENNRSRBARIFFEIRE, AEHE prima facie evidence to warrant investigation. Pursuable cases
R NRESM AL DHED AR S L ETR are referred to the Complaints Investigation Division for follow-
AAEERIF, NBLFITL BT A IEAIER up. One of our strategic focuses is to actively promote mediation
NE, PUSRHLRBRBEER D, BB R A as a means of handling public complaints. Where appropriate,
2R BT I BN A T RIS RS mediation will first be explored with the aim of achieving swift
KA EZ LN, SREMEZEN LM S, and effective resolutions that benefit both parties. Where
administrative faults on the part of government departments or
public organisations, or areas for improvement are identified, we
will make recommendations and observations to help enhance
their practices.

RiIFRER complaints and Enquiries
FE2025/265E 8, NBHEI5,167FBF, BIEF In the year 2025/26, we received 5,167 complaint cases, which
E 4,402 R 49380017 4%, marks an approximate 17.4% increase from 4,402 last year.
4 )
BRI ERIR
Total Complaints Received 5: 1 67 ﬁ
= 4
g
4 I
E R e
Total Complaints Completed 5101 2
g J
4 D
BEINER
Total Enquiries Received 8: 1 34 @
\ J

ERAEFEHEANINOFREHIFNE, ABENFE Together with 320 cases brought forward from last year, we had

[EFAEHS5,487 REBIF, HEK T A+ 95,012 a total of 5,487 complaint cases for processing this year and we

R, AI5SRBLE NFEAIE, completed 5,012 of them; 475 cases were carried forward for
handling next year.
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Complaints Completed

We completed processing 5,012 complaint cases, i.e., 91.3% of all
for processing this year.

Among the complaints processed, 1,591 were pursued and
concluded. As a result of our vigorous facilitation, the number of
cases handled by mediation has soared to 1,145, up from 555 in
the previous year, accounting for 72% of the cases pursued. The
remaining 3,421 cases were closed after assessment.

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

/ G
le

1,145 1,591

(72%) (100%)
BiE BB HLERN
By Mediation RiFMREAT

Complaints Pursued and
Concluded in Total

The rest of complaints handled (3,421) were closed after
assessment due to insufficient grounds to pursue the complaint
(2,247 or 66%) or outside our statutory purview (1,174 or 34%).

Detailed caseload statistics are given in Appendix 3.

A detailed breakdown of cases by organisations is in Appendix 4.
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BFAR
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Through Electronic Means
(including email and our website)
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Mode of Lodging Complaints

I=

0%
!

7
XX KO
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By Post
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In Person

1.1%

RE
By Fax

Major Causes of Complaints

Based on the allegations made by complainants, the top five
causes of complaints were:

e @

)

4.59

o @

12.1% 10%

HeE. BABREHEIR EiRSEE BETRD B ERFRIR MASE
Error, wrong advice EETE Ineffective Lack of Staff attitude
or decision Delay or inaction control response
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Mediation

Advancing the use of mediation in handling public complaints is
one of the key strategic focuses championed by the Ombudsman.
Through mediation, we can promptly address societal demands,
improve public administration and redress grievances. By
alleviating resentment and fostering social cohesion, mediation
helps unite the community in collective efforts to drive economic
growth and improve people’s livelihood.

When members of the public seek our assistance, their primary
objective is to find solutions to their immediate concerns.
Mediation serves as the most direct and effective way to resolve
general disputes while offering a holistic approach to complaint
handling that is legal, practical and empathetic. Section 11B of the
Ordinance empowers the Ombudsman to deal with complaints
by mediation if, having regard to all the circumstances of the
case, he is of the opinion that the matter involves no, or only
minor, maladministration. From a practical standpoint, mediation
encourages proactive cooperation between the parties involved in
complaint to reach a settlement and achieve a win-win outcome.
In the empathetic process of mediation, complainants have
adequate opportunity to express their frustration, feelings and
concerns, which is conducive to giving vent to emotions and
promoting mutual understanding.

Mediation is the preferred handling mode for cases involving no
or only minor maladministration. At our invitation, all scheduled
departments and organisations have each assigned a mediation
coordinator to deal with requests for assistance which we consider
to be suitable for mediation.

What is Mediation?

Mediation is a powerful and effective tool for bringing complainants
and departments and organisations hand-in-hand in the pursuit
of mutually satisfactory solutions. It aims at resolving complaints
involving no or only minor maladministration in a speedy and
amicable manner.

Annual Report of The Ombudsman 2025/26

39



=% Chapter3

IR K AR
Complaint Handling and Mediation

VA% B #F 4k
Advantages of Mediation
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Win-win Nurture a harmonious BAHELEES
relationship among all Address contradictions in
parties concerned society to foster solidarity
REREF
Procedures of Mediation
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J
HFiEEE LER AR SRR IR AR FTISEB DAENR SR EBER AT WL RIBH I RATITH
IR NFNMEIEERSS TR BRAE
Identify suitable cases Seek prior consent Conduct mediation Discuss problems
for mediation > from both the meeting in person or > and explore possible
complainant and through telephone options for resolution

the department

or organisation

concerned for
voluntary participation

A4

FRINE AR 52 1 BRERKT, AEBELBIK
FARTML ® MREFEFFHARIFANS
Reach a mutually OR FNER
acceptable settlement The Office will assign
agreement another case officer to take

over the complaint and
examine it afresh in case of
unsuccessful mediation
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Promoting Mediation

The Ombudsman has put emphasis on the use of mediation and
introduced a series of measures in the Office to this end, including
motivating investigation officers to enrol in mediation training and
fully sponsoring their training costs. At present, all our investigation
officers have completed essential mediation training, with 96%
having pursued advanced training and 7% (four officers) attaining
professional accreditation, among whom two even have further
attained international accreditation as seasoned professional
mediation coaches. Moreover, having incorporated mediation in
the core skills of investigation officers, the Office would appraise
their mediation performance and outcomes as a key criterion for
consideration of promotion or contract renewal.

Our Performance

Under the firm leadership of the Ombudsman and relentless efforts
of our officers, we achieved unprecedented results this year, with
an all-time high of 1,145 cases resolved by mediation, more than
doubling the number of the previous year and accounting for 72%
of the cases pursued.

%KAM NSRBI IR (2025/26 FE)
Top Five Departments and Organisations with Complaints Resolved by Mediation (2025/26)

200 (17.5%)
170 (14.8%)
132 (11.5%)
117 (10.2%)
63 (5.5%)

FEZE RYPIMETDAEE ETE R HE AT S 1T K B EE

Housing Food and Buildings EER Lands
Department Environmental Department Mandatory Provident Department

Hygiene Department

AER A B R R F AR R B 1R A BRI BRI
E2025/26F [, A ARNEREMNRIFNETY
BRI 7.94°K,

Fund Schemes
Authority

By conducting mediation, the problems and complaints raised by
complainants could be resolved amicably within a short period of
time. In 2025/26, the average time taken to resolve a complaint by
way of mediation was 7.94 days.
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Synopses of Selected Complaints Concluded by Mediation
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FIFABRENEREFERMIIRILE ("R
IE") BT RENEy, REBRE, RN
BIAR LA "R RN S OB kbR, RINE
R, NARTROZEMZEE, RAXFTH
R, RERABRFBRERRE, FHRICFE,
HIFATNRRINBRAAFEBRERER, MR
BEREESTHITERME, MEEBTKNER
RRIOEFIRA, BEOBRIESEMEANEIX
RKEAR, ANRIENLEFELIMRBERE,
RETRBFRANDRRE, BUITHTER, R
HEANAXRNGEFEBIAREZE, HELLLR
HIFAEL BEER., RINFBIQIT THEXEFH
=i, EEREERSBERTORSIA, 5
BRIZBELTTRERMER, HEEENHERNBAR
RFTRERARICE, FETIRAERKTRE
FHBIXE, LAEIARBERE DERF, HE
HETRAOME, BRrLixa.

FIEMANEHIRS
Food and Environmental Hygiene Department — Reviewing the procedu
temporary storage of cremains: updated service notes to avoid misunde

The complainant had temporarily stored the cremains of his
father at a crematorium managed by the Food and Environmental
Hygiene Department (“FEHD"). Upon retrieval, he noticed that the
wire lock on the cloth bag containing the cremains was suspected
to have been damaged and removed. FEHD explained that as a
measure to maintain security and integrity of the cremains, its
staff routinely open the cremains bags, inspect the transparent
plastic bags containing the cremains, and take photos for
record. The complainant was frustrated that FEHD had failed to
explain the relevant procedures in advance and had opened the
cremains bag without his consent. He was also concerned that
his father’'s cremains could be mistakenly mixed with others, as
the transparent plastic bag lacked any identifying marks. In his
view, FEHD’s approach disregarded the family’s emotions. After
reviewing the case, the Office proposed facilitating mediation
between the two parties. FEHD acknowledged its procedura
shortcomings and issued a written apology to the complainant.
It also reviewed the relevant procedures and introduced
improvement measures. The service notes in the application
form now specify that FEHD will open the cremains bags, take
out the transparent plastic bags containing the cremains for
inspection and take photos for record. FEHD staff have also
been instructed to proactively explain the above procedures to
families before accepting cremains for temporary storage. These
measures are intended to address public concerns and prevent
misunderstandings.

HifFE R 2025/26 £




REEFLE. B, HHEERARBATESE -
BRI M E R RIS MR
Home Affairs Department, Post Office, Lands Department and Agriculture, Fisheries
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and Conservation Department - Fostering consensus and inter-departmental
collaboration for smoother postal service
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For many years, the residents of a remote village had been using
the nest letter box stand located about half an hour’s drive away to
receive mail. The village representative (“the complainant”) asked
the local District Office (“DO") of the Home Affairs Department to
relocate the nest letter box stand to within the village. However,
the DO rejected his proposal on the grounds that the Post Office
("PO") could not arrange for postmen to deliver mail to the remote
village on a daily basis. Following our mediation, the complainant
acknowledged the practical difficulties faced by PO. On behalf of
the residents, he agreed that after relocation of the nest letter
box stand, postmen can arrange mail delivery once the volume
of mail items reaches a specified quantity, instead of coming to
the village every day. After consideration, PO accepted the above
delivery arrangements and the relocation proposal. Our Office
immediately informed the DO after learning of the consensus
reached between the complainant and PO. The DO agreed to
commence the relocation process, including consultation with the
Lands Department and the Agriculture, Fisheries and Conservation
Department (because the village is located in a country park). We
also reached out to the two Departments, both of which agreed to
follow through the established procedures in response to the DO's
request, thereby resolving the long-standing inconvenience for the
residents. Following our successful mediation, the nest letter box
stand has been relocated and is now in use.
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BRI ZMNGE, FRAM NI &
HRI W KE LD RN K E BRBEITHSE,
BT AR RO AE ST AR b ER AR H R,

TR B RIREE LA L ROB BN T H, SR
ERTRNEIE.

RETBABLRERE
Social Welfare Department - Flexible approach to CSSA application from the recipient’s

An elderly recipient in his 80s of the Comprehensive Social Security
Assistance (“CSSA") Scheme, administered by the Social Welfare
Department (“SWD”), had painstakingly saved his allowance to
cover the cost of a necessary surgery. However, when the time
came for CSSA renewal, SWD rejected his application on the
grounds that his assets exceeded the eligibility limit. As a result,
without CSSA, he had to cover public housing rent and living
expenses all by himself. Later, SWD further required him to settle
the previous overpayment in one lump sum before processing
his CSSA renewal. Concerned about sustaining his livelihood,
he approached the Office for assistance. Recognising the
complainant’s helplessness, the Office stepped in and proposed
mediation with SWD. After review, SWD understood his situation
and decided to handle his case flexibly. It swiftly re-processed his
renewal application and assisted him in applying for settlement of
overpaid allowance in instalments. Additionally, he received back
payments of the Old Age Living Allowance for the period during
which he was ineligible for CSSA, along with the CSSA since his
eligibility was reinstated. The complainant was deeply grateful to
the Office for resolving his anxiety through mediation and sincerely
appreciated SWD’s understanding and flexible arrangements,
which restored his financial stability and peace of mind.
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residents’ convenience
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Home Affairs Department — Responsiveness to public views: benches reinstalled for
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Community sitting-out areas are not only places for residents to
rest, but also accessible venues where neighbours can meet,
interact and build social ties. The complainant used to exercise
every morning near one such area, and for many years had
been accustomed to resting and chatting with fellow morning
exercisers on the benches there. However, as the facilities aged
and deteriorated, the Home Affairs Department (“HAD") removed
the old benches, but made no arrangements for replacements,
leaving the complainant and fellow community members without
their usual space to rest. Although the complainant raised his
concerns with HAD, its staff did not specify whether new benches
would be installed. After examining the case, the Office acted
as an intermediary to facilitate mediation between the parties.
During the mediation, the Office relayed the complainant’s views
to HAD, including his wish to continue having the benches as a
place to meet and chat with fellow community members, and
that such facilities meet the community’s practical needs and
offer convenience. Having considered his views, HAD decided to
reinstall benches. The complainant was highly satisfied with the
mediation outcome and appreciated HAD'S responsiveness to
public views and needs.
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BEEE -BHASEEFRIMEKENERIFR
Housing Department — Addressing the housing needs of a divorced elderly singleton

After his adult children moved out, a divorced elderly singleton
tenant applied for a transfer to a smaller public housing flat to
reduce rental costs and better utilise public housing resources.
However, the Housing Department (“HD") rejected his application
on the grounds that his children had not been deleted from the
tenancies. Following our mediation, HD undertook to contact his
children and follow up on his transfer request.

80% Z BB R BENEREI BN E R #1TILRE
oafr (MRRER) REMEY, EEAEHEITN
b, BREHEITDEEBIER, WHEEM
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EREER - RHERNE ZEREFEERAEFTM
Hospital Authority - Facilitating doctor-patient communication to spare an elderly

kidney patient the burden of long journeys

A kidney patient in his 80s, who was receiving daily haemodialysis
treatment and attending regular follow-up appointments at Queen
Mary Hospital, moved into an elderly home in Tuen Mun. The long
daily journey back and forth was both exhausting and physically
demanding. After our mediation, the Hospital Authority gained a
clearer understanding of his situation and arranged for him to pick
up backup anticoagulant for haemodialysis treatment and attend
follow-up appointments at Tuen Mun Hospital, saving him from the
frequent and tiring trips to Queen Mary Hospital.

EFERESKNRAEZEMLHNIER TEH
IWARAL, SHEABMENLFRERFEIEE
T, 2ENAR, EFEE—TARFABRRTES
BEHEM, RAERRIIIESSHIFATY, X
PREERTZ A RIMITIRS AT R M58 S5 RAVDE, fE
HERERNES,

BEFE - THENEFERETE RHUAEREHBRINES
Buildings Department - Understanding the needs of families of children with autism

and fostering government-public cooperation

During investigation of water seepage, staff of the Buildings
Department (“BD") visited the complainant’s flat without prior
appointment, leaving his son with autism startled and emotionally
unsettled for a prolonged period. After our intervention, BD gave
the complainant a clearer explanation and an apology, and agreed
to make appointments before any future visits. The Department
also reminded frontline staff to improve communication with
the public in carrying out their duties, so as to foster mutual
understanding and cooperation.
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Positive Feedback from Users

Upon successful conclusion of mediation, we invited the
complainants and participating departments and organisations to
share their feedback with us through our questionnaire survey.
This year, 97% of the respondent complainants and participating
departments and organisations were satisfied with our mediation
service and over 97% were satisfied with the performance of our
mediators. Some of the comments we received are as follows:
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“We agree that complaints can be handled more effectively
through mediation services, resolving disputes involving the
complainants and the organisations. We welcome your Office to
arrange mediation promptly upon receiving service quality related
complaints, so as to reach a consensus with a solution agreeable
to all parties.”

/4
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AR Award on Mediation

NBEIISFRERIFE AR FLITH T12i1%F To acknowledge the participating departments’ and organisations’

BY LARGE NS SIAM LRI EEAE ML commitment to and excellence in mediation, we have introduced

W, mIEAFHEENANT an Award on Mediation in The Ombudsman’s Awards since 2018.
The winners in the past five years are as follows:

&Y . JEWE  Transport Department

EHEBEFN, NERSRAET74RNER, RAREMIR, 585, i@%ﬁiﬁ%ﬂiﬂ FTAEILE, B,
2025 POETREORN, REKEBRSR, BHEEDERIENEERAKNEZESEEE.

i The Transport Department resolved 74 cases by mediation in the year. Its staff responded promptly
and communicated clearly, exemplifying a balanced approach that is lawful, practical and empathetic

throughout the mediation process. Such practices led to satisfactory resolutions and earned the
Department high praise from the Office for its exemplary performance in promoting mediation.

el ' BE2 Housing Department
&

&KL MACES AR AR R, RREE, FEENALEARETHEUMIFET ABRS K BIFN
2024 BRAER, FERETDESREMIFFEN, REGRIFANTBLCE, KINEHE,

For active use of mediation as a mode of complaint handling to achieve good results. Its staff suggested
using mediation to resolve quickly fundamental problems leading to complaints and made practical
recommendations to address complainants’ discontent, thereby achieving harmony.

2023 HIRE N FRIFATZBHERABSTBNRITNEOHEER, HREHBIETLFEMANIBEN T #
P OEITER.
For swiftly informing the complainants of the progress of their applications for government subsidies
during the pandemic and providing a dedicated hotline for checking the progress of cases at any time.

LS BEEREXHESKE Leisure and Cultural Services Department

2022 DER, MRENBAIFANSZEMRSHRRNER, HERERTRIFABRNHAR,
' 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.

s¥%s EBFFE Buildings Department
L o . . . . T e . N w
ST UMD AMAIERRIFARBEHARE. BF, UESHMEEARNAT, NERIZS RS,
2021 | HkERASA.

i For explaining to complainants in clear and plain terms its enforcement policies, procedures and even

technicalities in respect of in-situ inspection technigues to eliminate misunderstandings and hence shift
from disputes to solutions.
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ZENERENRFIRBESER _
Synopses of Selected Complaints Concluded After Inquiry
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A

BYIMEIAE - RIWANHRIF REREERESZURBESESKER
Food and Environmental Hygiene Department - Proactive response with flexible

measures to prevent wastewater leakage from refuse collection vehicles
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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 400 inquiry cases concluded, inadequacies were found
in 44 (11%). Detailed statistics of complaints concluded by inquiry
are given in Appendix 5.

A housing estate resident lodged a complaint against the Food
and Environmental Hygiene Department (“FEHD"), alleging that the
Department had failed to follow up on or respond to complaints
about environmental hygiene nuisances caused by wastewater
leakage from refuse collection vehicles during operation. In its
reply to our inquiry, FEHD explained that it had conducted several
site inspections but found no evidence of wastewater leakage
from those vehicles. Given the estate’'s location on a steep
slope with sharp bends, and that vehicles should minimise the
accumulation of wastewater while performing refuse collection
at other locations, FEHD instructed the contractor to begin refuse
collection in the vicinity of the estate and deploy another vehicle
fitted with a larger wastewater tank to serve the estate. Since these
measures were introduced, the complainant has not observed
further leakage. We consider that FEHD has taken active steps to
address this complaint following our intervention, and we urge the
Department to continue monitoring and improving the situation.
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R EIE.

BYRETILEE - MAEKE BROANRATXZLMNERFEE B
Food and Environmental Hygiene Department - Strengthening supervision to ensure

a H

safe and orderly operation of the hawker permitted area

A member of the public complained about licensed hawkers in a
hawker permitted area, raising concerns over frequent obstruction
and occupation of pavements as well as unauthorised extension
of their business areas, but the Food and Environmental Hygiene
Department (“FEHD") had failed to take effective enforcement
action. FEHD explained that it adopts a strategy of warning before
enforcement, and has brought hundreds of prosecutions against
licensed hawkers in the area for street obstruction, unlicensed
trading and operating stalls beyond approved boundaries. We have
urged FEHD to remind its staff to stay vigilant during patrols, so as
to ensure safe and orderly operation of the hawker permitted area.

BRRXUWESE - KAUEF

and sports training courses

E-—RNERERXALESE("EXE") WEAIF
1, BRIFARZETER UG RIEERMML
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_ ] NERBNEENHERF )
Leisure and Cultural Services Department - Refining the balloting system for recreation

In a complaint against the Leisure and Cultural Services
Department (“LCSD"), the complainant alleged that the Department
had unreasonably given new applicants priority in balloting and
place allocation, and that new applicants could secure places in
multiple courses of the same type scheduled at different times,
which disadvantaged other applicants. In response to our inquiry,
LCSD explained that the priority mechanism for new applicants
was in line with its principle of promoting “Sport for All” and helped
encourage newcomers to participate actively in recreation and
sports programmes. We have advised LCSD to closely monitor the
ballot results for both new and existing applicants. If the success
rate for existing applicants remains persistently low in certain
programmes, LCSD should consider making adjustments to ensure
balanced participation opportunities for all applicants.

HoENE - NFIEEAE R

applicant

— %1055 AInA 1T MEARRELL IR & AR ENM
SHIRE, RNENAR, H2@HNE (HE")E
BELHRID. AFEWHERRTIHSHBEAR
HRANRELESHEENZKINAE, FRAOR
ke TR REVEZMEE, RAMBIARNE,
BRIHER,

> HEABKELFZMNRE ]
Social Welfare Department - Making Old Age Living Allowance renewal easier for an

A 105-year-old man, hindered by mobility problems, could not
renew his Old Age Living Allowance. After our intervention, the
Social Welfare Department (“SWD") clarified that a home visit had
been arranged. We recommended that in future, SWD proactively
reach out to applicants or their families to coordinate schedules
for home visits related to renewal matters, and listen carefully
to and understand people’s needs and difficulties, striving to
adopt a people-centred approach that makes the process more
convenient.
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ERITITENERERNRE Re-assessment and Review of Cases
HEEERN, NBEFTET2NRANE, HEHY
FHARNREFRAFS N, M, ABEKT20
TR, HARFIENRERNDRTE,

During the year, we re-assessed 211 cases, with 46 cases
subsequently re-opened. Moreover, we reviewed 20 cases.
Conclusions were upheld for all these cases.

2025/26 EEBITIRSABENS1TEhE  Achievement of Performance Pledges 2025/26

EAFE, RFEAEEN, PIF. EFNTENE

All our targets in handling enquiries, complaints, re-assessment

o N 22 e 5) and review of complaints were exceeded in the year.

FRif BRS51RE& ABIER TRFRE
complaints Service Standard Target Achievement
AR IR ZR S5ATIERN 99% 100% (GEBHR)
Acknowledge receipt of a complaint Within 5 working days (exceed target)
BEAZBINCEE, 2951 THEERD 10N LHERA 90% 100% (FB4R)
HRIFNE within 10 working days (exceed target)

Close a complaint case which is outside our _
statutor urri/iew after initial assessment 15D TR L 100% (4
yp Within 15 working days (exceed target)
TERKERIF N B 3IMNAM 80% 98.8% (HB¥R)
Conclude a complaint case Within 3 months (exceed target)
6MNAM 99% 100% (FB#R)

Within 6 months

(exceed target)

Eif R S5 #5 A AIBIEIR IRFRER
Enquiries Service Standard Target Achievement
EEPHEN S5ATIERM 95% 100% (HE#R)
Reply to a written enquiry Within 5 working days (exceed target)

10N ITHERH 99% 100% (GEBAR)

Within 10 working days

(exceed target)

ETENEREBIF BRSSH5E& AR IRFRER
Re-assessment and Review of Complaints Service Standard Target Achievement
TEREIITENE 1NAW 95% 100% (FB#R)
Complete re-assessment of a complaint case  Within 1 month (exceed target)
2NAW 99% 100% (E#R)
Within 2 months (exceed target)
TRER BIFNER 3MNAMW 70% 100% (E#R)
Complete review of a complaint case Within 3 months (exceed target)
6 MNAX 90% 100% (E#R)

Within 6 months

(exceed target)
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Full Investigation

BRIFNERINRNE S, FRENMERER, ™EITH For complex cases which appear to involve issues of principle,
LY WM PAATFEIER, TTEBRGE] AR serious maladministration, gross injustice, systemic flaws or
ERERK, SKABIANRNEMVERNNEEERARNAE procedural deficiencies, or simply require deeper probing, we will
&, Bi2RIT2EIAS, conduct full investigation.

1E2025/26%F [, NEUSHIAES A KRLENHIF In 2025/26, we completed 46 full investigations. Results are as
NEEFLR, FROT follows:

Z2HIPELENRIFIRER
Results of Complaints Concluded by Full Investigation

11.1% . [2ava
Substantiated

35.6% @ HPHML
Partially substantiated

53.3% . Npava
Unsubstantiated

FTRER, @2HBEEXKLENRIFIEFR, & As shown above, 46.7% of the complaints concluded by full
A6 7%HIEE B RT3 2R AL investigation were substantiated or partially substantiated.

ZLHEHAEEHRENETEZTHALEES
Major Forms of Maladministration Substantiated by Full Investigation

324% @ L, BERSOREHEIR
Error, wrong advice or decision

27.0% @ FEIRSEARRITH
Delay or inaction
13.5% @ ARISEXE
Poor staff attitude
81% @ TIRREFHIS
Failure to follow procedures
54% @ HETH
Ineffective control
54% @ RAEKKIF

Lack of response
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S%WE Chapter 4

EHIFPE
Full Investigation

Through full investigations, we handle complaint cases in depth
and recommend improvement measures or remedial actions to the
government departments or public organisations concerned, with
a view to further enhancing the quality of public administration
and fostering a greater sense of fulfilment and happiness among
members of the public.

In the year, we made a total of 293 recommendations in full
investigation reports, marking a 176% increase over the 106
made in the previous year. All these recommendations were
accepted for implementation by the departments or organisations
concerned. They contribute to improvement and optimisation,
playing an important and effective role in rectifying issues within
the administrative framework and improving overall service quality.

An index of complaint cases concluded by full investigation is in
Appendix 6.
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2HAE
Full Investigation

ZeHAEFAENHIFNREEESR
Synopses of Selected Complaints Concluded by Full Investigation

1T AT BRAL B 4518 22 HE

Repair arrangements of a pedestrian crossing

BRIF AT AL B EME N FMAERR, &
SHETHTMEALTNRBERE, A, BERE
MERE-BEAGREHNRE. BT AHERENE
BRAFETBzHENRIEE, ZERIIRIF
FEENBBERE,

RENEERIN, BRESRXERENEHEEIK
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AR IR R EAONR S, #—FRERR
RBILEERENLZ 2, BREFET202FE%
ENEREEHTEEERLE, BUREXESB
IESRpEAE M TR M IR IRE OB H, MEEE
IR FE SR IR B 308 % HE T 2026 FF N4 SRIF SR #ETT
e ER

NEINA, ZEERERNMEEERZFE5RER
IWARIRIF, METHT2EMNERRKE TR,
RABRERE, 2AFFEBIEHEEIRR SN
B4 —REE, BXFIERITRALE, RFE
WEHEBSSZIRERABMEESEE. 51
REBVRFEZE, T&ELAHRRITIRE S HE
FEX TR, HRSHELERENFTUE IR, B
emEREE,

RERE RzZE HyD and TD

EXIZ  Unsubstantiated

The complainant alleged that the surface of a pedestrian crossing
was uneven and damaged, posing a tripping hazard to people with
reduced mobility and wheelchair users. However, the Highways
Department (“HyD") and the Transport Department (“TD") failed to
carry out repairs or improvements. As the maintenance of public
roads is not within the remit of TD, it referred the matter to HyD
for follow-up upon receiving the complaint.

Our investigation revealed that upon receiving each referral, HyD
deployed staff to inspect the site on the same day and carried out
repairs as necessary. It also replaced the manhole covers with a
new type specifically designed for pedestrian crossings to further
ensure the safety of wheelchair and stroller users. HyD had already
planned for resurfacing works on the relevant street as early as
2022. As temporary traffic arrangements were implemented at the
time due to other works, HyD could not commence resurfacing
works until these temporary arrangements were lifted in 2026.

The Office considers HyD to have handled the complaint in
accordance with its powers and existing procedural guidelines,
with a plan for comprehensive resurfacing works to improve road
surface quality. Although the road surface on the relevant street
might remain in the current condition for some time, this did not
amount to maladministration. We recommend that HyD continue
to closely monitor the condition of the road surface and carry
out proper repairs, maintain close communication with relevant
departments, commence timely planning for resurfacing works,
and explore new materials and technologies for road maintenance
to reduce deterioration rate, among others.
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Joint Office’s handling of unauthorised building works and seepage cases
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S5E Chapter 4

2HIAE
Full Investigation

The complainant alleged that unauthorised building works (“UBWSs")
on the flat roof of the upper flat had caused water seepage in his
flat. Although the Buildings Department (“BD”) issued a removal
order to the owner of the flat concerned (“the Owner”), the UBWSs
were not removed and the seepage problem persisted.

Our investigation revealed that the UBWs involved were neither
serious structural or fire safety hazards nor newly constructed
works in progress. Considering the complexity of the works
and the Owner’s positive response at the time, BD decided to
allow the Owner additional time to complete the removal of the
remaining UBWSs. However, BD failed to proactively contact the
Owner to ascertain the demolition progress, which we consider
unsatisfactory. Meanwhile, the Joint Office for Investigation of
Water Seepage Complaints (“JO") established jointly by the Food
and Environmental Hygiene Department (“FEHD") and BD admitted
that delay in handling the complainant’s case was due to the
responsible officer being on sick leave and the heavy workload of
the acting officer.

The Ombudsman made nine recommendations for improvement
in the investigation report, including: BD taking a more proactive
approach in following up on issued orders and initiating
enforcement action in a timely manner as well as contacting
owners within a reasonable time to check on demolition progress
to avoid prolonged stagnation of cases, and JO reminding staff to
strictly follow work guidelines, strengthening progress monitoring,
and reviewing manpower resources and work arrangements
to allow flexible deployment, thereby preventing delays in the
investigation of water seepage cases.
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2HAE
Full Investigation

AT B B 25 8 52 % 4% 08 (8] B3 A A0 4L %1
Mechanism regulating illegal bicycle parking caused by bicycle rental shops

BRIFA R FHAEHNSRBEREMRELRIFE
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The complainant alleged that the problem of illegal bicycle parking
caused by the rental shops had persisted after his complaint.

Our investigation found that the local “Working Group on Tackling
lllegal Bicycle Parking” (“Working Group”), which includes the
Home Affairs Department (“HAD"), the Lands Department
("LandsD"), the Food and Environmental Hygiene Department
("FEHD") and the Transport Department (“TD"), had conducted
inter-departmental joint operations as necessary to remove
bicycles illegally parked on government land in accordance with
established procedures. However, the improvement was short-
lived during the enforcement period by the relevant departments,
with the problem of illegal parking soon recurring. We are pleased
to note that the Working Group has responded positively to the full
investigation.

We recommended that the Working Group continue to closely
monitor illegal bicycle parking and conduct large-scale joint
operations, enhance communication and consultation with shop
operators for strengthening and implementing the spirit of inter-
departmental collaboration with the shared goal of addressing the
issue seriously and thoroughly.
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Deposit refund arrangements for assistive device loan service

E_EE— EER HA

SBIHE Chapter 4

2HIAE
Full Investigation

After returning the wheelchair he previously borrowed, the
complainant went to the Shroff Office of the hospital with the
Deposit Refund Notice to request a refund, but the staff insisted
that he could not obtain a refund without presenting the deposit
receipt.

Our investigation revealed that the hospital already recorded
the complainant’s name and deposit amount in the computer
system at the time of payment. The Deposit Refund Notice and
identity document presented by the complainant were sufficient
to confirm the return of the wheelchair and his identity. After
confirming the hospital’s records in the computer system, it was
actually unnecessary for shroff staff to require the complainant
to present the deposit receipt for verifying such information and
status. Hence, in our view, the hospital concerned insisting that
the complainant present the deposit receipt for refund collection
after returning the assistive device was overly rigid, inflexible and
redundant in practice.

Our Office recommended that the Hospital Authority (“HA")
expedite the enhancement of arrangements and workflow for
assistive device loan service at public hospitals and remove the
requirement for borrowers to present the deposit receipt when
applying for a refund.
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LB R EE T RRIFHREFHALE
Procedures and mechanism for handling and responding to public complaints
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The complainant alleged that the Property Management Services
Authority (“PMSA") had failed to take action against a property
management company in response to her complaint, or provide
any substantive replies on the investigation progress or results.

Our investigation found that it took time for PMSA to investigate
given the complexity of the case, which was understandable.
However, in its acknowledgement letter and interim replies to the
complainant, PMSA merely reiterated that it was following up on
her complaint in accordance with procedures, without providing
any substantive update. We are pleased to note that PMSA has
responded positively to the full investigation and has proactively
proposed measures to improve its procedures and mechanism for
responding to public complaints.

We also recommended that PMSA consider revising and
formulating performance pledges for investigating and responding
to complaints based on the complexity of cases, and explore the
use of mediation to handle simple complaints wherever possible
as a feasible solution for resolving complaints swiftly and amicably.
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Lack of transparency in relocating the toll point at Western Harbour Crossing
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SBIHE Chapter 4

2HIAE
Full Investigation

The complainant was dissatisfied with the Transport Department
(“TD")'s failure to give prior notice when relocating the toll point
on the southbound lane of the Western Harbour Crossing towards
Hong Kong Island and the Toll Information Display did not show
the real-time tolls. The complainant had made enquiries with
the HKeToll customer service hotline, but the staff was unable
to provide the precise location of the toll point. The complainant
criticised TD for lack of transparency.

The Office’s investigation found that TD had replaced the primary
toll point with the backup toll point during roadworks, and as
the hotline staff were unfamiliar with the locations of the toll
points, they were unable to properly respond to enquiries. It
is understandable that relocation of toll point is required for
operational needs. However, we considered it unsatisfactory that
TD merely turned off the Toll Information Display to indicate that
a toll point was inactive, and that it had not properly prepared the
hotline staff beforehand. Following the launch of our investigation,
TD has responded positively and started to improve information
dissemination regarding the relocation of toll point to enhance
transparency, and instructed the management of the relevant toll
service provider to strengthen staff training and ensure proper
response to public enquiries.

The Office made nine recommendations for improvements to
TD, which mainly included: closely follow up on the system
enhancement works for improving information dissemination,
conduct timely reviews of the effectiveness and operation of
the improvement measures, and step up monitoring of the
performance of the HKeToll customer service hotline.
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One of the Ombudsman’s strategic focuses is fostering
inter-departmental coordination and cooperation. Effective
collaboration among government departments and public
organisations is crucial to achieving efficient, people-oriented
public administration and good governance. A lack of coordination
can lead to fragmented efforts, letting problems linger and
adversely affecting both the well-being of society and public
perception of the Government. Besides, the Office proactively
makes recommendations and observations to bring about tangible
improvements to public administration.

Fostering Inter-departmental
Collaboration

This year, we processed by full investigation and other modes
396 complaint cases involving inter-departmental collaboration,
and completed five direct investigation (“DI") operations involving
inter-departmental collaboration.

When handling relevant cases, we require all departments and
organisations concerned to take proactive action and work
in full collaboration to effectively resolve the difficulties faced
by the public. If the division of responsibilities is unclear due
to systemic issues, we will explicitly highlight the crux of the
matter upon completing mediation, inquiry or investigation,
urging the departments and organisations to seriously rationalise
responsibilities and get to the root of the problem.

A case in point concerns unlawful occupation of government
land, where numerous illegal facilities and structures had been
erected on the land, including recreational and sports facilities,
religious artefacts, temporary toilets and other items. It was a
typical district problem which was long-standing and thorny.
Following our intervention, the Lands Department (“LandsD")
and the Home Affairs Department (“HAD"), in conjunction with
other relevant departments, carried out multiple inspections and
enforcement operations on the land, removing such structures
as bamboo sheds and temporary toilets, illegal farming sites and
miscellaneous items. The local District Office of HAD also drew
up a comprehensive enforcement plan and worked with relevant
departments to devise and implement further operations. We
urged LandsD and HAD to closely monitor the situation on the land
and continue with inter-departmental collaboration, taking proper
enforcement action in a firm and decisive manner. If sufficient
evidence was available, prosecution should be considered to serve
as a deterrent.
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Another complaint concerns the poor environmental hygiene of
a beach near a village on an outlying island, which was strewn
with litter, dilapidated canoes, old electrical appliances and
other dumped items, while nearby waterways were clogged
with floating rubbish. We found that the problem fell within the
ambit of three departments, namely the Food and Environmental
Hygiene Department (“FEHD”), LandsD and HAD. During the
mediation process, we urged FEHD to deploy staff to clean up
the beach, and conduct a joint operation with LandsD to remove
such items as canoes and old electrical appliances that were
unlawfully occupying government land. To mitigate the blockage of
waterways, FEHD referred the case to HAD for arranging clearance
work.

We have noticed that when a case falls within the functions
and service scopes of various departments and organisations,
proactive coordination and cooperation among them are often
required to effectively address the barriers faced by members of
the public. A case involving an elderly wheelchair user illustrates
precisely how inter-departmental collaboration can effectively help
those in need surmount their difficulties.

In this case, the elderly complainant who lived alone requested
medical assessment and certification by a doctor of the Hospital
Authority ("HA") to support his application to the Social Welfare
Department (“SWD") for financial assistance to purchase an electric
wheelchair. However, the doctor did not issue the certificate on
the grounds that his public rental housing flat provided by the
Hong Kong Housing Society (“HKHS") was unsuitable for the use of
an electric wheelchair. Although HKHS agreed to arrange a transfer
for him, the new flat would need alterations to accommodate
the use of an electric wheelchair, he was also worried about
the costs of relocation and renovation. Despite the handling of
his application or request by each department or organisation
within its own purview, the complainant’'s difficulties remained
unresolved, so he approached us for assistance.
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Through mediation, we liaised with HA, SWD and HKHS to explore
how to offer proper assistance, encouraging communication
among all parties to effectively and speedily address the
complainant’s needs. Eventually, following our intervention,
HA issued a medical certificate in support of his application to
purchase an electric wheelchair and carry out flat alterations, SWD
disbursed the subsidies, and HKHS granted his request for flat
alterations. HKHS and SWD also kept in close communication to
assist him with moving and refurbishing his new home, including
arranging for volunteers to help with the move and explain
the relocation allowance and arrangements. The complainant
expressed gratitude and appreciation for our mediation
arrangements, which led to a satisfactory resolution of the matter.

We have also observed from inter-departmental cases that
where joint action of multiple departments is required, a lack of
proactive communication and coordination can result in delays
to resolve the issue even though it is not complex. A complaint
about long-standing mosquito problem caused by inadequate
weeding provides a case in point. The complainant lived near
a plot of government land, where regular weeding was carried
out by LandsD’s contractor. However, some areas were often
overgrown with weeds and became a breeding ground for pests.
The complainant had lodged multiple complaints with LandsD via
the 1823 hotline over the past few years, but to no avail. Following
our intervention, a site inspection was promptly conducted in
conjunction with LandsD and FEHD. Not until then did LandsD
learn from the contractor that sometimes workers could not
thoroughly weed the entire plot due to bee infestation in certain
areas, which led to the mosquito problem. During the mediation
process, LandsD sought assistance from FEHD to handle the bee
infestation, enabling weeding to be completed smoothly and
resolving the mosquito problem that had affected the complainant
for so long.
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When conducting DI operations, we also pay specific attention to
whether collaboration and information sharing among departments
or organisations can raise the standards of public service or
enforcement effectiveness. For example, in a DI operation into
the Government’'s work in combating cruelty to animals, we
recommended that the Agriculture, Fisheries and Conservation
Department ("AFCD") strengthen communication with the Hong
Kong Police Force and proactively invite the latter to share
useful information, thereby enhancing AFCD staff's capability
to investigate reports of animal cruelty. We also suggested
establishing an information-sharing platform or mechanism
for animal cruelty reports, and advised AFCD to pursue closer
collaboration with relevant law enforcement agencies, including
the Customs and Excise Department. AFCD should also conduct
joint operations to step up publicity in response to special
circumstances, and keep a watch on illegal imports of animal
traps. In addition, AFCD should explore with relevant departments
how to tighten the regulation of animal traps by enhancing
intelligence gathering and introducing incentives, for example a
commendation scheme, in other areas such as import, sale and
manufacture. Our recommendations made in the DI operation are
intended to foster inter-departmental collaboration and ensure
stronger collective efforts against animal cruelty.

Separately, in a DI operation about the management of
countryside facilities, our findings revealed that enhancing
inter-departmental coordination in information dissemination
would improve the experience and safety of the public.
Consequently, we recommended that AFCD consider collaborating
with the Digital Policy Office to make effective use of the
messaging and notification features of the “iAM Smart” mobile
application, enabling members of the public who have subscribed
to notifications in the relevant categories to receive important
information on the arrangements for closing, reopening or using
hiking trails and country park facilities. With growing number of
visitors and traffic pressure at popular picnic and geopark sites
during peak seasons, we also recommended that AFCD explore
stepping up coordination with the Transport Department (“TD")
and other departments to regularly share data on visitor flow and
public transport at popular spots. Where necessary, they should
also formulate crowd control plans for peak periods in advance to
improve overall management efficiency and service quality.
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After analysing the inter-departmental collaboration cases
previously handled, we have found that our intervention had
positive impact in the following four areas:

(1) clarify demarcation of responsibilities among departments
(2) help departments understand the crux of the matter

(3) enable direct communication among departments regarding
the subject matter for launching joint operations

(4) facilitate information and experience sharing among
departments

These results demonstrate that inter-departmental collaboration
not only addresses the public’s difficulties at hand, but also
brings about improvement in the overall efficiency of public
administration.

We will continue to assist departments and organisations
in handling inter-departmental complaints to establish clear
demarcation of responsibilities and foster effective communication
and cooperation among them, with a view to delivering tangible
results and enhancing the well-being of society.

Apart from handling of related complaints to foster inter-
departmental collaboration and improve public administration,
we will continue to organise seminars and exchange activities to
intensify collaboration among departments and organisations in
various aspects of their routine work. Such collaboration includes:
creating a communication platform; enhancing procedures
for case referrals, establishing a mechanism for information
exchange; sharing professional technique, technology application
and experience; and launching joint operations. We urge all
departments and organisations to join forces to provide better,
more targeted public services that strengthen the community’s
sense of happiness and fulfilment.

Moreover, case examples on inter-departmental collaboration
are published on our website and social media to demonstrate
how we encourage coordinated efforts among departments and
organisations to address public concerns.
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Recommendations and Observations

To improve public administration, we will generally make
recommendations to departments or organisations upon
completion of full investigation or DI operations. Besides, where
we identify any areas for improvement in their administrative
procedures or workflow upon closing a case after assessment or
by inquiry, or completing a DI operation after preliminary inquiry,
we also put forward our observations to the departments or
organisations concerned, presenting our views or suggestions
regarding any deficiencies or areas for improvement. On the
other hand, we also give positive comments to acknowledge the
measures taken by them for better administration.

The improvement recommendations and observations we made
cover such major categories as guidelines for clarity, incentives to
foster inter-departmental coordination, measures for better public
enquiry, complaint handling and client services, and enhanced
training for staff. Not only do we encourage departments and
organisations to rectify deficiencies and optimise systems and
procedures, our recommendations and observations are also
conducive to improving the efficiency, quality and consistency of
public services. By putting forward pragmatic and constructive
recommendations and observations, we facilitate the continuous
improvement of administrative procedures, thereby delivering
quality and more responsive public services.

For instance, when handling a mediation case, it came to our
attention that refuse collection service had suddenly ceased for a
village in the New Territories, resulting in accumulation of refuse
and poor environmental hygiene. We found the problem stemming
from a gap between the contract periods of the old and new
contractors engaged by FEHD for refuse collection. Although the
matter was resolved by means of mediation, we urged FEHD to
ensure proper handover between service contractors in future and
draw up measures to prevent disruption of public service.

Similarly, in a complaint about air-conditioner dripping, although
our inquiry revealed that FEHD had already resolved the
problem, we reminded FEHD that for cases where the source
of air-conditioner dripping was still not identified by the end
of summer, it should take proactive action again the following
summer to address recurring seasonal problems more effectively.
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Furthermore, in a case concerning a renewal application under the
“Northbound Travel for Hong Kong Vehicles” scheme, our inquiry
revealed that TD had already reminded the complainant by email
to renew his licence, but he missed the submission deadline. His
failure to renew the licence was not due to maladministration
on the part of TD. Upon closing the case, we commended TD for
taking the complainant’s suggestion on board in providing more
convenience for the public by sending notifications via both email
and short message service.

In a complaint against the Mandatory Provident Fund Schemes
Authority ("MPFA”"), the complainant alleged that an amount
of voluntary contribution had not been displayed in his eMPF
account. He called the eMPF hotline many times to enquire about
the progress, but to no avail. When the case was assessed by
our Complaints Assessment Team, the complainant informed
us that the matter had been resolved. Nevertheless, we advised
MPFA to expedite the processing of all applications related to MPF
contributions and to improve the eMPF hotline service.

Overall, the figures of our observations and recommendations
made this year are set out below:

4 I
12 AW 5 it >
Total number of 9 1 2 @
observations made: Co s
N\ J
4 N\
RHMEBIN AT iy
Total number of 573 - -
recommendations made:
N\ J
4 I
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Recommendations accepted 1 00% @
for implementation:
N\ J
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After concluding our investigation and making recommendations,
we will monitor the progress of implementation by requesting
periodical updates from the departments or organisations
concerned until our recommendations are fully implemented.

All the recommendations we made during the year were accepted
for active follow-up, and some of them have even been fully
implemented. We will continue to follow up the progress of
implementation of other recommendations. Where departments
or organisations fail to take forward a recommendation, the
Ombudsman may submit a report to the Chief Executive 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 shall be laid before the Legislative Council.

Major examples and categories of the improvement measures
implemented this year are listed in Appendix 7.
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The Ombudsman’s another strategic focus is to foster a positive
complaint culture in all sectors of society through a variety
of channels. We encourage members of the public to voice
their opinions in a constructive manner, while advocating for
government departments and public organisations serving the
community with a positive and open mindset. During the year,
the Office established the Hong Kong International Ombudsman
Academy (“HKIOA"), organising seminars and lectures to
promote good governance and enhance the efficiency of public
administration through training and experience sharing. As
regards youth engagement, our officers reached out to numerous
youngsters through more than 66,000 attendances at our school
talks, career fairs and other activities held for secondary schools
and tertiary institutions. We encourage youth participation in public
affairs, instil in them a sense of civic awareness and responsibility,
and empower them to exert a positive impact.

Meanwhile, the Office continues to make effective use of
multimedia platforms to publish our work results and latest
information, widely promote a positive complaint culture, and
strengthen ties and interaction with stakeholders, thereby
consolidating the awareness of our supervisory role across all
sectors.

Promoting Positive Complaint Culture
Interaction with Working Partners

Since taking office, the Ombudsman has formulated and
championed three strategic focuses to effectively raise the
standards of public administration and deliver tangible benefits
for the public. On 9 May 2025, he was invited by the Secretary for
Justice to attend the biennial “Mediate First” Pledge Event as the
keynote speaker. Leading by example, he urged the community
to resolve complaints more efficiently and speedily by mediation
as the preferred handling mode. Our Office is also one of the
supporting organisations of the Pledge Event.

Great Dialogue
Great Understanding
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Furthermore, we have strengthened our engagement with local
partners and Mainland and overseas counterparts through the
HKIOA, raising their awareness of our work. A variety of exchange
activities were organised to build an interactive platform that brings
internal and external parties together. These initiatives serve to
press ahead with mediation and inter-departmental collaboration,
as well as reinforcing a positive complaint culture and the concept
of “maladministration prevention” (see Chapter 7 for details).

The Ombudsman’s Awards

On 18 November 2025, the Presentation Ceremony of the 28th
Ombudsman'’s Awards was held at the Hong Kong Convention and
Exhibition Centre. This year’'s Gold, Silver and Bronze Awards for
Public Organisations went to the Housing Department, the Food
and Environmental Hygiene Department, and the Correctional
Services Department respectively. Other winning organisations
were the Transport Department (“TD") (Award on Mediation), the
Drainage Services Department (“DSD”) (Information Technology
Application and Creativity Award) and 1823 Contact Centre under
the Digital Policy Office (Customer Services Award).

This year, the Office introduced a new Team Award to recognise
professional teams that have demonstrated excellence in
enhancing public service and a spirit of teamwork. A total of ten
teams received Team Awards, including three cross-departmental
teams, comprising members from the Civil Engineering and
Development Department, TD and the Hong Kong Police Force,
the Environmental Protection Department, DSD and the Buildings
Department; and the Urban Renewal Authority and the Electrical
and Mechanical Services Department, respectively. In addition,
Individual Awards were presented to 80 public officers in
recognition of their exemplary performance and professionalism in
public service. The full list of awardees is in Appendix 9.

THE OMBUDSMAN'S AWARDS
PRESENTATION CEREMONY
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Dual-track Commendation Scheme

This year, we continued to recognise departments and
organisations as well as members of the public under a dual-track
commendation scheme for contributing to the improvement of
public administration. The scheme is implemented for the purpose
of encouraging public officers to serve the public with a positive
and open mindset, while commending members of the public
for actively participating in public affairs, demonstrating civic
responsibility and making a positive impact on our work.

Appreciation Letters

We issued 37 appreciation letters to 21 departments and
organisations in recognition of their performance in various areas:

e Speedy action: proactively addressing public demands with
solutions

e Reform: optimising work procedures or guidelines in
response to our recommendations

e Collaboration: offering details and professional advice
on cases, and communicating and collaborating with other
relevant departments and organisations to achieve synergy

Appreciation Certificates

We also presented seven appreciation certificates to members
of the public who had lodged complaints in a positive and
constructive manner, thanking them for supporting a positive
complaint culture and contributing to the enhancement of the
standards of public administration.
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Encouraging Constructive
Participation of Youth in Public Affairs

Outreach and Education

Engaging the younger generation and encouraging their active
participation in public affairs is a key aspect of our educational
and publicity work. During the year, we organised school talks for
13 local secondary schools, which were attended by more than
2,300 senior secondary students and teaching and administrative
staff. We also stepped up reaching out to tertiary students by
giving four lectures, online or in person, for local universities.
The ongoing programmes on campus are intended to give the
younger generation an insight into our work and mission, highlight
the importance of good governance, and instil in them a positive
mindset and a sense of civic responsibility.
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Recruitment of Talents for Future Development

The Office joined the Education & Careers Expo 2026 held between
22 and 25 January 2026. Through a multifaceted booth and a
thematic seminar, we introduced our role and functions and
showcased the achievements in promoting good governance and a
positive complaint culture. Our booth attracted nearly 50,000 visits,
where we shared recruitment information and career prospects
with job seekers. Moreover, we participated in the career fairs at
six local institutions during the year, reaching out to more than
14,000 tertiary students to elaborate on our powers and functions,
promote good governance and provide information on recruitment
and internship programme.
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In a bid to nurture the next generation, our first ever Summer
Internship Programme was launched this year, with recruitment
commencing in March 2026. The Programme enables tertiary
students to learn, accumulate social experience and gain a hands-
on insight into our work. In the same month, we also began the
recruitment exercise for a new cohort of Assistant Investigation
Officers, welcoming young graduates keen to pursue a career in
public service to join and consolidate our talent base. A record
high of over 1,400 applications were received in response,
demonstrating the positive image and appeal the Office has
established among the younger generation.
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Spreading Our Message
Press Releases and Media Events

We continue to enlist the support of major news media, capitalising
on their extensive coverage to capture public attention and raise
awareness of our investigation results and findings. We completed
ten direct investigation operations this year, with the results and
improvement recommendations of three reports announced at
press conferences and the rest through press releases. We also
announced by press releases the reports of four complaints
concluded by full investigation, and declared the launch of three
direct investigation operations to invite stakeholders and the public
to submit their views.
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Social Media and New Corporate Gifts

In addition to press releases, we share work-related information
and updates via social media in a lively and stimulating
manner, enabling the public to have a full grasp of our activities
and achievements. We also regularly update the series of
real-life stories featuring good people and good deeds on our
website, showcasing successful examples of mediation and
inter-departmental collaboration.

In line with our strategic focuses, we refined our logo by means
of internal resources during the year. A new range of corporate
gifts were launched to reinforce our public image and deepen the
public's understanding of our role and work.
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The Office has established the Hong Kong International
Ombudsman Academy (“HKIOA") through flexible allocation
of internal resources, without seeking additional government
funding or manpower, to promote a positive complaint culture
and advocate the concept of “maladministration prevention”.
The HKIOA not only offers essential training for government
departments and public organisations, but also builds the
professional capability of our staff. Moreover, it serves as a liaison
platform connecting our Mainland and international counterparts,
driving the sustainable development, reform and innovation of the
ombudsman system.

On 25 August 2025, the HKIOA marked its inauguration with
a ceremony held at the Hong Kong Productivity Council. The
ceremony was honoured by the presence of the Chief Secretary
for Administration, Mr Chan Kwok-ki, and the Chairman of
the Legislative Council House Committee, Dr Starry Lee, as
speakers and officiating guests. Also in attendance were the
Director-General of the Department of Law of the Liaison Office
of the Central People’s Government in the HKSAR, Mr Liu
Chunhua, as an officiating guest, and a number of Legislative
Council members. On the same day, the HKIOA held its first
seminar themed “Nurturing a Positive Complaint Culture through
Mediation”, where representatives from the Leisure and Cultural
Services Department, the Transport Department (“TD") and the
Housing Department (“HD"), and two of our Advisers were guest
speakers. The in-depth discussions at the seminar focused on
strategies for redressing grievances through mediation, advocating
a more proactive and constructive mindset in response to opinions
and complaints, opening the door to mediation for resolving
disputes, and further enhancing the quality and efficiency of
administration. The seminar was well received by around 250
enthusiastic participants from departments and organisations.
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Training and Exchange Programmes

During the year, the HKIOA was invited to visit and hold seminars
for seven departments and organisations, namely the Lands
Department, the Food and Environmental Hygiene Department,
HD, the Hong Kong Police Force, TD, the Mandatory Provident
Fund Schemes Authority, and the Hong Kong Housing Society. In
aggregate, we briefed over 850 public officers of various ranks and
grades on our supervisory role, functions and strategic focuses
and encouraged departments and organisations to resolve public
complaints through mediation. HKIOA representatives also shared
case studies and practical experiences to strengthen awareness
of maladministration prevention, motivating public officers to
enhance service quality and responsiveness in pursuit of higher
standards in public administration.
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The HKIOA has also leveraged Hong Kong's unigue position of
having strong support from the motherland and close connections
to the world. During the vyear, it held six sharing sessions for
Mainland agencies and academic entities, including a delegation
from the Yunnan Provincial Commission for Discipline Inspection,
and a delegation of Shenzhen Training Programme “Incorruptible
Governance in Shenzhen and Hong Kong” comprising government
officials from the Shenzhen Municipal Commission for Discipline
Inspection and relevant departments. Separately, it was invited
by the School of Humanities and Social Science, The Chinese
University of Hong Kong, Shenzhen to designate two guest
speakers for a serial lecture under the course “Society and
Public Policy in Contemporary China”. HKIOA representatives
highlighted the Office's functions and results achieved during
the year. They also shared practical cases of complaint handling
and promoted mediation and inter-departmental collaboration
to raise governance standards. The lecture was attended with
active participation by nearly 100 undergraduate and postgraduate
students.

4ok s bl

Ll

Frikaiadik fijﬂl‘f\ﬂ
i kAU o T A LR ]




%£+tE Chapter7

HBERRAIFT AR FHITBARS

Hong Kong International Ombudsman Academy and Advocating Maladministration Prevention

ELE X

NETHSEX YA TIEETA S, XKIXAEAT
ENEEHRR, Z2FEMTLETRENRIF, F6k
AW EHA X H P, X R ERAERR
NENFEGREIE, 57" NETBSR"WHEE T
2026F3 427 82477, T—1E TRFS5 A%17,
PRI7 U B R R ER, 20 51293004 X i R AN 3
BEREsS, AFHEEIHERRES, AKX
WA TETAFTBELEMF I,

Rk—F, FEOBRESHNHE T2 MR
o), #TEEAIFXE, HEIFRRH#AEGA
fE, BREEM& LTS, ETERSNERET A
RmaR, #—FIEERETABEN R AHKT
260 )ag

District Connections

Public administration is closely related to the work of District
Councils. Playing a bridging role, District Council members are
in frequent contact with the public to deal with their complaints.
The HKIOA engaged with the community by organising seminars
to brief District Council members on our mission and work. The
first seminar, titled “Public Administration and You”, was held on
27 March 2026, with a second session scheduled for May 2026.
The two sessions were well received, enrolling around 300 District
Council members and their assistants in aggregate. Through the
interactive discussions and exchanges, we strive to inject fresh
ideas and new impetus into the work of District Council members.

In the coming year, the HKIOA will keep promoting a positive
complaint culture through seminars, conferences and sharing
sessions. It will also establish platforms to foster international
collaboration, including organising webinar to facilitate the
exchange of experiences among ombudsman institutions from
various regions, thereby reinforcing the contribution of the
ombudsman system to the improvement of public administration.
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Through active engagement in Mainland and international
dialogues and initiatives, the Office has forged stronger
partnerships worldwide to promote the sharing of experience and
knowledge. Fully leveraging Hong Kong's pivotal role as both a
“super connector” and a “super value-adder”, we tell the world the
good stories of China and Hong Kong.

Strengthening Global Partnerships

Our efforts to promote international exchange and collaboration
are well recognised by counterparts around the world. Since being
elected as the Chairman of the Standing By-laws Committee of
the International Ombudsman Institute (“101") in early 2025, the
Ombudsman has chaired committee meetings, online or in person,
during the year. In April 2025, the Ombudsman began serving as a
member of the 10I's United Nations and International Cooperation
Working Group. In May 2025, he was also elected the Director
of the Australasian and Pacific Region and became an 10! Board
Member.
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In May 2025, the Ombudsman led a delegation to pay an official
visit to Morocco. During the visit, he attended the 10l Annual Board
Meeting and engaged in fruitful discussions with representatives
from various countries and regions. Our delegation also met with
the Mediator of the Kingdom of Morocco, Mr Hassan Tarig, and
the President of the National Authority for Integrity, Prevention and
Fight Against Corruption, Mr Mohamed Benalilou, and visited the
Mediator’s regional office.
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Driving Regional Growth for Mutual
Benefits

In September 2025, the Ombudsman, as the Secretary of the
Asian Ombudsman Association ("AOA"), led a delegation to
Nanjing to attend the 26th Meeting of the Board of Directors and
the 18th Meeting of the General Assembly of the AOA, with a
view to fostering exchanges and ties with Asian counterparts.
The AOA event included the International Workshop on Effective
Ombudsmanship for People’s Livelihood, where the Ombudsman
served as an officiating guest and delivered a keynote speech
in the session “Public Oversight and Whistle-blower Protection”,
elaborating on our supervisory role on public administration in
the HKSAR. In addition, the Ombudsman met with the Deputy
Secretary of the Communist Party of China Central Commission
for Discipline Inspection and the Vice Chairman of the National
Commission of Supervision, Mr Fu Kui, where they exchanged
updates on work and shared experience.

Annual Report of The Ombudsman 2025/26

79



80

%£J/\E Chapter 8

S5Aits K BFRLADERF

W EBHNE

Mainland and Overseas Liaison to Tell Good Stories of Hong Kong

AN, TREZXERSWN, EHeEfE. BEH
AELIPUAEE A Ejaz Ahmad Qureshity IiE T, 5
Ze[E B B 1F% R Somsak Suv\/anSUJarlt SEXLE
EIRMR R, UL H MR
MEAKDE, Iﬂ{&ttﬁﬂﬁ’ﬂkf#éf@é% HE

R ZERRDE,

ij@ﬂ']mlﬂ

ZQZSSIIZ,

J?EEHH’E !ESPEHHIJH E REHY &

ATIONAL WORKSHOP ON EFFECTIVE OMBUDSMANSHIP

FOR PEOPLE'S LIVELIHOOD.

AN OMB

HifFE R 2025/26 £

In Nanjing, the Ombudsman also took this opportunity to
sign a Memorandum of Understanding (“MoU") on Bilateral
Cooperation with the Chief Ombudsman of Thailand, Mr Somsak
Suwansujarit, witnessed by the AOA President and Pakistan
Federal Ombudsman, Mr Ejaz Ahmad Qureshi. The MoU is
intended to enhance information exchange and experience sharing
in ombudsmanship, establish a long-standing partnership and
broaden international cooperation.
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In March 2026, we received a delegation led by the Commissioner
Against Corruption of Macao, Ms Ao leong Seong, to reinforce
mutual ties. We had in-depth discussions with the delegation about
monitoring public administration and handling complaints, sharing
the results of work and experience. The two parties also explored
how to work closely to strengthen global ties and cooperation
within the ombudsman community, raise supervision standards
and foster synergy.
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Looking ahead, the Office will further deepen our efforts at the
international level. Amid a volatile global environment, we will
continue to amplify our impact on ombudsmanship and complaint
handling, and strengthen our bridging role between the motherland
and the world. Towards the end of 2026, the Office will host the
AOA's 30th anniversary celebration, including thematic forum and
an array of social and cultural programmes, and the 27th Meeting
of the Board of Directors. Given the geographical proximity and
kindred cultures of the Asian region, this mega event will present a
valuable opportunity for us to interact with our neighbours. We are
committed to expanding cooperation with ombudsman institutions
across Asia and the world to achieve mutual benefits, driving the
growth of the Asian community which is bound by a shared future.
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This year marks the beginning of the country’s 15th Five-Year
Plan and represents a critical year for Hong Kong as it advances
from stability towards prosperity. With the strong support of
the National 15th Five-Year Plan, the HKSAR Government is
driving development and innovation, proactively dovetailing with
national strategies, with the aim of promoting Hong Kong's better
integration into and serving the overall national development.

Since taking office, the Ombudsman has steered all staff towards
aligning their daily work more closely with the country’s overall
development. With concerted dedication and strong team spirit,
we have spared no effort in strengthening our motherland and
remain committed to our tireless pursuit of a more prosperous and
stable Hong Kong.

Proactive Alignment with National
Planning to Safeguard Hong Kong's
Long-Term Stability

The fourth session of the 14th National People’s Congress
approved the “Outline of the 15th Five-Year Plan for National
Economic and Social Development of the People’s Republic
of China” ("Outline”). The Outline explicitly points out that the
principles of “one country, two systems”, “Hong Kong people
administering Hong Kong" and a high degree of autonomy should
be implemented with unwavering commitment; the principle of
“patriots administering Hong Kong” should be put into practice;
and the efficacy of governance in accordance with the law
should be ensured to promote Hong Kong's economic and social
development, and give full play to Hong Kong's unique advantages
and important role of maintaining close connections with both
the motherland and the world. As the independent statutory
body supervising public administration in Hong Kong, we fulfil our
responsibilities with professionalism, and actively contribute to
the overarching development strategies under the National 15th
Five-Year Plan and the HKSAR Government's integration initiatives.
In doing so, we promote good governance, seek happiness for the
public, and foster social harmony, thereby contributing more to
Hong Kong's enduring prosperity and stability.
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To promote the steadfast and successful implementation of “one
country, two systems”, President Xi Jinping has put forward “four
musts”: the HKSAR Government must fully and faithfully implement
the principle of “one country, two systems”; it must uphold the
Central Government's overall jurisdiction while securing the
HKSAR's high degree of autonomy; it must ensure that Hong Kong
is administered by patriots; and it must maintain Hong Kong's
distinctive status and advantages. These “four musts” serve as
the fundamental guidelines for implementing “one country, two
systems”. In his “four proposals”, President Xi called on the HKSAR
Government to further improve its governance, continue to create
strong impetus for growth, earnestly address people’'s concerns
and difficulties in daily life, and work together to safeguard
harmony and stability. The “four musts” and “four proposals” not
only set out a direction for the HKSAR Government's work, but also
provide our Office with a solid foundation and practical guidance
for setting priorities and objectives.

Strategic Focuses for Advancing
Good Governance

Upholding the spirit of innovation and reform, the Ombudsman has
led the entire office in gaining a deep understanding of national
affairs and studying and implementing the country’s key directives
to better align our daily work with and serve the country’s
overall development. Since assuming office on 1 April 2024, the
Ombudsman has championed three strategic focuses to improve
the quality and efficiency of public services to bring tangible
benefits to the public. Through active use of mediation, we aim
to resolve public complaints effectively and swiftly, strengthen
public administration, and address livelihood concerns. By easing
conflicts and grievances, we foster collective efforts to safeguard
social harmony and stability. To tackle systemic administrative
issues, inter-departmental coordination and cooperation are
promoted, ensuring more effective governance. We also vigorously
promote a positive complaint culture within the community,
encouraging the public to voice their opinions on social issues in
a constructive manner while urging government departments and
public organisations to serve the public with open-mindedness.
The three strategic focuses have achieved notable results, laying a
solid foundation for advancing good governance and improving the
well-being of the public.
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Bold Reforms, Harnessing Hong
Kong's Strengths to Serve the
Country

To carry out President Xi's “four musts” and “four proposals”, and
in alignment with the National 15th Five-Year Plan, this Office,
under the Ombudsman’s leadership, has introduced a variety of
innovations across different areas, leveraging Hong Kong's unique
strengths to serve our country’s development blueprint.

Firstly, through the establishment of the Hong Kong International
Ombudsman Academy ("HKIOA"), we instil the concept of
“maladministration prevention” among officers in departments and
organisations to enhance governance. The Ombudsman expects
public officers to broaden their mindset and embrace innovation,
turning opportunities arising from national planning into tangible
development outcomes that benefit all sectors of society and the
general public and genuinely ease the hardships people face.

Secondly, the Outline reaffirms Hong Kong's distinctive advantages
and important role of having the strong support of the country
while maintaining unparalleled connectivity with the world. We
must harness Hong Kong's position as a “super connector” and
“super value-adder” in driving domestic and international dual
circulation. On the domestic front, we have been deepening
cooperation with cities across the Guangdong-Hong Kong-Macao
Greater Bay Area. The Ombudsman received training delegations
from the Yunnan Provincial Commission for Discipline Inspection
and the Shenzhen Municipal Commission for Discipline Inspection,
and met with the Commissioner Against Corruption of the Macao
Special Administrative Region (“Macao SAR"), to strengthen
ties and collaboration in overseeing public administration with
the Mainland and Macao SAR. At the invitation of the School
of Humanities and Social Science of The Chinese University of
Hong Kong, Shenzhen, the HKIOA visited the university and our
officers acted as keynote speakers at a serial lecture under
the course “Society and Public Policy in Contemporary China”,
where we shared our experience in promoting mediation and
inter-departmental collaboration, and encouraged a positive
complaint culture to improve governance and safeguard social
harmony and stability.
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On the external front, we capitalise on Hong Kong's unigue edge
of serving as a bridge between the Mainland and the wider
world under the framework of “one country, two systems”, and
continue to maintain close ties with international partners, seizing
opportunities for exchange and sharing of experience. Through the
HKIOA, we have established an international cooperation platform
and actively organised a variety of exchange activities, such as
online seminars, to promote cross-regional sharing of experience
and knowledge. In addition, the Ombudsman has actively engaged
in international affairs and signed bilateral memoranda of
understanding with various international ombudsmen to establish
long-term partnerships. In 2024, we invited ombudsmen and
institutions worldwide and representatives from international
bodies to Hong Kong for the International Ombudsman Summit.
Through these efforts, we seek to present to global audiences a
good story about Hong Kong under “one country, two systems”,
maintaining the city’s distinctive role and advantages on the
international stage, and highlighting its special standing — having
strong support from the motherland and close connection with
the world. Moving forward, we will advance these efforts and will
coordinate celebration of the Asian Ombudsman Association’s
30th anniversary while hosting the 27th meeting of its Board of
Directors at the end of 2026, to further strengthen collaboration
and ties with our partners.

Thirdly, the Outline reflects the Central Government's firm
commitment to implementing “one country, two systems”, with
safeguarding national sovereignty, security and development
interests as its highest principle. The white paper on “Hong Kong:
Safeguarding China’s National Security Under the Framework of
One Country, Two Systems” further underscores that national
security must be safeguarded throughout the entire process of
implementing “one country, two systems”, and that the power of
governing the HKSAR must remain firmly in the hands of patriots.
Since the enactment of the Hong Kong National Security Law five
years ago, the city has transitioned from chaos to order and is now
advancing from stability to prosperity. Led by the Ombudsman, our
Office stands firmly with the HKSAR Government in safeguarding
national sovereignty, security and development interests to ensure
Hong Kong's long-term stability and security.
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In full support of the comprehensive implementation of the
principle of “patriots administering Hong Kong", the Ombudsman
formed an election task force and led its members into the
community to promote the 2025 Legislative Council General
Election. He has also set an example by actively supporting and
participating in national security and patriotic initiatives, including
the Opening Ceremony cum Seminar of the National Security
Education Day, the National Security Legal Forum 2024, the 5th
Anniversary of Promulgation and Implementation of Hong Kong
National Security Law Forum, the Constitution Day Seminar,
the Seminar on Executive-Legislative Collaboration for Good
Governance and Better Future, the Chinese People’s Liberation
Army’s 98th anniversary celebration, as well as the military parade
and cultural gala in Beijing commemorating the 80th anniversary of
victory in the War of Resistance.

To deepen the commitment of all staff towards national security
education and inspire patriotic spirit, the Ombudsman invited the
Under Secretary for Security to our office, where he delivered a
briefing on the key points of the Hong Kong National Security Law
and the Safeguarding National Security Ordinance. With tireless
dedication, the Ombudsman has also led staff to visit the National
Security Exhibition Gallery, join a thematic briefing session on
“International Landscape and China’s Foreign Relations in 2025",
and visit the roving exhibition in commemoration of the 80th
Anniversary of Victory in Chinese People's War of Resistance
against Japanese Aggression. He firmly believes that with national
security safeguarded, society will continue to gain momentum for
development.
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The Outline is the blueprint and action agenda for the country’s
social and economic development in the next five years. The
HKSAR Government is formulating its first Five-Year Plan to provide
clear guidance for Hong Kong's socio-economic and livelihood
development. As a Special Administrative Region, Hong Kong must
adopt a macro perspective and think more deeply to fully grasp the
Outline’s strategic goals, and identify the significant opportunities
and responsibilities of integration into and dedication to national
development. The Ombudsman often reminds staff that beyond
their daily duties, they should actively consider how their work can
align with the country’s overall development. Staff are encouraged
to continue contributing to Hong Kong's alignment with the 15th
Five-Year Plan with a strong sense of responsibility and mission,
while embracing innovative thinking. Through seminars on the
spirit of the Fourth Plenary Session of the 20th Communist Party of
China Central Committee, and the white paper titled “Hong Kong:
Safeguarding China’s National Security Under the Framework
of One Country, Two Systems”, we have strengthened staff's
awareness and understanding of the need to ensure and secure
both the Central Government's overall jurisdiction and a high
degree of autonomy in the HKSAR.
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Forging New Frontiers, Making New
Strides

Looking ahead, with the robust backing of the National 15th
Five-Year Plan, the Ombudsman and our Office will fully support
the HKSAR Government in continuously boosting international
competitiveness, deepening global exchanges and cooperation,
and reinforcing Hong Kong's role as a bridge between the
Mainland and the world. We aim to drive high-quality development,
better integrate into and serve the country’s overall development,
and contribute Hong Kong's strength to building a strong country
and achieving national rejuvenation.
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Our strategy is to cultivate a solid base of experienced, competent,
loyal, proactive and self-motivated investigation officers and
support staff with strong integrity and commitment to the
motherland and Hong Kong through structured training and
internal promotion.

Workforce Enhancement and Office
Reorganisation

To optimise the use of human resources and control expenditure,
the Office has embarked on a phased reorganisation plan since
April 2025. Following the flexible reallocation of existing resources,
while keeping headcount unchanged and exercising stringent
control over operational expenses, the Office recorded a surplus
of nearly $7 million more than the previous year and an increase
in accumulated reserve of $16 million despite a slight decrease in
government provision this financial year.

The Office has streamlined the directorate structure from three-tier
to two-tier by freezing the vacancy of Deputy Ombudsman.
Instead, three Assistant Ombudsmen are appointed to head three
major divisions, namely the Complaints Investigation Division, the
Direct Investigation Division, and the Complaints Assessment and
Support Division.

To further step up direct investigation operations, the Direct
Investigation Division has been expanded from two to three
teams through internal redeployment without requiring additional
resources, while the Complaints Investigation Division has been
consolidated from six to four teams. In addition, the Office has
augmented the staffing of Complaints Assessment Team to
ensure prudent screening of each complaint. With more effective
use of technologies and equipment to refine our workflow, we
are also able to streamline the administrative and support staff
complement.

Furthermore, we have leveraged internal resources to establish
the Hong Kong International Ombudsman Academy, without
seeking additional funding from the Government. The relevant
work are carried out by existing personnel alongside their routine
duties, embodying the principle of simplicity that “implementing
new initiatives without the need for additional manpower”.
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Training and Development

As at 31 March 2026, we had a staff complement of 122.

3% BERAR
Directorate

72% BEAR
Investigation Staff

25% . THEREZEAR

Administrative and Support Staff

We are dedicated to enhancing our professional capacity and
fostering a culture of continuous learning by providing diverse
training and development opportunities. In alignment with our
strategic focus on wider use of mediation in resolving public
complaints, we have stepped up training and support in this area,
significantly increasing the number of training places on mediation
courses and fully sponsoring investigation officers for their tuition,
examination and accreditation fees.

At present, all our investigation officers have completed essential
mediation training, with 96% having pursued advanced training
and 7% having attained professional accreditation as mediators.
Moreover, two of our officers have further attained international
accreditation as seasoned professional mediation coaches. In
the performance appraisals of investigation officers, mediation
performance and results will be taken into account as a key
criterion for consideration of promotion.

Induction training and tutoring scheme are also in place to
help new investigators settle into their roles. We facilitate staff
participation in online and classroom-based management and
vocational training programmes to broaden their knowledge and
professional skills. Our staff also enrol in online conferences and
webinars hosted by overseas ombudsman institutions, where they
can learn from international best practices in complaint handling
and share experience with peers from different countries and
regions.
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We are resolute in upholding the principle of “patriots
administering Hong Kong". Actively encouraging the participation
of all staff in national security training, we aim to strengthen their
sense of patriotism and responsibility in safeguarding national
security. The Ombudsman gave wholehearted support to the
eighth Legislative Council General Election held on 7 December
2025, spearheading an Election Task Force with his colleagues to
launch promotional campaigns and encourage all public officers,
their families and members of the public to fulfil their civic
responsibility by voting. The Office also backed the Government's
call for measures facilitating staff’'s exercise of voting rights.
Together, we seek to build a stable, prosperous society bearing
allegiance to the motherland and Hong Kong.
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In August 2025, the Ombudsman led a group of over 70 staff
members (including all directorate and chief investigation officers)
to visit the “Remembering History Cherishing Peace” roving
exhibition, organised by the Hong Kong Ta Kung Wen Wei Media
Group in commemoration of the 80th anniversary of Victory in the
Chinese People’s War of Resistance against Japanese Aggression
and World Anti-Fascist War. In September 2025, the Ombudsman
was invited to attend the commemorative activities of the same
anniversary in Beijing, while our staff in the Office witnessed together
the robustness of national development through a live broadcast
of military parade. Later that month, a special tea gathering was
arranged in celebration of the 76th anniversary of the founding of
the People’s Republic of China. Moreover, we actively participated
in thematic seminars on national and Hong Kong development,
including a seminar in October on Executive-Legislative Collaboration
for Good Governance and Better Future, and another one in
November on the spirit of the Fourth Plenary Session of the 20th
Communist Party of China Central Committee, both via video link.
These seminars enabled our staff to gain a more comprehensive
understanding of and further strengthen their sense of national
identity and patriotic spirit, thereby uniting efforts to contribute to the
development of the HKSAR.

Annual Report of The Ombudsman 2025/26

91



92

%+% Chapter 10

R EBIT L
Our Office

dESh, RFEF2025F 10 Ak 108 A R ATER
M, SiBHhRARBFEEERRITTRX LT
RELE. ATTBRFREDOEBTHEI, LA
RRAENER K RER. SRR NN L XEHIA
R, FRAFNERERE L FL88E, TR
BERIEERW MG, RRETEFERL2H
3T, RIDAEMEE, MAERKRAR, #Iit
2GS RAERAL,

RENFITHRE

NEFERM AR MM TERR, HBIEAR
HMRIR. BFRREFREARR, RESRARE R
mREHIRS, EF, REBMMCRELIRAIFRS
HRAE, REAEARBALETRMBIF, AFHLE
NMRERE, BFHTTENERTIE dEHK
FHRERTHEDIRMTR, ABEMREE &N
HENEM, REINBEMFMBRKIBER, XWTEN
NRENRREBHIEENER, MUBREARE
REFEE, TMBRXHREEFF, ARTER

=
HEo

HifFE R 2025/26 £

In October 2025, our delegation of ten staff members attended a
national studies course in Hangzhou. Coordinated by the Liaison
Office of the Central People’s Government in the HKSAR and
organised by the Zhejiang Institute of Administration, the course
aimed to enrich our colleagues’ understanding of the development
strategies, construction of the rule of law and history and culture
of our country, while offering an in-depth study of President Xi
Jinping's thoughts on the rule of law. After completion of the
course, the Ombudsman encouraged staff to apply what they
learned and diligently fulfil their responsibility in safeguarding
national security, with a view to enhancing governance
effectiveness and promoting Hong Kong's integration into national
development. These efforts would foster social harmony and
improve people’s livelinood.

Optimising Internal Administration

We keep under constant review our resource allocation and work
priorities, exploring more cost-effective ways to serve the public
by consolidating internal resources, streamlining procedures
and applying technologies. In particular, our internal workflow
for processing complaint forms has been enhanced to address
public complaints more effectively. We attach great importance
to records management and conduct a stringent stock-taking
exercise annually. The stock-taking exercise has been completed
smoothly over the past years, with each case file checked
meticulously and verified as intact without any missing data. The
exercise is of paramount importance to our records management
system. It not only allows us to retrieve records more effectively
but also ensures the preservation of complete and reliable
information.
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Employee Wellness

We care for the well-being of our staff and have implemented
an Employee Wellness Programme, which offers coaching and
counselling to help our staff achieve personal and professional
growth. Throughout the year, several staff wellness workshops
were organised to empower them to meet challenges in careers
and daily lives with a positive mindset.

In support of the Government's seasonal influenza vaccination
programme, we arranged vaccination services for staff members
as the influenza season approached. The Ombudsman led by
example and received the vaccine on site, while our colleagues
also participated enthusiastically. The initiative underscored our
commitment to public health and disease prevention, safeguarding
the health of staff and their families, and reducing the risks of
transmission in the workplace and the community.
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(ERIFERFEA) MR-

List of Scheduled Organisations

ENE D - B (E397F) MR 151 2BFTHI BT EBI) RE ST R HEED
Part 1. Government Departments Listed in Part 1 of Schedule 1, Cap. 397 in alphabetical order
BRI Government Department f&i#% Abbreviation
BRERTEE Agriculture, Fisheries and Conservation Department AFCD

EDENMES KE NAEERS All registries and administrative offices of courts and JA

HEAL B E IR AN AT B AL tribunals for which the Judiciary Administrator has

responsibility
BINE Architectural Services Department ArchSD
HitE Audit Commission Aud
= F7 5 BhRA (B 3R] Auxiliary Medical Service (government department) AMS
EFE Buildings Department BD
BT 451t 4k Census and Statistics Department C&SD
BT 2RSS (BAFERT) Civil Aid Service (government department) CAS
Efnab Civil Aviation Department CAD
TARIREREE Civil Engineering and Development Department CEDD
RNARNEMAL Companies Registry CR
EHE Correctional Services Department CSD
BEEXR Customs and Excise Department C&ED
DEE Department of Health DH
I A] Department of Justice DoJ
REE Drainage Services Department DSD
W TESE Electrical and Mechanical Services Department EMSD
INERIPE Environmental Protection Department EPD
EB Ak Fire Services Department FSD
BYIMET LS Food and Environmental Hygiene Department FEHD
TBRKEDRELFE General Office of the Chief Executive's Office CEO
BT k1T ARSSBA Government Flying Service GFS
B 56 P Government Laboratory GovtLab
B nRS 2 Government Logistics Department GLD
B~ Government Property Agency GPA

HifFE R 2025/26 £
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CRIFEREZM) MREAFIHA— KT
List of Scheduled Organisations

Government Department

&%k Abbreviation

BE S8 Government Secretariat GS
L EEI IR N NS — Chief Secretary for Administration’s Office €SO
- WS RIRIKADRE — Chief Secretary for Administration’s Private Office CSPO
- NEREESR — Civil Service Bureau CSB
- BAESKEFTRER — Commerce and Economic Development Bureau CEDB
- BHNENHESB — Constitutional and Mainland Affairs Bureau CMAB
- AR E Rk - Culture, Sports and Tourism Bureau CSTB
- RER - Development Bureau DEVB
-HE R - Education Bureau EDB
- INERAESR - Environment and Ecology Bureau EEB
N GIGIR YN - Financial Secretary’s Office FSO
- WHARIKFADRE - Financial Secretary's Private Office FSPO
- MAREERESB — Financial Services and the Treasury Bureau FSTB
-EETER — Health Bureau HHB
-RBEEEFESH - Home and Youth Affairs Bureau HYAB
-BER - Housing Bureau HB
- BIFT R R Tl & - Innovation, Technology and Industry Bureau’ ITIB
- FLERMNE - Labour and Welfare Bureau LWB
- BEAIRKDAE - Secretary for Justice’s Office SJO
- RELH — Security Bureau SB
— EZHREYREB — Transport and Logistics Bureau TLB
BIE Highways Department HyD
RBESEE Home Affairs Department HAD
BEBRXE Hong Kong Observatory HKO
FEE Housing Department HD
=R Immigration Department ImmD
BT £ 18 4k Information Services Department ISD
B Inland Revenue Department IRD
A=A E Intellectual Property Department IPD
KR =E Invest Hong Kong InvestHK
NEREENRAFERRS MG Joint Secretariat for the Advisory Bodies on Civil Service  JSSCS
BREASBRAE WP and Judicial Salaries and Conditions of Service
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CRIFEREZM) MRAFIPA— K
List of Scheduled Organisations

Government Department &% Abbreviation
75 LAk Labour Department LD
T HFAF AL Land Registry LR
Ho S E Lands Department LandsD
EEEEE Legal Aid Department LAD
BERENXMHESE Leisure and Cultural Services Department LCSD
=L Marine Department MD
BUESEERRNAE Office of the Communications Authority OFCA
WreERE Official Receiver's Office ORO
Hx= Planning Department PlanD
R E Post Office PO
BEEBE Radio Television Hong Kong RTHK
Z 1ol EmNE Rating and Valuation Department RVD
12 F AL Registration and Electoral Office REO
e EFE Social Welfare Department SWD
TIRS=Z Trade and Industry Department TID
EHE Transport Department D
E&E Treasury Try
REHERPEZE RSP LA University Grants Committee, Secretariat UGCS
KEE Water Supplies Department WSD
TEERRBE R F A RN E S AL Working Family and Student Financial Assistance WFSFAA

Agency

E2E 5y - B (8B397F) MR 1AATIAENM
Part 2: Public Organisations Listed in Part 1 of Schedule 1, Cap. 397

Public Organisation &% Abbreviation
2R SCIRB Accounting and Financial Reporting Council AFRC
MZEBE Airport Authority AA
= J7 F BN (AERRAFEBI7)) Auxiliary Medical Service (non-government AMS

department)
RAZ RS (FEBTFEBIT]) Civil Aid Service (non-government department) CAS
TEEEERS Competition Commission comC
HBEEZERS Consumer Council cc
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CRIFEREZM) MREAFIHA— KT
List of Scheduled Organisations

Public Organisation

f&# Abbreviation

ERBEIE Employees Retraining Board ERB
FEHLSERS Equal Opportunities Commission EOC
ERIBRER Estate Agents Authority EAA
BRBZARER Hong Kong Arts Development Council HKADC
EREEZRS Hong Kong Housing Authority HKHA
BEBEEMS Hong Kong Housing Society HKHS
BEETREER Hong Kong Monetary Authority HKMA
BERRBZIRER AR Hong Kong Sports Institute Limited HKSIL
EREE D Hospital Authority HA
RELEE B Insurance Authority 1A
AW - VNG Kowloon-Canton Railway Corporation KCRC
SESMWBAL Legislative Council Secretariat LCS
BHIENTIREITRERER Mandatory Provident Fund Schemes Authority MPFA
MAREILRE R Privacy Commissioner for Personal Data PCPD
W EEWILER Property Management Services Authority PMSA
S RBGEESHEREZRAS Securities and Futures Commission SFC
HEEEZHRIEZB The Hong Kong Examinations and Assessment HKEAA
Authority
R Y E B Travel Industry Authority TIA
TXEEG Urban Renewal Authority URA
B IR /5 Vocational Training Council VTC
AAXEXERR West Kowloon Cultural District Authority WKCDA

&P (£397%) fiR1 B 280 PR FIAAY

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

HLA Organisation f&i#% Abbreviation
BB HEEZRRA Hong Kong Auxiliary Police Force HKAPF

BEBERZL Hong Kong Police Force HKPF

BREBAZE Independent Commission Against Corruption ICAC

NEANHAZ RSWwPab Secretariat of the Public Service Commission PSC

ET
Note 1.
Bureau.

QR BERFERDAERBUFEE R T E,
The Innovation and Technology Commission and the Digital Policy Office are under the Innovation, Technology and Industry
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X ERIFAFIRENAE

BT AENER

Circumstances where Complaints are not Followed up or

Investigated

TEHIFT RFENTS) - BBENE

397 EMiR 2

Actions not Subject to Investigation — Schedule 2, Cap. 397

Rz, B skEERX 5
THKERBELMTTS
TBRRETER DR FEIL
BUF X fh 7. R RS

R SR IEEARRTE
CEHEENEE

AEHTENER

B RISk B+ AN 25 SRR TE
SC(RAERRWE, & R e <)
BREITH

FEHMPERN. BRESLIBERLEMR
B3 Lk R B E AT 1T M REREVTT 30

O 00 N O~ U BW N -

N
(@]

1.
2.

0 ® No ok

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

HERIFRIRS -

EBEHEE 397 FE 10

(1) %

Restrictions on Investigation of Complaints — Section 10(1), Cap. 397

FHIFAXN BHIFEME XEB 24D A
RIFRERERD

BHIFATMIRAIZE T & T

R IFRREIZREMNATRELRERED
HIFARBIFFMSEBHLEMRXR
RIFABRARBERIEFRE EIFHT K
IR

oo kWwWN -

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

RIFT AARETERTRENER - BEEHIZE 397 B 10Q2) &
Circumstances where The Ombudsman may Decide not to Investigate —

Section 10(2), Cap. 397

1. UETEEEMERBTNER, MERERT

TITHER=H 28k
2. HIFXFHTRENE
3. HFEEBELH. TERWKIFEREED

4. REMEAMERBE (I RZREIE
&, FOSHIERRTTE), SHBAIFARER
BENL)

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)

HifFE R 2025/26 £




M3 Appendix 3

NMREF
Caseload
BREFE
Reporting year’
23/24

=i Enquiries 8,134 8,211 8,599 9,279 8,851

Bif Complaints

(@) ALEHRIFNR (a) For processing 5,487 4,984 4,979 5,951 5,626
— ERH SR - Received 5,167(28] 4,402[53] 4,351[146] 5,357(233] 4,934[140]
-HEEEEA - Brought forward 320 582 628 594 692

(b) EXAHEBIFIR (b) Completed 5,012[22] 4,664[52] 4,397[151] 5,323[254] 5,032[135]
CHRHEHER Pursued and concluded 1,591 1,655[4] 2,053[8] 2,558[138] 2,739[102]
—RBENFER - By inquiry? 400 1,060[4] 1,771 2,112[119] 2,432(102]
—Z2ARERER - By full investigation® 46 40 95[7] 141[16] 92
—ZIBRALER - By mediation* 1,145 955 187[1] 305[3] 215
AWEHER Assessed and closed 3,421[22] 3,009[48] 2,344[143] 2,765[116] 2,293[33]
- R RO BERHE - Insufficient grounds to 2,247012) 1,805[32]  1,470[110] 1,787[85) 1,171(6]

pursue®

— ZEBIFR A EEE - Legally bound® 1,174[10] 1,204[16] 874[33] 978(31] 1,122(27]

(c) EXRMEFARESL () Percentage 91.3% 93.6% 88.3% 89.5% 89.4%
= (b)/(a) completed = (b)/(a)

(d) #IRTEE= (a) - (b) (d) carried forward 475 320 582 628 594

= (a) - (b)
BN EDRETHHRE Direct investigation 10 8 10 9 8

operations completed

systemic flaws, etc.

Not pursued and closed under section 10(2) of The Ombudsman Ordinance.

S

Number of secondary topical complaints.

Annual Report of The Ombudsman 2025/26

Pursued under section 11B of The Ombudsman Ordinance, for cases involving no, or only minor, maladministration.

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

AR

1. BB8F4A1HEZRF3A31H,

2. WREMHIFTAKIDBENAZRAN —RERNIE,

3. BE(HFEARIDENRFRHANRERMNE, BPAlay KT EMITBURSE, TR LRSS,
4. WREBE(RIFTAXOIDENMBRIBHMNE, YR TP RITEREY, RS REMAOITEREH,

5  RE(RIFEAEKODFEI0QEM A FRIHEEEZNNE,

6. RIFBCRIFERARM)ESFBHAZBIMMCEE, HEE10()ZARTFIFE,

[1 RTBTREXXTERFMNENENHE.

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,
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BIREREAEERNHIFNIR

Complaints Received and Complaints Pursued & Concluded

BT RAA

E1E5 - BUFEI

BEMERIF
NRH%E

No. of
complaints
received

Department or organisation

Part 1: Government Departments

BREXFRIFHS
in alphabetical order

(=F:5E
SR ERIR
NEHAB'
No. of
complaints

pursued and
concluded®

BREATEE Agriculture, Fisheries and Conservation Department 56 13
ZIRE Architectural Services Department 14 5
(= 57 B BARA Auxiliary Medical Service 1 1
EFE Buildings Department 302 182
BT g1t 4k Census and Statistics Department 3 0
ERZ 2RS4k Civil Aid Service 2 0
E A4k Civil Aviation Department 7 0
TARIREREE Civil Engineering and Development Department 22 8
RRNEMAL Companies Registry 13 2
EHZE Correctional Services Department 30 1
EVENEES Customs and Excise Department 45 0
DEE Department of Health 71 18
A Department of Justice 11 0
BFBERDRE Digital Policy Office 34 16
REE Drainage Services Department 25 13
HEBTIEE Electrical and Mechanical Services Department 26 6
INBIRIPE Environmental Protection Department 56 16
SEB AL Fire Services Department 45 6
RYPINETDAEE Food and Environmental Hygiene Department 428 237
TBRKEDRELSE General Office of the Chief Executive's Office 9 0
BTS2 Government Logistics Department 5 0
BTl 2 Government Property Agency 10 3
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ZEIRERHAHLERNPIFIR
Complaints Received and Complaints Pursued & Concluded

S R#H
EB IR ZRNPIRF
NRHE MREB

No. of
No. of complaints
complaints pursued and

IR AN Department or organisation received concluded’
BE S8 Government Secretariat
o IR NS — Chief Secretary for Administration’s Office 4 0
—NERAEEH — Civil Service Bureau 14 0
— RS EEFERER — Commerce and Economic Development Bureau 3 1
— BHRAESE — Constitutional and Mainland Affairs Bureau 5 0
— AR E MR S — Culture, Sports and Tourism Bureau 9 0
— KRB - Development Bureau 15 1
—HER — Education Bureau 114 14
—EBRESRE - Environment and Ecology Bureau 3 1
— BRI R KDAE — Financial Secretary's Office 3 0
—MREENES B — Financial Services and the Treasury Bureau 2 1
—EZTAR — Health Bureau 9 1
-~ RBEEFESH - Home and Youth Affairs Bureau 4 0
—FER - Housing Bureau 21 3
—OFRIEETUE - Innovation, Technology and Industry Bureau 3 1
— HLRENR - Labour and Welfare Bureau 7 0
—REZH - Security Bureau 5 0
— ZHRERYRE - Transport and Logistics Bureau 7 0
HIE Highways Department 81 32
REESEE Home Affairs Department 122 41
BBRXE Hong Kong Observatory 8 0
BBERAI Hong Kong Police Force 109 0
FEE Housing Department 508 258
AIEEEAL Immigration Department 196 14
BT 3 () 4k Information Services Department 1 0
B Inland Revenue Department 90 47
BIFRIE Innovation and Technology Commission 23 11
SR NE Intellectual Property Department 1 0

Annual Report of The Ombudsman 2025/26 101



MiZ4 Appendix 4

ZERECRHAHAERNPIRNR
Complaints Received and Complaints Pursued & Concluded

2Rt H
ERN IR SERINEAIR
MNRHKE NRHA"
No. of
No. of complaints
complaints pursued and
EBIIR AN Department or organisation received concluded’
B ERS Judiciary Administrator 27 1
o T4k Labour Department 104 9
T HEM AL Land Registry 4 0
K EE Lands Department 202 74
EEEDE Legal Aid Department 37 7
BEREXNHERE Leisure and Cultural Services Department 179 76
EELL Marine Department 10 0
BNEZSEERNIAE Office of the Communications Authority 24 2
W EIRE Official Receiver’s Office 11 0
SBIE= Planning Department 17 2
B E Post Office 37 11
BEXEBE Radio Television Hong Kong 4 0
=l EmnE Rating and Valuation Department 23 7
Pl [ Registration and Electoral Office 9 0
HoEHE Social Welfare Department 125 37
TIR5E Trade and Industry Department 12 3
s Transport Department 291 84
FESE Treasury 3 0
REHBERBZE RSP AL University Grants Committee, Secretariat 1 0
IKEE Water Supplies Department 105 58
FERERSERBIESL Working Family and Student Financial Assistance 30 7
Agency

F28y . NEHH Part 2: Public Organisations
ST RWMESCHRE Accounting and Financial Reporting Council 1 0
NAERER Airport Authority 20 4
SEEZERS Competition Commission 1 0
HEEZAS Consumer Council 39 1
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Department or organisation

Ff 4

Appendix 4

ZERERHHAERNVPIRNIR
Complaints Received and Complaints Pursued & Concluded

EB IR
NRHE

No. of
complaints
received

2Rt H
SR RIR
NEHKAB"
No. of
complaints

pursued and
concluded®

rRBEIIE Employees Retraining Board 14 1
FENSRRS Equal Opportunities Commission 20 0
WERIEBER Estate Agents Authority 10 3
EBRZAREER Hong Kong Arts Development Council 2 0
EEEEZAS Hong Kong Housing Authority 16 4
EBEBEMNS Hong Kong Housing Society 33 13
ERETHEER Hong Kong Monetary Authority 44 1
BB BEZRER AT Hong Kong Sports Institute Limited 2 0
EREER Hospital Authority 202 31
BRBRAZE Independent Commission Against Corruption 5 0
IRE L s B B Insurance Authority 17 5
BEE NS REIE B Mandatory Provident Fund Schemes Authority 281 137
NS N =Sl Privacy Commissioner for Personal Data 24 1
Pl BB A B Property Management Services Authority 77 40
ARt ERILRE RS Securities and Futures Commission 33 1
EaZ2W kB The Hong Kong Examinations and Assessment 9 2
Authority
IR E B Travel Industry Authority 17 4
TXEES Urban Renewal Authority 30 6
O )I4k f Vocational Training Council 20 6
AAXHXEER West Kowloon Cultural District Authority 2 0
H fth 452 Other Organisations? 419 0
&ait Total 5,167 1,591
AR

1.
2.

BIEE E—NEERE|, BEREES AR HERNBIFNER,

"HABALA R ECR IR R

Notes:
Including the complaints received in the previous year but pursued and concluded in the prevailing year.
“Other Organisations” are organisations falling outside Schedule 1 to The Ombudsman Ordinance.

1.
2.

AP IR AEINA,
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X5

LENMAREZNBRIFNRS
Results of Complaints Concluded by Inquiry

NE R

F1HD © BUFEIN

R&ERS N
SZRM IR
NRHKE
No. of
complaints
concluded
by inquiry

Department or organisation

Part 1: Government Departments

BREXFRIFHS
in alphabetical order

EMARK
HRE 24

RS

Cases with
inadequacies
or deficiencies
found

BREARTIEE Agriculture, Fisheries and Conservation Department 4 1
ENE Architectural Services Department 1 0
BEFE Buildings Department 47 1
TARIEHREE Civil Engineering and Development Department 3 0
NAEMAL Companies Registry 2 1
DEE Department of Health 3 0
MEBRRDAE Digital Policy Office 5 0
REE Drainage Services Department 4 0
W TIEE Electrical and Mechanical Services Department 2 0
INBRIFE Environmental Protection Department 2 0
S BA &b Fire Services Department 1 0
BYINE AR Food and Environmental Hygiene Department 61 1
BT 2 Government Property Agency 1 1
BT B3 Government Secretariat
—BERATFTERER — Commerce and Economic Development Bureau 1 0
—RER — Development Bureau 1 0
—HER - Education Bureau 5 0
—ERESH — Environment and Ecology Bureau 1 0
—EXIER — Health Bureau 1 0
—FER - Housing Bureau 1 0
BEE Highways Department 6
REESLEE Home Affairs Department 8 0
FEE Housing Department 55 4
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DERGXERNRIFNIRER
Results of Complaints Concluded by Inquiry

N&EREN RIBFEREK
SRR RN
NEHE HIANZR
No. of Cases with
complaints inadequacies
concluded or deficiencies
I Department or organisation by inquiry found
5B Inland Revenue Department 1 0
BIFRIEE Innovation and Technology Commission 6 1
i EE Lands Department 10 2
EREDE Legal Aid Department 3 0
BEEREYIESE Leisure and Cultural Services Department 23 0
BNERZEERNIAE Office of the Communications Authority 1 0
MR Post Office 3 2
Z iyl ENnE Rating and Valuation Department 1 0
B E Social Welfare Department 13 0
TWRSE Trade and Industry Department 2 0
EHE Transport Department 28 3
KEE Water Supplies Department 10 1
FHUREE R FARBIESL4 Working Family and Student Financial Assistance 3 0
Agency
F28y . NEHH Part 2: Public Organisations

BRAREEI)E Employees Retraining Board 1
HERBYER Estate Agents Authority 2 0
EEEREZAS Hong Kong Housing Authority 2 0
BEEENS Hong Kong Housing Society 6 0
BEEERHEER Hong Kong Monetary Authority 1 0
ElREER Hospital Authority 13 1
RS E B Insurance Authority 3 0
BEIMEARSITREEB Mandatory Provident Fund Schemes Authority 13 1
MNANREFLRT R Privacy Commissioner for Personal Data 1 0
lERBIISE D Property Management Services Authority 15 3
EA R ESIUEER S Securities and Futures Commission 1 0
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HERAXERNRFIRER
Results of Complaints Concluded by Inquiry

HERGRK RIFRE
ZRNPIR FARZA
NRHE RS

No. of Cases with
complaints inadequacies
concluded or deficiencies

EBIIR A Department or organisation by inquiry found

EBFERANTZBD The Hong Kong Examinations and Assessment 2 0
Authority

Nl s & B Travel Industry Authority 3 0

TXEES Urban Renewal Authority 4 0

L IER B Vocational Training Council 4 1

&it Total 400 44
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M6  Appendix 6

ZLHBAEFEENNIREG
Index of Cases Concluded by Full Investigation

F1865 - BUTEBIT] REXFEITHES
Part 1. Government Departments in alphabetical order

B BB

NRRS FRIFEI Overall No. of recom-
Case no. Complaint conclusion mendations

BREARTFEE
Agriculture, Fisheries and Conservation Department

2025/1057 FEIREAE A & KRR KR P32 17

Delay in repairing a public toilet damaged by typhoon Substantiated

2025/1921 TEELIE B0 37K e L9 A & oK AL 0
Unreasonably refusing to resume water supply to a Unsubstantiated

public toilet despite installation of new faucets

2025/2010 THIEL R IF AR MR R RS RS EREERZINHE  #BOKZ 9
FR R A 20 L 7R B9 AR X
Unreasonably refusing the complainant’s dog licence Partially
applications and failing to provide clear information substantiated
about the supporting documents required for the
applications
BERE
Architectural Services Department
2025/1057 TEIR 4 B & KRR H) 322 AV 0

Delay in repairing a public toilet damaged by typhoon Unsubstantiated

BFE

Buildings Department

2025/2362 BRI FEBEMNERS =S AV 4
Failure to follow up the demolition order against Partially
unauthorised building works on a floor platform substantiated

2025/2363 HEIE BR 3t 27K [A) R iy Ava 5
Delay in handling a water seepage complaint Partially

substantiated

2025/2399 REZELERIFAREKEKIF v 5

Mishandling a water dripping complaint Unsubstantiated
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ZeHBPEREENINIRZRL
Index of Cases Concluded by Full Investigation

Bk ZEE
NERS RiFEI Overall No. of recom-
Case no. Complaint conclusion mendations
PEE
Department of Health
2025/0308 AR IR AT ML IR N RSB EMLUEAN  BPOKL 15
KW E
Delay in handling a complaint against a physiotherapist Partially
and failing to inform the complainant of the case’s substantiated
progress
BEBERDNE
Digital Policy Office
2025/2023 REEREEHIFARNKIRF BN v 0
Failure to respond to a complaint in a timely manner Unsubstantiated
2025/2399 REZELERIFARE KK SN AV 9
Mishandling a water dripping complaint Partially
substantiated
HlEE TEE
Electrical and Mechanical Services Department
2025/1057 R E A E NI E) E 2 DA 10

Delay in repairing a public toilet damaged by typhoon Substantiated

BYINREDER

Food and Environmental Hygiene Department

2024/2361 BREZERELSHEKRNE =S AV 10
Failure to properly follow up on a case of air-conditioner  Partially
dripping substantiated

2025/0618 RERZEN B R ERFEMSIBNEAE) TRIL 1
Failure to properly address illegal bicycle parking caused  Unsubstantiated
by rental shops

2025/1571 ALK EBARMBFEBHNRRELE 2y 6

Improperly handling a case involving illegal feeding of Unsubstantiated
feral pigeons by an elderly person
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ZeHPEREENINRZRL
Index of Cases Concluded by Full Investigation

BRI B E

NRES RiFEI Overall No. of recom-

Case no. Complaint conclusion mendations

2025/1935 REZERNAEATHER TR 5
Failure to properly address enquiries from a visually Unsubstantiated

impaired person

2025/2363 HoRE R 3t 2 7K [A) 2B pAL 5
Delay in handling a water seepage complaint Partially
substantiated
2025/2399 REZELIZRIFARERZI KL 5
Mishandling a water dripping complaint Unsubstantiated

BFEE — 2R
Government Secretariat — Housing Bureau

2025/1975 BRFBRABRMNBEERFARET LHEMALZIZET  BOKL 5
ERKA BN, AREBEAPEEREESZ AL BRL
i
Sending a mandatory window inspection notice to Partially
the complainant’s former correspondence address substantiated

registered with the Land Registry, which was no longer
valid, and only re-issuing the notice several months after
it had been returned

BRBE

Highways Department

2025/2929 REZERFEREIT A LA EE NIRRT BN 8
Mishandling a complaint about uneven and damaged Unsubstantiated
surfacing at a pedestrian crossing

RBEESFEE

Home Affairs Department

2025/0618 RERZENB R ERFRERMSIBMNEABR TR 13

Failure to properly address illegal bicycle parking caused Unsubstantiated
by rental shops
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ZeHBPEREENINIRZRL
Index of Cases Concluded by Full Investigation

BRI B E
NRES RIFEI Overall No. of recom-
Case no. Complaint conclusion mendations
BEE
Housing Department
2025/0847 RERMBHBIFALRNRENEF ZOLBEERRIF i 2
No proactive follow-up regarding the complainant’s Unsubstantiated
repeated reports of excrement found on the windows of
his public housing flat
2025/1701 RAR'BEFBRE BRET, RAKRAREEDDHRET TKIL 4
LERFFEBRTEEZNRRRE
Regarding declarations made under the Well-off Tenants  Unsubstantiated
Policy, staff failing to provide appropriate assistance and
improperly requesting a public housing tenant to sign an
incomplete declaration form
2025/2023 REEREE BHIFARNEKIRF TRIL 2
Failure to respond to a complaint in a timely manner Unsubstantiated
HhBUE E
Lands Department
2025/0618 RERZENB R ERAERSIBMEABR % 1
Failure to properly address illegal bicycle parking caused Unsubstantiated
by rental shops
EEEDE
Legal Aid Department
2025/3235 TEHEE R B IFARBRMFERRBRHITHTIFLE, 5 THRI 4

WEAERMBEIREHOEES

Unreasonable delay in disbursing the compensation to Unsubstantiated
the complainant following settlement with the defendant

in a personal injury claim for which the complainant had

received legal aid
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ZeHPEREENINRZRL
Index of Cases Concluded by Full Investigation

BRI B E
NRES RiFEI Overall No. of recom-
Case no. Complaint conclusion mendations
BERRXHNESE
Leisure and Cultural Services Department
2025/3333 RERMBH R IFAKETETIRRERLARIBE TR 11
eI

No proactive follow-up on a complaint against swimmers  Unsubstantiated
wearing indecent swimwear in the public swimming

pool
2025/3555 A EMIERIBHEKAOD IR |, IWARERTE TR 8
ggigggg? Unreasonable delay in providing heated swimming pool  Unsubstantiated
facilities, causing inconvenience to swimmers
EHE
Transport Department
2025/0439 AEREHBFEYESMCETEBALNR, AERALKKR MBHKZ 9
2025/0891 BIRIBEH
2025/1183 No prior notification to the public before relocating Partially
the toll point of a tunnel, and lack of transparency in substantiated
information dissemination
2025/0618 RBEENIE R ERE RS FAERENR AV 2
Failure to properly address illegal bicycle parking caused Unsubstantiated
by rental shops
2025/2929 B 2 IR AT AT BE AL BE T N S AR HR B9 3% 1 R 2
Mishandling a complaint about uneven and damaged Unsubstantiated
surfacing at a pedestrian crossing
KFE
Water Supplies Department
2025/2399 REZENIEBIFARBKER KL 5

Mishandling a water dripping complaint Unsubstantiated
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M6 Appendix 6

ZeHBPEREENINIRZRL
Index of Cases Concluded by Full Investigation

F285 . NEHM
Part 2: Public Organisations

BiRLL S B E
AEpE HiF =R Overall No. of recom-
Case no. Complaint conclusion mendations
EREERE
Hospital Authority
2025/0260 BERRYEMRSHERL RS HETARE DAV 12
Unreasonable deposit refund arrangements for assistive  Substantiated
device loan service
BHEIEARSITHEERR
Mandatory Provident Fund Schemes Authority
2025/2409 ReFHABETA L RENESHNFHRAN RRTE iy AV 10
M, AEORBEEEEXRF
eMPF failing to display the average unit price and profit  Partially
or loss of each constituent fund, and improper handling  substantiated
of relevant complaints
2025/2827 Re FLRLERIFATRANIERARMHREZENZS KL 16
1S, MEEEZSLBREAERNRIZF
eMPF delay in handling the withdrawal of the Substantiated
accrued benefits of voluntary contributions upon the
complainant’s retirement and improper handling of
relevant enquiries and complaints
2025/2837 MEFAREZENERRSEREE B RBRRENALN  BOKIL 16
BiE, MABEYENEXENR
eMPF improper handling of MPF contribution statements  Partially
and an application for changing the authorised substantiated
representative, and failing to respond to relevant
enquiries in a timely manner
2025/3078 REFBRVEFARAKS R EIKEEAENEE KL 14
Eif
eMPF having taken too long to vest the mandatory Substantiated
contributions in the employees’ accounts, and failing to
give timely replies to enquiries
2025/3292 MEHMZNIEROE B EERFIRRMEEMNEER, K BOKZ 11
REHREIREI
eMPF delay in processing the instructions of voluntary Partially
contributions and withdrawal of accrued benefits, and substantiated

HifFE R 2025/26 £
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NRIRS
Case no.

2025/3322

M6  Appendix 6

Ze2HBERERNIRRS

Index of Cases Concluded by Full Investigation

RIFEI
Complaint

RE Z R HIRAE B R HR BRI R Z

eMPF improper handling of mandatory contributions and
related documents during transition period

BRI
Overall
conclusion

BIHE
No. of recom-
mendations

NRIL 4

Unsubstantiated

2025/3509

L ER W KER

e HRELZELNEIEHRIUIER RN NBRREAEN
mARIE

eMPF improper handling of an application for
withdrawing accrued benefits on the grounds of early
retirement during the transition period

Property Management Services Authority

2025/0407

() ZBERNEEHBEE A RNRIFREITE (KAL) ;
LA K2

() HEBEZEREERIFARIFNAEHRERNER (B HK
)

(1) Failure to follow up on a complaint against
the management company of a shopping mall
(unsubstantiated); and

(2) Failure to give the complainant a substantive reply
on the progress or outcome of investigation (partially
substantiated)

TRIL 4

Unsubstantiated

B AT 14

Partially
substantiated

2025/1967

() R FEREE BIFATLERE QBRI (K
)

(2 MEREEREEAEHE,
#iF (BR3L) : AR

() MESBERHENRINAMRMBIESH (TRIL)

(1) Delay in investigating and responding to a
complaint against a property management company
(substantiated);

(2) Failure to give any substantive updates on the
investigation progress in the interim replies, merely
reiterating that the complaint was being followed up
(substantiated); and

(3) Failure to provide the case officer's name
and telephone number in the interim replies
(unsubstantiated)

REE MR REAERE

=N AV 10

Partially
substantiated
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MiZ7 Appendix 7

= B e Sl
Examples of Improvement Measures

NEREHBERWAT KBS BATER: Our recommendations fall into the following categories:

BIEEBMIES, EEFE N —HMBYE (
SR TR A AL 2 HE

—
=

guidelines for clarity, consistency or efficiency in operation
incentives to foster inter-departmental co-ordination
and arrangements for enhancement

—
)
=

A
S
&
=
=)

(3) IEAETRBMSRIFAEE (3) measures for better public enquiry or complaint handling
@) BERFRS®EE (4) measures for better client services

(5) MMREHE KE Hl&VIE e (5) measures for more effective regulation or control

(6) TS EIEMIANE A F Uk 5% (6) clearer and more reasonable rules and charges

(7) AR E &R AE S a0 /L (7) clearer and more timely information to the public

(8) MnsR R TEEI (8) enhanced training for staff

©) Hfh 9 others

1807« I I RANEEABH#{TEHRETTE D RN EE L)

Part 1: Examples of Improvement Measures Introduced by Departments and BE TR INFHES
Organisations Following Our Direct Investigation Operations in alphabetical order
WA (DNRYRS) BERE £
Oorganisation (Case reference) Improvement measures Category
EFE FLUEKRES o IIMABREMNLELSDFIE, EFEHIITANERLIER EE (5)
Buildings Department (“BD"), fr, HMBERBEFIAENTHERNR
Labour Department (“LD") & In respect of the disciplinary system for registered
Development Bureau (“DEVB”) contractors, BD established processing time indicators and

strengthened the monitoring of convicted cases referred by
"B IE W BR AL 22 4 K 2 R A LD

HE"

“Government’s Regulation of s EFBREARHLELNHHETHES—NEN, HEAER (5
Occupational Safety and Health EEERDAMRNEHEEARSERIEEANT IEZS

in Construction Industry” 517, RENURSEST

(D1/464) BD tightened one of the criteria for taking disciplinary action

against registered contractors by lowering the threshold
from conviction of five to four site safety offences relating to
building works within a rolling period of six months

o FIAEA/NETANEITZ=RETRRIE, MBKERER (5)
BOMBEFTIE : HARSIABETEXFRAR, HEIFEAH
SEREEr3:10W unbrdnabiiibol )

LD applied small unmanned aircraft to assist in incident
investigation, evidence collection and law enforcement work.
Exploration of the adoption of speech-to-text technology

is underway to assist in statement taking and expedite the
issuance of statutory notices
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M e e L4l
Examples of Improvement Measures

W (NRERS) REHE e
organisation (Case reference) Improvement measures Category
o FIAMABIAIRNRSERAANTENEF, UEFEEZHR (5)

MR A RE RHE, HieKRl%eEEHTERKERN
HE, DATEEIEER B N#EITE RN ER IR

LD enhanced the information computer system and data
entry procedures for keeping the number and details of
construction sites reported under the statutory notification
mechanism, and for recording the dates of first inspection
by occupational safety officers to construction sites so

as to calculate the compliance rate of the first inspection
conducted within a specified timeframe

7 LAMEME & "B i@ 2.0" e AR R F g 22 RR i 9
B, REFRTEHITE XK E L SR RN B B KR
B 215 i

LD introduced “Safety Hints/Messages” to its website and

the mobile application of “OSH 2.0" to remind duty holders

to stay vigilant and implement safety measures when

conducting high-risk operations or operating mechanical

facilities
FLARAFUERFELZ S INGFIFIENE DA, AKER (5)

ENNMRSINE T ETFIREM ARG

LD increased manpower to inspect mandatory safety training
course providers, so as to monitor whether the course
providers and trainers comply with the approval conditions

RRBMATISTREGHIFHE, BfRARBNIETH (5)
ZR2IEFIRIZINED NS ARKEIHE " T2 D H"HIRE,
LREFINBENRENARBARENOIUEZELEENE

o

=

DEVB enhanced the tender evaluation system for public
works, including the introduction of a merit and demerit point
mechanism based on contractors’ past site safety records;
and tightening of the standards for calculating “safety
ratings”, thereby amplifying the disparity in the ratings of
contractors with better safety performance and those with
poorer performance

IS IR ERRER, RRBONVAE B EEW (5)
AMNARARER TR EEIOED, WEEMR

In respect of contractors on the approved lists for public

works, DEVB tightened the regulating threshold from

conviction of five to four site safety offences in any six-

month period
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M E SRl
Examples of Improvement Measures

A (N RRS) BEEHE %30

organisation (Case reference) Improvement measures Category

e KERBAEREBUNSHEISZSIENZEINLGEXK, HARE 9
WIS REFRENER, EIEZLAIENIHARSS
HARZ LI
DEVB shared the safety training requirements of public
works with the Construction Industry Council (“CIC"), with
CIC offering subsidies as incentive to promote such safety
training to site personnel of private works projects

o FIAREFEMREBINABNMME BRERTEAEREERF )
—MNARNEBINELE, HZRIARAXRRIE R
LD and BD enhanced collaboration on accident investigations,
including establishing communication within a month
following major incidents, as well as sharing information and
prosecution materials

TAEZE. RYMRIAE ("R DAZCHRBEERSMNTARKE, KERTEGEFRES (4)
"), EREER("EER") KA RN E SRIRS F K

BEZA (" AIELL) DH secured approval to relocate the Victoria Public
Department of Health (“DH"), Mortuary, increasing the Department’s body storage capacity
Food and Environmental Hygiene significantly to meet higher service demands
Department (“FEHD"), Hospital
Authority ("HA") & Immigration o RINBHH'BFEELH"LTIMIERMAXMEFE, #Hoi—ih 7)
Department (“ImmbD”) A IEZERS, AETRERBENELABEEXAFE
FEHD launched the “After-death Arrangements” thematic
"BUAT R A R S A S AR 5 website and its associated online platforms to promote one-stop
A HARS" digital funeral services, thereby facilitating the processing of
“Government’s Provision of Public formalities related to the passing of loved ones by the bereaved
Services Relating to the After-
death Arrangements” s EERKIAFLEAFEHBHFEN—AKBLTE, FH ()
(D1/472) FUER R IE R EEIEERZAIIRTESE

HA and DH are collaborating to promote a one-stop digital
platform for after-death arrangements. Preparation for
legislative and funding matters to expedite its implementation
is underway

s EERBIFINERERSHZR, HIEEREREITIIEMNBME (4)
| aeEREyii]
HA to assess the demand for mortuary services every six
months and increase body storage facilities in line with
hospital redevelopment plans

o EEREITEBIREARINEITILE. RAFHERE 8)
YHIEHBE 7]
HA enhanced staff capabilities in handling death records,
emergency incidents, and family communication through
various training programmes

o EERUENTXMREATBRSHE R, HENARAFRR (4)
HA to monitor the demand for death certificates and body
collection services, and deploy personnel resources as
needed
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M e e L4l
Examples of Improvement Measures

W (NRERS) REHE e
organisation (Case reference) Improvement measures Category
o ABALEHEABHFEKBL, HEBRFEITEMNRIKE (4)

RIM EARSS & RIER R TIE

ImmD is promoting the digitisation of procedures for
deceased persons and has commenced work on amending
legislation and applying for funding to develop an online
service platform

TAEE RINE. EERRARAIINEL A FLIExH (1
NERFSHONTEWR: DEFBFINEERSNEITR, HE
ERARKEERTIEAALRHEERES . RAESEH TR
WEASHFELHNG ; EE RS HELAR I & KA
1, NIRRT R 2 LEIHIREM LR T EILRS

DH, FEHD, HA and ImmD enhanced contingency measures
for public services relating to after-death arrangements:

DH updated its contingency plan for forensic services and
arranged regular drills for forensic pathologists and public
mortuary staff, FEHD established and regularly reviewed
contingency mechanisms for handling procedures relating
to the deceased; HA strengthened its mortuary measures
to address sudden surges in service demand, and ImmD
established an emergency response mechanism and
provided online death registration services

EER. BNERARARE DTS REZTHEES, AA 7)
ARPHRER TS At F L R IR

HA, FEHD and ImmD organised seminars and various

educational activities to explain information relating to after-

death arrangements

RINBRY FRELH RERKR) \ W IO BRTESHTETS (7)
Bk, EEREMUGRHILT SR RORARMEUR I, A
SETRERENMXHNEE

FEHD translated the "After-death Arrangements” flowchart

into eight ethnic minority languages and published it on

the thematic website. HA provided information on death
documentation and body collection on its website to support

the needs of different ethnic and cultural groups
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M E SRl
Examples of Improvement Measures

M (DNRGRS) RERE % 3
Organisation (Case reference) Improvement measures Category
BEEEEZRS ("BEL") o EEZE(ENEZ2HNITIX) 2SS TN E L EMR - (5)
kEBEENS ("EH) 1M, MoERBF RGP E"HRBARMAREN L F
Hong Kong Housing Authority HRETREREEED L, BEFH"S P ER" £ HESEE,
("HKHA") & Hong Kong Housing ZooEBANAE LEERBEF HITEMR
Society (“HKHS") The Housing Department (“HD") (as the executive arm of

HKHA) to continue to perform regular land search on all
"HRITTEBRE TR TIE tenants of public rental housing (“PRH"). For applicants of
“Government’s Work in “take-over tenancy”, HD will require the applicants and his
Combating Abuse of Public family members to declare whether they own any domestic
Housing Resources” properties in Hong Kong. With the full implementation of its
(DI/468) Well-off Tenants Policy, HKHS to perform regular land search

on all tenants of PRH

o EEZEREMMTRRER, MEWBLIRR L BRI 8)
HIFYNRE, REMIEFZEFESBE XA RASKR
EiiEd
Depending on actual circumstances, HD and HKHS issued
email and gave training to their estate management staff to
remind them to stringently scrutinise declaration forms for
income and asset submitted by tenants

o FEZRoREMHITHESN, HETHEALERRNHARK 2)
HKHA and HKHS had joint meetings to share experience in
combating PRH abuse

o EEBE2024F12 ARESEIEMAXNRKITEREIE AR (8] (5)
1T, MEBRRERDHEITRIINNER, ZENRSAZSH
"BERREEREZA" R
HKHS has, since December 2024, gradually extended its
surprise home visits to non-office hours. Where a home visit
cannot be conducted despite several attempts, the case will
be followed up by the Housing Resources Management and
Operations Team

o EMMIRARHEXRITPENETRFER"RIFSH" M NA (8)
BAEI, BARIGTIENREHINERIEEKE R
HKHS provided training to its staff on investigation techniques
for home visits and the use of “eHome Visit” digital platform
to enhance the efficiency of home visits and record
management
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M e e L4l
Examples of Improvement Measures

W (NRERS) REHE e
organisation (Case reference) Improvement measures Category
o EEEBNZEMNETEARIMIILIRA SN EITHMEAN ©)

EOWRFRIEL, EHHEBMZSHRSEDE, IR R
AZ5Z2n" 2 WERAREX" 114

HD introduced awards for estate management staff who
proactively takes part in combating PRH abuse. HKHS
informed its services contractors that their staff can take part
in its “Report Public Housing Abuse Award” Scheme

BEEEMZENRETRS RV RS A DEHBOIONERLE (3)
BTG, URSHAIDZENRELRK

HD briefed its security services contractors and property

services agents on the skills for detecting PRH abuse and

shared with them relevant cases

FEEEENBRAERFEXIREKABENMSOR I, = (5)
5L EFEFIENMEERZ, EHEMED N E 1R

#l, PRI REZLERBEERSEZ B YL

Where the situation warrants, HD to enquire with the local

landed properties registries in the Mainland and Macao

whether PRH applicants or their family members own any

properties. HKHS established channels with some Mainland

authorities to verify whether PRH applicants have properties

for suspected cases

SESTF2025F6 ABRC2025F BE (B1T) & BIEZR), Erh (5)
BREKEBERRBITHRIZENG, BZoRALEERTEN

MRS AERFHIT B BER " RIRNEERFE RN N RES

IR

The Legislative Council passed the Housing (Amendment) Bill

2025 in June 2025, which, inter alia, extended the time limit

for prosecution of offence of false statements. As a result,

HKHA has more time to collect evidence of cases in which

the tenant is suspected to have made false statement in

declaration under the Well-off Tenants Policy

BN BE2025F9 AR IFEEEME" B BER", BRIt T (5)
2026 F FIRORZFZ2 A HEEWMEFS

HKHS has since September 2025 fully implemented its Well-

off Tenants Policy which is expected to cover all its tenants

by the end of 2026
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M (DNRGRS) RERE % 3
Organisation (Case reference) Improvement measures Category
BEZE o MBERANBNRELIE, HREZSEERSELHNEDE (5)
Housing Department (“HD") FATHE TIEIT T SUUEMR, HESEDETECIRIE R

Stepped up monitoring the follow-up actions taken by
"EEENALEIAEIE . &5 contractors, and undertook to consider stipulating key
SHE" performance indicators for contractors under their services
“Housing Department’s contracts and requiring them to report enforcement results
Management of Public Housing regularly
Estates: lllegal Parking”
(DI/478) s AEZEMEBAEL("ERD") MBAERA LN PEES (5)

BFRAIEGIT O, HENETR SRR ER R 3 E A B BIEB 2
B, HREZEHESNRRIAL

Undertook to consider compiling statistics and analysing the
records of written warnings against illegal parking issued

by the estate offices to facilitate their monitoring of illegal
parking by frontline staff, with a view to supervising staff and
reallocating resources where necessary

o EMBBEMNURRFRYEKMBENRHAITLHERNIER, N (5)
AMAREAITIBER T REAXLHERE LA RERAIT, ©
B4k A R BEE BUMEHIRITH
If the results of pilot use of CCTV surveillance and Internet
of Things sensors are positive, HD to proactively explore
expanding the pilot arrangement to more public housing
estates to facilitate effective detection by frontline staff of

illegal parking
o THBITHBHIELHSEERIRREBRSENFTIEL (8)
Uviibepr=all

Organised sharing sessions and training for the estate offices
and security services contractors regarding enforcement
against illegal parking from time to time

o KMIMBEAF, HENERBEARTEEREZELINIBAFIH 9)
FeE Sk EkIE I IR, NITIE LIEFS
Reviewed existing manpower and, according to actual
circumstances, explored any need to internally redeploy or
obtain additional resources for enforcement
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Organisation (Case reference)

BEZE
Housing Department

"EEENARETHER : K
K"

“Housing Department’s
Management of Public Housing
Estates: Air-conditioner Dripping”
(D1/481)

BEEHE
Improvement measures

M7  Appendix 7

M e e L4l
Examples of Improvement Measures

EFZITHERRS SR, BRIARRASHEKINE, & (5)
BRARNBAZERAEMEER " EHETEANBR " HWHKE. &
BEENRRIDIRERRNRER

To clearly stipulate in newly signed management service

contracts that in respect of air-conditioner dripping cases,

property services agents must submit a monthly report

detailing the numbers of advisory letters and Notification

Slips issued, the number of repeated cases and case brief of
unresolved cases

RIS KB KRN R TIEES], BEEAER NI (1
PR KA R IT200 80, AFERKIRE  ARTE
EEMBEERHITEE

Enhanced operational guidelines for handling air-conditioner

dripping cases, including running the air-conditioner for

20 minutes in the suspected flat to identify the source of

dripping, and conducting follow-up verification after issuing

advisory letters

N —FRET RS TRIENSIEHRIBLINLRINE T (©)
RV

Testing the performance of a lighter and more maneuverable
high-definition digital infrared night-vision camcorder

HFITTOHE, FREAREAZTRITHS ], BERERSR (8)
LK

Organised seminars for frontline staff to enhance their

understanding of the Marking Scheme, including taking

enforcement action against air-conditioner dripping
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M (DNRGRS)
Organisation (Case reference)

EEEREBEEMNS ("EBN")
Housing Department (“HD") &
Hong Kong Housing Society
("HKHS")

"LRE. B REFRIEARE
ERva: Dhres 3

“Government’s Arrangements for
Recovery, Refurbishment and
Reallocation of Public Rental
Housing Flats”

(DI/473)

HifFE R 2025/26 £

BEEHE
Improvement measures

BEEREHRBMEHFBHERERERVNER, HiE
1THEX TEHE S

HD and HKHS improved the procedures for recovering the
public rental housing (“PRH") units of deceased singleton
tenants and revised the relevant guidelines

BEEEREHNBZIRAGIMER- B EWE LG TIES
£

HD and HKHS strengthened staff training on recovery of flats
of deceased singleton tenants

BEEEMRAE T EMB TR E#HE L REZZE
HIAL IR

HD improved the procedures for handling cases involving
tenants’ failure to vacate and surrender their flats upon
expiry of the deadline prescribed in the Notice-to-Quit

EMRNAL R HEF BB ERMNMYRHOER, FHHEITHEX
T e85l

HKHS reviewed the procedures for handling items left in

the flats by previous tenants and revised the relevant work
guidelines

EMANERREMANEE (BEWERHEEEE. 1T
ZFEMANERMREMFERANRDEES), KEMELAGT
TS, WEBARERA SN TH, BERTHEEH
[E) 4 ER 5 A 2% A

HKHS tightened the flat handover arrangement for tenants
who have acquired other forms of subsidised housing

(such as purchasing subsidised sale flats, transferring to
other PRH units and other forms of subsidised housing) or
purchased private residential properties, including charging
an occupation fee for the period of extended stay

EiERE R A DEF TEEHNNR, RARFERETR,
LA R 51l 5E PR /2 M =R

HKHS shortened the timeframe for issuing refurbishment
works orders from 14 days to 7 days upon flat recovery, and
set up a two-tier monitoring mechanism

BEINNELIEENTE SRR RIFE, UINRIEHE R

YRR BT LAY (A)

HKHS improved the workflow and standards of refurbishment
works of vacant flats to speed up work progress and shorten
the refurbishment period

%50
Category

(1



A (MRS )

Organisation (Case reference)

HER B R ALXIE
Lands Department (“LandsD”) &
Planning Department (“PlanD")

ALK T S X A B &
REVHE"

“Enforcement by Planning
Department and Lands
Department against Unauthorised
Land Developments”

(D1/470)

M7  Appendix 7

M e e L4l
Examples of Improvement Measures

RERE e
Improvement measures Category

R S ERALIE + i B H R B RN R E MR L H#H 1T (5)
2ERIT (BREENREERE TMELMRELEANNEIERE

. WETRLRZERINRAIEFRE R R R IR1EKR %)

LandsD’s comprehensive review of the work priorities and

inspection work related to all kinds of non-compliance with

the law and lease conditions underway (including drawing

up factors for determining whether a case falls within the

priority category, setting time targets for enforcement actions

of the priority category and redeployment of resources, etc.)

S FENRF, RS9 XAMEXA R EIRBEAGIHIT (8)
WEIE

LandsD stepped up training to ensure that the relevant

staff in each district can perform the enforcement duties in
accordance with the prevailing mechanism

B EEANNB LR ERIRREHITHRELE, SPSMA (5)
s SR SR A K HhdE

LandsD's upgrading of internal land enforcement data system
underway, with a monitoring mechanism and relevant data

to be incorporated

HNBHRETFEE SR RTHLEOD AN REETBAHED (5)
FRIELMLA, BEEZRNBAELERSREMHHHE XN

2, HIRXENRITESE™FREE R

PlanD optimised the setting of timeframe for compliance with
statutory notices regarding repeated cases in breach of the

Town Planning Ordinance by covering more cases recurring

within a short period or repeated cases in conservation-

related land use zones and imposing a stricter compliance

period for such cases

HMNBE SN EBPRFEAFARRER, UNNHRE LE (5
PlanD alleviated the manpower shortfall through internal
redeployment to cope with the enforcement work

HRIFBLAFE S| A AT IE S REMRB D E E A AR (1
R

PlanD formulated guidelines on the procedures for handling
unauthorised development cases involving claims of change

in ownership

HRBF NI L RE RGO LEBRDNRERAKNBERE TIER 7)
R DARAARAIIAR

PlanD released information on unauthorised development

cases and PlanD’s enforcement in departmental website to

promote public awareness
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W (NRERS) REHE e
organisation (Case reference) Improvement measures Category
o HMNBEEFATHMUNE RE, BHENTEHMOBIINN )
R, BEIMMERKETHEEMERBIBAARSERN, NUE
EHER KD

PlanD upgraded its internal planning enforcement system
to incorporate relevant data of cases referred to other
departments as well as records of inter-departmental
collaboration or joint operations for monitoring and analysis

o BV TWEMBNG, HANEMEEERNNZHEZ KL @)
FEFOIIENA, SREBREMEITHMRINE; URABHNET
WERR A RBEANBIBLE 1730 hN5R @t 1A
A two-tier communication mechanism set up, including
establishing the working group on joint enforcement
operations co-led by the Assistant Directors of LandsD
and PlanD to enhance collaboration; and strengthening
coordination for individual joint operations among
professional grade staff

o FEKANETHEEHENEMNINVERITEMRR, FHIRZERR )
BHE, DAINRESEBI VBRI, MmiRAHTEEm AR A
Put in place screening criteria and prioritisation for cases of
joint enforcement operations, coupled with the establishment
of common database, to facilitate inter-departmental
intelligence sharing and enhance the effectiveness of
combating unauthorised developments

REREXEERE o MMEIRARMITEERERS WEZFTIEENXARIEXEF (8)
Leisure and Cultural Services =opz=ll
Department Strengthened staff training on enforcement of contract terms

of the "Permit to conduct the hire of bicycles business” and
"BRRM XA ES BB S ERET relevant procedures
PR35S 70 R Y 8 22 BH 2R E ) et

“Leisure and Cultural Services o MALRINEERBEERERSENSARINMERIES], HEH (5)
Department’s Handling of FE IR I A E BT LASE B B [ 5B N i i — B bR ot
Obstructions to Passageways by THE I

Bicycles Owned by Operators of Enhanced the relevant guidelines and formulated new

Bicycle Rental Services” guidelines for monitoring the performance of bicycle rental

(DI/475) service operators with examples of irregularities added, so as

to carry out enforcement work in a more efficient and fairer
manner in accordance with consistent standards

o WEEDARINEIE, FiXNEDMOMNESHNSE, H9H (5)
NEREERNBEFMHITANIESE 2B
Collected data on the performance of bicycle rental service
operators (especially their approach to complying with reminders
and warning letters) and included such information into database
as reference in approving new permits in the future
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A (MRS )

Organisation (Case reference)

MtemiE
Social Welfare Department

"SR E R AT RBE Y
FERRSS”

“Respite Services for Supporting
Carers of Elderly Persons and
Persons with Disabilities”
(DI/474)

M7  Appendix 7

M e e L4l
Examples of Improvement Measures

RERE e
Improvement measures Category
o FBEHBITHESI KRS, ZEKFERS ELIEINITS I E (1

ERBERERSEFNERE BEELIERIBN, THES5HR1E
ATESE., TRNEMFINTFRENE, ERARIBEANIAE
EfTIEFIETE, BIEMEZTIEHS, URIEZRFSEIERE
Through amending guidelines and service agreements,
required all service providers to streamline the application
procedures for respite services, including refraining from
conducting prior interviews with applicants or imposing
additional medical examinations, making good use of
applicant’s existing medical records in assessment,
establishing a pre-registration mechanism, and setting up
waiting lists for respite services

MBEEERSEVEN"ETRERSHELAABFTERTERR (5)
g ("BRRS) MR, UREKEBIESTELTS ("TL")

FEHR R IR RIBEN S RIUR A AR #6745 & EIR#
Strengthened the monitoring of service providers’

information updates on the Vacancy Enquiry System for

Respite Services and Emergency Placement (“System”), and

required the Designated Hotline for Carer Support (“Hotline")

to regularly submit a list of providers whose actual vacancies

are inconsistent with information in the System for follow-up

R BERRG WL, BEHERE " KERAM". "FHEAL (7)
RN T& "RERERNM", LAXEESARSE

B, AIERNAIRSEAMIFART, UEESFINTESN
BERETEMAT

Enhanced the System by linking it to the Elderly Information
Website, Information Website for Residential Care Homes for
Persons with Disabilities, Hotline and Information Gateway
for Carers, allowing the public to view the details of service
providers through the System when searching for vacancies
of respite services and to contact Hotline social workers
through the System on mobile phone
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M (DNRGRS)
Organisation (Case reference)

BEEHE
Improvement measures

ZREEEMNRSEMARENEERSFERAELHERBE
%, HEFORBREMNBMNENIKELNE), MRSER
ENBE L ZBEN RIFPIERS

Required service providers with their own vehicles to arrange
transportation for respite service users and those without
their own transfer service to proactively seek assistance
from the Hotline and introduce the transport allowance and
outreach services offered by the Hotline

BATRS N, MEMB RS LA LINBBATEN KA
BRRSBIMREEIERS

Through amending service agreements, required all service
providers to use casual vacancies in long-term care services
for respite services

S—BERRS B ZMOEEIRS TR IR, LADBIARSS i
=R

Standardised the reporting requirements and frequencies
for various types of service providers to facilitate service
monitoring and planning

SEMBARNEEZ R, RANHEIRSEEDEZERER
SEWED, HMBREATERRS

Ccontinued strengthening publicity and promotion efforts and
encouraged service providers to organise more experiential
activities to promote the use of respite services

%50
Category

4)

EHE
Transport Department

"CREARSREHNLTH"
“Transport Department’s
Arrangements for Driving Tests
(DI1/469)

"

126 FRiFE R 2025/26 F3R

FIEEEEER RN RE &M TIERESI
Updated the operational guidelines for driving examiners on
the making of instant remarks during road tests

EREBHIM R ZEERMEROAR, TR THE E1TY
RRER, BRERARAREE

Required the driving instructor industry to properly manage
its personnel to avoid disrupting the moving vehicles, the
driving tests and the candidates
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M (DNRGRS) RERE
Organisation (Case reference) Improvement measures

B2023F3ALAE R FEERARTINLIE, RHELZZESA
T HISEREEREE, FIRSEFR DAL 4R HIE B
Arranged for driving examiners to work extra hours on
weekends since March 2023 to provide additional test slots
and continued to recruit driving examiners to ensure the
number of serving staff meets the service establishment

MESERMIRZIERERP.L, FT2025F11 AEEXS]
FRACEBEZBEM) THRESHFR, REFFAES]
e

Identified a suitable site for the designation of a driving
test centre, and designated a driving school under the
Road Traffic Ordinance in November 2025, providing driving
training and examination on non-commercial vehicles

KO MAT BEERICH" NS REXPOHF, RETZH
[B] RO EHETT

Decided to implement the “Direct Reporting Arrangement” at
four driving test centres following a review of the trial run

AR A S BEEIME A B Ak 7 PR 2 4 B8 54 HE ER 1 2 e PR 55 v
Established new performance pledges for scheduling road
tests of non-commercial vehicles for candidates of private
driving instructors

SEZENME TR AR, RITFEBIAAIITIE
Reviewed the feasibility of video recording of road tests by
drawing on practices from various regions, including the
Mainland

AERREL SN RER T SRR E R Z X171
Undertook to actively explore the feasibility of using
advanced technology to assess road tests through various
channels

REMASSHINECRAEEN AERMLHELE, SHRA—
EUNBREZEEEZILERR—EM

Reminded private driving instructors to avoid overbooking
test vehicles, preventing multiple candidates from using the
same vehicle in one exam slot

%50
Category

)
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F2885 - PSRRI I RAVEEAZH T2 MIAEEE R E D)
Part 2: Examples of Improvement Measures Introduced by Departments and Organisations Following Our Full
Investigations

A (DRSS REE e
organisation (Case reference) Improvement measures Category

BIRERIFIEE e RAEZEXBGELEHE SHEABIOZIEHENE, & )
Agriculture, Fisheries and HNEE BRI B B R A M AN R R
Conservation Department Undertook to consider taking appropriate measures to
(2025/1057) share engineering progress information with relevant
departments, thereby enhancing inter-departmental
information exchange and progress tracking

e TAEBRZZT—NRMMFREIIE NENRE—ENE (1) & (4)
B, REZERIIEMFZ B RN A2 REK #5200
When deciding whether similar projects involving more than
one public toilet should be handled under a single contract,
to consider early the required construction time and the
impact of toilet closures on the public

o TRMHIrEI, NHITERIEATFE, BRFEIEAMS. (1) & (5)
HUE, BIAATBAEES, WFEIESANER, ¥
RERABARZEEIR, BRRR
To conduct a substantive review of project details prior to
tendering, including site location, project scale, construction
cost and technical difficulty, so as to adjust contract
requirements to ensure that technical specifications and
qualification criteria are reasonable, thereby avoiding
tender failures

BIRERIFIEE o WHHEITAXRABERBMAMIAUERN R ITIERES], AE (M
Agriculture, Fisheries and AR 7 E RAANERR R IE A RBEXARABHERA
Conservation Department Reviewed and revised the guidelines on handling first-
(2025/2010) time dog licence applications, specifying under what
circumstances the staff needs to ascertain that the applicant
is the genuine keeper of the dog concerned and how to do it

o JEMITAIN, WAARIBEMREREIEF KATaEE ZREN (4) & (7)
Updated the department’s website to clarify the procedures
for applying for dog licence and the information an applicant
may need to provide
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Organisation (Case reference)

HETEE

Electrical and Mechanical
Services Department
(2025/1057)

M7  Appendix 7

M e e L4l
Examples of Improvement Measures

REE e
Improvement measures Category
REVEL M, SHEAS I ZEIREBEING, EINEIIAEIN )
RmFB IR E

Implemented appropriate measures to share engineering progress
information with relevant departments, thereby enhancing
inter-departmental information exchange and progress tracking

RYINETDEE

Food and Environmental Hygiene
Department

(2024/2361)

o EIARNERTAERMFZINREF NBLELSHEAD (1), 3) & (8)
EHMHND, FHREMIZBEIHEXRIESIITE, KRR
BAEXRSNBKIEIFRRE
Strengthened staff training on handling of complaints
against dripping air-conditioners for new and serving
Health Inspectors and reminded them to follow the relevant
guidelines, with a view to enhancing their ability to handle
such complaints

o NRUETIEHE, LAIIRALENZRMHE (3) & (5)
Strengthened monitoring of case progress to increase the
efficiency of case handling

BMINEIAEE

Food and Environmental Hygiene
Department

(2025/1571)

o EAEHEARBBIIRIERLZHRADZERIRIINLIESR (1) & (8)
¥, DRAMAIERET BB RN T RIBRMEESN, BER
HEREHIENTVEEAEIN
Arranged experience sharing sessions in training courses for
frontline enforcement staff, with a view to enhancing their
ability to handle different situations during enforcement
action, including points to note when handling elderly
persons who had breached the ordinances or regulations

o FERNIAEERIBESARIE, SHEFIEG T HABAEIAE (2) & (8)
BAARARBINEZRR
For tackling the issues of illegal feeding of feral pigeons,
exchanged enforcement experience with the appointed officers
of other government departments under the relevant ordinance

RYINEDAZE

Food and Environmental Hygiene
Department

(2025/1935)

MEEIFI, REEFILA R SWE, WRIIREA DRI (3) & (8)
Strengthened staff training to remind them about the

communication skills with people with visual or hearing

impairment, or disabilities
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M (DNRGERS)

Organisation (Case reference)
EHRESLE

Home Affairs Department
(2025/0618)

BEEHE
Improvement measures

BITEEIINME, EZREREETRER
Continued with inter-departmental collaboration to closely
monitor illegal bicycle parking

SENITEBRAZE L IR RIERETTH
Continued with the conduction of large-scale joint operations
at least once a month

HARSFENERESTEETGAERSTHERITK, H
EEH IR E Y IFEHUARE

Increased the frequency of reviews on the effectiveness of
joint operations from biannual to quarterly or even monthly,
and adjusting enforcement strategies as needed

RIEMRSIACFEREREERS, HRTRERTEL, 7
AATERMRGEHAERAEE, RIAPERK

Undertook to explore the introduction of innovative smart
surveillance systems, including the pilot installation of Al-
enabled cameras to identify illegally parked bicycles, with a
view to enhancing enforcement effectiveness

%50
Category

(2) & (5)

EEE D
Hospital Authority
(2025/0260)

HifFE R 2025/26 £

EHBARATERFEEEMERARS THNES R, 5
AR S ER AR B SEM A R AR M B iR KA1 E
FAABRIBRER SN A B R R S IR

Updated the guidelines and booklet relevant to the assistive
device loan service at public hospitals, specifying that
borrowers may apply for a refund of the deposit without
presenting the deposit receipt and authorise a representative
to collect the refund

MASFEHFZICEAERE URRSAYERS—ILHE
Sl IR fE B DR

Introduced an annual review exercise of the records to
ensure that all public hospitals consistently adhere to the
new guidelines in handling assistive device loan cases
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M (DNRGERS) REE
Organisation (Case reference) Improvement measures

BER .
Housing Bureau
(2025/1975)

ERN RSB B AESHENE S N FIEEY LI A FT e HE R
BOSANEE, DA REER TR B b &

Reviewed the effectiveness and operation of the new
arrangement of delivering notices to property address by
registered mail from time to time in order to reduce the rate
of unsuccessful delivery

RRFTRWEIE B BOR HEZHE R TEREMRM TR
Reviewed the arrangement and workflow to enhance the
handling of returned mails from Hong Kong Post

nagmEl EEALENEFREEXBABEBITLRHFERERN
ZHE

Stepped up publicity to property owners for arranging self-
inspection without waiting for formal notices

EHITE RSB, REBAERAKNENEEL, #
BIEBAREEBNESE ZIRNRIEMNZH

Informed the estate management office as early as possible
prior to the second notice delivery and recommended the
estate management office to inform property owners in
advance about the arrangement of second notice delivery

NEEXTER R A, PURBEXPABTLHENNS
Enhanced staff training to prevent textual errors in notices

%50
Category

4)

(4)

[=ENe vi

BFEZ B REE R EMRHEES, SERSFARAERIIER R
Housing Department HTIBEEHRFE, BEENWATHOBREIBAEATEERAN
(2025/1701) TEMIEE
Strengthened training and provided guidance to estate office
staff as needed, to ensure that they clearly understand the
details of the support available for individuals with special needs
and their families, including those who are deaf-mute or have
difficulties with verbal communication

(1, (7) & (8)
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M (DNRGERS) REE % 3
Organisation (Case reference) Improvement measures Category
ERFIFIRERRE 71 F4k o NN E RN AR IR S KIFEREE (5)
Joint Office for Investigation of Strengthened supervision over the consultant company on
Water Seepage Complaints the progress of handling water seepage investigations
(2024/0026)

o REUEMEWREIA AR SKAERF. HACKIRNEES (5)

o TR RS SF A K HLE

Stepped up measures to ensure that the consultant company
fully understands its role, responsibilities and investigation
procedure when carrying out water seepage investigation
and strictly abides by the relevant regulations

o MMBRUERMEATNIEHEREMN, UEFERIFHYIERBD (5)
Stepped up measures to strengthen the monitoring towards the
consultant company to ensure its compliance by the relevant
regulations, and rectify early if problems are discovered

EREDE o RTIAMKERFEANBESHNNE, NEFHRENST (8)
Legal Aid Department BINVAB, EXEBATBANEESHEHE
(2025/3235) Reminded staff to inform aided persons proactively and

timely of the progress of disbursement if early disbursement
of compensation is not feasible

e RTIRAAAITHBEATRREEZEANER (8)
Reminded staff to respond to enquiries of aided persons as
early as possible

o HEATIBER TRXARREFRBAFIAITE 3)
To explain the calculation of interim payment to aided
persons where practicable

REERXHESE ("EXE") o PMEFEREBR/KIZENLZHINEARE % 7)
Leisure and Cultural Services Enhanced publicity regarding the arrangement for providing
Department (“LCSD") heated swimming pool facilities each year
(2025/3555)
(2025/3556) o BETURSRETM ()
(2025/3557) Continued to closely monitor the weather

o ERIEMHBEIKIEE, NRAFBHTEALR 7)

Informed the public as early as possible if heated swimming
pool facilities are to be provided earlier
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BEEHE
Improvement measures

INERM TR, R RERKIEERN BENZERAER
Explained the consideration for determining the schedule for
providing heated swimming pool facilities on the website

EHIR T E A TR B KO R Y 22 HE
To regularly review the arrangements for provision of heated
swimming pool facilities

mAl% R TIREFZH AT, DB EREXZ XN R HER
KEHNER

Provided more useful information to frontline staff to better
address public enquiries about the provision of heated
swimming pool facilities

IRBE R4 R T AU O T BT B RF R R K B K i e A B DL
Reminded frontline staff to patiently listen to public opinions
regarding swimming pool facilities

B A RREWET RN EXEBRER KA IZMENE L
Collected public feedback on LCSD’s provision of heated
swimming pool facilities through various channels

%50
Category

7)

REIERINSITNEERE R
("FReB")

Mandatory Provident Fund
Schemes Authority (“MPFA")
(2025/2409)

RAEEZRERZIEAT BTN A ER B XIGERSH
BYH sk 2

Undertook to consider requiring the trustees to proactively
notify scheme members of any cancellation or changes to
value-added services

REZEELEHRERITE URIIEARIRESEILIRAMN
BFRSRY, FMNAREFRRALK, SEiaNRe s kST
AREE SRS

Undertook to consider establishing regular quality
assessments to monitor the customer service performance
of trustees and eMPF frontline staff, and draw on the
experience from this case to further strengthen the
supervision and services of eMPF and the trustees
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M (DNRGERS)
Organisation (Case reference)

BEEHE
Improvement measures

BN IRE S RLIR ARIE Y, RERIFLIE, BTG RE
BRZ, URBARENRER/ENEFRAHZ, INBIARAX
AL IR AN BB BURE A E Bt 1

Strengthened training for eMPF frontline staff, covering
complaint handling, communication skills as well as data
security, and share this case with staff of MPFA and eMPF to
enhance their sensitivity and awareness in handling similar
cases

BVRBRERFNRESHEN, HFLMAERe5TEMk
%, URARFPHEE, MMRESBENHRS KT
Established channels to collect user feedback on the eMPF and
continuously enhance its services to improve user satisfaction,
thereby raising the overall standard of public services

%50
Category

8)

REIERIRNSITHER B
Mandatory Provident Fund
Schemes Authority
(2025/2827)

HifFE R 2025/26 £

REZRIEIAIN R, TR A IRFIEL EBAPMER
MIERENENERIFAH MR ARRIOER, HERS L
ABRER, UEREHFIEHA T AR

Undertook to consider setting internal deadlines to ensure prompt
follow-up on any outstanding information required for processing
of Notification of Termination as well as applications for transfer
and withdrawal of MPF benefits, and incorporating the deadlines
into the system to enable automatic prompts or flags

RERS ZRANRR (RFERBMEMNITHER) ERGEH
NERS, HRAEZEELHENS, UEERAEE RIE
RS

Reminded eMPF staff to update case status in the system
promptly, preferably on the same day as the corresponding
action is taken, and undertook to consider establishing a
sampling check mechanism to verify that case status are
updated without delay

BERITSIANEHEIEREEK, ERERIERNLIERRE, F
NEFMELIRAE— B LEMENBE R NRRSHNEN
Undertook to explore the introduction of a case progress

log that shows the full handling trajectory of each case,
thereby allowing eMPF hotline staff to provide consistent and
comprehensive responses to enquiries about case status

FEMEEE, RBAXKKENRIBLIERT RATREIAZ
Undertook to step up publicity to enhance public
understanding of handling procedures and timelines for
frequently lodged applications
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M e e L4l
Examples of Improvement Measures

W (NRERS) REEE EX:
organisation (Case reference) Improvement measures Category
BHIEARSITEER e MABEREMAE, RAEZEREEKAERReHREERLR (4)

Mandatory Provident Fund
Schemes Authority
(2025/2837)

FHBAMEEX, UEERREEADBEAPIN, FRIKERIFEK
BEE, BERBAPHADRAITRINER R HGE, $K
REFEBWHET

For the convenience of employers, undertook to consider
proactively notifying employers after completing the
processing of Mandatory Provident Fund contribution
remittance statements, and in addition to sending
notification letters, consider having staff to call employers
simultaneously to explain the content of the notice and the
required information and documents, aiming to provide
Clearer instructions

RO ENEEBMHHNE, BEFERANX, LG 7)
A TR L RN 5B 2R AN R B Y B AN P A S

To review and improve the content of notification letter

as soon as possible, including the title and text, clearly

describing the progress of and the required documents

for applications for handling contributions and change in

authorisation

MRERNG, ARTRZERE 5 ERHTRIIZU, =B (8)
RA NN ARBERNRIFALEEHFVDRETE, BRIRA
BYMZER N ARNER RIEIF

Strengthened the monitoring mechanism and reminded eMPF

to conduct internal training regularly to enhance the staff’s
capabilities and communication skills in responding to public
enquiries and complaints, and to ensure that the staff would

properly respond to public enquiries and complaints

AEZERVREEREAFLAXNRESNENL, HEFEMEKRE (5)
SFeRS, WEARFHEE, NMRSBEARRZKE
Undertook to consider establishing channels to collect

user feedback on the eMPF and continuously enhancing its

services to improve user satisfaction, thereby raising the

overall standard of public services
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M E SRl
Examples of Improvement Measures

M (DNRGERS) REE % 3
Organisation (Case reference) Improvement measures Category
BEEAIRSITNERR o MNBERZ, ULHRAMBREIAENEXK, UREXRARLST 7)
Mandatory Provident Fund M 4b I8 3t g

Schemes Authority Enhanced publicity on the information required in submitting

(2025/3078) contributions, and that progress of handling contributions

would be affected by incomplete information

s FAEMARBIUNEEEFA, BERIRAEER, LTERER (5)
MEERRHINRACETENRI R, HHRTINEEER,
*xﬂl
Undertook to consider establishing a case management
platform to record case handling progress, allowing staff
from the Administration Department, Hotline, and other
relevant personnel to view case updates, and ensuring that
external responses are accurate and consistent

o MARMEH., HEABREFRSHITHITERAZIR H= @)
FERRBMAR, HRBEMHC RGN ITIERE
Conducted regular exchanges across units responsible for
IT, contributions processing, and customer services to share
common issues and experience in the information systems
and workflows as needed

o RRREMRUHEAMETER BB TALABMD LT )
iR, BEREEAX, WERINBEESIBMNES
To review and revise wordings in letter templates regarding
employers’ repeated submission of instructions as soon
as possible, including the title and content, to eliminate
misunderstandings caused by the current phrasing

e AEZBEREHRRSGILE. BHEHEBRNRELINERLES KR (5)
IR, TARKEINRER
Undertook to consider changing system settings to require
that each case must be assigned a file number and case
officer in the complaint registration process

o IERSVRUERNRER, ER—IRLAZRBHS (5)
W, FERSEABERMARELE, RENEHRANMRRAN
ERENAE

Enhanced system functions to monitor case progress. If the
same case receives multiple follow-up inquiries, or if no reply
is given within the service pledged time, the system should
automatically escalate the case to the supervisor of the
responsible officer
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M e e L4l
Examples of Improvement Measures

A (NRES) MEEE % 3
Organisation (Case reference) Improvement measures Category
BEEAIRSITNERR o NMAEEZENMREEAFEBIRSITMIMAFEERIGEHNELZH R (7)
Mandatory Provident Fund 1% R BT AT B R BN

Schemes Authority Improved the information disseminated to the public about

(2025/3509) the transition arrangement migrating to the eMPF Platform

by enhancing publicity and reminders to users

o RERMERARSRE (@)
Continued reviewing and improving service quality

o REULERZK, MRINRLEBEKRBERANES, HTEHE (8)
M
Enhanced training and support to staff to advance their skills
on handling special situations by taking reference from this

complaint
Pl B IR S E R o REZEAEZBRMARFRZFLAMBIFDRIA RHFHBR (3) & (7)
Property Management Services PR, HALXMLASE
Authority (“PMSA") Undertook to consider publishing cases, summary of cases
(2025/0407) or adapted cases via the website or annual report of PMSA

for public and industry reference

o REZEEBRNENARELXERZBITNEHITRERBERIFA (M &(@3)
KRR SS#IE, HAEBITMENTRS EEFR AR AN
Undertook to consider revising and formulating performance
pledges for investigating and responding to complaints based
on the complexity of cases, and announcing any revised and
newly formulated performance pledges

o EERERENNFAMAALEEERF, RITAITHAERRRKTF (3) & (4)
A ARRI
Explored the use of mediation to handle simple complaints
wherever possible as a feasible solution for resolving
complaints swiftly and amicably

o MMBERMHE, LLAKKRULRTHBENTLL, SEMA1E (3) & (4)
B2 5@, BN
Stepped up publicity and education to raise awareness of the
benefits of mediation, and encouraged voluntary participation
of the public and industry to achieve win-win outcomes

Pl B S E B EEERELYHBAIZIFA, INREEXTHEEEE, JEFR (3) & (7)
Property Management Services RIS

Authority To properly inform complainants through interim replies that

(2025/1967) more time may be required to process a case due to complexity

or heavy workload
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M E SRl
Examples of Improvement Measures

W (NRERS) REEE EX:
organisation (Case reference) Improvement measures Category
ZRE RAESENERIEEMNIT R RER, UERFMAZREN - 7)
Transport Department (“TD") RBizERINAER"BELITS" REAARELERLRS X

(2024/1477) BE (BEEMREMTHE) B2 AT T1E

Undertook to explore with the operator the feasibility of
informing the public of the schedule adjustment regarding ferry
service (including arrangement for service suspension and
resumption) as early as possible on its website and social media,
as well as on TD's one-stop mobile application “HKeMobility”

EhE o B EARBAAIEEXERRSBITHS S8 HE AL (4)
VTSR0 DR ar e THNRARETR, RN R BAIE (F
(2025/0439) Strengthened supervision of the contractors in handling the

system enhancement works for improvement of information
dissemination when the toll point of HKeToll was relocated,
and to conduct timely review of the effectiveness and
operation of the improvement measures

o TI{EIESIAAMITERA R Z: SR L HE e, LERRAB (M
PR A& M
Clearly set out in operational guidelines the relevant
arrangements prior to toll point relocation for compliance by
staff

o NMBRLERFIBITREDLHBRESENDERRIN, LARBRFEI (8)
RE BT EREE I, IRAAKIR AR DB, BRIRAE
PIMZ & BN A RE
Stepped up monitoring the performance of the HKeToll
hotline service provider and urged the service provider to
conduct internal training for hotline staff from time to time to
enhance their communication skills and ensure proper and
effective response to public enquiries

ZHE o RAEZRGMSKY ANENEETAEL, FEFFENTEAM (4) & (5)
Transport Department JE £ A
(2025/0618) Undertook to consider increasing the number of bicycle

parking places or expanding existing facilities to better
accommodate the parking needs of the public and the rental
shops

s FAESEAEEFEHNEE, MRELERELRANERASE (4) & (5)
RIATTTIE
Undertook to draw on management practices for car parks to
explore the feasibility of implementing double-deck parking
racks at bicycle parking places
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ISt of Advisers

Saz 2it
gﬁ Accountancy

FOKBIEAE, BBS, P
Mr Tsai Wing Chung, Philip, BBS, JP

PRIEE. BERHME
Ethnic Minorities,
Youth and Education

AT REL, MH, JP
Dr Rizwan Ullah, MH, JP

;', BRRHL
) Information Technology

BR{P S TH2 U
Ir Alex Chan

(EEAZE 20263 A20H)
(Term ended on 20 March 2026)

i)
Mediation

2= e |
Professor Law Wai Hung, Francis

MK L, P
Ms Siu Wing Yee, Sylvia, JP

O

M, EHRiFE
%ﬁ'? Medical and Nursing
5P T 2R

Professor Lai Kam Yuk, Claudia

LREELE, BBS, P
Dr Shum Ping Shiu, BBS, JP

M8 Appendix 8

P DA S B HED
in alphabetical order of surname

||| Archltecture
Engineering and Surveying

PR IFZEIm, SBS
I[r Chan Chi Chiu, SBS

FRABRAIE U
Sr Chan Yuk Ming, Raymond

27 FIiE)M, SBS, OBE, JP
Ir Leung Kwong Ho, Edmund SBS, OBE, JP

M=ZES%E, BBS, P
Mr Lim Wan Fung, Bernard Vincent, BBS, JP

B

EE
Legal

ZImAE LT
Dr Lo Pui Yin

SEANEL, SBS, JP
Dr Ma Yiu Tim, Jimmy, SBS, JP

BXR%E, SC, P
Mr Wong Man Kit, Anson, SC, JP

O @é@ Social Work and

HEeTEREASS
Rehabilitation Services

BRIV =#3%, P
Professor Chan Lai Wan, Cecilia, JP

RRIE L
Mr Ng Wang Tsang, Andy
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M9 Appendix 9

2025FRIFEARTRIBRABE

List of Awardees of The Ombudsman’s Awards 2025

NENHR
Awards for Public Organisations

Y

&¥ BEEE :
Gold Award Housing Department

(D v et e nrteennteetatetiattienttteetttoeiaaeteatttentttetateeeateieatteetateettaeeeaaeteattoetateettatettattttntttetttteettttttnntttnntttantttans
| BYIMEDIAEE §
Silver Award Food and Environmental Hygiene Department

(O evesresessenensenesneseetestenensonesseteosereessssssestessesssssessssssssessessesssssnessesestesssssnestesestesteserionettetesteieesetsstetttestssstsssssnsancsnsssasnns
% EHE |
Bronze Award Correctional Services Department

Lo LT D T TR PEETRY
AR EHE ;
Award on Mediation Transport Department

o ............................................................................................................................................................................................................. O :
RN AR I ER REE ;
Information Technology Drainage Services Department
Application and Creativity Award

e N Pe)
EFRSR WFHENNE1823
Customer Services Award 1823 of Digital Policy Office

(D eesseresnansnsentesesseteseonssessonssssntesessetessssssessosssssesessssetessssstessosssssssessstetestststestosstotteesestetestoteteetetstettoesettetestoteteototttittsttetttestotettstottttenstststsrstns o :
\. Ji

RA (R 22
Awards for Teams

IARIRARE. CRHERBEBESK

Civil Engineering and Development Department, Transport Department and Hong Kong Police Force
MIRFERE ARG RA M z5H : "RA— N B ERE

Unprecedented Oversized Bridge Segments Delivery under “One-government” Approach for Fanling Bypass
Eastern Section

HRRFE. RFEREFE

Environmental Protection Department, Drainage Services Department and Buildings Department
& 4 % M KR

Enhancement of Water Quality in Victoria Harbour

TXEZRRIBIREE

Urban Renewal Authority and Electrical and Mechanical Services Department
EHAL BB R TIE

Beyond the Lift: Engineering Solutions with Heart for Those Most in Need

HifFE R 2025/26 £
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2025FRHIFERRITFRERESR
List of Awardees of The Ombudsman’s Awards 2025

HOKG BENARXE-BHME_BHLR

IARIBHES
Civil Engineering and Development Department
Hung Shui Kiu/Ha Tsuen New Development Area First and Second Phase Development

BEBEX

Customs and Excise Department

BABRREHRE N

Protecting the Consumer Rights by Customs and Excise Department

HEE &L

Fire Services Department

"18X HIREPEL "B RIEHE

Facilitation Measures for “Day x Night Vibes@18 Districts” Campaign

Cemeteries and Crematoria Section/Platform for Cemeteries and Crematoria Services and After-Death
Arrangements Thematic Website

EREER

Hospital Authority

B R R E BB E A S R EIRA

Patient Relations and Engagement Teams of Head Office and Hospital Clusters

NRESL

Immigration Department

AIFEFESA BB R ERSEIA

Self-application Services Team in Immigration Department

BRRXHESE

Leisure and Cultural Services Department

NEREFF KL EREFRRATIRIESE LR

Improvement Works for Disabled Facilities in the Female Changing Rooms at Kowloon Park Swimming Pool
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2025FRHIFERRIFRERER
List of Awardees of The Ombudsman’s Awards 2025

NEAARRK
Awards for Public Officers

NBEER
Airport Authority
MERIELE
Mr Lam Ka To, Kato

MEME L
Ms Lam Ka Yan, Amigo

Y
BFE
Buildings Department

gELTE

Mr Choi Chi Wa, Andy
RZWEAE

Mr Leung Yuen Jarc, Kevin

aEHETE
Mr Wong Kwok Hung, Derrick

6 tATRERE
Civil Engineering and Development Department

TR S A

Mr Ho Yick Man
BEHIAE

Mr Kwok Sin Hang
M2 2+

Ms Yip On Yee, Annie

YNEIDES i g
Companies Registry
Bk e

Ms Chow Man

REEFERS
Competition Commission

PEIHIAE
Mr Kwok Chun Wai, Matthew

HifFE R 2025/26 £

EHMAMR KSR E AN E XTI HES
in alphabetical order of organisations and awardees’ names

Y
BREZRS
consumer Council
BIEREE

Mr Edward Wan
HONEEAE

Mr Wong Hon Wai, Will

BHE

Correctional Services Department
TEFEE

Mr Hui Hong Yu, Ambrose

EBEX
Customs and Excise Department

PR A
Mr Chan Kin Kwan

REHSTHE

Mr Chu Ting Pong, Daniel
M52 RsE AL

Mr Ip Ka Him

FRRTE

Mr Lee Chung Lam

B4EE

Department of Health
XzZat

Ms Au Ka Chi, Gigi

BRFES
Dr Wong Kin Ho
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2025FRHIFERRITFRERESR
List of Awardees of The Ombudsman’s Awards 2025

Y Y
BEBREDNE AYRET A S

Digital Policy Office Food and Environmental Hygiene Department

RE LT : FEREEE
Ms Tang Wai Man, Rita Mr Chong Wan Wai

T BB AL+

Y Ms Or Ting Ting, Ashley
: b et

Mr Tam Ho Man

RFEE

Drainage Services Department
PRI B St : -
Mr Chen Ka Yin laﬂﬂﬂﬂizi_ _

: Ms Tam Lai Ming

o7 55k -\ Y

Mr Lee Ho Yeung

Electrical and Mechanical Services Department | TR

Mr Law Siu Chung, Robert
MRER A § .
Mr Chan Chi On X2 FA
i Mr Liu Zhuo

) B TAE
FEHNSERS Mr Tsang Lap Kuen

Equal Opportunities Commission

PEELZL

Ms Kwok Ching Miu RBEFLE

Home Affairs Department
TR 5 A P

Mr Tang Wai Kin BHREREA

Mr Wong Chun Inn

Hong Kong Housing Society

MosE g+ : 5
Ms Chan Kit Yung, Giselle ; BRELL :
: Ms Cheuk Sze Man, Sandy
SR £+ : ;
Ms Cheung Shuk Yin, Rita BABRR A
i Mr Sum Wai Hang, Ryan
............................................................................................................ Y,
\ ............................................................................................................
SHBE AL N\
Fire Services Department EESRMEER :
B Hong Kong Monetary Authority
Mr Tam Tsz Kin RITE 2+
i Ms Chan Yin Wai, Gloria
TP+
Ms Hui Man Shan, Sabrina
MEE 2+
Ms Lam Choi Chun, Artemis
\. .
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P %ﬁ%
\., Highways Department
HEITESE :

T \
b7 LI s : )
Estate Agents Authority EREEMNS
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2025FRHIFERRIFRERER
List of Awardees of The Ombudsman’s Awards 2025
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Y Y
(6 EREER N aneEsk |
Hospital Authority Judiciary Administrator
BRIk B EE A : fEEL+ :
Dr Chan Tat Ming Ms Ho Mei Mei, Mimi
z J:
@i;’égi T P PP PP peesei] .
Dr Leow Po Lin N
UK EE ? + AL '
Dr Wong Wing Yin, Winnie Land Registry
\ H
e Eﬁﬁ%gﬁi
~ Ms Chan Ying Tung
BEE 2 MR-
Housing Department Mr Lam Chun Wai
kB L+ I
Ms Cheng Wing Yan, Candy N
ki ) EeEyE }
Ms Chow Chi Ming, Winnie Legal Aid Department
i .
........................................................................................................... . EE@&:’:
~ Ms Chow Kai Yung, Carol
6 ANEBEESL T T T T T T T T T T T el 8
Immigration Department
o Y
A, g BERXALESE |
Mr Chan Tsz Wul, Ralp Leisure and Cultural Services Department  |:
fAstaL 5 RIBE % |
Ms Ho Wing Y Mr Lai Yiu Ting, Dickson
nBzaE 2 RIBE S ?
Ms Lau An Chi Mr Leung Yiu Nam
HHIEL+ S N A
Ms Yip Sau Kuen

BEIMARSUNEER

Y Mandatory Provident Fund Schemes
R EER Authority
Insurance Authority ST A+
FIRIF LT Ms Kiki Chu
Ms Lee Pui Sze, Angus n
WaErt Mr Ken Wong
Ms Yeung Ka Man, Carmen AN i

) T

HIRF=NE
Intellectual Property Department

BT
Ms Pau Yee Wa, Eva

HifFE R 2025/26 £




WEEE
Official Receiver’s Office

iR+
Ms Yeung Shu Man, Emily

dg‘ﬁkﬁﬂﬂ%%ﬁ

Privacy Commissioner for Personal Data

BEESLLE
Mr Tsang Chi Chung, Francis
EEX L

Mr Tsang Yuk Wah, Michael

EE A
Mr Li Cheuk Chu

Wl EBLEER
Property Management Services Authority

Ms Yeung Siu Kuk, Daisy

.
ISRMHEESUERRS :
Securities and Futures Commission
VR E ST
Mr Hui Wing Sang, Vincent
TN 22
Ms Helen So

\.ﬁ
BB :
Social Welfare Department
PRk &+ :
Ms Kwong Wing Man
ERELL |
Ms Wong Pui Ha, Cecilia
B att §

J:
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2025FFRIFEARFREREE

List of Awardees of The Ombudsman’s Awards 2025

6 BEBEZHARIIERE

The Hong Kong Examinations and
Assessment Authority

Mr Lai King Yin

BFERZE

Ms Ma Sau Ching

zwE
Transport Department

(B2 h g
Ms Ren Yannan

Rl S E R

Travel Industry Authority
MY+

Ms Cheng Tung

EER =+

Ms Kan Kit Ling

TXEZER
Urban Renewal Authority

JRERE L+
Ms Tang Ying Har, Pandora

KEE
Water Supplies Department

IRXRFEE
Mr Tsui Man Ngai

AWML

Mr Wong Kwun Hung

ERRERFERBESLA

Working Family and Student Financial
Assistance Agency

[R5 ipcdum

Ms Kan Chui Shan, Irene

BB E

Mr Wun Wai Man
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I B RS
HERFTA

Independent auditor’s report to The Ombudsman

(IRIE(H IR T FEP) FEE L) (Established in Hong Kong pursuant to The Ombudsman Ordinance)

=

AAZEIM (AT R F A1) EFITHIE F 5150
B175NHIFERANMSIRE, EMSHREBET
20263 A3 HMM SRR EHEZZAILFER
W EER 2ERER. BeRREHRMU S
RER, ARBRERSITERERESREMIRARE
JSN: 0] op=

BATAN, ZEMSHERERETEATML2M
WmEO(EEMSHEITEN) ERm P SRR
TEHRIFERAT202653 31 B SR LB R %
HIEFENMSRIMITE,

= ILEYE

BHANEREFE IR 2 MM (EEFITE
WY#TEI. BAOERSENTAENREIERE
AIRE BB S 1T S5 IRE AR I 2D
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Opinion

We have audited the financial statements of The Ombudsman
set out on pages 150 to 175, which comprise the statement of
financial position as at 31 March 2026, 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 2026
and of its financial performance and its cash flows for the year
then ended in accordance with HKFRS Accounting Standards as
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.

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.
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Independent auditor’s report to The Ombudsman (continued)

(IRIECH IR T FEP)) FEEL ) (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)

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 HKFRS
Accounting Standards 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.

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.
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Independent auditor’s report to The Ombudsman (continued)
(RRIECHIFE Z5P) F&F ) (Established in Hong Kong pursuant to The Ombudsman Ordinance)
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Auditor’'s responsibilities for the
audit of the financial statements
(continued)

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

- Identify 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.

—  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
concemn. 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.
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Auditor’s responsibilities for the
audit of the financial statements
(continued)

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.

The engagement partner on the auditing resulting in this

independent auditor’'s report is Chan Pak Ming (practising
certificate number: P08070).

KPMG
Certified Public Accountants

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

21 May 2026
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Wﬁéﬁ%%‘% BZE2026F3831HILEE
Statement of income and expenditure for the year ended 31 march 2026

(AT L E T 78147 ) (Expressed in Hong Kong dollars)

Bt E 2025

Note

L'ON
BN R B &
15 SE BRI R B & 2 M4

RITERZHEWA
HAUA

Income
Government subventions

Amortisation of deferred
Government subventions

Interest income on bank deposits

Other income

3 $ 134,231,000 $ 136,644,000

3 1,814,220 1,814,220
12,651,381 17,671,244
5,763 96,800

$ 148,702,364 $ 156,226,264

i Expenditure
=Ry ad Operating expenses 4 (131,836,785) (146,293,493)
FERSE Surplus for the year $ 16,865,579 $ 9,932,771

é E LI&%E %:Z BZ2026%F3H31HILEE

Statemeﬂt Of COmDFEheI’]SIve Iﬂcome for the year ended 31 March 2026

BiIFE REMVIBROANEERRN, BR"EER The Ombudsman had no components of comprehensive income

RUOMNTTEMEEEREKS. ATHRFEAN 2
Ed s S ERNFEERNY 5" BR"ER,
th, AWMEHRZEE R TTRHIEERER,

FN156E175T 2 BHE RN AR S5 R B BAREL 579,

HifFE R 2025/26 £

other than “surplus for the year” in either of the years presented.
Accordingly, no separate statement of comprehensive income is
presented as The Ombudsman’s “total comprehensive income”

was the same as the “surplus” in both years.

Statements.

The notes on pages 156 to 175 form part of these financial
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Statement of financial position asat 31 warch 2026

(AT L E T 78147 ) (Expressed in Hong Kong dollars)

HIFER
B Z2026F3H31HIFFEZITEIRE
The Ombudsman

Financial statements for the year ended 31 March 2026

ip=3 2025
Note
BrE ASSETS
ERBN A= Non-current asset
Wl S RiRE Property, plant and equipment 7 63,267,134 67,537,007
i = Current assets
4 KW Deposits and prepayments 1,976,454 1,360,902
N U & Interest receivable 4,092,490 5,036,247
EE=MAMNURE FE8FE Time deposits with original
maturity over three months 353,450,000 321,502,000
NEeENEENY Cash and cash equivalents 8 73,577,787 87,530,166
433,096,731 415,429,315
CErm@m Total assets  § 496,363,865 § 482,966,322
il LIABILITIES
E| 5% R Non-current liabilities
N HEMNE — ARSI ED Contract gratuity payable —
non-current 9 7,869,828 7,657,976
BIERNRE — EREED Deferred Government
subventions — non-current 3 46,200,898 48,015,118
54,070,726 55,673,094
wmam Current liabilities
E S R & R it 2R A Other payables and accruals 4,831,438 5,418,341
RAT LR E — FRahEs > Contract gratuity payable -
current 9 4,420,583 5,699,348
BN EE — RaIED Deferred Government
subventions — current 3 1,814,220 1,814,220
11,066,241 12,931,909
AR EE Total liabilities 65,136,967 68,605,003
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F2026%3831H
Statement of financial position as at 31 March 2026 (continued)

(BT B #8148 T Hy 47 ) (Expressed in Hong Kong dollars)

BE 2025
Note
Be FUNDS
21t 7% Accumulated funds $ 431,226,898 $ 414,361,319
BEEE Total funds $ 431,226,898 $ 414,361,319
BERABE Total funds and liabilities $ 496,363,865 $ 482,966,322
BiIFE A2 F202645 821 B EREBENT A, Approved and authorised for issue by The Ombudsman on 21 May
2026.
FRIE Jack Chan
HiIFE A The Ombudsman
1562 1750 7 Mt AN SR R A9 EARE 7, The notes on pages 156 to 175 form part of these financial
statements.
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B Z2026F3H31HIFFEZITEIRE
The Ombudsman

3 ﬁ ){ jt N R i = %% Financial statements for the year ended 31 March 2026
L) é\ Z / Xd] BE2026%F3A31HIEFE

Statemeﬂt Of Chaﬂges il’] fundS for the year ended 31 March 2026

(AT L E T 78147 ) (Expressed in Hong Kong dollars)

RUtAE

Accumulated
funds

F2024%38318K2024F481H24% Balance at 31 March 2024 and 1 April 2024 §$ 404,428,548

2024/2025FERSRRES ¢ Change in funds for 2024/2025:
FEAREREERE LM Surplus and total comprehensive income for
the year 9,932,771

F2025%3H8318K%2025F4 810 24%4% Balance at 31 March 2025 and 1 April 2025 $ 414,361,319

2025/2026 FERERRET) : Change in funds for 2025/2026:
FEBRE2ARE B Surplus and total comprehensive income for
the year 16,865,579
F2026E3H831A 245 Balance at 31 March 2026 $ 431,226,898
F156F 17500 2 M E AWM S IRETHEEIEEZ 5, The notes on pages 156 to 175 form part of these financial
statements.
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CaSh ﬂOW Statemeﬂt for the year ended 31 March 2026

(AT L E T 78147 ) (Expressed in Hong Kong dollars)

ihpzS 2025
Note
BiEE Operating activities
FERER Surplus for the year $ 16,865,579 $ 9,932,771
R Adjustments for:
| BHA Interest income (12,651,381) (17,671,244)
i Depreciation 4 5,182,274 5,029,225
% TR B S 2 A Amortisation of deferred
Government subventions (1,814,220) (1,814,220)
REEYNL. Mg E 2 (Gain)/loss on disposal of
(M), #ik property, plant and equipment 4 (124,189) 2,717
EERETHRZEE Operating surplus/(deficit) $ 7,458,063 $ (4,520,751)
BR/(S#H) before changes in working
capital
e R (#e0), #>  (Increase)/decrease in deposits and
prepayments (615,552) 151,913
E b RAS FR I K 81t %R (Decrease)/increase in other
OB /1840 payables and accruals (586,903) 635,626
N 29BN S R Decrease in contract gratuity payable (1,066,913) (3,809,726)
EEFEHTE GER) 2 Net cash generated from/
e SH (used in) operating activities $ 5,188,695 $ (7,542,938
BRRED Investing activities
WERFILE, Interest received $ 13,595,138 $ 16,461,251
MEDL, MBRIEE Payments for purchase of property,
BT 2k plant and equipment (933,511) (3,921,941)
HEDI, PERIEE Proceeds from sale of property,
sl plant and equipment 145,299 -
BIYRE=NNANEREZ Placement of time deposits
EHFER with original maturity over
three months (493,719,000) (443,502,000)
ERREE=" AN ERE withdrawal of time deposits
TEEER with original maturity over
three months 461,771,000 303,742,000

RRFBHEAZAE A

Net cash used in investing
activities

$ (19,141,074) $

(127,220,690)
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BLR2026 F3H31HILFRZMFEIRZE
The Ombudsman
Financial statements for the year ended 31 March 2026
WeRER (L)
BZE2026F3A31HLEFE
Cash flow statement for the year ended 31 March 2026 (continued)
(AT B AL E T 2 17) (Expressed in Hong Kong dollars)

hp=3 2025
Note
MERNSENY SR> Net decrease in cash and
cash equivalents $ (13,952,379) $ (134,763,628)
FNZMERNEENY Cash and cash equivalents at
beginning of the year 8 87,530,166 222,293,794
ERXZUERINESENY Cash and cash equivalents at
end of the year 8 $ 73,577,787 $ 87,530,166
5156 21750 7 M N AN 55 1R 2= B9 B4R 2690 The notes on pages 156 to 175 form part of these financial
Statements.
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Notes to the financial statements

(BT B 8L 8 T Hy 47 ) (Expressed in Hong Kong dollars)

1 RIFTANER 1 Status of The Ombudsman
BiF%L A F20019F12 A19 BIRIEEFIAK L 9 The Ombudsman was established as a corporation by statute
B0, EEgeF(RIFE REBI)PRITE, on 19 December 2001. The functions of The Ombudsman are

prescribed by The Ombudsman Ordinance.

BIRE ANEBHIM A EL it RES T8 The address of its registered office is 30/F, China Merchants
B 168-2002 Z=R OB E B AE 30, Tower, Shun Tak Centre, 168-200 Connaught Road Central,
Hong Kong.
2 EXSITTHE 2 Material accounting policies
(@) BHIFBERSITHEEZD) (a) Statement of compliance and changes

AWM SH/ERIIREF BI040
BEANCEEMSIRE 2 THEN) (ks
HEEERN N IKEEMSRE21TE
). KFEXHEMN) K2 R) mmsl.
HIFE ARPNBBRATHRIELG T,

EE2UMR 2B E T(EEM SR
FAEN) ZEAT, HERIFE AL
V2T FEEERERKAIRER, H
WERRANAEMELIN2IHFE
fe AR A R A W i 7% (FHE15).

HifFE R 2025/26 £

in accounting policies

These financial statements have been prepared in
accordance with all applicable HKFRS Accounting
Standards, which collective term includes all applicable
individual HKFRS Accounting 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 HKFRS
Accounting Standards 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).
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2B B BURBEME M R BERRENE 15
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Bt SKERRUSERAJRESXLMAITEER.
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HIFER

BLE2026 F3 531 HIFFE2 5 RZ%E

The Ombudsman

Financial statements for the year ended 31 March 2026
W 5 R B E (£2)

Notes to the financial statements (continued)

(BT B AT 47T R £ 107) (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 HKFRS Accounting Standards 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.
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IER T ELPEREED)
Notes to the financial statements (continued)

(BT B 2081948 T R 87 ) (Expressed in Hong Kong dollars)

2 EX2TER (%) 2

(C) ¥k, HBEKkig®E (£8)

FIRREMAMIL, 28 Ri&E MMt
FIARNE (EMIE) E, BRI TSR
EMUBELBPHERA, HE AR
T

- BEEERAMERLHNG
Interest in leasehold land held for own use
- BERY
Building
- MHEEDIEE
Leasehold improvements
- DRERA
Office furniture

——

- BREEE
Office equipment

- BNEE
Computer equipment

- i
Motor vehicles

R ERFHREFRFRNE (A
iE) 2BERIT,

HifFE R 2025/26 £

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:

R R TR FE ER
Over unexpired term of lease

40%F
40 years

104
10 years

54
5 years

54
5 years

AT
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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HIFER
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The Ombudsman

Financial statements for the year ended 31 March 2026
W 5 R B E (£2)

Notes to the financial statements (continued)

(BT B 2084 8T R 8 7) (Expressed in Hong Kong dollars)

2 Material accounting policies
(continued)

(C)

Property, plant and equipment
(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.
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W55 4R R M OE (£8)
Notes to the financial statements (continued)
(BT B 2081948 T R 87 ) (Expressed in Hong Kong dollars)
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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 ECLSs.

ECLs are remeasured at each reporting date with
any changes recognised as an impairment gain or
loss 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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Notes to the financial statements (continued)

(BT B AT X 7T R £ 107) (Expressed in Hong Kong dollars)

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.
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2 Material accounting policies
(continued)

(h) Provisions and contingent liabilities

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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2 Material accounting policies
(continued)

(i) Income recognition

(i)

(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 life 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.

() Related parties

@)

A person, or a close member of that person’s
family, is related to The Ombudsman if that person:
() has control or joint control over The Ombudsman;

(i) has significant influence over The Ombudsman;
or

(i) is a member of the key management personnel
of The Ombudsman.
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2 Material accounting policies
(continued)

(j) Related parties (continued)

(b)  An entity is related to The Ombudsman if any of the
following conditions applies:

(i)

(i)

(iii)

(iv)

(viii)

The entity and The Ombudsman are members
of the same group (which means that each
parent, subsidiary and fellow subsidiary is
related to the others).

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).

Both entities are joint ventures of the same
third party.

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).

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.
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Notes to the financial statements (continued)

(BT B 208148 T R 8 (7) (Expressed in Hong Kong dollars)

3 Government subventions and

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)()).

At 31 March 2026, the deferred Government subventions are
expected to be amortised as follows:

2025

—FAHBEERSNEZR Within one year and included in

current liabilities $ 1,814,220 $ 1,814,220
—FEHeEEERIAGZN After one year and included in

non-current liabilities 46,200,898 48,015,118

$ 48,015,118 $ 49,829,338
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Notes to the financial statements (continued)
(BT B 2081948 T R #(7) (Expressed in Hong Kong dollars)

4 EEftx

4 Operating expenses

2025

fe RAE A I 32 (FES5)
Wb, AlEs RAREHTIE (HHE7)

ZRER %
SEIGIEERS I
DN &

REEWL., HEskizEz
C VS TS

Hip 2

Employee benefit expenses (note 5)

Depreciation of property, plant and
equipment (note 7)

Rates and management fee
Expense relating to short-term leases
Auditor’s remuneration

(Gain)/loss on disposal of property,
plant and equipment

Other expenses

$115,473,813 §$ 126,017,203

5,182,274 5,029,225
3,226,508 3,183,309
100,800 100,800
116,000 113,000
(124,189) 2,717
7,861,579 11,847,239

$131,836,785 $ 146,293,493

5 &

RENF

5 Employee benefit expenses

2025

o KRN Salaries and allowances $ 98,605,028 $ 108,210,184

YEB S contract gratuity 10,191,036 11,588,988
BRRERE — REMEATRLITX Pension costs — Mandatory Provident
("EfReity”) OF) Fund Scheme (“the MPF scheme”)

(Note) 2,653,342 2,779,589

RIER 2 18 Unutilised annual leave 178,750 (142,938)

HibE BB Other employee benefit expenses 3,845,657 3,581,380

$115,473,813 $ 126,017,203

HIFTR

RIFE AREEECRBIERIRE IR
KNBRIK, HWEFB(RBRIDAE
TRAMmKRERENRRKITURENRER
Mik. BIRE IR AR ZIEAETEE R
EHFORKIT R, RIEBREITR, BER
RS BMRERBRARKS% M IR 4
A, BRABRAELA30,0007TH LR, @it
REL R AER A, BIFERIT
B U ER AT B TR I T AT 9 3R,

2025/26 F1R

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.
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6 Key management compensation

2025

% e AR A
RS REEN

Short-term employee benefits $ 15,625,672 $ 16,830,251

Post-employment benefits 1,732,276 2,056,050

$ 17,357,948 § 18,886,301

7 Yl. MBRIRF

B Cost:
TABFLR1H At 1 April 2025
b)) Additions (note 1)
NE Disposals

7 Property, plant and equipment

KEtER
WERLH BEIL
N i %

Interest in

leasehold

land held for Leasehold office office  Computer Motor

0wn use Building improvements  furniture  equipment  equipment  vehicles Total

$ 74,900,000 $ 16,800,000 $§ 31,254,299 § 928929 $2,285803 $13,896,577 § 994,880 $141,060,488

= = 195,980 62,584 198,085 476,862 = 933,511

(34,754)  (137,808) (26,796)  (299,880) (499,238)

FN6F3A3NA  AL31 March 2026

ZitA Accumulated
depreciation:

FANBELATA At 1 April 2025
Epyi Charge for the year
REGRE Written back on disposals

$ 74,900,000 $ 16,800,000 § 31450279 § 956,759  $2,346,080 14,346,643 $ 695000 $141,494,761

$ 32188224 § 9,682,438 § 18564483 § 819,445 $1,416,395 §9.867,146 § 985,350 $ 73,523 481
1,394,220 420,000 1,575,044 51,160 266,742 1,465,578 9,530 5,182,274

- - - (34679)  (123.475) (20,094)  (299.880) (478,128)

FNBEIANA  AL3T March 2026

$ 33582444 § 10,102,438 § 20,139,527 § 835926  $1559,662 $11,312,630 § 695,000 $ 78,227,627

TKE % Net book value:
F202%6F3R318 At 31 March 2026

$ 41317556 § 6,697,562 § 11,310,752 § 120,833 $ 786,418 $3,034,013 § - § 63267134

Annual Report of The Ombudsman 2025/26

167



W55 4R R M OE (£8)
Notes to the financial statements (continued)
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7 9. HB/RIERE (£) 7 Property, plant and equipment
(continued)

Interest in
leasehold
land held for Leasehold Office Office Computer Motor
OWn Use Building improvements  fumiture  equipment  equipment vehicles
A Cost:
TANUFLR1H AL 1 April 2024 § 74900000 § 16800000 § 27938414 § 903738  § 1915270 § 10534020 S 994,880 § 133986322
BR(E) Additions (note 1) - - 3,315,885 61,300 200484 3512812 - 7,290,481
e Disposals - - - (36,109) 29.951) (150,255) - (216,315)
FA2BF3A31H At 31 March 2025 § 74900000 § 16800000 § 31254299 § 928929 2285803 § 13896577 S 994,880 S 141,060,488
ZitiR Accumulated
depreciation:
TA4F4R18 At 1 April 2024 § 30794004 § 9262438 S 17262697 S 811039 § 1239847 § 8412455 § 925374 § 6870735
Engi Charge for the year 1,394,220 420,000 1,301,786 42876 205,421 1,604,946 59.976 5,029,225
LERHE Written back on disposals - - - (3N (8873 (150259) - (213598)
F025F3R31H At 31 March 2025 § 32188224 5 9682438 5 18564483 5 819445 § 1416395 § 9867146 § 985350 § 73,523,481
TKE%E Net book value;
FANBEIA3A At 31 March 2025 S M6 § TNT562 S 12689816 S 109484 5 869408 § 4029431 S 9530 § 67,537,007
A1, MBRIEENIBABELREN HE Note 1: The additions of property, plant and equipment included
K& R I 5IM0 7T (20254 : 3,368,540 reclassification from deposits and prepayments amounting
7)o to $nil (2025: $3,368,540).
BRiFE ANKEET AR IEEHE T TN, The Ombudsman’s interest in leasehold land is held under
long lease.
Iy /\ -
8 HERINEEZENY 8 Cash and cash equivalents
2026 2025
R ® Cash at bank $ 73,572,787 $ 87,525,166
EFI4 Cash in hand 5,000 5,000

$ 73,577,787 $ 87,530,166

168  HRiFE R 2025/26 F3R
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9 cContract gratuity payable

The amount represents the gratuity payable to staff on expiry
of their employment contracts. The amount of gratuity ranges
from 10% to 25% (2025: 10% to 25%) of the basic salary less
employer’s contributions to MPF scheme.

10 Taxation

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 Commitments

At 31 March 2026, the total future aggregate minimum lease
payments under non-cancellable operating leases in respect
of parking spaces are payable as follows:

2025

F—FRER Within 1 year

$ 8,400 $ 8,400

BRIFEEHDL NP AMNAPEBREE, &
A LIIAE R,

12 RITREERE
HIFEREERARI AR, ERBMR

BRBIFET ANVBFSRE. FIFTAT
HUEGEINERRE DN RITR S HVEK,

The lease remains in force unless terminated by giving notice
in writing of not less than one calendar month.

12 Management of accumulated funds

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.
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13 Financial risk management and
fair values of financial instruments

Risk management is carried out by the Human Resources and
Finance Section under policies approved by The Ombudsman.
The Human Resources 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.

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.
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13 &8RN EERSHITAEN 13 Financial risk management and

NEYME (42) fair values of financial instruments
(continued)
(b) REAENK (£) (b) Liquidity risk (continued)
TRINSGHIFE ANV SN EERS E The following table shows the remaining contractual
EERN ZFRELHFE, THIRER maturities at the end of the reporting period of The
MENY &R MBIFE R AR ESkA Ombudsman’s financial liabilities, which are based on
H o2 HHRY - contractual undiscounted cash flows and the earliest

date The Ombudsman can be required to pay:

2026
ENE PRk

Contractual undiscounted cash outflow

—FUTF —F0E AmEAL KGR EH
o B Bt 2 HA BREUT BREFUT RE&REI TKE S
More than More than Total
Within 1 year but 2 years hut contractual
1 year or less than less than  undiscounted Carrying
on demand 2 years 5 years cash flows amount
AT H M &
Contract gratuity payable $ 4,420,583 $ 4,698,960 $ 3,170,868 $ 12,290,411 $ 12,290,411
ELA R R T% R it 2% R
Other payables and accruals 4,831,438 - - 4,831,438 4,831,438
$ 9,252,021 $ 4,698,960 $ 3,170,868 $ 17,121,849 $ 17,121,849
2025
R E NI 2N
Contractual undiscounted cash outflow
—FLT —FUE P E AWEIE L
5k BIR 21 5 BREAT (ETEVAN PemEit TKE 2
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
IVENEONT
Contract gratuity payable $ 5,699,348 § 4,901,999 $ 2,755,977 $ 13,357,324 $ 13,357,324
HoAh Ry SRS Rz it 5% R
Other payables and accruals 5,418,341 - - 5,418,341 5,418,341

$ 11,117,689 % 4,901,999 $ 2,755,977 $ 18775665 § 18,775,665
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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 2026, it is estimated that a general increase/
decrease of 100 (2025: 100) basis points in interest
rates, with all other variables held constant, would have
increased The Ombudsman’s surplus and accumulated
funds by approximately $365,000 (2025: $428,000).

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 2025.

currency risk
The Ombudsman has no exposure to currency risk as all

of The Ombudsman'’s transactions are denominated in
Hong Kong dollars.
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Notes to the financial statements (continued)

(BT B AT 47T R £ 107) (Expressed in Hong Kong dollars)

13 Financial risk management and
fair values of financial instruments
(continued)

(e) Fair value measurement

The carrying amounts of The Ombudsman’s financial
instruments carried at cost or amortised cost were not
materially different from their fair values at 31 March
2026 and 2025.

14 Material related party transactions

Transactions with key management
personnel

Remuneration of all members of key management personnel
is disclosed in note 6.

15 Possible impact of amendments,
new standards and interpretations
issued but not yet effective for
the year ended 31 March 2026

Up to the date of issue of these financial statements, the
HKICPA has issued a number of new or amended standards,
which are not yet effective for the year ended 31 March
2026 and which have not been adopted in these financial
statements. These developments include the following which
may be relevant to The Ombudsman.
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15 822026383181 EE  15Possible impact of amendments,

B 9418 4 k£ R 1siT . new standards and interpretations
7N 12 12 R AT e B Sk i B2 issued but not yet effective for
Mg (48) the year ended 31 March 2026
(continued)
FT5BEH
A =Fai 1)
2THHR £
Effective for
accounting
periods
beginning
on or after
(BAEMESIREENFISZBIT: HTAR 20261 H1H
(CBEABWMSIREENYETS 2B 2@ T A #FE — FPRIKHWERERE~E AL
Amendments to HKFRS 9, Financial instruments and HKFRS 7, Financial instruments: 1 January 2026

aisclosures — Contracts referencing nature-dependent electricity

(CEBMSMEEN) RIS ZEIT: 2HTAR 20261 A1R
(CEEMSHEENETS 2T 2@ LA #E — W@ LTANSERITEMELT
Amendments to HKFRS 9, Financial instruments and HKFRS 7, Financial instruments: 1 January 2026

disclosures — Amendments to the classification and measurement of financial instruments

(CBEAMSHEINEN) FESE — 16 2026F1A1H
Annual improvements to HKFRS Accounting Standards — Volume 11 1 January 2026
(CEBMSIREENDE18S . WEIRKXSRRHFEZE 20271 H1H
HKFRS 18, Presentation and disclosure in financial statements 1 January 2027
(BEBMBMEEN)F19S : #LRZHFTENELF] - BE 202741 H1R
HKFRS 19, Subsidiaries without public accountability. disclosures 1 January 2027
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15 Possible impact of amendments,

new standards and interpretations
issued but not yet effective for
the year ended 31 March 2026
(continued)

The Ombudsman is in the process of making an assessment
of what the impact of these developments is expected to be
in the period of initial application. So far it has concluded that
the adoption of them is unlikely to have a significant impact
on the financial statements except for the following:

HKFRS 18, Presentation and disclosure in financial
statements

HKFRS 18 will replace HKAS 1 Presentation of financial
Sstatements and aims to improve the transparency and
comparability of information about an entity’s financial
statements. HKFRS 18 is effective for annual reporting periods
beginning on or after 1 January 2027 and is to be applied
retrospectively.

Among other changes, under HKFRS 18, entities are required
to classify all income and expenses into five categories in the
statement of profit or loss, namely the operating, investing,
financing, income taxes and discontinued operations
categories. Entities are also required to provide specific
disclosures about management-defined performance
measures in a single note in the financial statements.

The Ombudsman does not plan to early adopt HKFRS 18 and
is still in the process of assessing the impact of the adoption.
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Complainants Charter
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We endeavour to provide a high standard of service to the public.

In fully discharging our duties, this Office has drawn up the

following Charter:
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e Handle complaints in a professional, impartial and
efficient manner

e Keep complainants informed of the progress and
outcome of our inquiries

Explain our decisions clearly
Protect complainants’ privacy
Treat the public with courtesy and respect

Complainants not satisfied with our findings may write to this
Office and state the grounds for a review of their cases. Any views
on individual staff or our services may be directed to our dedicated
Chief Manager. We will take follow-up action with professionalism
and fairness.

complainants’ Responsibilities

State clearly the issues of complaint

Provide true and accurate information (including
an account of events, the required information for
verification of their identity and determination of their
traceability, etc.) in a timely manner

Cooperate in our inquiries
Lodge complaints in a reasonable manner
Treat the staff with courtesy and respect

If complainants are not cooperative, the progress and/or outcome
of our inquiries may be affected. In such circumstances, we will
take proper actions as appropriate, such as making our decision
on the basis of available evidence or terminating the inquiry.



PEEBHIFEALNE
Office of The Ombudsman, Hong Kong, China

Hb ik EETHEF 168-200 5
Address EERLHABBAE 30 #%
30/F, China Merchants Tower
Shun Tak Centre
168-200 Connaught Road Central
Hong Kong
HRAE HEMBUE BE/ 3300 5
Post Box G.PO. Box No. 3300, Hong Kong
INERE (852) 2629 0555

Office Hotline

R (852) 2882 8149
Fax

EiREBHS enquiry@ombudsman.hk
Enquiry Email

FA 17 6 i complaints@ombudsman.hk
Ccomplaint Email

M3k www.ombudsman.hk
Website

AREEAR P9 TR A MR 4ok EDV
The inside pages of this annual report are printed on environmentally friendly paper



	封面
	理想与使命
	本年度主要统计数字
	目录
	申诉专员导言
	首长级人员
	第一章 - 职能及权力
	第二章 - 主动调查行动
	第三章 - 申诉处理及调解
	第四章 - 全面调查
	第五章 - 推动跨部门及机构协作 改善公共行政
	第六章 - 推广正面申诉文化 促进青年人正向参与公共事务
	第七章 - 香港国际申诉专员学院 预防行政失当
	第八章 - 与内地及国际机构联系 说好香港故事
	第九章 - 配合政府工作 更好融入及服务国家发展大局
	第十章 - 内部行政
	附录1 - 《申诉专员条例》附表所列机构一览
	附录2 - 对申诉不予跟进或不展开调查的情况
	附录3 - 个案数字
	附录4 - 接到及已跟进并结案的申诉个案
	附录5 - 以查讯方式结案的申诉个案结果
	附录6 - 经全面调查后结案的个案索引
	附录7 - 改善措施实例
	附录8 - 顾问名单
	附录9 - 2025年申诉专员嘉许奖得奖名单
	财务报表截至2026年3月31日止年度
	申诉人约章
	封底

