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year, we have produced a new Announcement of Public
Information (“API”) for broadcast in the coming year to foster
community-wide awareness.

The annual Ombudsman’s Awards continued to serve as an
impetus to Government departments, public bodies and public
officers for better public administration and quality services.
The Awards of 2004/05 went to the Leisure and Cultural
Services Department (Grand Award), Housing Department and
Social Welfare Department. 21 public officers from 18
organisations were also honoured.

We organise a Complaint Management Workshop each year
for public officers to enhance professionalism in complaint
handling among Government departments and public bodies.
The workshop in March 2005 comprising lectures, games and
role-play, provided personal development training for such
officers and won their favourable feedback.

We maintain close connections with overseas ombudsman
offices. The Ombudsman is the Secretary of both the
International Ombudsman Institute and Asian Ombudsman
Association.

In November 2004, a ten-member delegation of the The China
Supervision Institute visited Hong Kong for seven days under
our regular exchange programme. We arranged visits for them
to Government departments and public bodies for first-hand
contact with the local legal and administrative systems. Next
year, The Ombudsman will lead a small group on a reciprocal
visit to the Mainland.

The Ombudsman with delegates of the China Supervision Institute

2000/01 2001/02 2002/03 2003/04 2004/05
(10%/2 months)

(A) Enquiries received 11,821 12,900 14,298 12,552 11,742
(B) Complaints received 3,709 3,736 4,382 4,661 4,654
(C) Complaints brought forward 581 814 760 772 1,088
(D) Complaints for processing = (B) + (C) 4,290 4,550 5,142 5,433 5,742
(E) Complaints concluded 3,476 3,790 4,370 4,345 5,023
By preliminary inquiries 1,064 1,567 2,172 1,834 1,873

— By referral to complainee departments/ 364 353 176 203 209

organisations for replies (INCH)

— By rendering assistance/clarification (RAC) 700 1,214 1,996 1,631 1,664

By full investigation 161 331 124 284 125

— Withdrawn/Discontinued - 6 2 6 0

— Substantiated 28 18 15 14 31

— Partially substantiated 41 263 39 24 46

— Unsubstantiated 80 42 68 236 45

— Incapable of determination 12 2 0 1 0

— Substantiated other than alleged - - - 8 3

By mediation 29 19 6 7 6
Complaints screened out 1,859 1,563 1,729 1,892 1,948

— Restrictions on investigation 795 685 971 1,259 1,132

— Outside jurisdiction 1,064 878 758 633 816
Complaints withdrawn/discontinued 363 310 339 328 1,071

(F) Percentage of complaints concluded = (E) + (D) 81% 83% 85% 80% 88%
(G) Total cases carried forward = (D) - (E) 814 760 772 1,088 719
(H) Number of direct investigations completed 5 4 6 5 5
(I) Direct investigation assessment reports produced 9 0 1 5 6

# Period of Reporting Years

2000/01 : 16.5.00 - 15.5.01 2001/02 : 16.5.01 - 31.3.02 2002/03 : 1.4.02 - 31.3.03 2003/04 : 1.4.03 - 31.3.04 2004/05 : 1.4.04 - 31.3.05
From 2001/02, the reporting year ends on 31 March to coincide with the end of financial year.
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