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Service Quality Improvement Initiatives
Enhancing police procedures and practices and reducing
unnecessary complaints
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IPCC Chairman and Council Members visiting different police units to gain a better understanding on police operations and follow up on the
implementation of SQlls.
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Under section 8(1)(a) of the Independent Police Complaints Council Ordinance (IPCCO), the Independent
Police Complaints Council (IPCC) observes, monitors and reviews the handling and investigation of Reportable
Complaints by the Commissioner of Police. Under the leadership of IPCC Chairman, Ms Priscilla Wong Pui-
sze, the Council adheres to the principle of examining each complaint fairly, impartially and strictly on the basis
of fact and evidence, honestly, without fear or favour.

Apart from addressing the grievances of complainants, another core mission of Hong Kong’s two-tier police
complaints system is to enhance and optimise police procedures as well as to prevent unnecessary complaints.
To this end, IPCC, pursuant to its statutory function under section 8(1)(c) of the IPCCO, proactively identifies
the root causes of complaints from case reviews to identify areas for improvement in police practices or
procedures. To effectively discharge this statutory function, IPCC officially designated these recommendations
as “Service Quality Improvement Initiatives” (SQIlIs) in 2021. This aims to turn improvements identified through
the review of complaints into opportunities for enhancing police service quality, thereby reducing unnecessary
complaints at source.
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The SQlls

mechanism works as follows:
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police service quality complaints
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Follow up on the Strengthen public confidence
implementation of SQlls in the police

Since becoming a statutory body in 2009, IPCC has put forward more
than 280 SQlls and comments to the police force, with a view to facilitating
it in continuously enhancing the quality of police services. During the
five years after its establishment, the Council made an average of 10
SQlls and comments per year. In recent years, the annual average has
risen to 20 SQIls and comments, representing a doubling of the number
made at the outset. These recommendations mainly cover reviewing
police procedures and guidelines, upgrading equipment and facilities,
enhancing supervision, strengthening training of police officers, and
improving communication skills and professionalism of police officers in
public interactions. As the cumulative number of recommendations raised
by IPCC has increased year on year, the overall number of complaints
have dropped from an annual average of about 4,000 cases at its initial
years to around 1,900 this year, reflecting how complaint reviews and
SQlls complement each other.
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Whenever IPCC puts forward SQlls, the Complaints Against Police
Office (CAPO) conducts in-depth reviews and liaises with relevant policy
units within the police force to jointly examine areas for improvement
in police practices or procedures. Where procedures involve other
government departments, CAPO will consult them to ensure that
the recommendations are comprehensive, operationally feasible, and
effectively implemented. Throughout the review process, IPCC and
CAPO maintain close communication and continuously exchange
views to ensure that the improvement measures accurately address the
core issues. IPCC also evaluates the effectiveness of the SQlls through
ongoing monitoring, not only by tracking whether similar complaints
reoccur, but also by visiting different police formations to observe the
implementation of the measures on-site and listen to feedback from
frontline officers.
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IPCC receiving a briefing on police’s crowd management
strategies in Lan Kwai Fong on Halloween night.
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IPCC visiting the New Generation Report Room of Ngau Tau Kok
Police Station.

The SQlls previously put forward by IPCC have mainly covered
a number of areas, including the use of technology and facilities
enhancement, the handling of persons with special needs, handling
of case property, and traffic enforcement. This issue of the newsletter
reviews and introduces two of these areas: the use of technology and
facilities enhancement, and the handling of persons with special needs.
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Use of Technology and Facilities Enhancement

Amid the rapid technological advancement, the police have kept pace with
the times by actively promoting smart policing to enhance the operational
efficiency and professional performance of police officers. IPCC has also
previously proposed a number of SQlls to encourage the police to make
use of technology and upgrade their equipment. Whether executing
duties outdoors or working inside police stations, such advancements
enable the delivery of faster and higher quality services to the public.

Proactive Use of Body Worn Video Cameras

Frontline police officers interact frequently with the public during patrols
and are often required to handle disputes or even heated confrontations.
IPCC therefore has recommended that the police proactively use Body
Worn Video Cameras (BWVCs) to record incidents arising in the course of
officers’ daily duties, especially when facing volatile situations.

Currently, the police force is equipped with about 18,000 BWVCs,
enabling frontline police officers to capture evidence objectively during
confrontational situations, and thereby enhancing transparency and
accountability in police-public interactions. When executing duties,
frontline police officers will, in accordance with operational procedures,
make a clear announcement to the persons involved at the scene before
commencing recording. This ensures the persons involved understand
that their words and actions will be recorded in real time and will serve
as evidence to establish the facts in future. Prompted by this reminder
that “words and actions are being objectively recorded,” the individuals
involved often consciously exercise self-restraint to prevent the conflict
from escalating further. This effectively defuses the tense atmosphere
on-site, subsequently facilitating rational communication between police
officers and the individuals. Furthermore, should CAPO receive a related
complaint, the recorded footage from BWVCs can provide objective
on-site evidence for both CAPO and IPCC to ascertain the facts of the
incident.

To follow up on the implementation of the SQlls, IPCC visited the Hong
Kong Police College and observed that the College has integrated the
Council’'s recommendations into their training courses. Specifically, in its
training on handling domestic violence incidents, the College teaches
trainees to make good use of BWVCs. This training helps officers manage
volatile situations while capturing footage to serve as objective records
and evidence.
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BW\VCs equipped to police officers while on patrol.
(Photo Credit: Hong Kong Police Force)
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Enhancement of Police Station Detention Facilities

IPCC has recommended that the police review their handling
procedures and guidelines for suspects brought into police stations
during mass arrest operations. This review aims to ensure proper
supervision and documentation of how detainees are handled in
custody. In response to the Council's views, the police launched a
pilot scheme at Mong Kok Police Station to implement improvement
measures. They revised relevant Standing Orders to mandate that
police officers immediately report to the Duty Officer upon bringing a
suspect into a police station, recording their movements and welfare
requests in detail. Meanwhile, prior approval must be obtained if a
room inside a police station is to be temporarily used as a “Special
Temporary Holding Area” during a mass arrest operation. In addition,
CCTV cameras have been installed along the corridors of the “Special
Temporary Holding Area”, and a computer connected to the central
system has been set up inside the room to strengthen the supervision
and recording detainees’ movements and arrangements.

To follow up on these measures, IPCC Chairman and Members
visited Mong Kok Police Station to observe the implementation of
this recommendation on-site, including the safety and transparency
of the latest facilities and installations in the “Special Temporary
Holding Area”, ensuring that detainees are properly supervised.
Currently, all 41 police stations across Hong Kong have drawn on
the successful experience of Mong Kok Police Station to revise
their internal Standing Orders governing the use of the “Special
Temporary Holding Area” while strengthening the hardware support
of these detention facilities.
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IPCC Chairman and Members visiting Mong Kok Police Station to observe the newly

enhanced detention facilities.
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Handling of Persons with Special Needs

In the past reviews of complaint cases involving persons with special
needs, IPCC noticed room for improvement in the police’s procedures
for handling these individuals. Persons with special needs encompass
mentally incapacitated persons (MIPs) and those with physical
disabilities. To safeguard the legitimate rights and interests of these
individuals, and to assist the police force in enhancing handling
procedures to reduce unnecessary complaints, IPCC put forward a
number of SQlls. All of these have since been adopted and implemented
by the police.

Enhancing the Alertness of Frontline Police Officers
in Identifying MIPs

In the course of their daily duties, frontline police officers occasionally
interact with MIPs or handle cases involving them. Since the condition
or needs of some MIPs may not display obvious outward signs,
frontline police officers may not be able to identify them immediately.
This poses a certain degree of operational challenges for frontline law
enforcement, as it may delay the recognition of an individual's special
needs and affect the timely arrangement of appropriate protective
measures. The police agree with IPCC’s observations in this regard. To
address this issue, the police have actively collaborated with relevant
departments to launch a series of forward-looking optimisation
measures. These include formulating the “Behavioural Indicators
Guide”, introducing the “Care Card” Scheme, and enhancing the
mechanism for arranging an “Appropriate Adult” to accompany the
individual concerned. Collectively, these measures aim to strengthen
the professional awareness and readiness of frontline officers when
handling MIPs.

The clinical psychologists of the force, medical experts, and the Social
Welfare Department have jointly formulated the “Behavioural Indicators
Guide”. It lists the common characteristics of MIPs to provide a quick
reference for frontline officers, enabling early identification. This ensures
that the rights and needs of MIPs are safeguarded when handling
these cases, and that comprehensive records are maintained.
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In addition, the police have implemented the “Care Card” Scheme,
encouraging MIPs to carry the card with them. This card records the
holder’s medical and communication needs, as well as emergency
contact information. When the individuals concerned face unexpected
situations alone or need to cooperate with law enforcementinvestigations
without the accompaniment of relatives or friends, frontline police officers
can immediately ascertain their specific requirements through the card’s
information and provide appropriate care. Meanwhile, officers can also
notify their guardians or emergency contacts to provide assistance
on-site immediately, fundamentally reducing misunderstandings and
disputes arising from a communication breakdown between both
parties.
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According to police guidelines, once the police confirm or reasonably
believe that a person is an MIP, regardless of their status in the case,
they must arrange for an “Appropriate Adult” (such as a relative or social
worker) to accompany the person concerned to safeguard their rights
and needs. As undergoing police investigation often causes anxiety
and stress to the MIP, or even leads to communication barriers, the
presence of an “Appropriate Adult” is essential in calming their anxieties
and facilitating effective communication. However, “Appropriate Adults”
may sometimes be uncertain of their roles and responsibilities. Toaddress
this, the police have introduced the “Notice to Appropriate Adult”,
which explicitly defines their duties. These include providing immediate
emotional support to MIPs, assisting them in understanding their due
rights, observing the fairness of police interviews and investigations in
the capacity of a witness, and facilitating communication between the
police and MIPs. This enhancement measure ensures that the interview
and investigation processes are fair and transparent, fundamentally
reducing unnecessary disputes and complaints.
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Taking Statements from Visually Impaired Persons by
Way of Video-recorded Interviews

When handling cases involving visually impaired persons, the police
provide appropriate assistance and adopt suitable measures to
address the special needs of the individuals concerned. Currently,
after police officers take a written statement from a visually impaired
person, the individual cannot immediately review the written
document and can only confirm its contents when an officer reads
it back to them. If, upon later receiving a copy of the statement,
the person identifies discrepancies between the written record
and the version read back to them, disputes and complaints may
arise. To migitate such risks, IPCC recommended that the police
consider adopting video-recorded interviews (VRIs) when taking
statements from visually impaired persons, allowing them to give a
detailed account and confirm the contents through video recording.
The police accepted the recommendation and have updated their
guidelines accordingly. The new guidelines stipulate that if a visually
impaired person is a suspect, the officer-in-charge of the case must
take the statement by way of a VRI. If the visually impaired person
is a victim or a witness, the officer-in-charge, having regard to the
practical evidentiary needs of the case, should prioritise the use
of VRIs and must arrange for an appropriate person to be present
to assist with the interview and statement taking; if an appropriate
person cannot be arranged, the statement must be taken by way of
a VRI.
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The above optimisation measures illustrate how IPCC’s SQlls have helped the police to enhance their service quality.
The next issue of the newsletter will highlight two other areas covered by these initiatives: the handling of case property
and traffic enforcement, further demonstrating how SQIlls optimise different aspects of police services and help reduce
unnecessary complaints.
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