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A positive approach to complaints management is a mark of good
governance, and an integral part of improving the quality of public
service. Apart from handling complaints in a fair and impartial manner,
organisations must also learn the lesson, and rectify the situation to
prevent recurrence of similar complaint. This is the common goal that
the IPCC shares with the public and the Police under the two-tier police
complaints system.

To achieve this common goal, the IPCC was bestowed with an additional
function under the IPCCO, which came into effect in June 2009. Under
section 8(1)(c) of the IPCCO, the IPCC may make recommendations to the
Commissioner of Police and / or the Chief Executive if it identifies any fault
or deficiency in a Police practice or procedure that has led to or might lead
to a complaint.
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By enhancing its research efforts and analysing data collected over the
past 10 years, the IPCC has identified the factors that may lead to or
have led to complaints, and provided the Police with timely and practical
recommendations for improvements. The recommendations covered a
wide range of issues which assist the Police to improve various aspects of
its service quality.
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The following are examples of recommended improvements :

2. iRAEE= R
Upgrading Police station facilities

m RAZENHARERRAR
Upgraded the CCTV systems
in Police stations
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The IPCC has made a number of observations and recommendations

?gt:::SEZLr;? the policing arrangements for the Public Order Events. - iE%EEEﬁEEﬁﬁE%%

Equipped Report Room telephones
1. EEREATRER

with recording systems

Handling of Public Order Events m THERERREGREO
e Installed observation windows
m NERHRITEIES in interview rooms

Refined operational orders

m sEElFY AR R

Enhanced liaison with stakeholders

LR AVARE LYY

Established Media Liaison Team

 NEESAIBEERE R
Enhanced arrangement of
force-level briefing

m BAFEHITARIBHNER EEERNESTREREERRERSERANTAY - BYEENRFEE
Enhanced footbridge closure TERTEESRETRABRARES (AR - REA®H
The IPCC suggested the Police to study the feasibility of installing
ma nagement telephone-recording systems in Report Rooms to assist in future
complaint investigations and to help the Police follow up on reports or
enquiries from the public. (Photo credit: Sing Tao Daily)

m i TR B AR E

Established Forward Petition Areas
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On-duty police officer used personal mobile phone for official duty
purposes. (Photo credit: Sing Tao Daily)

3. EAEMRREMNER

Application of information
and communication technology

m ESTEPRITABRERAMAFIRES
BYEPxIS5]
Modified police guidelines on the
use of personal mobile phones for
official duty purposes

m RETEERE IR AENEN LR
Enhanced the checking of phone
call records related to "telephone
nuisance" complaint investigations

n ERSLRRRAEES
Suggested improvements to the
transport record system
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Handling of persons with
special needs

m BEEEFH EEITAENDALINER
Enhanced procedures for handling
Mentally Incapacitated Persons

m N3REIRRESR S EAHEYIEN
Reinforced training on the handling
of domestic violence cases

EEMEAGREEHEERERNBARNIE  SRERIRHED
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The Police promote the knowledge of frontline officers on the
handling of domestic violence cases to ensure such cases are
handled properly and in a timely manner. (Photo credit: Sing
Tao Daily)
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Traffic enforcement
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Modified procedures for notifying

victims of traffic accidents regarding progress
of their cases and court hearings

HERBRIMNENGCRER
Enhanced the procedures for recording
of traffic-related private settlements
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Examined legislation governing intruder
alarm systems in vehicles

T RIEEBRENITERER
Reviewed operations and procedures
regarding illegal car racing
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The IPCC made recommendations on
modifying the Traffic Procedures Manual
in notifying victims of traffic accidents for
progress of the case and court hearing.
(Photo credit: Sing Tao Daily)
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Other practices
and procedures

m MREBNEBEFNRERRF
Expedited the process for checks
concerning lost Octopus cards

m ERMOMNER
Recommended improvements to
procedures regarding statement-
taking

m EEESEIRYINER
Recommended improvements in the
handling of valuable lost property

m IR E PR B SRR R A RV A BY45 5|
Reviewed the guidelines on
"Communication with Complainants
of Crime"
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When investigating cases relating to the
fraudulent use of Octopus cards, the Police
need to request the Octopus Cards Limited to
provide the transaction records.

(Photo credit: Sing Tao Daily)




m BRETIHEREINER

Reviewed the "Stop and Search" procedures

m HEREEMREIRERF
Recommended improvements to procedures
regarding "On Bail"

n B REEHBES G ERENES IMIERF

Reviewed the guidelines and procedures for
handling cash found at ATMs

LR 5 €t AEGE L1 BT 052
Amendment to the procedures for keeping
records in a Police notebook

m {ERRBICRALRIIER
Amendment to procedures regarding the
disclosure of criminal records

 ETREF AT EFNES
Suggested improvements to
procedures regarding the Expression
of Dissatisfaction Mechanism

m BERFERF

Enhanced complaints procedures
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