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Information Note
for Legco Members’ meeting with The Ombudsman
on 7 December 2004
How to maintain the service quality of the Office of The Ombudsman?
(i)

Measures to cope with budgetary constraints

First of all, I wish to clarify that the reduction from 98 staff as at 31 March
2002 to 88 staff as at 31 March 2004, referred to in the Hon. Yeung Sum’s
question, has nothing to do with budgetary considerations. That period
witnessed the replacement of civil servants seconded to this Office by contract
officers appointed by The Ombudsman. A transition period was provided for
each new appointee, and this accounts for the over-establishment of the Office
for the handing-over period before the secondees returned to the civil service.
In fact, the number of staff was down to 91 by the second half of 2002.
We have consistently maintained a team of about 40 investigation officers.
The slight drop in the overall establishment to 88 in 2004 resulted from
streamlining administrative and supporting services.
To cope with the anticipated budgetary constraints in recent years, we have
taken the following measures to ensure the financial well-being of the Office and
to provide continued career development opportunities for our staff:
(a) Review of our pay structure by replacing automatic annual increments
by performance increments upon contract renewal.
(b) Keeping our working procedures under constant review to ensure
quick management response to perceived logjams in workflow and to
maximize cost-effectiveness.
(c) Flexible deployment of manpower resources. Since delinking in
2001, we have been using internal redeployment and employment of
experienced temporary or part-time staff to handle sudden fluctuations
in workload. This arrangement provides flexibility to cope with the
peaks and troughs in the Office’s work and is working well.
(d) Offer stable employment and career development opportunities.
Since delinking, the Office has put in place highly effective,
responsive and cost-effective operational and administrative strategies
to cope with our work. With a good measure of financial well-being,
the Office is able to recruit and retain staff of the right caliber.
Serving officers are assured of stable career and opportunities for
professional development and in due course, career advancement for
deserving officers. Although our remuneration package is less

favourable than other subvented organizations which follow the civil
service pay structure, the healthy reserve we have built up allows us to
offer job security for our officers that other subvented organizations
are unable to offer.
With the above measures, we are confident that we can maintain a devoted
and effective work force for delivery of quality services to the public.

(ii) Telephone complaint service
Telephone complaint was introduced in late March 2001 to facilitate the
lodging of complaints by members of the public. This service is not suitable
for all types of complaints. Telephone complaints are suitable for the following
types of complaints:
(a) the subject matters of the complaint are straightforward and can be
explained in not more than 15 minutes (otherwise this can jam the
complaint hotline and attract complaint against this Office when other
complainants cannot get through within a reasonable time);
(b) it involves not more than two organisations; and
(c) it needs not be supported by the provision of massive documentation
or other forms of evidence.
To ensure accuracy of complaint details, our staff will reduce the complaint
into writing and post it back to the complainant for signature to confirm the
complaint points and to consent to this Office’s processing of his complaint.
Given the overall trend of rising complaints, we do not read particular
significance into the drop in the number of telephone complaints from year to
year. This may reflect complainants’ preferred method of complaints for a
particular period, or it may reflect the more complex nature of complaint cases
being lodged.
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