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The Department is committed to be a provider of quality

legal aid services and will continually find ways to better its

performance through a customer-focused approach when

delivering its services.

Performance Pledges

Processing of Applications

In 2007, the Department’s actual performance exceeded

the various targets for processing legal aid applications

within the standard processing time set in the performance

pledges.
Gl BB e IS RASIEE | —OO+tEm)
BRERIR
Types of Applications Standard Processing Time Performance| Actual
Targets Performance
in 2007
REERERM HeREE RiEst3EAA 85% 88%
Civil Legal Aid Within 3 months of the
application
MEEE LREH
Criminal Legal Aid Appeals
- EEREREH HeREE BiEst2E AR 90% 94%
Appeal against sentence Within 2 months of the
application
- LERIEBIRF HeEE BiEst3EARN 90% 94%
Appeal against conviction Within 3 months of the
application
SEERIFERE / BEERRA HeEE HERH10EIIERA 90% 92%
Court of First Instance of the High | Within 10 working days of the
Court / District Court application
RITEHRER HeEE BiEstsEITIERA 90% 95%
Committal proceedings Within 8 working days of the
L application J
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IR ZARHREHEFEIA Payment to Aided Persons and Service Providers

EZOO0OtZONHBEE  @ZEIA In the 2007-08 financial year, the amount of payments to
TR E RSB EE (S clients and total legal aid costs incurred (including payment
RN EEEIZ(THIFUE) - 951%46.86 to assigned lawyers) were $686 million and $428 million

BT M4.28ETT - FRN - FIEFTIER respectively. During the year, the Department exceeded all
BHIRIRIDEBH FRET BRI HGE © 7515 performance pledges on payment :
wF -
G SRR AR R RISIERE | =00+t
BIFFRIA
Payment Targets Service Delivery Standard Performance| Actual
Targets |Performance
in 2007
ZEIA thHA{TRR 95% 99%

Aided Persons TEUNEI 2 B A\ RIS TRIE K /SR SRR i st RA B 3R 8
iz (MERERE) 1MERAXZT -

Interim Payment

Within 1 month from receipt of monies due to the
aided person and/or receipt of estimation of costs
from the assigned solicitor, whichever is appropriate.

BRI 95% 99%
EEMARERRZEAEEHAAEEER  URKRZZH
ATERENEZERBWNZHMIEN BERE6EE
HAAZ AT -

Final Payment

Within 6 weeks from date of agreement of all costs
and disbursements related to the case, and receipt
of all monies due to the aided person and the
Director of Legal Aid.

1AM/ F =K/ FAZRIE 95% 99%
Hftt At TEUWEIRE R BMER AT -
Lawyers/Experts/ | Advance Payment
Other Parties Within 6 weeks from receipt of bill.
BRR 95% 99%

FrERRBRRZEREERAHER®R @ HERZZH
AMERENEERBWADHAIEN A (REkiEE
R ) EsteEEHAZLT -

Balance Payment

Within 6 weeks from date of agreement of all costs
and disbursements related to the case, or receipts of
all monies due to the aided person and the Director
k of Legal Aid, whichever is later. J
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RESAEHE NG - EEEt The Department will continue to make improvement to the
MR - payment system by keeping the following matters under
constant review :

(a) BBTRNZIERER (@) simplifying and streamlining the payment procedures;

(b) EFLHSFEEMRIIENE (b)  re-focusing our resources in processing of payments;
i

() HBEIIRMEINNFIES] - EihiP ()  providing training and guidelines to staff to improve
ETBRASMEEMBRNIE their understanding of their duties and the work flow
iz involved;

d) HN=EERARK UWAHEEIER (d) enhancing the information system to facilitate
IREEHMBREHEHEFENE checking of accounts and answering enquiries
& regarding receipts and payments;

(e) ZRHEBHBITIRETHRTZE (e) arranging payments to aided persons through bank
A A& accounts; and

() HESEARNFETERTRAASE (f)  setting internal performance standards for each
RIGIRHE - section for processing payments.

\
tHthA
BNIRE R B BN EAT (R SEERAA2) S R BR S5 & (A) M B Sh MISE R B IR B RRPI N RE
FEEEEMENTE - HEREERMBERMABER) HHARGER L -
19 July
Assistant Principal Legal Aid Counsel (Civil Litigation 2), Mr Chris Chong
(front), was briefing a visiting delegation from the Public Attorney's Office
of the Philippines on the work of the Department. On his left is Assistant
Qirector (Policy and Development), Mrs Annie Williams. J
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R HESIPrEEIER  Analysis of Legal Aid Costs by Nature of
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BN =adii] Expenditure
CETE —OOAZEOLE —OO+Z=ONE )
Nature of Expenditure (EE7T) (EE7T)
2006-07($M) 2007-08($M)
EEmE M 217.8 236.7
Solicitors Costs
FIEBEMEFH 126.2 126.5
Counsel Fees
B4EEH 7.1 6.1
Doctors Fees
ESE NN = 22.1 13.9
Opposite Party Costs
Hith(5E) 45.5 45.0
Others (Note)
#E 418.7 428.2
uotal J

i At 8ELMRASEMAR ZEBRANAENEER  RBRMASER - EXEA - FNERA - RITEA

R °

Note : Others include expenses for Land & Company Search, Court fees & Taxing fees, Law (costs) draftsman's fee,
Expert's fee, Copying charges & Bank charges, and miscellaneous expenses.

-

+tRAZ+7xH
ERREEE(AD)EEFFEEENFRYITHS]
ERREMEERBRIRER -

26 July

Director of Legal Aid, Mr Benjamin Cheung

(second from left), exchanged views on legal

Shenzhen Municipal Justice Bureau who

\visited the Department.

aid services with a group of officials from (r-- =
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Training on Customer Service

Various in-house and external programmes on customer
service were arranged for staff of different ranks to reinforce
the customer-focused culture in the Department. Around
455 Professional Officers, Law Clerk Grade and General
Grades staff participated in customer service training of
one kind or another. Some of the major programmes held
during the year were :

o In-house video seminar on internal customer service :
An Inside Job

o In-house seminar on Defusing Hostile Customers

o Customer Service Seminar : Driving service excellence

through effective complaints management

o Serving problem customers and customers with special
needs - driving quality through awareness

o Customer service skills on the telephone

o Say it right and well for frontline staff

o How to handle potentially violent clients
Staff Suggestions

During the year, the Department launched a thematic Staff
Suggestion Scheme on “Internal Customer Service” to solicit
staff suggestions aimed at improving the Department’s
internal customer service. Suggestions received were
referred to the Staff Suggestion Scheme Committee
for consideration. One suggestion that reinforces the
Departmental goal of caring for the environment was the
use of ‘green’ mailing labels so that envelopes can be reused
and would not be discarded immediately once it has been
used. This suggestion has been put into practice.
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Customer Feedback

As a result of the Department's ongoing commitment to
customer service, regular reviews of customer feedback were
undertaken during the year to identify customer demands
and to take appropriate steps to respond to such needs.

Customer feedback is captured on different aspects of the
services the Department provides covering, for example,
the application and processing procedures for legal aid and
the Department’s in-house litigation services. Different
methodologies such as on the spot collection and mail
surveys are used depending on the points of contact and on
the stages and types of services rendered to the customers.
The aim is to obtain comprehensive and regular feedback

from our customers.

During the year, the overall customer satisfaction level
remained high. The charts and diagrams at Appendix 2
illustrate the major findings of the survey on customer
feedback.

Complaints and Representations

As part of our customer feedback system, the Department
places great importance on following up with complaints
and representations. Customer’s concerns and suggestions
are viewed by the Department as a means of improving its
service and ensuring the fulfillment of its statutory functions.
Supervisors and professional officers would be kept abreast
of the latest concepts and strategies in handling and
managing different types of complaints in a positive manner
through various initiatives and training programmes.

While the responsible section of the Application and
Processing Division conducts review for representations
against grant of legal aid on merits, the Department's
Special Duties and Research Unit carries out investigations
on representations against grant of legal aid on means.
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Once the Special Duties and Research Unit has completed
its investigation in a case, legal aid may be continued,
discharged or revoked. When circumstances warrant it, the
Department may also refer suitable cases to the police for
investigation for misrepresentations by the applicants or
legally aided persons in contravention of section 23 of the
Legal Aid Ordinance.

In 2007, the Unit received 43 representations against grant
of legal aid on means and completed investigation in 30
of them. One case was not pursued or dealt with for the
reason that the aided person refused to provide the required
information and legal aid was discharged as a result. The
Department referred three cases to the police for further
investigation with a view to prosecuting the aided persons
concerned under section 23 of the Legal Aid Ordinance and
two cases under section 32 and 36 of the Crimes Ordinance,
Cap. 200 and section 18A of the Theft Ordinance, Cap. 210.

B- .
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10 August

Assistant Principal Legal Aid Counsel (Legal and Management Support)
(Acting), Mr Steve Wong (seventh from right), presented a souvenir to the
representative of Shantou University from Guangdong who accompanied a

group of law students to visit the Department. On far left is Senior Legal Aid

J

Counsel, Mr Nelson Kwok.
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Z—OOtEFRPRIE TR BERR Means Investigation Outcome on Representations

FAEENERUT - Received in 2007 :
50
43
40

g T LRRANEALHE

No. of representations received

307 BRI
22 No. of representations not
20 substantiated
= ¥R AX AL
10k 8 No. of substantiated representations
0 . J

2007

FREREEBEEERGIRTE — LAD’s Hotline Service - the Interactive
REAFESOERR Voice Response System

MR OZEEAENTBERGRRTS - WS The Department’s hotline service is a service whereby
BEERIEDRFHERM - EIEHERE members of the public can learn about legal aid services.
ARSI MEE « ZEFMRERSE It provides recorded messages in Cantonese, Putonghua
T mBREEERBESEEENE and English on different aspects of legal aid services such
i - BlINRE NI EEFIEMER AR as application procedures, eligibility criteria for civil and
FRERER - UMAZEIADERGR criminal legal aid, the aided person’s liability to contribute
ENETE  wEEE  mERUEHRL towards the costs of aided proceedings etc. Where
READAEREEAGREEENN necessary, callers can speak to a staff of the Department
fRE - RETEREBENERE - FMAIR who will answer their queries concerning legal aid during
EIEERIFREEN - AERET NS office hours. In order to reduce the time taken for callers to
TESORRMANTRIFERFRER - U access the information they want to listen, the pre-recorded
{ERESIEEMIR B EERIENE messages on the System were reviewed and shortened with
Efl. - REQEBSKAENERM & the object of providing short, concise information on legal
BETRENGEAREN - aid services. The Department will continue to explore ways
to improve the System so that callers are guided quickly to

the information that they need.
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Mrs Helen So Li
Siu Hing, Senior
Law Clerk I, Legal
and Management
Support Section
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Mrs So joined the Department from the Judiciary in 1978
in order to broaden her experience. Since joining the
Department, Mrs So has worked in most sections of the
Department and is currently the Senior Law Clerk | in the
Legal and Management Support Section.

The greatest change during her time with the
Department was, according to Mrs So, localisation.
Whilst it was a timely change, it also spelled the end of
the “middleman role” played by law clerks for many of
the Department’s expatriate professional officers. She
explained that the "middleman role” meant that law
clerks acted as a bridge between the aided persons
and the Legal Aid Counsel by translating and generally
cementing the relationship between client and lawyer.
Such a role allowed a high degree of involvement for law
clerks in the conduct of legally aided cases.

Looking back, Mrs So, who has given 30 years of valuable
service to the Department, said she has enjoyed her time
with the Department although the Department nearly
lost her as she once considered returning to the Judiciary.
She said that when she was in the Judiciary she worked
in a pool with many other colleagues. Upon joining the
Department, she was posted to the Personal Injuries
Unit where she had her own room and worked as an
assistant to a Legal Aid Counsel. As part of her duties,
she had to deal with aided persons who were victims
of industrial and other accidents who all had their own
tragic story to tell that disheartened her. Mrs So said she
wanted to return to the safety of paperwork. However
the Legal Aid Counsel with whom she worked talked
her into staying with the Department. He told her that
while it was dispiriting to learn of the tragic stories of the
accident victims, there was a great deal of job satisfaction
coming from helping the victims to recover monetary
compensation for the injuries they suffered. That was
something that she would never experience from a desk
job. Mrs So changed her mind and this is one decision
she never regretted making.

Mrs So will retire and leave the service of the Department
in 2008.

She has been a mainstay in whichever section she was
posted to. Mrs So is approachable, responsive and caring.
When she retires, she will be missed by many of her
colleagues.

|
|
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