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Appendix 2 Findings of the Survey on Customer
Feedback

EEnSiEE

Overall Satisfaction Rate

(" —OOARZEOLE —OO+tZONE )
2006-07 2007-08

RS ARTS

Application Services

BEERE R EER 92% 90%

Application and Processing / Headquarters

NERE 93% 95%

Kowloon Branch Office

BRI ERREA VA 95% 95%

Insolvency Unit

piilE =5 97% 96%

Crime Section
SRARHARY — SRERETTPEER
Litigation - Mid-Litigation Stage

HRERNEEMRIEAREHRED / BIRERD 95% 95%
In-house Litigation of Family / Matrimonial Cases

HEAEENREN AR EERL 91% 100%
In-house Litigation of Personal Injuries Cases

RSN EEEMIR AR 93% 94%

Cases handled by Assigned Solicitors
SRARHAR — SRERASSEPEER

Litigation — Conclusion Stage
HREAEEIRIEAIKERD / IEIHERD 96% 99%
In-house Litigation of Family / Matrimonial Cases
HEANZEMREMA SIS ERA 95% 92%
In-house Litigation of Personal Injuries Cases
BN R RN IEAIEREA 85% 89%
Eases handled by Assigned Solicitors J

Legal Aid Department Annual Report 2007

79 smmmE2007ER



(A) BEMEH (REEERERES)

Application Service (Means Test and Merits Test)

r

MR REER
Application and
Processing /
Headquarters

NERE

Kowloon Branch
Office

AR ERRAVE

Insolvency Unit

EEC:IR

Crime Section

ZOORE| =00 tHF
2006 2007

ZO0rRE
2006

Z00t&E
2007

ZOORE
2006

Z00t&E
2007

ZOORE
2006

Z00t&E
2007

[E &=

Response Rate

95% 99%

98% 99%

96% 97%

85% 88%

BERSER

Overall Satisfaction

4.15 4.10

4.29 4.26

4.22 4.22

4.30 4.29

HE (BlaEEERR
BEEER/VHFER
Y ERERS)
Convenience (e.g. LAD
hotline or pamphlet is
easily accessible, user-
friendly etc.)

3.90 3.87

4.04 3.96

3.69 3.71

3.90 3.88

ARFSRERE (BEEREE)
Service Manner (Staff
manner)

4.24 4.20

4.43 4.40

4.28 4.35

4.42 4.42

ARFERE ( Hlanasis /
RIEEEE)

Service Efficiency
(e.g. in means / merits
testing etc.)

4.18 4.13

4.14 417

4.01 3.96

4.20 4.17

EMTER (4 FHER
&AM )

Clear Information
(Whether information

given is clear)

3.93 3.88

412 4.08

4.21 4.27

4.01 4.04

B (ZHFEmEmAMH)

Procedure (Date of
mterview fixed)

4.01 3.98

4.13 4.12

4.09 4.00

4.27

,

4.27

mEERHREIER

=5 (FEWS=5; WE=4; —=3; FmS=2; FETHE=1)

Satisfaction level ranges from the min. 1 to max. 5 (Very satisfied = 5; Satisfied = 4; Average = 3; Dissatisfied = 2;

Very Dissatisfied =1)
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(B) EREREARI —EREAEITREE
Litigation — Mid-Litigation Stage

[ MENEMNEN | HENEMHEY | b SEmnE |
REERAL / BIRERAL | ABEERD HIEREA
In-house Litigation | In-house Litigation| Cases handled
of Family / of Personal by Assigned
Matrimonial Cases Injuries Cases Solicitors

—00~%E | ZO0tF | Z00xE | ZO0tHF | ZO0xE | ZO0tHF
2006 2007 2006 2007 2006 2007

[EIfE=R 99% 99% 100% | 100% 36% 35%
Response Rate

EERSREE 4.35 4.36 4.45 4.46 4.46 4.49
Overall Satisfaction

HE (B ERE) 4.37 4.38 4.80 4.31 4.48 4.50
Convenience (Easy to contact staff)

IRFGEEE (FREREE) 4.50 4.42 4.82 454 4,57 459
Service Manner (Staff manner)

EMER (A TFHNERZE M) 4.25 4.24 4.32 4.27 4.30 4.38

Clear Information (Whether information
given is clear)

E2r (EREEETER /BF) 4.30 4.29 4.82 4.15 4.35 4.43
Procedure (Client informed of progress /

procedure of the case)

_ W,

MEEEHREI1ERSS (FERE=-5; WE=-4; —M=3; FRE=2; FETHE=1)
Satisfaction level ranges from the min. 1 to max. 5 (Very satisfied = 5; Satisfied = 4; Average = 3; Dissatisfied = 2;
Very Dissatisfied =1)
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(C) ERERHAR]—RaRMESEREER

Litigation — Conclusion Stage

[ MEAEMIE | (ENEMEEN | BIMEEMmRE )
RERAD / BIRERAL | ABSEFRD HIEREA
In-house Litigation|In-house Litigation| Cases handled by
of Family / of Personal Injuries|Assigned Solicitors
Matrimonial Cases Cases
—O0RE | Z00tFE | ZO0/AE | =00tE | —00:E | =00 tF
2006 2007 2006 2007 2006 2007
[EIfE=R 99% 99% 100% | 100% | 27% 24%
Response Rate
ERERSREE 4.31 4.45 4.64 4.33 4.22 4.31
Overall Satisfaction
HE (BSE4EE / BE ) 4.38 4.47 4.54 4.46 4.29 4.29
Convenience (Easy to contact lawyer / staff)
RFSEEE (BEREE ) 4.48 4.60 4.64 452 4.37 4.42
Service Manner (Staff manner)
BWER (L TFHNERIEEEMW) 4.30 4.38 4.44 4.32 4.09 4.15
Clear Information (Whether information
given is clear)
R (GREMER) 4.33 4.46 4.37 4.26 4.19 4.24
Result (Outcome)
B (BEEERMGER/ER) 4.23 4.34 4.50 433 4.09 4.14
Procedure (Client informed of progress /
\procedure of the case) Y,

mEERAREIER

&5 (JFERE=5; WE=-4; —MK=3; TmS=2; FEFTRT=1)

Satisfaction level ranges from the min. 1 to max. 5 (Very satisfied = 5; Satisfied = 4; Average = 3; Dissatisfied = 2;

Very Dissatisfied =1)
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