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The Department’s strategic plan sets out our objectives
and describes how the objectives can be achieved. The
strategic plan provides a rational basis upon which priorities
are determined and is regularly updated to ensure that
resources are well targeted and used effectively having
regard to the changing needs of society.

The Department’s strategic plan can be viewed at the
Department’s website.

Implementation of the Strategic Plan in
2007

The evaluation on concluded cases under the Pilot Scheme
on Legal Aid for Mediation in Matrimonial Cases has been
completed. Based on the outcome of the evaluation a
recommendation has been made to turn the pilot scheme
into a permanent arrangement so that public funding for
mediation in legally aided matrimonial cases will become a
part of the legal aid scheme.
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To facilitate improvements in monitoring of assigned-out
cases, a working group was set up to undertake a complete
review of the Manual for Legal Aid Practitioners. Some
proposed changes to the Manual include reminders to
assigned lawyers not to instruct counsel to undertake legal
aid work without formal assignment by the Director and the
clarification of certain procedures for the claiming of costs
by assigned lawyers.

The Case Management System has been enhanced to
improve the bring-ups of files for progress report by
assigned solicitors and the issue of notifications to court in
applications with pending court actions. The application
forms for legal aid have also been revised to make them
more user friendly.

The in-house Civil Litigation Section 1 (the personal injuries
litigation unit) introduced the “1st meeting letter” in 2007.
At the first meeting between a Legal Aid Counsel and an
aided client, a letter would be given to the aided client
explaining the procedures and estimated time required to
litigate the claim. The letter is aimed at improving client
care by strengthening the understanding of the aided client
towards the legal procedures involved.
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In addition to meetings between front line staff and their
supervisors to identify initiatives to improve our service
to the public, the Department also strives to maintain an
effective complaint handling service.

One of the Department’s goals is to minimise complaints
and to make our staff more responsive to the needs of the
public. It was therefore of great encouragement that one
of our staff members received The Ombudsman’s Award
in recognition of his customer care skills in dealing with
complainants.

Some of the pre-recorded messages on legal aid services
on the Department’s Interactive Voice Response (“IVR")
system have been refined to shorten the listening time of
enquirers. The revised messages have been uploaded onto
the Department’s website to enable members of the public

to listen to them online.
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(Rear row from left) Mr Chris Chong Yan-tung, Mr Allan Chan Wing-cho, Ms Sherman Cheung Suk-ying,

Miss Betty Chan King-wah, Miss Jenie Wong Sin-ying, Mrs Christina Hadiwibawa Cheung Ying-man,

Miss Angela Mo Ka-pik, Ms Mo Yuk-wah, Mr Steve Wong Yiu-fai

(Front row from left) Ms Alice Chung Yee-ling, Mr Thomas Edward Kwong, Mr Harry Mak Fai-man,
kMr Benjamin Cheung King-man, Ms Jennie Hui Lai-yung, Mr William Chan Heung-ping, Mrs Annie Williams Ka—dingj
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Work continues on the implementation of the Legal Aid
Electronic Services Portal (“LAESP"”). The technical design
stage of LAESP was completed in September 2007 and the
system development work was progressing. Roll out was
expected in 2008.

A feasibility study was conducted into the use of the
electronic Document Management System in the
Applications and Processing Division following the successful
implementation of this system in the handling of criminal
legal aid cases.

The Department continues to promote public understanding
of legal aid services by visiting non-government
organisations and academic institutions and giving support
to the Law Week organised by the Law Society in October
2007.

In order to improve customer experience of the
Department’s IVR system, some pre-recorded messages
have been shortened. This was to address the callers’ need
for concise and easily understood information on legal aid

services.
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12 January

Assistant Principal Legal Aid Counsel
(Civil Litigation 2), Mr Chris Chong (left)
and Acting Assistant Principal Legal Aid
Counsel (Legal and Management Support),
Mr Steve Wong (right) briefed a
delegation of senior Judicial Officials from

Guangzhou on the legal aid services in

Hong Kong. )
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potential for further advancement.
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26 January
Assistant Principal Legal Aid Counsel (Civil
Litigation 1), Miss Jenie Wong (first from left);
Senior Legal Aid Counsel, Ms Margaret Leung
and Acting Assistant Principal Legal Aid Counsel
(Crime), Mr Nelson Kwok received a delegation
Qf senior Judicial Officials from Guangzhou.
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