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Committed to Service Quality and Continuous Improvement
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The Force is committed to continuous improvement
of the services provided to the community, supported
by state-of-the-art technology and the highest
standards of integrity.

During the year, Information Systems Wing continued
to provide effective and efficient information and
communications technology (ICT) services in support
of the Force’s operations and future development.
The 90 ICT systems in production were maintained in
a stable and reliable condition in order to underpin
round-the-clock policing. Concerted efforts were also
made to raise officers’ awareness and knowledge of
information security, thereby enhancing the security
of the computing environment.

After a successful publicity campaign, a set of
behavioural guidelines promoting the Force values of
integrity and honesty gained Force-wide acceptance.
Complaints against the Police decreased by 21.6 per
cent in 2010.

Information Systems Wing

In 2010, Information Systems Wing began the pre-
implementation work of two major information technology
projects: the Development of the Second Generation
of Communal Information System to meet the evolving
operational, legal and social requirements of report handling
and case processing by the Force; and the Enhancement
of the Information Technology Infrastructure by Using
Virtual Workstation, to be implemented initially in Kowloon
West Police Region. This enhancement will improve the
accessibility, mobility and data security of information
technology support to better meet the operational needs of
officers.

The Force plans to enhance indoor radio coverage of the
Third Generation Command and Control Communications
System by using a public-private partnership approach
to enable public mobile network service providers to
share their common antenna systems with the Force.
Telford Plaza in Kowloon East Region was a pilot site
for the implementation of this partnership project and
the feedback from frontline officers was highly positive.
Extension of the initiative to another 58 strategic locations is
underway.
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BEREEBIEINEME-
Training package for the Living-the-Values
workshops.

BEER (EMAR) NESAREBFESIREEERHS
FEEXISO 27001F E - RA BN E IR RZERE
Assistant Commissioner (Information Systems),
Mr Peter Else, on behalf of the Force receives the
ISO 27001 certificate from the British Standards
Institution, which accredits the Force’s information
security framework.

Service Quality

The Service Quality Wing served as a facilitator for the
Police Force's strategic planning and assisted the Force
management in the formulation of the Strategic Action
Plan 2010-2012. The Strategic Action Plan seeks to further
promote the four established strategic directions: engaging
the community, enhancing the personal and professional
qualities of Force members, strengthening criminal
intelligence gathering Force-wide, and supporting frontline
units.

The Living-the-Values Wave VII Workshops, with the
theme of ‘Professionalism in the Changing World’,
commenced in September and are scheduled to
complete in the first quarter of 2012. The Champion
of Living-the-Values Wave VIl video-clip competition
produced by frontline officers won an international
award, the Gold Award of the 2010 Questar Awards, in
the category of Corporate Internal Communications.
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The Champion of
Living-the-Values
Wave VII video-clip
competition, ‘Father’s
Diary’, wins a Gold
Award at the 2010
Questar Awards,
in the category of
Corporate Internal
Communications.
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BERBERBFEHSERMATHBERTERNR-
A participating team in the Service Quality Award
presents its project to the adjudicators.
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MARBEZEBMERIEIRAFEN  EEEERBEDFETERE-
Yau Tsim District wins the Service Quality Award with its project ‘Nepalese
Task Force’.

The Service Quality Award 2010 was held to promote
the Force’s citizen-centric service culture and the pursuit
of service excellence. All 17 entries were of a very
high standard and fully demonstrated Force members’
commitment to service quality and continuous
improvement. Yau Tsim District won the competition
with its project ‘Nepalese Task Force'.

Complaints and Internal Investigations

The Complaints and Internal Investigations Branch comprises
the Complaints Against Police Office (CAPO) and the Internal
Investigations Office.

Complaints lodged by the public against members of the
Police Force are handled by CAPO. Since the Independent
Police Complaints Council (IPCC) Ordinance came into
operation in June 2009, the two-tier complaints handling
system has been operating effectively and smoothly.
CAPO continues to render full support to the IPCC in its
performance of the functions as stipulated under the
Ordinance.

In 2010, CAPO received 3 320 reportable complaints,
representing a decrease of 21.6 per cent compared to 2009.
In the same period, the IPCC endorsed the investigation
results of 4 368 cases. Of these, 237 were found
substantiated and disciplinary actions were taken against
the officers involved, whereas 105 cases were classified as
‘False’ and 175 cases as ‘No Fault'. In order to strengthen the
Force's complaints prevention strategy, the Force Committee
on Complaints Prevention (FCCP) was set up in April to
replace the Complaints Prevention Committee. The FCCP is
chaired by Assistant Commissioner of Police (Service Quality)
and is composed of Chairmen of Regional Complaints
Prevention Committees.



RERAEREBREEFHENERREETE Working on the Force Strategy for Integrity Management
R WHENREEHBEEESSMEN (FSIM) established last year, Internal Investigations Office
T \AEFRETEEREAEENE continued to enhance the Force’s Integrated Integrity
PR o —IEAS RSB 2 A B A S T Management Framework. Eight FSIM baseline activities
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THREEBEETY (BB kABELNH re-motivate officers. The Office also promoted the sharing

CEEEER P EREEENRFME- of good integrity management practices through Offbeat —
the Force’s newsletter — and the Ethics Corner on the Police
Intranet.

EERERBEIEAFER|IRIIEH LHEFAS) ZERMOLE-
Director of Management Services, Mr Tang How-kong, shares with
Force members his experience at a training workshop on Integrity
Management.

ERANERRELESESHNERRH LR
IPCC members, accompanied by the Force,
visit Kowloon City Magistrate’s Courts.

BEER (RBER)ERE (R)EBTRIE
SEHRRARETFEREE -

Assistant Commissioner (Service Quality),
Mr Wong Fook-chuen (centre), presents
the awards to winners of the Behavioural
Guidelines Poster Design Competition.
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