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INTERFACE WITH COURT USERS
AND THE COMMUNITY

The Judiciary is committed to cultivating a user-
focused and striving-for-excellence culture in
serving the community. Court users are

welcome to give feedback on our services.

COURT USERS' COMMITTEES

The Civil Court Users' Committee and the
Criminal Court Users' Committee, comprising
judges, representatives of the legal profession,
representatives of other court users and lay
members, were established in 1993 to discuss

matters of concern to court users.

In 2002, the Court Users' Committees held a
number of meetings to discuss the court
practices and procedures on civil and criminal
proceedings, administration of the courts and
facilities provided in the court. Taxation of costs
of civil proceedings, period of validity of warrants
of arrest and use of the LiveNote services for
trials were discussed by the Civil Court Users'
Committee. Issues on the use of summaries
for video recorded interviews in criminal
proceedings, handling of exhibits, criminal listing
and presentation of Police photographs in
criminal trials were separately discussed by the

Criminal Court Users' Committee.
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STEERING COMMITTEE ON
RESOURCE CENTRE FOR
UNREPRESENTED LITIGANTS

The instances of litigants appearing in civil
proceedings in the High Court and District Court
without legal representation have increased
tremendously in recent years. It is believed that
the level of legal fees, the current economic
climate, and the greater use of Chinese in the
court process may have contributed to the
phenomenon. They represent a significant

demand on judicial time and resources.

The adversarial common law system is not
designed with lay litigants in mind. It is natural
that the unrepresented litigants will face
immense difficulties in the conduct of their cases,
especially in the compliance with rules and

procedure.
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Steering Committee on Resource Centre for Unrepresented Litigants
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The Judiciary web site

As aresponse to the issue, the Judiciary is planning
to set up a resource centre for unrepresented
litigants in civil proceedings in the High Court
and District Court to provide facilities to help
these litigants deal with the court rules and
procedure and in the conduct of their cases.
In February 2002, the Chief Justice appointed a
Steering Committee chaired by the Hon Madam
Justice Chu to advise on the establishment
and operation of such a resource centre, and
to explore with the legal profession, interested
non-governmental organisations and other
interested bodies opportunities for them to
provide assistance at or through the resource
centre to these unrepresented litigants. The
Steering Commiittee is conscious of the need
to balance the interests of the unrepresented
litigants, the other parties who are legally
represented and the court. The Steering
Committee aims to submit its recommendations

to the Chief Justice in early 2003.

THE JUDICIARY WEB SITE

Since the launch of the Judiciary web site in
December 1997, its contents have been
continuously expanded and enriched. The
number of hits and public enquiries made

through e-mail have increased significantly.

It is our plan to further revamp the web site.
We are collecting suggestions and comments
to ensure that the upgraded web site will be
more user-friendly and interactive, and that more
useful information can be provided to members

of the public.
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THE JUDICIARY HOTLINE AND
INTERACTIVE VOICE RESPONSE
SYSTEMS

The Judiciary hotline (Tel: 2530 4411) is
manned by our staff during office hours. We
are committed to answering the enquiries
promptly and accurately. Nine Interactive Voice
Response Systems (IVRSs) have been installed
at the registries of the High Court, the District
Court, the Family Court, the Probate Registry,
the Lands Tribunal, the Labour Tribunal, the Small
Claims Tribunal, the Bailiff Office and the Court
Interpreters' Office to provide 24-hour enquiry
services. Callers can check daily cause lists (i.e.
date, time and court number for cases to be
heard) of the High Court, the District Court, the
Lands Tribunal and the Small Claims Tribunal.
Apart from listening to the pre-recorded
messages, they can obtain information leaflets
through fax (except for the IVRS of the High
Court). Also, callers can contact the staff of the
respective registries for further enquiries or

making complaints through the systems.

INFORMATION COUNTERS

Information counters are located at various court
buildings to provide public enquiry services to

court users in person or through the telephone.

We recently completed the renovation of the High
Court Information Counter. A modernised layout
with facilities such as plasma monitors displaying
court lists, improved telephone facilities and signage,
gave a modern image of the Judiciary. Tailor-made
training was provided to counter staff to enable them

to render a more courteous and helpful service.
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ENQUIRY AND COMPLAINT
MECHANISMS

The Judiciary Administration has an established
mechanism to handle public enquiries and
complaints on administrative matters. Upon the
receipt of a complaint, the Complaints Office
will conduct an independent investigation. If the
complaint is substantiated, remedial action will be
taken immediately and a reply given. Review and
recommendations will also be made to prevent
recurrence of similar incident under complaint.
In the first nine months of 2002, the Complaints
Office received a total of 108 complaints against
staff, procedures in making applications to courts,

provisions of services, and facilities in courts.
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Administration.

Such public requests for access to information
are handled promptly according to the Code

of Access to Information.

INFORMATION PAMPHLETS AND
VIDEOS

To enhance the dissemination of information on
court operations and services provided by the
Judiciary, the current series of the "Guide to Court
Services" pamphlets were re-written to include
updated information and made more reader-

friendly for reference by the general public.
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These pamphlets give brief introduction to
the work of all courts, jury service, divorce
procedures, family mediation, probate and bailiff
services, repossession of domestic premises
and recovery of rent. Copies are distributed at
information counters of the courts. The contents

have also been uploaded on the Judiciary web site.

A number of videos have been produced to
introduce the services rendered by the Judiciary.
They include the "Work of the Judiciary"”,
"Empanelling a Jury", "Work of the Labour
Tribunal”, "Work of the Lands Tribunal” and
"Family Mediation Service". The videos are often
shown during court visits, assembly of jurors and
family mediation briefing sessions, and at the
waiting areas of the Labour Tribunal and the

Lands Tribunal.

VISITS TO THE COURTS

Court visits are organised to promote
understanding of the community on the
organisation and work of the Judiciary as well as
the court operations. For the first nine months
of 2002, a total of 259 visits were arranged for
over 7 400 local and overseas visitors, including
legal professionals, government officials and
interested sectors of the community. Visits were
also organised for schools and youth centres as

part of their summer programmes.

SERVICES TO THE MEDIA

The Press and Public Relations Office provides
a range of services to the media which include
responsive and informative enquiry service,

arranging media interviews, organising/conducting
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press conferences and meet-the-media sessions,

and providing facilities for covering court news.

Court judgments of interest are also provided
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