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Notes : TCU has identified the number of pure suggestions among the complaints received starting from 2002. Figures in square brackets
are the number of suggestions received in the year. The figures have been included in the overall number of cases received.

�����
� Nature of Complaints/Suggestions ������� Number of Complaints/Suggestions

1998 1999 2000 2001 2002

I. ������ Public Transport Services

(a) ���	 Adequacy of service 1 496 1 064 937 862 1 041 [92]

(b) ���
 Standard of service 6 982 5 820 6 112 6 647 8 123 [14]

(c) ��
� General 380 633 491 835 1 193 [7]

8 858 7 517 7 540 8 344 10 357 [113]

II. ���� Traffic Conditions

(a) ���� Traffic congestion 891 964 928 924 1 098

(b) ���	 Traffic management 302 323 260 303 365 [26]

(c) 
�����
� 263 266 198 201 231 [18]
Additional traffic signs and aids

(d) ��
� Parking facilities 120 90 72 118 129 [18]

1 576 1 643 1 458 1 546 1 823 [62]

III. ���� Road maintenance

(a) ���� Road conditions 254 223 184 249 340

(b) �����
� Traffic signs and aids 137 165 148 184 200

(c) ���� Carriageway markings 21 28 27 24 26

412 416 359 457 566

IV. ���� Enforcement

(a) ���� Illegal parking 561 634 797 926 1 164

(b) �����Other enforcement matters 448 600 727 808 1 066

1 009 1 234 1 524 1 734 2 230

V. ��Miscellaneous 92 171 192 244 356 [7]

�� Total 11 947 10 981 11 073 12 325 15 332 [182]

����
Outcome of Investigations

�����
�
Nature of Complaints/Suggestions

A1 A2 B C ��
Total

�� Legend :

A1 - Substantiated (Action completed/in hand)

A2 - Substantiated (Action requiring further consideration)

B - Unsubstantiated

C - Non-pursuable

�������
�� � 
���������
���������������������
������

�������

I. ������ Public Transport Services

(a) ���	 Adequacy of service 226 541 357 3 1 127

(b) ���
 Standard of service 1 755 2 254 393 3 355 7 757

(c) ��
� General 638 421 136 4 1 199

2 619 3 216 886 3 362 10 083

II. ���� Traffic Conditions

(a) ���� Traffic congestion 528 441 178 4 1 151

(b) ���	 Traffic management 153 107 165 3 428

(c) 
�����
� 90 87 63 - 240
Additional traffic signs and aids

(d) ��
� Parking facilities 28 47 76 - 151

799 682 482 7 1 970

III. ���� Road maintenance

(a) ���� Road conditions 214 66 46 2 328

(b) �����
� Traffic signs and aids 122 32 48 - 202

(c) ���� Carriageway markings 13 5 12 - 30

349 103 106 2 560

IV. ���� Enforcement

(a) ���� Illegal parking 688 427 34 6 1 155

(b) �����Other enforcement matters 331 481 24 173 1 009

1 019 908 58 179 2 164

V. ��Miscellaneous 148 149 45 5 347

�� Total
4 934 5 058 1 577 3 555 15 124
(33%) (33%) (10%) (24%) (100%)
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are the number of suggestions received in the year. The figures have been included in the overall number of cases received.
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(a) ���� Road conditions 214 66 46 2 328
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� Traffic signs and aids 122 32 48 - 202

(c) ���� Carriageway markings 13 5 12 - 30

349 103 106 2 560

IV. ���� Enforcement
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��� Appendix 3

��
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��#$��%&���������	
��
Summary of Results of Investigations into Complaints and

Suggestions on Public Transport Services (1.1.2002 - 31.12.2002)

� � ������ Public Transport Services

• �������������
�����������	
Provide queue railings at bus stops at Des Voeux Road Central and Hoi Wang Road to facilitate passengers.

• ��������������
������������	
Add bus stops at Mong Kok Road, Choi Ming Street and Tsing Yi Road West to meet the demand of passengers.

• ���	����������
�������������	
Reduce bus routes observing stops at Lei Yue Mun Road to alleviate bus obstruction.

• ���������
������������	
Add taxi drop-off points at Drake Street and Hoi Bun Road to facilitate unloading activities of taxis.

• �����
��������������������	
Impose "No Stopping Restriction" at Taikoo Shing Road to prevent taxi obstruction.

• �������
�����������	
Relocate green minibus stops at Hoi Fan Road to alleviate obstruction.

• ������������ �������!�	
Relocate two bus stops at Castle Peak Road to facilitate passengers.

• �������������������	
Relocate a bus stop at Castle Peak Road to alleviate obstruction.

��� �� ! Traffic Management

• ��"�
��#�����"���� $���#���$������������%�������
�����&%�	
Provide pedestrian crossings at the following locations to improve road safety: Wang Tau Hom East Road,
Grampian Road, Kwai Shing Circuit, Lomond Road, Tat Chee Avenue, Siu Sai Wan Road, Repulse Bay Road
and Tai Hang Road.

• &'�"���������  ��������$�(��)!��!*��+����"��"#��
',�������� ��$!-��,������!&�������.��"#&�#�'����
%����&#��/�$��'���(%���$���0%��&�)*���,��"����	��
&���'��1��&(����+��2 ��#,���(�	
Increase the vehicular green time of traffic lights at the following locations to alleviate traffic congestion:
Bonham Road, Fat Kwong Street, Wing Fong Road, Yan King Road, Yen Chow Street, Cheong Wan Road,
Cheung Sha Wan Road, Ferry Street, Nathan Road, Po Kong Village Road, Sha Tau Kok Road, Wan Po Road,
Hoi Hing Road, Jackson Road, Queen's Road East, Connaught Road Central, Tung Lo Wan Road, Broadwood
Road, Gloucester Road, Shun On Road, Fuk Man Road, Hiram's Highway, Wo Tai Street, Tuen Mun Heung
Sze Wui Road, Sai Sha Road, Lin Tak Road, Wylie Road, Boundary Street, Salisbury Road, Tai Chung Kiu Road,
On Yuen Street, Jordan Road, Sheung Ning Road and Renfrew Road.

�� Legend :

A1 - Substantiated (Action completed/in hand)

A2 - Substantiated (Action requiring further consideration)

B - Unsubstantiated

C - Non-pursuable

�������
�� � 
���������
���������������������
������

�������

����
Outcome of Investigations

��(3�4
Mode of Transport

A1 A2 B C ��
Total

)� Kowloon Motor Bus 322 828 250 5 1 405

�� *$���� + Citybus (Franchise 1) 127 177 56 3 363

�� *$���� + Citybus (Franchise 2) 19 16 11 1 47

-� New World First Bus 87 136 65 - 288

-&!��� New Lantao Bus 14 29 21 - 64

"#�� Long Win Bus 8 21 8 - 37

��#� Cross Harbour Bus Services 226 355 134 9 724

).$� �/$�0�� KCR / LRT Feeder Bus 16 29 6 - 51

5%���� Residents' Services 27 42 9 1 79

�
�� Green Minibus 1 188 531 219 9 1 947

)6�� Red Minibus 75 145 7 13 240

�� Taxi 431 671 16 3 319 4 437

�"$�Mass Transit Railway 45 146 41 1 233

).$� Kowloon-Canton Railway 7 20 7 - 34

/�$� Light Railway Transit 11 27 10 1 49

1� Hongkong Tramways 3 13 5 - 21

�%%� Peak Tramways - 1 - - 1

-�� New World First Ferry 9 21 16 - 46

'*�� ’Star’ Ferry 1 1 2 - 4

����Minor Ferries 3 7 3 - 13

�� Total
2 619 3 216 886 3 362 10 083
(26%) (32%) (9%) (33%) (100%)
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��� Appendix 3

����� �!"��
Public Suggestions Taken on Board by Relevant Authorities

(1.1.2002 - 31.12.2002)

• &'�"������#��  �����#$.#��',���7(8�+)��&'��)!��
����,"��1-��23��*(����.��"#&�#��)�����	
Increase the pedestrian green time of traffic lights at the following locations to facilitate pedestrians: Canton
Road, Cheung Sha Wan Road, Leung Tin Lane, Long Yat Road, Embankment Road, Fat Kwong Street, Junction
Road, King's Road, Electric Road, Lui Ming Road, Shek Pai Wan Road, Hoi Chu Road, Queen's Road East, Tai
Hong Street and Castle Peak Road.

• &'����/����'��1���������  ��"���0		
Increase the vehicular green time of traffic lights at Hoi Fan Road, Ma Tau Wai Road and Salisbury Road to
improve traffic flow.

• ����+������
'19,�6&:���"���� 	
Add constant straight ahead green signals to traffic lights at Castle Peak Road north bound to improve road
safety.

• �*-���4������
�+'2�����,(;5��#	
Provide audible signal for traffic lights at Pui Ching Road and Shau Kei Wan Road to facilitate visually-
impaired pedestrians.

• ��"�
������������������$-(��0.��12<��3-8�/.��
0=��/%�	
Impose "No Stopping Restriction" at the following locations to deter illegal parking: Kai Tin Road, Warwick
Road, Great George Street, Mei Sun Lane, Po Yan Street, Fu Yee Road and Wing Tai Road.

• �(1�
�,��2�����)�#�	
Provide a loading/unloading area at Fuk Cheung Street to facilitate motorists.

• �4����-��0*.����"���0		
Cancel "No right turn" restriction at Hoi Fan Road to improve traffic flow.

• 5-6>6�+��,7�������������	
Realign carriageways at Cha Kwo Ling Road and Hok Yuen Street to alleviate traffic congestion.

• �48$1�����2
�(��"���0		
Cancel bus-only lane arrangement at Waterloo Road to improve traffic flow.

• �����
�����3-)�#�?947��	
Add road marking at Shing Sai Road to remind motorists of the speed limit.

• �*3��
�����3-)�#�.&�,��/4�	
Add road marking at Dianthus Road to remind motorists to give way to traffic.

• @"A�4,���������B�0��C2D�,
	
Modify/remove traffic signs at Shanghai Street to avoid sightline obstruction.

• ����&/�$��������3-)�#�895��(5	
Relocate and enlarge traffic signs at Gloucester Road to alert motorists of road works ahead.

• 167$����������#	
Shorten railings at Dundas Street to facilitate pedestrians.

• @8�:������B�0)�#��,
	
Replace railings at Tsing King Road to avoid sightline obstruction to motorists.

• �;9�:
�1:���!����)21:��#�	
Provide motorcycle parking spaces at Wong Ma Kok Path to facilitate motorcyclists.

• �����;3��4��<�E	�=��/6C255��!	
Add labels to parking meters at Hop Yat Road to specify the types of vehicles permitted to use the parking
spaces.

• 3>'<��47����"���0		
Increase speed limit at Tin Ying Road to improve traffic flow.

• �6;���7)�8<9�?!��7�<7��B:;)�#�	
Adjust the angle and intensity of flash light of red light camera at Clear Water Bay Road to avoid disturbance
to motorists.

• 5-F=7�=�������<>
>�4������B?@)�#�	
Repaint the carriageway at Tolo Highway to conceal cancelled road markings and avoid causing confusion
to motorists.

• ���?��0���
�@@��������	
Install steel posts at Che Kung Miu Road and Wo Yee Hop Road to deter illegal parking.

• �A���
�����������	
Install railings at Kennedy Street to deter illegal parking.

• ���#��
�����8=)�#�29G�>A��
	
Add road markings at Shing Mun Tunnel to guide motorists to the "Autotoll" lanes.

• �B?��
�������#�@:��CA�/�	
Install railings at Shung Ling Street to prevent jaywalking.

• �AB���)"���-D��
EB;
�����/<
	
Add solid-cum-broken white line at Police School Road, West Kowloon Highway and San Sham Road to
regulate lane-cutting activities.

• �;����/���
����������3-)�#�.&�,��/4�	
Add traffic signs and road markings at Clear Water Bay Road and Po Shin Street to remind motorists to give
way to traffic.

• �/=���H0�0����
�����"���� 	
Add traffic lights at To Kwa Wan Road, Hip Wo Street and Shing Mun Road to improve road safety.

• �B>�.��)������C%0CD���������	
Synchronise traffic lights at Nelson Street and Hung Hom Road to alleviate traffic congestion.



< 8988 >

Appendix

����� �!"��
Public Suggestions Taken on Board by Relevant Authorit ies

(1.1.2002 - 31.12.2002)

��� Appendix 3

��

��� Appendix 3

����� �!"��
Public Suggestions Taken on Board by Relevant Authorities

(1.1.2002 - 31.12.2002)

• &'�"������#��  �����#$.#��',���7(8�+)��&'��)!��
����,"��1-��23��*(����.��"#&�#��)�����	
Increase the pedestrian green time of traffic lights at the following locations to facilitate pedestrians: Canton
Road, Cheung Sha Wan Road, Leung Tin Lane, Long Yat Road, Embankment Road, Fat Kwong Street, Junction
Road, King's Road, Electric Road, Lui Ming Road, Shek Pai Wan Road, Hoi Chu Road, Queen's Road East, Tai
Hong Street and Castle Peak Road.

• &'����/����'��1���������  ��"���0		
Increase the vehicular green time of traffic lights at Hoi Fan Road, Ma Tau Wai Road and Salisbury Road to
improve traffic flow.

• ����+������
'19,�6&:���"���� 	
Add constant straight ahead green signals to traffic lights at Castle Peak Road north bound to improve road
safety.

• �*-���4������
�+'2�����,(;5��#	
Provide audible signal for traffic lights at Pui Ching Road and Shau Kei Wan Road to facilitate visually-
impaired pedestrians.

• ��"�
������������������$-(��0.��12<��3-8�/.��
0=��/%�	
Impose "No Stopping Restriction" at the following locations to deter illegal parking: Kai Tin Road, Warwick
Road, Great George Street, Mei Sun Lane, Po Yan Street, Fu Yee Road and Wing Tai Road.

• �(1�
�,��2�����)�#�	
Provide a loading/unloading area at Fuk Cheung Street to facilitate motorists.

• �4����-��0*.����"���0		
Cancel "No right turn" restriction at Hoi Fan Road to improve traffic flow.

• 5-6>6�+��,7�������������	
Realign carriageways at Cha Kwo Ling Road and Hok Yuen Street to alleviate traffic congestion.

• �48$1�����2
�(��"���0		
Cancel bus-only lane arrangement at Waterloo Road to improve traffic flow.

• �����
�����3-)�#�?947��	
Add road marking at Shing Sai Road to remind motorists of the speed limit.

• �*3��
�����3-)�#�.&�,��/4�	
Add road marking at Dianthus Road to remind motorists to give way to traffic.

• @"A�4,���������B�0��C2D�,
	
Modify/remove traffic signs at Shanghai Street to avoid sightline obstruction.

• ����&/�$��������3-)�#�895��(5	
Relocate and enlarge traffic signs at Gloucester Road to alert motorists of road works ahead.

• 167$����������#	
Shorten railings at Dundas Street to facilitate pedestrians.

• @8�:������B�0)�#��,
	
Replace railings at Tsing King Road to avoid sightline obstruction to motorists.

• �;9�:
�1:���!����)21:��#�	
Provide motorcycle parking spaces at Wong Ma Kok Path to facilitate motorcyclists.

• �����;3��4��<�E	�=��/6C255��!	
Add labels to parking meters at Hop Yat Road to specify the types of vehicles permitted to use the parking
spaces.

• 3>'<��47����"���0		
Increase speed limit at Tin Ying Road to improve traffic flow.

• �6;���7)�8<9�?!��7�<7��B:;)�#�	
Adjust the angle and intensity of flash light of red light camera at Clear Water Bay Road to avoid disturbance
to motorists.

• 5-F=7�=�������<>
>�4������B?@)�#�	
Repaint the carriageway at Tolo Highway to conceal cancelled road markings and avoid causing confusion
to motorists.

• ���?��0���
�@@��������	
Install steel posts at Che Kung Miu Road and Wo Yee Hop Road to deter illegal parking.

• �A���
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Add solid-cum-broken white line at Police School Road, West Kowloon Highway and San Sham Road to
regulate lane-cutting activities.

• �;����/���
����������3-)�#�.&�,��/4�	
Add traffic signs and road markings at Clear Water Bay Road and Po Shin Street to remind motorists to give
way to traffic.

• �/=���H0�0����
�����"���� 	
Add traffic lights at To Kwa Wan Road, Hip Wo Street and Shing Mun Road to improve road safety.

• �B>�.��)������C%0CD���������	
Synchronise traffic lights at Nelson Street and Hung Hom Road to alleviate traffic congestion.
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• 3>�������/IJF�KG7����1:�C9	
Enhance the sensitivity of vehicle detector of traffic lights at On Chuk Street to facilitate motorcyclists.

• �&H+����������3-)�#����0*����	
Enlarge traffic signs at Fanling Station Road to alert motorists of "No right turn" restriction.

• ��6I-��������B?@)�#�	
Relocate a traffic sign at Tan Kwai Tsuen Road to avoid causing confusion to motorists.

• O,L���������,��2	
Remove railings at Tso Kung Street to facilitate loading/unloading activities.

• �HI1���������
�#������"���� 	
Add pedestrian signals to traffic lights at Albany Road and Junction Road to improve road safety.

• ��J��
;6�7�J�����/����	
Add a junction box at On Luk Street to prevent vehicle obstruction.

• ��"��
������"���� $&G�K��H(�������0ML�	
Add traffic signs at the following locations to improve road safety: Tai Tam Reservoir Road, Kam Tin Road,
Castle Peak Road and Wu Chui Road.

• �,�����
I;
�����/<
	
Add double white lines at Sha Tau Kok Road to regulate lane-cutting activities.

• 5-6>/=����N��
��"���� 	
Reposition a stop line at To Kwa Wan Road to improve road safety.

• O,(M������OP��"���� 	
Remove an illegal ramp at Tin Ha Road to improve road safety.

• �'J��
	NK��	N�#�����	
Add a barrier at Tin Yiu Road to segregate pedestrian and vehicular traffic.

• �6�����47����"���� 	
Adjust speed limit at Castle Peak Road to improve road safety.

• �4&O��-9,.&:�����B?@)�#�	
Remove a "go straight" arrow road marking at Tuen Lung Street to avoid causing confusion to motorists.

• �H,��
���������3-)�#�895L��M�Q�4	
Add traffic signs and road markings at Kam Ying Road to remind motorists of the road bend ahead and to
slow down.
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• 3>�������/IJF�KG7����1:�C9	
Enhance the sensitivity of vehicle detector of traffic lights at On Chuk Street to facilitate motorcyclists.

• �&H+����������3-)�#����0*����	
Enlarge traffic signs at Fanling Station Road to alert motorists of "No right turn" restriction.

• ��6I-��������B?@)�#�	
Relocate a traffic sign at Tan Kwai Tsuen Road to avoid causing confusion to motorists.

• O,L���������,��2	
Remove railings at Tso Kung Street to facilitate loading/unloading activities.

• �HI1���������
�#������"���� 	
Add pedestrian signals to traffic lights at Albany Road and Junction Road to improve road safety.

• ��J��
;6�7�J�����/����	
Add a junction box at On Luk Street to prevent vehicle obstruction.

• ��"��
������"���� $&G�K��H(�������0ML�	
Add traffic signs at the following locations to improve road safety: Tai Tam Reservoir Road, Kam Tin Road,
Castle Peak Road and Wu Chui Road.

• �,�����
I;
�����/<
	
Add double white lines at Sha Tau Kok Road to regulate lane-cutting activities.

• 5-6>/=����N��
��"���� 	
Reposition a stop line at To Kwa Wan Road to improve road safety.

• O,(M������OP��"���� 	
Remove an illegal ramp at Tin Ha Road to improve road safety.

• �'J��
	NK��	N�#�����	
Add a barrier at Tin Yiu Road to segregate pedestrian and vehicular traffic.

• �6�����47����"���� 	
Adjust speed limit at Castle Peak Road to improve road safety.

• �4&O��-9,.&:�����B?@)�#�	
Remove a "go straight" arrow road marking at Tuen Lung Street to avoid causing confusion to motorists.

• �H,��
���������3-)�#�895L��M�Q�4	
Add traffic signs and road markings at Kam Ying Road to remind motorists of the road bend ahead and to
slow down.
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��9 : ; < Appendix 6(i)

�����������������)������
Complaints and Suggestions on KMB Services

during 1998 - 2002
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Adequacy of Service

���

Standard of Service
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�
General

1998 1999 2000 2001 2002

1 745

1 177
1 090 1 137

1 492

Notes : 1. Figures for complaints/suggestions per million passenger journeys are in brackets.

2. Complaints and suggestions on cross harbour bus services could not be further broken down by bus company as the

services are jointly operated by Kowloon Motor Bus, Citybus and New World First Bus.

���C Bus Companies 2001 2002  �� Difference

)� Kowloon Motor Bus 1 137 (1.15) 1 492 (1.47) +31.2% (+27.8%)

�� *$���� + Citybus (Franchise 1) 324 (2.07) 419 (2.64) +29.3% (+27.5%)

�� *$���� + Citybus (Franchise 2) 43 (2.91) 52 (3.26) +20.9% (+12.0%)

-� New World First Bus 235 (1.79) 296 (2.22) +26.0% (+24.0%)

-&!��� New Lantao Bus 81 (11.86) 40 (4.46) -50.6% (-62.4%)

"#�� Long Win Bus 33 (1.74) 37 (1.82) +12.1% (+4.6%)

��#��� Cross Harbour Bus Services 695 (3.29) 667 (3.19) -4.0% (-3.0%)

).$��/$�0�� KCR/LRT Feeder Bus 20 (0.54) 53 (1.25) +165.0% (+131.5%)

�� Total 2 568 (1.64) 3 056 (1.90) +19.0% (+15.9%)

� � => 	��
RDP��#?�������E	
?> K���#������������LFMG ���C	��H�55��
)�����-���Q��	
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��'()*#+%&�������,-
Breakdown of Complaints and Suggestions on the

Services of Franchised Bus Companies

��9 : ; < Appendix 6(i)

�����������������)������
Complaints and Suggestions on KMB Services

during 1998 - 2002
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Notes : 1. Figures for complaints/suggestions per million passenger journeys are in brackets.

2. Complaints and suggestions on cross harbour bus services could not be further broken down by bus company as the

services are jointly operated by Kowloon Motor Bus, Citybus and New World First Bus.

���C Bus Companies 2001 2002  �� Difference

)� Kowloon Motor Bus 1 137 (1.15) 1 492 (1.47) +31.2% (+27.8%)

�� *$���� + Citybus (Franchise 1) 324 (2.07) 419 (2.64) +29.3% (+27.5%)

�� *$���� + Citybus (Franchise 2) 43 (2.91) 52 (3.26) +20.9% (+12.0%)

-� New World First Bus 235 (1.79) 296 (2.22) +26.0% (+24.0%)

-&!��� New Lantao Bus 81 (11.86) 40 (4.46) -50.6% (-62.4%)

"#�� Long Win Bus 33 (1.74) 37 (1.82) +12.1% (+4.6%)

��#��� Cross Harbour Bus Services 695 (3.29) 667 (3.19) -4.0% (-3.0%)

).$��/$�0�� KCR/LRT Feeder Bus 20 (0.54) 53 (1.25) +165.0% (+131.5%)

�� Total 2 568 (1.64) 3 056 (1.90) +19.0% (+15.9%)
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����������������.)/0�-'123������
Complaints and Suggestions on Citybus (Franchise 1) Services

during 1998 - 2002

��9 : ; ; ; < Appendix 6(iii)

����������������4)������
Complaints and Suggestions on NWFB Services

during 1998 - 2002
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Complaints and Suggestions on Citybus (Franchise 1) Services

during 1998 - 2002

��9 : ; ; ; < Appendix 6(iii)
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Complaints and Suggestions on NWFB Services

during 1998 - 2002
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����������������'56)%&������
Complaints and Suggestions on Green Minibus Services

during 1998 - 2002

��A Appendix 8

��'56)%&������,-
Breakdown of Complaints and Suggestions

on Green Minibus Services
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�����
� Nature of Complaints/Suggestions 2001 2002  �� Difference

(A) ���	 Adequacy of Service

(1) E? Frequency 148 249 +68.2%

(2) �
 Routeing 47 53 +12.8%

(3) ��  Hours of operation 6 15 +150.0%

(4) 
��� Provision of stops 15 31 +106.7%

�� Sub-total 216 348 +61.1%

(B) ���
 Standard of Service

(1) ��E? Regularity of service 252 364 +44.4%

(2) �
KG�� Adherence to routeing 97 114 +17.5%

(3) FE Overloading 12 18 +50.0%

(4) F(���(LMH
Conduct and performance of staff

514 756 +47.1%

(5) DA�A Overcharging 6 16 +166.7%

(6) ;E Cleanliness 9 8 -11.1%

(7) �/N� Conditions of vehicles 17 29 +70.6%

(8) �����
� Passenger services and facilities 49 87 +77.6%

�� Sub-total 956 1 392 +45.6%

(C) ��
� General* 91 110 +20.9%

�� Total 1 263 1 850 +46.5%

These complaints/suggestions are mainly related to obstruction caused by green minibuses.
B�	�����IN
55�
��8O����	
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����������������'56)%&������
Complaints and Suggestions on Green Minibus Services

during 1998 - 2002

��A Appendix 8

��'56)%&������,-
Breakdown of Complaints and Suggestions

on Green Minibus Services
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�����
� Nature of Complaints/Suggestions 2001 2002  �� Difference

(A) ���	 Adequacy of Service

(1) E? Frequency 148 249 +68.2%

(2) �
 Routeing 47 53 +12.8%

(3) ��  Hours of operation 6 15 +150.0%

(4) 
��� Provision of stops 15 31 +106.7%

�� Sub-total 216 348 +61.1%

(B) ���
 Standard of Service

(1) ��E? Regularity of service 252 364 +44.4%

(2) �
KG�� Adherence to routeing 97 114 +17.5%

(3) FE Overloading 12 18 +50.0%

(4) F(���(LMH
Conduct and performance of staff

514 756 +47.1%

(5) DA�A Overcharging 6 16 +166.7%

(6) ;E Cleanliness 9 8 -11.1%

(7) �/N� Conditions of vehicles 17 29 +70.6%

(8) �����
� Passenger services and facilities 49 87 +77.6%

�� Sub-total 956 1 392 +45.6%

(C) ��
� General* 91 110 +20.9%

�� Total 1 263 1 850 +46.5%

These complaints/suggestions are mainly related to obstruction caused by green minibuses.
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����������������786)%&���
Complaints and Suggestions on Red Minibus Services

during 1998 - 2002

���D Appendix 10

��786)%&�������,-
Breakdown of Complaints and Suggestions

on Red Minibus Services
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�����
� Nature of Complaints/Suggestions 2001 2002  �� Difference

(A) ���	 Adequacy of Service


��� Provision of stops 1 4 +300.0%

�� Sub-total 1 4 +300.0%

(B) ���
 Standard of Service

(1) �
KG�� Adherence to routeing 2 3 +50.0%

(2) FE Overloading 2 6 +200.0%

(3) F(���(LMH
Conduct and performance of staff

40 71 +77.5%

(4) DA�A Overcharging - 1 -

(5) ;E Cleanliness - - -

(6) �/N� Conditions of vehicles - - -

(7) �����
�
Passenger services and facilities

- 3 -

�� Sub-total 44 84 +90.9%

(C) ��
� General* 129 136 +5.4%

�� Total 174 224 +28.7%

These complaints/suggestions are mainly related to obstruction caused by red minibuses.
B�	�����IN
55)6��8O����	
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Complaints and Suggestions on Red Minibus Services

during 1998 - 2002

���D Appendix 10

��786)%&�������,-
Breakdown of Complaints and Suggestions

on Red Minibus Services
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�����
� Nature of Complaints/Suggestions 2001 2002  �� Difference

(A) ���	 Adequacy of Service


��� Provision of stops 1 4 +300.0%

�� Sub-total 1 4 +300.0%

(B) ���
 Standard of Service

(1) �
KG�� Adherence to routeing 2 3 +50.0%

(2) FE Overloading 2 6 +200.0%

(3) F(���(LMH
Conduct and performance of staff

40 71 +77.5%

(4) DA�A Overcharging - 1 -

(5) ;E Cleanliness - - -

(6) �/N� Conditions of vehicles - - -

(7) �����
�
Passenger services and facilities

- 3 -

�� Sub-total 44 84 +90.9%

(C) ��
� General* 129 136 +5.4%

�� Total 174 224 +28.7%

These complaints/suggestions are mainly related to obstruction caused by red minibuses.
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�����������������*%&������
Complaints and Suggestions on Taxi Services

during 1998 - 2002

���� Appendix 12

���*%&������,-
Breakdown of Complaints and Suggestions on Taxi Services
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Conduct and performance of drivers

DA�R�55��;3�����
Overcharging and taximeter offences

�C2P9�%�

Failure to take the most direct route

��
Other

�����
� Nature of Complaints/Suggestions 2001 2002  �� Difference

��C9���� Taxi driver malpractice

(a) C9���(LMH
Conduct and performance of drivers

(i) ���QJ��N
Behaving other than in a civil & orderly manner 1 273 1 518 +19.2%

(ii) SE Refusing hire 711 692 -2.7%

(iii) P� Soliciting passengers 10 29 +190.0%

(iv) SR2����
Refusing to drive to destination 186 185 -0.5%

(v) K5QLC9O
Failure to display driver identity plate 11 18 +63.6%

(vi) �-PQLC9O
Failure to display driver identity plate properly 10 8 -20.0%

(b) DA�R Overcharging 260 280 +7.7%

(c) 55��;3����� Taximeter offences 468 548 +17.1%

(d) �C2P9���

Failure to take the most direct route 804 885 +10.1%

�� Sub-total 3 733 4 163 +11.5%

�� Others

(a) ���� Taxi obstruction 332 579 +74.4%

(b) ��Miscellaneous 45 43 -4.4%

�� Sub-total 377 622 +65.0%

�� Total 4 110 4 785 +16.4%
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Complaints and Suggestions on Taxi Services

during 1998 - 2002

���� Appendix 12
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Breakdown of Complaints and Suggestions on Taxi Services
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��C9���� Taxi driver malpractice

(a) C9���(LMH
Conduct and performance of drivers

(i) ���QJ��N
Behaving other than in a civil & orderly manner 1 273 1 518 +19.2%

(ii) SE Refusing hire 711 692 -2.7%

(iii) P� Soliciting passengers 10 29 +190.0%

(iv) SR2����
Refusing to drive to destination 186 185 -0.5%

(v) K5QLC9O
Failure to display driver identity plate 11 18 +63.6%

(vi) �-PQLC9O
Failure to display driver identity plate properly 10 8 -20.0%

(b) DA�R Overcharging 260 280 +7.7%

(c) 55��;3����� Taximeter offences 468 548 +17.1%

(d) �C2P9���

Failure to take the most direct route 804 885 +10.1%

�� Sub-total 3 733 4 163 +11.5%

�� Others

(a) ���� Taxi obstruction 332 579 +74.4%

(b) ��Miscellaneous 45 43 -4.4%

�� Sub-total 377 622 +65.0%

�� Total 4 110 4 785 +16.4%
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Note : Figures for complaints/suggestions per million passenger journeys are in brackets.
�$	��
RDP��#?�������E	

$��C Railway Companies 2001 2002  �� Difference

�"$�Mass Transit Railway 49 (0.06) 229 (0.29) +367.3% (+383.3%)

).$�*#$+
Kowloon-Canton Railway (East Rail)

22 (0.08) 29 (0.10) +31.8% (+25.0%)

).$�*/$+
Kowloon-Canton Railway (Light Rail)

28 (0.24) 49 (0.43) +75.0% (+79.2%)

1� Hongkong Tramways 14 (0.16) 21 (0.24) +50.0% (+50.0%)

�%%� Peak Tramways - ( - ) 1 (0.27) - ( - )

�� Total 113 (0.09) 329 (0.26) +191.2% (+188.9%)

���� Appendix 13

9�:;<=>�*+?@ABCDE���	

Results of Taxi Driver Malpractice Cases referred

to the Police (1.1.2002 - 31.12.2002)

���1 Appendix 14

��FG#+������,-
Breakdown of Complaints and Suggestions on the

Services of Railway Companies

���8 : ; < Appendix 15(i)

����������������HF%&������
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�$	��
������M��E	

���� DNM
No. of Cases Percentage

(i) 
>QS Summonsed 59 (103) 5 (8)

(ii) ��#SR��Withdrawal by complainants 899 (850) 71 (62)

(iii) A�T���TOS����	
Evidence considered insufficient by the Police for
further processing

298 (384) 24 (30)

�� Total 1 256 (1 337) 100 (100)
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Note : Figures for complaints/suggestions per million passenger journeys are in brackets.
�$	��
RDP��#?�������E	

$��C Railway Companies 2001 2002  �� Difference

�"$�Mass Transit Railway 49 (0.06) 229 (0.29) +367.3% (+383.3%)

).$�*#$+
Kowloon-Canton Railway (East Rail)

22 (0.08) 29 (0.10) +31.8% (+25.0%)

).$�*/$+
Kowloon-Canton Railway (Light Rail)

28 (0.24) 49 (0.43) +75.0% (+79.2%)

1� Hongkong Tramways 14 (0.16) 21 (0.24) +50.0% (+50.0%)

�%%� Peak Tramways - ( - ) 1 (0.27) - ( - )

�� Total 113 (0.09) 329 (0.26) +191.2% (+188.9%)
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Results of Taxi Driver Malpractice Cases referred

to the Police (1.1.2002 - 31.12.2002)
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Complaints and Suggestions on KCRC (East Rail)

Services during 1998 - 2002

���8 : ; ; ; < Appendix 15(iii)
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Complaints and Suggestions on KCRC (Light Rail)

Services during 1998 - 2002
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Services during 1998 - 2002
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Note : Figures for complaints and suggestions per million passenger journeys are in brackets.
�$	��
RDP��#?�������E	

���C EFGGH IJKLMNOFP 2001 2002  �� Difference

-O&$��� New World First Ferry 39 (2.68) 40 (2.69) +2.6% (+0.4%)

'*�� 'Star' Ferry 2 (0.07) 2 (0.07) - ( - )

����Minor Ferries 18 (1.45) 12 (1.05) -33.3% (-27.6%)

�� Total 59 (1.06) 54 (0.98) -8.5% (-7.5%)

���9 Appendix 16

��LM#+%&�������,-
Breakdown of Complaints and Suggestions on the

Services of Ferry Companies

���@ : ; < Appendix 17(i)

����������������4LM������
Breakdown of Complaints and Suggestions on

NWFF Services during 2000 - 2002
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Note : Figures for complaints and suggestions per million passenger journeys are in brackets.
�$	��
RDP��#?�������E	

���C EFGGH IJKLMNOFP 2001 2002  �� Difference

-O&$��� New World First Ferry 39 (2.68) 40 (2.69) +2.6% (+0.4%)

'*�� 'Star' Ferry 2 (0.07) 2 (0.07) - ( - )

����Minor Ferries 18 (1.45) 12 (1.05) -33.3% (-27.6%)

�� Total 59 (1.06) 54 (0.98) -8.5% (-7.5%)

���9 Appendix 16

��LM#+%&�������,-
Breakdown of Complaints and Suggestions on the

Services of Ferry Companies

���@ : ; < Appendix 17(i)
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���A Appendix 18

�����NGOP�������,-
Breakdown of Complaints and Suggestions on Traffic

and Road Conditions

Appendix��

��� @ : ; ; < Appendix 17(ii)

����������������QR6M������
Complaints and Suggestions on ‘Star‘ Ferry

Services during 1998 - 2002
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�����
� Nature of Complaints/Suggestions 2001 2002  �� Difference

���� Traffic Conditions

(a) ���� Traffic congestion 924 1 098 +18.8%

(b) ���	 Traffic management 303 365 +20.5%

(c) 
�����
�
Additional traffic signs and aids

201 231 +14.9%

(d) ��
� Parking facilities 118 129 +9.3%

�� Sub-total 1 546 1 823 +17.9%

���� Road Maintenance

(a) ���� Road conditions 249 340 +36.5%

(b) �����
� Traffic signs and aids 184 200 +8.7%

(c) ���� Carriageway markings 24 26 +8.3%

�� Sub-total 457 566 +23.9%

���� Enforcement

(a) ���� Illegal parking 926 1 164 +25.7%

(b) ����� Other enforcement matters 808 1 066 +31.9%

�� Sub-total 1 734 2 230 +28.6%

�� Total 3 737 4 619 +23.6%
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��� C Appendix 19

ST�����NGOP������,-
Breakdown of Complaints and Suggestions on Traffic and

Road Conditions by District (1.1.2002 - 31.12.2002)
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