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In the course of handling complaints and suggestions from the public on transport
matters, the Transport Complaints Unit (TCU) would contact the relevant authorities
or transport services operators direct to ensure that the cases received are accorded
due attention and processed expeditiously. Four quarterly reports were prepared
by the TCU in 2003. The reports were submitted to the TAC for consideration and

released for public information. The full report for 2003 is at Annex C.

For the year 2003, the TAC noted that the total number of complaints and suggestions
received had decreased by 1.4% from 15 332 to 15 118 when compared with that
of 2002. The major areas of complaints were related to public transport services
(67%), enforcement matters (16%) and traffic conditions (11%). The relevant
Government departments and public transport operators had taken actions/measures
to address the concerns raised by the complainants. The details are set out in the
full report. The TCU Sub-Committee will continue to monitor closely the effectiveness

of the measures and suggest additional measures where such are necessary.

We have been publicising the services of the TCU through various channels to
encourage the public to make complaints as well as suggestions. They include
putting up signboards at public transport interchanges, bus termini and ferry piers;
displaying stickers inside taxis and green minibuses; and regularly broadcasting
TV and radio announcements of public interest. Regular training are provided for

the staff of the TCU to improve their skills and efficiency in handling complaints.
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