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Annex 5
YTM DC Paper No. 92/2014

Yau Tsim Mong District Council
District Councillor Mr HUI Tak-leung’s Suggestion to Review the
Building Management Ordinance (Cap. 344)

On District Councillor Mr HUI Tak-leung’s suggestion to
review the Building Management Ordinance (Cap.344) (BMO) in
relation to the quorum of meeting of the owners’ corporations (OCs), our
response is as follows — |

2 Owners have the responsibility to manage their own private
property. The role of the Government in building management is to
promote, encourage and assist owners to organise themselves to
effectively discharge their building management responsibility through
multi-pronged measures, including the provision of legal framework and
support services. The BMO provides a legal framework on the
management of buildings, formation and operation of OCs and other
related matters.

3. Paragraph 3 of Schedule 3 to the BMO stipulates that subject to
provisions otherwise provided in the BMO, all matters (including
maintenance works) arising at a meeting of the OC at which a quorum is
present (i.e. 10% of the owners) shall be decided by a majority of the
votes of the owners voting either personally or by proxy. This
requirement aims to ensure that the passing of a resolution at an OC
meeting is subject to the consent of a certain number of owners, while
avoiding the difficulty in commencing maintenance works due to too high
the required percentage of owners for the passing of the resolution.

4, Moreover, the BMO has provided for measures to ensure the
transparency of any maintenance works carried out by an OC and the
OC's effective supervision of the tendering and the maintenance works
concerned. Under the BMO, an OC shall invite tender for any projects
with a total value over $200,000, and a general meeting shall be convened
to endorse the relevant tender if the total value of the project exceeds
20% of the annual budget of the OC. Furthermore, during the tendering
process, an OC has to observe relevant codes of practice under the BMO,
including the Code of Practice on Procurement of Supplies, Goods and
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Services and the Code of Practice on Building Management and
Maintenance.

5. To ensure that the BMO keeps pace with changing
circumstances, the Review Committee on the Building Management
Ordinance (Review Committee), comprising members from relevant
sectors with extensive knowledge in property management, has
conducted a comprehensive review of the BMO. The review examines,
inter alia, examine ways to resolve common problems in building
management, for example, how to improve the resolution procedures
relating to maintenance works.

6. The Home Affairs Department is considering and following up
on the recommendations of the Review Committee, with the aim of
drawing up initial legislative amendment proposals for consultation with
stakeholders and the public later this year.

Home Affairs Department
August 2014
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Annex 8
YTM DC Paper No. 95/2014

fficiency Unit

RAFLMEZE
Our ref:

REAEE - YTMDC 13/10/18/12

Your ref:

With regard to Ms Wong Shu-ming, Yau Tsim Mong District Councilor’s questions
relating to 1823 raised on 6 August 2014, the Efficiency Unit provides a written response
as follows -

1. Please explain 1823’s complaint handling procedure in detail.

Upon receipt of citizens’ complaints, 1823 will jot down case information and,
according to the case nature, refer them to the departments concerned for follow up.
1823 will also monitor case progress with reference to the departments’ performance
pledge and issue reminders to departmental management on overdue cases. For those
cases involving unclear responsibility, 1823 will escalate them to departmental
management for review and resolution. Moreover, once replies are received from
departments, 1823 will contact the citizens for relaying the replies.

2. How many complaints are related to Mongkok District?
For the period from January to July 2014, 1823 has received around 190 000

complaint cases and the figures in respect of Mongkok District and Yau Tsim Mong
District are provided below -

Relating to Relating to Yau Tsim
Mongkok District Mong District
Number of complaint cases Around 9 700 Around 18 700
Number of cases with Around 1 300 Around 2 500
reminders sent by 1823 to
departmental management

1823 conducts analysis on complaint cases (such as distribution of locations of
complaint cases) and furnishes departments with the findings for further study and
consideration of service enhancement. Examples are at Annexes 1 to 4 for reference.

3. Is there any internal guideline for 1823 staff to provide case number to the public
proactively?

1823’s computer system assigns a 10-digit case number to every case for identification.
For privacy protection and citizens’ convenience, where citizens wish to check own
cases’ information, they only needs to provide (1) contact information and (2) surname
or name, as left when making the enquiries or complaints; and (3) brief case
information. 1823 will then be able to verify their identity and provide updates,
without the need for them to provide the case number. That said, should citizens wish
to obtain the case number, 1823 staff will be happy to provide.
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4. Has 1823 ever encountered any difficulties when referring cases to departments?

The vast majority of cases that 1823 referred directly to departments were resolved
without escalation to departmental management. For the period from January to July
2014, over 95% of the cases were resolved after direct referral. As regards those few
cases involving unclear responsibility, 1823 has escalated them to departmental
management for review. Case progress hinges on individual cases’ merits. Both 1823
and departments uphold the principle that resolution of cases should come before
demarcation of responsibilities.

5. Is manpower for 1823 sufficient for daily operation?

For the period from January to July 2014, 1823 has handled over 2 000 000 calls, an
increase of 19% when compared to the same period last year. Call load is affected by
various factors. Where there is an upsurge of calls at a particular point in time,
citizens may have to wait for a longer period before their calls can be answered. If all
the call handling staff of 1823 is engaged with calls, to avoid citizens being put on
hold for a long time, the telephone system will divert the calls to voice mail box and
1823 staff will handle the voice mails once they are available. Apart from telephone,
1823 also provides various means for citizens, including email (tellme@1823.gov.hk),
web form (www.1823.gov.hk), mobile application (tellme@1823), SMS (6163 1823),
fax (2760 1823) or mail (Tsuen Wan PO Box 1823). 1823 will review manpower
level from time to time and recruit additional staff as necessary to cater for increase in
service demand.

The Efficiency Unit
14 August 2014
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Annex 1

The number of complaints relating to Mongkok District during the period from January to July 2014 — Overall




The number of complaints relating to Mongkok District during the period from January to July 2014 — Refuse




Annex 3

The number of complaints relating to Mongkok District during the period from January to July 2014 — Water Dripping
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Annex 4

The number of complaints relating to Mongkok District during the period from January to July 2014 — Obstruction
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