5. Handling of Difficult-to-solve Problems or Dispues
Whether actions taken

51 For about 20% of the incidents they considemgabrtant, the respondents concerned
indicated that the problems or disputes had no ainga them. In just over half (51%)
of the incidents, the respondents felt very upset im another 23%, they had lost
money.

Percentage of incidents
by impact of important problems on respondents

| feel very upset by the incident ] 51.3%
Lose money“ 122.9%
No impact at all [ 19.8%
My family members are upset by the incide T 11.5%
My health suffers a lot [ 9.9%
Ruin my relationship with friends and neighbou-:s__l 3.9%
Lose my job = 2.7%
Ruin my relationship with family memberdd 1.7%
I am injured as a result of the incidenfd 1.6%
My reputation is affectedfd 1.1%
Use a lot of time 1 0.9%

0% 20% 40% 60%

(Multiple response; Base: 4,380)

5.2  Overall actions had been taken by respondents &h &f7these incidents. For the
remaining 63%, no action was taken. In terms ofaotpof the problems on the
respondents, there appears to be no major differeetween incidents with actions
taken and those with no action taken.

Percentage of incidents with or without actions takn
by impact of problems on respondents

] 51.4%
S I'51.2%
Lose money 122.7%.

—————— 17.6%
1'33.5%

| feel very upset by the inciden

No impact at all

My family members are upset by the incidepil 8%y 14 o9,

My health suffers a lot E—'B %9/;)6%

Ruin my relationship with friends and neighbou 2

) 2.5%
1 3.19%

Ruin my relationship with family member<_ 12.3%%

Lose my job

I am injured as a result of the incider@,i-ggﬁ’)

My reputation is affected ?olé%;AJ
- Y. 0
7%
2% | '

Use a lot of time 501-

0% 20% 40% 60%
|I:|Actions taken O No action taken

(Multiple response; Base: Actions, 1,630; No act@i@50)
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5.3 In terms of categories of incidents, the proportigth actions taken were higher for
family-related problems (54%), problems relatedbteners of residential properties
(53%), and consumer-related problems (47%), butetofr problems related to
government departments and government official8a)2@nd to services provided by
professionals (20%).

Percentage of incidents with actions take
within categories of incidents

Base
Family-related | 54.2% (501)
Problems related to owners of residential propertje |53.2% (154)
Consumer-related matterg ] 46.6% (71)
Tenant problems ] 43.5% (163)
Employment related problems or disputgs ] 34.8% (1,315)
Other money matters| ] 31.6% (207)
Problems related to damage and disturbances calised

by others | 30.7% (1,236)

Problems related to |r}fur|es or health problemthan F
| 27.6% (127)

workplace I
Landlord problems ] 24.6% (79)
Problems relate_d to injuries or health problefps | 23.4% (130)

ouItS|d the workrPIace i

Problems related to government departmen
- 20.2% (175)

government officials I
Problems related to services provided by profesdsor ] 19.9% (79)
Other problems or disputes | 24.5% (126)
Disputes of a criminal nature | 43.4% (17)

0% 20% 40% 60%

5.4  For the 63% of important incidents with no acttaken, 46% had no plan to take any
actions or did not know what to do. Another 1% wastemplating taking actions or
waiting for the other side to take actions.

Percentage distribution of incidents without actiors taken
by currnt status

No action is planned to be takep ] 31.9%

Do not know what to do | 13.9%

Action contemplated [] 0.7%

Waiting for the other side to take actiofj 0.7%

No comment ] 52.8%

0% 20% 40% 60%

(Base: 2,750)
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5.5  The main reasons for not taking actions weie rieed” (accounting for 26% of the
incidents concerned), “not knowing what actionsake” (24%), “not knowing how to
take actions” (23%), “believing it will take too i time” (21%), “not believing
anything can be done” (18%) and “not wanting tanruelationship with the other
side” (17%).

Percentage of important incidents with no actionsaken
by reasons for not taking action

No need ]125.6%

Do not know what action to take ]23.9%

Do not know how to take action | 22.6%

Believe that it will take too much timg 121.2%

Do not think anything can be don |18.1%

TTOTT

Do not want to ruin relationship with the otheresid ]17.4%

Afraid that the other side may seek revenfje 7.9%
Believe that it is not due to fault of the otheresi 3.5%
Believe that it will cost a lot of moneyf ] 2.7%

Prefer to wait as the other side already takin'gpact:l 1.1%

Threatened by the other side not to take actjof.1%

0% 10% 20% 30%

(Multiple response; Base: 2,750)

Types of actions taken

5.6 For those incidents with actions taken, thes$ypf actions taken were mainly “talking
to the other side” (accounting for 76% of incidentscerned), “seeking advice on
how to resolve the problem” (21%), “complaining government departments or
relevant authorities” (19%) and “talking to managenoffice” (11%).
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5.7

5.8

Percentage of incidents with actions taken by typesf actions

] 76.0%

Talk to the other side
Seek advice on how to resolve the probldm ] 20.5%

Complain to government departments/ releva
. 19.1%
authorities

Talk to management office ] 11.4%
4.2%

Take the case to court or tribung

Threaten the other side with legal actidg 1.7%

Issue lawyer's letter to the other sidg¢ 1.4%
Seek help from consultant/ claims agefjt1.1%
Mediation or arbitration [] 0.7%

Complain to the mass medig 0.5%

Seek help from voluntary agencief0.5%

Search for helpful information from libraries, et£0.3%
Others [ 0.4%

60% 80%

0% 20% 40%

(Multiple response; Base: 1,630)

The range of actions taken varied among diffecategories of problems, although
“talking with the other side” was the most usudi@ttaken. An analysis of actions

taken for important incidents by categories of peois is shown as follows. In some
cases, however, the analysis at this detailed Is\ainstrained by the limitation of the

base data available.

Employment related problems or disputes

For incidents of employment related problemihactions taken, the types of actions

were mainly “talking to the other side” (accountifoy 79% of incidents concerned),
“complaining to government departments or rele\authorities (48%), and “seeking

advice on how to resolve the problem” (22%).
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Percentage of incidents of employment related probms
with actions taken by types of actions

Talk to the other side 1|79.2%
i Ant
Complain to governme.n.t departments/ relev 147.5%
authorities I
Seek advice on how to resolve the problgm ] 22.1%

Take the case to court or tribuna | | 15.6%

Threaten the other side with legal actiqa__] 6.3%

Mediation or arbitration [ ] 4.7%

Issue lawyer's letter to the other sidg 1.9%

Talk to management office]] 1.1%

Search for helpful information from libraries, etf0.6%

Seek help from voluntary agencief0.4%

Others | 0.4%

0% 20% 40% 60% 80%

(Multiple response; Base: 170)

Tenant related problems or disputes

5.9 For incidents related to tenant problems, tppes of actions taken were mainly
“talking to the other side” (accounting for 82% ioicidents concerned), “seeking
advice on how to resolve the problem” (41%), andniplaining to government
departments or relevant authorities” (25%).

Percentage of incidents related to tenant problen
with actions taken by types of actions

Talk to the other side | 81.7%

Seek advice on how to resolve the probldm | 41.2%

Complain to government departments / releva
.. 24.5%
authorities

Talk to management office) | 6.7%

Mediation or arbitration [ 2.5%

Threaten the other side with legal actidp1.3%

Take the case to court or tribung| 1.2%
1 1 1 1

0% 20% 40% 60% 80% 100%

(Multiple response; Base: 70)
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Landlord related problems or disputes

5.10 For the relatively small number of incidergkated to landlord problems, the types of
actions taken were mainly “talking to the othereSi¢accounting for 78% of incidents
concerned), “taking the case to court or tribun&7%), and “complaining to
government departments or relevant authorities%4R2

Percentage of incidents related to landlord problers
with actions taken by types of actions

Talk to the other side |
T 78.4%
Take the case to court or tribung | 26.6%

Complain to government departments/ relevéh{:l 21 5%
. . 0
authorities

Issue lawyer's letter to the other side | 10.5%

Seek advice on how to resolve the problgm | 9.8%

Threaten the other side with legal actign | 5.9%

Mediation or arbitration | 5.7%

Seek help from consultant/ claims agefit_] 5.5%

0% 20% 40% 60% 80%

(Multiple response; Base: 18)
Problemsrelated to owners of residential properties

5.11 For incidents related to owners of residergralperties with actions taken, the types
of actions taken were mainly “talking to the otkete” (75%) and “seeking advice on
how to resolve the problem” (34%), and “complaintoggovernment departments or
relevant authorities” (15%).
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Percentage of incidents related to owners of ressdgtial properties
with action taken by types of actions

Talk to the other side |
T 75.4%

Seek advice on how to resolve the problgm | 33.7%
Complain to government departments/ relevé'-m—|
- 15/12%
authorities i °
Talk to management office ] 11.3%

Issue lawyer's letter to the other side]] 3.5%

Seek help from consultant/claims age ﬂ 3.5%

Take the case to court or tribuneD 3.4%

Complain to the mass medig| 1.2%

Threaten the other side with legal actigp1.0%
1 1 1

0% 20% 40% 60% 80%

(Multiple response; Base: 86)

Consumer-related problems and disputes

5.12 For incidents concerning consumer-related ergtthe types of actions taken were
mainly “talking to the other side” (accounting f@5% of incidents concerned),
“seeking advice on how to resolve the problem” (}7&nd “complaining to
government departments or relevant authorities”)(9%

Percentage of incidents of consumer-related matte
with action taken by types of actions

Talk to the other side 1 94.7%

Seek advice on how to resolve the problgm | 16.6%

Complain to government departments/ relevds
. 8.8%
authorities jt—_l °

Threaten the other side with legal actiqn1.3%

Complain to the mass medig 0.9%

Seek help from consultant/ claims agefpp.6%

Issue lawyer's letter to the other sided.3%

Search for helpful information from libraries, etf0.3%
Take the case to court or tribungl0.3%

Seek help from voluntary agenciep 0.2%

Others [ 0.5%
L L L L

0% 20% 40% 60% 80% 100%

(Multiple response; Base: 632)
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Other money problems or disputes

5.13 For incidents related to other money matties,types of actions taken were mainly
“talking to the other side” (accounting for 86%in€idents concerned), and “seeking
advice on how to resolve the problem” (24%).

Percentage of incidents related to other money matts
with actions taken by types of actions

Talk to the other side 85.9%

Seek advice on how to resolve the problem 23.9%

Take the case to court or tribunal 7.1%

Complain to government departments/ relevaB._l-| 450
authorities =7

Seek help from consultant/ claims agemt |4.3%
Issue lawyer's letter to the other sidg 1.5%

Threaten the other side with legal actiofp 1.4%

0% 20% 40% 60% 80% 100%

(Multiple response; Base: 68)

Problems or disputes related to damage and disturbances caused by others

5.14 For incidents related to damage and distudmocaused by others, the actions taken
were mainly “talking to management office” (43%balking to the other side” (42%),
“complaining to government departments or relevarthorities” (24%) and “seeking
advice on how to resolve the problem” (20%).
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Percentage of incidents related to damage and dishances
caused by others with actions taken by types of aots

Talk to management officel ] 42.5%
Talk to the other side ] 41.8%
Complain to government departments/ relevdit
. | 23.6%
authorities I
Seek advice on how to resolve the problgm ]20.1%

Issue lawyer's letter to the other sidg 1.2%

Seek help from consultant/ claims ageft0.8%

Seek help from voluntary agencie0.4%
Threaten the other side with legal actig.3%

Take the case to court or tribungl0.2%

Others ]0.2%
1 1 1 1

0% 10% 20% 30% 40% 50%

(Multiple response; Base: 394)

Problems or disputes related to injuries or health problemsin the workplace

5.15 For incidents related to injuries or healtbgpems in the workplace, the actions taken

were mainly “talking to the other side” (75%), “cphaining to government
departments or relevant authorities” (23%), anctKkggg advice on how to resolve the
problem” (14%).

Percentage of incidents related to injuries or hed#h problem
in the workplace with actions taken by types of a@bns

Talk to the other side

Complain to government departments/ relev
. 22.7%
authorities

Seek advice on how to resolve the problgm | 14.4%

74.6%

Take the case to court or tribungl | 11.4%

Seek help from consultant/ claims ageht |7.5%

Threaten the other side with legal acticEl 4.5%

Issue lawyer's letter to the other sic§| 2.4%

0% 20% 40% 60% 80%

(Multiple response; Base: 33)
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Family-related problems or disputes

5.16 For incidents related to family problems, délstions taken were mainly “talking to the
other side” (79%), “taking the case to court doanal” (34%), and “seeking advice on
how to resolve the problem” (23%).

Percentage of incidents of family-related problem
with actions taken by types of actions

Talk to the other side |
T 79.4%
Take the case to court or tribungl | 34.1%
Seek advice on how to resolve the problgm | 23.0%
Issue lawyer's letter to the other side | 11.1%
Seek help from voluntary agencies__] 6.8%
Complain to government departments/ relevas 6,10
" . (]
authorities I
Seek help from consultant/ claims ageﬂ 1.8%
Others [] 1.7%
t t t
0% 20% 40% 60% 80%

(Multiple response; Base: 41)

Problemsrelated to injuries or health problems outside the workplace

5.17 For incidents related to injuries or healtbbbems outside the workplace, the actions
taken were mainly “talking to the other side” (77&6)d “complaining to government
departments or relevant authorities” (30%).

Percentage of incidents related to injuries or heéh problems
outside the workplace with action taken by types oéctions

Talk to the other side

77.2%

Complain to government departments/ relevasi
authorities

29.8%

Threaten the other side with legal actign| 3.3%

Issue lawyer's letter to the other side| 3.1%

Take the case to court or tribunal | 3.1%

Seek advice on how to resolve the probldn) 2.6%

Seek help from consultant/ claims ageff 2.0%

0% 20% 40% 60% 80%

(Multiple response; Base: 27)
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Problems or disputes related to government departments or government officials

5.18 For incidents related to government departsentgovernment officials, the actions
taken were mainly “talking to the other side” (82%g§eeking advice on how to
resolve the problem” (20%) and “complaining to goweent departments or relevant

authorities” (13%).

Percentage of incidents related to
government departments or government officials
with actions taken by types of actions

Talk to the other side

Seek advice on how to resolve the problgm |20.0%

Complain to government departments/ relevds
- 'E | 12.7%
authorities 0

81.5%

Take the case to court or tribundl |7.3%

Seek help from voluntary agencieﬂ 3.0%

Complain to the mass medi@| 2.7%

Search for helpful information from libraries, e

2.3%
1 t t t t

0% 20% 40% 60% 80%

100%

(Multiple response; Base: 36)

Problems or disputes related to services provided by professionals

5.19 For the small number of incidents relateddrvises provided by professionals, the
actions taken were mainly “talking to the othere$i95%) and “seeking advice on
how to resolve the problem” (59%).

Percentage of incidents related to services provideby professionals
with actions taken by types of actions

Talk to the other side

| 95.2%

Seek advice on how to resolve the problgm

||59.1%

Complain to government departments/ reIevczl 21.8%

authorities

Threaten the other side with legal actid

Search for helpful information from libraries, ef]

n ] 6.1%
£ ] 4.8%

0%
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(Multiple response; Base: 13)
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Other problems or disputes

5.20 For incidents related to other problems oputiss, the actions taken were mainly
“talking to the other side” (76%), and “complainibhg government departments or
relevant authorities” (37%).

Percentage of incidents related to other problems
with actions taken by types of actions

Talk to the other side | 75.5%

Complain to government departments/ relevdat
authorities

| 37.1%

Seek advice on how to resolve the problgm |6.5%

Take the case to court or tribuneD 3.5%

Others []] 2.4%

0% 20% 40% 60% 80%

(Multiple response; Base: 35)

Disputes of a criminal nature

5.21 For the small number of incidents of a crirhinature, the main actions taken
included “complaining to government departmentgsedevant authorities”, “seeking
advice on how to resolve the problem” and “talkiaghe other side”.

Contacts with the other parties

5.22 For 84% of the incidents with actions takée, tespondents concerned had attempted
to contact the other parties through various mekos.these cases, more than half
(58%) were satisfactorily settled. The remainingd@ere not settled because the
other parties had no response, refused to be dedtac accept the offers, or that the
counter-offers by the other parties were not a@a#etor that negotiations were still
underway.
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Percentage distribution of incidents
with the other parties contacted by outcome

Problem satisfactorily settled |
- 57.5%
The other party refuses to accept offer for settieim | 14.8%

The other party's offer for settlement not accelptap | 9.8%
No response from the other partZ | 7.9%
Negotiation with the other party still underwaz | 7.3%

The other party refuses to be contact @ 2.6%

0% 20% 40% 60%
(Base: 1,367)

5.23 For the 16% of incidents where the respondeatxerned had not attempted to
contact the other parties, the reasons for notaoting were mainly that the
respondents did not want to contact the other paxtgounting for 51% of incidents
involved) or that they believed the problems coolut be settled through mutual
agreement between the parties concerned (15%).

Percentage of incidents with the other parties natontacted
by reasons for not contacting

Do not want to contact the other party 51.4%

Believe that the problem cannot be settled throuD 14k6%
- . 0
mutual agreement between parties concerneq

Believe that the other party does not want to E' 8.7%
contacted '

Believe that the problem should be settled throuE ,
legal proceedings 7.1%

0% 20% 40% 60%

(Multiple response; Base: 254)

Help seeking behaviour
5.24 In trying to solve the problems or disputeat tivere considered important, the

respondents concerned usually tried to contact flaenily members, relatives and
friends first (81% of incidents).
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Percentage distribution of important incidents
by first party tried to contact for assistance

Family members/ relatives/ friend§

] 81.0%

Other government departmen
Management offices

Consumer Council [11.8%
Police [ 1.7%
Solicitors | 0.6%

Legislative/ District Councillors
Other public bodies

Social workers

Law Society/ Bar Association
Consultants or claims agent|
Legal Aid Department

Mediators
Others

20%

40%

60%

80% 100%
(Base: 1,960)

5.25 As regards the second party, the respondesislly tried to approach their
management offices (28%), the Police (5%), and Légé Department and other

government departments (28%).

Percentage distribution of important incidents
by second party tried to contact for assistance

Management offices

] 27.5%

Other government departments

] 25.8%

Police [T 4.9%
Legislative/ District Councillors :I 4.3%
Family members/ relatives/ friend : 4.1%
Solicitors -_| 3.7%
Consumer Council :l 3.5%
Social workers :I 2.7%
Law Society/ Bar Association: 2.6%

Legal Aid Department -:| 2.0%
Voluntary agencies that offer free legal advi -EI 1.9%
Professional bodies-j 0.8%
Other public bodies il 0.7%
Mediators jo.7%
Consultants or claims agentél 0.6%

Others

114.1%

0%
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5.26 As regards the third party the respondenisd ttio contact for assistance, the
respondents more likely tried to approach managewoféoes (18%), solicitors (18%),
Legal Aid Department (9%), the Police (9%) or otgevernment departments (11%).

Percentage distribution of important incidents
by third party tried to contact for assistance

Management offices ] 17.79
Solicitors | 117.7%
Other government departmen- 111.4%
Legal Aid Department- 18.7%
Police | ] 8.5%
Legislative/ District Councillors]| 1 7.2%

Other public bodies [ 6.2%
Mediators -:I 6.0%
Consultants or claims agenf‘_l 2.5%
Voluntary agencies that offer free legal advi-El 2.2%
Family members/ relatives/ friend-:l 1.2%
Professional bodie§:| 1.2%
Consumer Council-:l 1.1%
Others | 8.3%

0% 5% 10% 15% 20%
(Base: 81)

5.27 For the fourth party, it appeared the respotsdevere more likely to approach
mediators, Law Society/ Bar Association, Legal Bidpartment and solicitors, based
on the small base data available at this levektdid

Assistance from other parties

5.28 In handling their important incidents of diffit-to-solve problems, the respondents
often sought assistance from other parties. Thesénlyn included non-legal
individuals such as family members, relatives,niig® social workers and different
levels of councillors, or organisations such as Ba Association, Law Society,
Social Welfare Department, Labour Department anchel@d\ffairs Department. In a
smaller number of incidents, the respondents atamlg assistance from the Free
Legal Advice Scheme of the Government, legal adicisors, barristers, consultants
or claim agents, or used arbitration or mediatienvises.
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Percentage of incidents with assistance souc
from individuals/ organisations by parties

Individuals/ organisations
Free legal service schem ZI 1.8%
Legal Aid -:|1.4%
Solicitors :l 2.5%
Barristers |0.1%
Consultants or claims agent- 0.6%
Mediators [10.9%
Arbitrators [ 0.5% . '

0% 20% 40% 60%

60.2%

(Multiple response; Base: 1,630)

Assistance from individuals or organisations

5.29 For about 60% of the incidents with actiorkeia assistance was obtained from non-
legal individuals or from organisations offeringrs®form of legal related services.

Percentage of successful contacts by individualsiganisations

Family members/ relatives/ friendg ] 65.1%

Labour Department :] 10.4%
Councillors -:| 3.4%
Law Society/ Bar Association-j 2.3%
Social workers j 1.5%
NGOs with free legal advicej1.3%
Social Welfare Departmemjo.g%

Home Affairs Department] 0.5%

Others ] 61.8%
1

0% 20% 40% 60% 80%
(Multiple response; Base: 969)

5.30 For about 78% of these incidents, advice wawiged by these individuals or
organisations on how to solve the problems. Fothaart®9%, assistance in contacting
or negotiating with the other parties was obtaireett] for about 25% of incidents,
advice was provided on where to obtain assistarmeabout 16% of incidents, legal
advice, such as advice on legal rights, legal mlos and legal proceedings, was
obtained.
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Percentage of incidents with assistance obtaineddm individuals/
organisations by types of assistance provided

Advice on how to solve problemg |

[ | 78.0%
29.0%

Assistance in contacting/ negotiating with 1
other parties

Advice on where to obtain assistande | 24.6%

Legal advice obtained | 16.1%

Referral of solicitors :| 2.7%

Assistance in applying for legal aic] 2.3%

Assistance in contacting government departmejts5%

Others || 1.0%

0% 20% 40% 60% 80%

(Multiple response; Base: 969)

5.31 For 65% of the successful contacts made tmmbssistance from these individuals or
organisations, the respondents were able to oltamediate assistance from the
parties contacted. For about 14%, however, theoregmts had to wait for 7 days or
more before getting assistance.

Percentage distribution of successful contacts
by waiting time required before obtaining assistane

80%

64.7%

60% -

40% A

20% A 13.6%

8.5%

4.2% 7.3%
|_| 1.7%
0% } —1 Ly - } }
Immediately 1-2 days 3-4 days 5-6 days 7 days or above oMomment

(Base: 1,509)

5.32 For about 64% of these successful contactsfaltow-up actions suggested was to
talk to the other side. For 10%, the respondent® \advised to do nothing, and for
another 10%, to complain to government departmédtiser actions suggested were
to “try mediation or arbitration” (6%), “take theatter to court or tribunal” (4%), or to
“threaten the other side with legal action” (3%).
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Percentage of successful contacts
by types of follow-up actions suggested by partieontacted

Talk to the other party | 64.1%

Complain to government departments/ relevant aittesr | 9.7%

Do nothing | 9.5%

Try mediation or arbitration | 5.7%

Take the matter to court or tribuneD 3.9%

Threaten the other side with legal ctioﬂ 2.5%

Others [] 45%

0% 20% 40% 60% 80%

(Multiple Response; Base: 1,509)

5.33 For 60% of these successful contacts, theonelgmts concerned considered the
assistance helpful or very helpful. For another 1#% assistance was considered not
very helpful or not helpful at all.

Percentage distribution of successful contacts
by whether advice or assistance helpful

60%

44.9%
40%
18.2%

20% | 14-8% .

10.0% 720 5.0%
O% 1 1 | | 1 | | 1 1 I I

Very helpful Helpful Not very Not helpful at  No comment Refused to
helpful all answer

(Base: 1,509)

5.34 For 61% of these successful contacts, theonelgmts concerned would recommend
other people facing similar situations to seek stasce from the individuals or
organisations from whom they had sought assistaRoe.only about 9% of these
incidents, the respondents would definitely or iy not recommend other people
facing similar situations to seek assistance froaes¢ parties.
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Percentage distribution of successful contacts byhether would
recommend other people to seek assistance from pees contacted

37.9%

40%

30% A

20% A

10% A 6:4% 5:0%

I_l 2.9% I_I
0% 1 1 1 |_| 1 1

Definitely yes  Probably yes  Probably no  Definitely no N comment Refused to
answer

(Base: 1,509)

5.35 When analysed by categories of individual®organisations from whom assistance
was obtained, a higher proportion of respondentsildvalefinitely or probably
recommend other people facing similar situationsséek assistance from family
members (accounting for 64% of respondents whosladht assistance from family
members), Labour Department (78%), social workes4%), Bar Association/
Law Society (50%) and NGOs (50%).

Percentage of successful contacts by whether woukecommend
other people to seek assistance from parties contad

Definitely/ Definitely/ No No

Probably Yes| Probably No| comments| response Base
Labour Department 77.6% 7.4% 7.3% 7.8% | (110)
Family members 64.2% 2.0% 32.5% 1.3% | (640)
Social workers 53.8% 4.1% 7.8% 34.4% (24)
Bar Association/ Law Societ) 50.2% 9.2% 12.1% 28.4% (31)
NGO with free legal advice 50.0% 0.0% 8.4% 41.6% (22)
Councillors 33.7% 14.6% 32.1% 19.5% (42)
Social Welfare Department 22.5% 9.6% 16.8% 51.2% (18)
Home Affairs Department 12.3% 8.0% 13.7% 66.0% (14)

Assistance from the Free Legal Advice Scheme

5.36 For about 2% of the incidents with actionsetgkassistance was sought through the
Free Legal Advice Scheme of the government. Whealyaaed by categories of
incidents, the percentage was higher for incideeksted to disputes of a criminal
nature (accounting for 25% of incidents concerreatt] for family-related problems
(12%).
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Percentage of incidents with assistance sought thugh

Free Legal Advice Scheme within main categories ofcidents Base

Disputes of a criminal naturej | 24.8% @)

Family-related - |12.2% (41)

Employment related problems or dispute_s:| 5.6% (170)

Landlord problems _:| 5.5% (18)

Problems related tov\llrg:Jkr;elzczr health problemtha :l 4 .0% (33)

Problems related to injuries or health problemssioiet ':| 310
. 0

the workplace n @)
Other money matters| ] 1 50 (68)
Tenant problems [7] 1.3% (70)
Problems related to owners of residential prop®rt €| 1.2% (86)
Problems related to damage and disturbances clayseil.| .
others Ll 1.0% (394)
Consumer-related matters] 0.3% . . (632"
0% 10% 20% 30%

5.37 For the remaining 98% of incidents with actidaken, the reasons for not seeking
assistance or advice through the Free Legal Adsateeme were that the respondents
“did not think it could help” (accounting for 32% mcidents concerned); they were
“not aware of such a service” (19%); they had “medi (16%); or that “the waiting
time was too long” (3%).

Percentage of incidents for which assistance throtg
Free Legal Advice Scheme not sought by reasons

Do not think it can help | 32.3%

Not aware of such a servic

2

| 119.4%

No need | 15.8%

The waiting time is too long |3.3%

No comment | 31.3%

0% 10% 20% 30% 40%

(Multiple response; Base: 1,595)
5.38 About 34% of the incidents with assistanceufjh the Free Legal Advice Scheme

involved employment related problems. Other majategories included family-
related problems (19%), and damage and disturbaracesed by others (13%).
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Percentage distribution of incidents with assistare
through Free Legal Advice Scheme by main categoseof incidents

r
Employment related problems or disputgs | 33.8%

Family-related |18.7%

Problems related to damage and disturbanc s
aused by othersf-

Consumer-related matterg |6.3%
Problems related to injuries or health problem--
0,
in the workplace :I 6.2

Disputes of a criminal naturg

13.0%

Other money matters | 3.5%

Problems related to owners o;:l 3.4%
residential propertief '

Problems related to injuries or health problen"'s:l 3.1%

outsitie workplace |- '

Tenant problems | 3.1%

Landlord problems |3.0%

0% 10% 20% 30% 40%
(Base: 32)

For just over half (60%) of these incidentse trespondents considered that the
assistance was helpful or very helpful. For abodf2 the respondents concerned
considered the assistance not very helpful or efiftl at all. The reasons cited were
that the problems could not be solved, advice cooldbe given, or the respondents
were advised to solve the problems themselves beddigation might take time and
the chance of winning was small. The analysis asydver, constrained by the small

5.39

data set.

Percentage distribution of incidents by whether adice or assistance

through the Free Legal Advice Scheme helpful
60% 55.0%
40% |
20.0%

20% 5 0% 10.0% 10.0%

— [ 1 [ 1

0%

Very helpful

Helpful
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Not very helpful

Not helpful at all

No comment

(Base: 32)
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5.40 For about 53% of the incidents, the resporsdeveére able to obtain immediate
assistance. For another 15%, the waiting time wtdsmw7 days and for a further 22%,
the waiting time was more than 7 days.

Percentage distribution of incidents by waiting tine required
before obtaining assistance through Free Legal Adee Scheme

60% 52.6%
40% +
20% + 12:9% 9.7%
2.7% 6.0% 6.6% 6.3% ] 3.2% ] -
0% 1 | — | 1 | | 1 I I 1 | | 1 1 | — | 1
Immediate 1 day 2 days 1 week 2 weeks 1 month Halfayear No
comment
(Base: 32)

5.41 In about half (50%) of these incidents, treposdents concerned would recommend
other people facing similar situations to seekstaace through the Free Legal Advice
Scheme. Only for about 7% of the incidents, theeadents would probably not
recommend similarly.

Percentage distribution of incidents by whether wold recommend other
people to seek assistance through Free Legal AdviSeheme

50%

43.9%

37.5%
40% F >

30% [

20%
12.0%

10% 6.5%

0% L L ) 0.0% )

Definitely yes Probably yes Probably no Definitely no d comment

(Base: 32)
Application for legal aid

5.42 For only about 1% of the incidents with actidgaken, the respondents concerned had
applied for legal aid from the Legal Aid Departmeand over half (55%) of these
were successful in obtaining legal aid support. Wilamalysed by categories of
incidents, the percentage which applied for legdl appeared higher for incidents
related to family problems (accounting for 25% w€ls incidents).
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Percentage of incidents applied for legal ai
within main categories of incidents

Base
: (41)
Family-related ] 25.1%
Problems related to injuries or health problemghin F (33)
7.4%
workplace __:I ° 13)
Problems related to services provided by profesdsor] | 6.1%
Landlord problems |5.5% (18)
Problems related to injuries or health problemsidet :I 3.1% 27
the workplace I
Employment related problems or disputgs| 1.6% (170)
Other money matters|_] 1.5% (68)
Problems related to damage and disturbances cays 206 (394)
others
Consumer-related matter$ 0.1% (632)
0% 10% 20% 30%

5.43 For the remaining 98% of incidents with actidaken, the reasons for not applying
for legal aid were that the respondents “did nomtw# pursue legal action”
(accounting for 40% of incidents concerned); theyev'not aware of such a service”
(15%); or they had “no need” (12%).

Percentage of incidents with actions take
but not applied for legal aid by reasons

Do not want to pursue legal actiof
T 40.0%
Not aware of such a servic 1 14.7%
No need [T 11.5%
Believe to be not qualified for legal aid——01 ©6-3%
Have no confidence in lawyers provided by legal 4id 1.4%
No comment 130.0%
t t t

0% 10% 20% 30% 40%

(Multiple response; Base: 1,605)

5.44 About 50% of the incidents which applied fegdl aid involved family-related
problems. The others mainly involved employmenatedd problems, and injuries or
health problems in the workplace.
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Percentage distribution of incidents applied for lgal aid
by main categories of incidents

Family-related

N 50.2%
Employment related problems or disput¢s | 12.5%

Problems related to injuries or health problem ::I 12.4%
. . (1]
in the workplace

Other money matters | 4.6%

Problems related to services provided t:y:l 4.5%
prafEmals |- '

Problems related to injuries or health problem
4.1%
outsithe workplace :l 0

Consumer-related matterg |4.0%

Landlord problems | 3.9%

Problems related to damage and disturbanc-:-e_—l 3.9%
aused by others| _ 1 L ! !

0% 10% 20% 30% 40% 50%
(Base 22)

5.45 For 72% of the incidents which had applied lémal aid, the respondents rated the
quality of services provided as acceptable or g@dthe other hand, for about 17%,
the respondents rated the quality of services as. dde analysis is, however, based
on a small data set.

Percentage distribution of incidents by quality ofservices
provided by Legal Aid Department as perceived by repondents

50%

38.2%
40% +

33.6%

30% -

20% - 16.8%

11.5%

10% -

0% } } }
Good Acceptable Poor No comment

(Base: 22)

5.46 In just over half (51%) of these incidentg thspondents concerned would probably
or definitely recommend other people facing simgauations to apply for legal aid.
In another 13%, the respondents concerned wouldapiyp or definitely not
recommend similarly.
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Percentage distribution of incidents
by whether would recommend other people to apply foegal aid

50% 231%
40% + 36-3%
30% +
20% +
10% 4 8.0% 8.4% -
0% } } } I I }
Definitely yes Probably yes Probably no Definitely no [d comment
(Base: 22)

Services provided by solicitors

5.47 For about 3% of the incidents with actionsetgkassistance from solicitors was
obtained. About one third (33%) of these incidemith solicitors’ assistance involved
family related problems, and 17% involved other myomatters. The other major
types of incidents included problems related to ensrof residential properties (10%),
damage and disturbances caused by others (9%)eraptbyment related problems
(9%).

Percentage distribution of incidents with solicitots assistance
by main categories of incidents

Family-related | 33.4%

Other money matters| ] 16.5%

Problems related to owners of residential propgrtje | 9.6%

Problems related to damage and disturbances caused—|
9.3%
by others - °

Employment related problems or disputgs 9.2%

Landlord problems |6.4%

Consumer-related matter$ |4.6%

Problems related to government departmer'&, 3.9%
. 0

government officials [
Problems related to injuries or health problemthen :I 2 4%
. 0

workplace n
Disputes of a criminal naturg_] 2.4%

Problems related to injuries or health problemsidet :I 23%
the workplace } } t

0% 10% 20% 30% 40%

(Base: 39)
5.48 When analysed by categories, the percentage sbught solicitors’ assistance

appeared higher for incidents related to familypems (accounting for 30% of such
problems), landlord problems (16%), and disputes aiminal nature (14%).
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Percentage of incid

within main categories of incidents

ents with solicitor's assistanc

Base
41
Family-related (“41)
C 29.9%| (18
Landlord problems ] 16.0% o 18
Disputes of a criminal naturg | 14.0% (7)
Other money matters | 9.7% (68)
Problems rellated .to owners.otI 4.7% (86)
Brobl lated re5|dent|a:jl propertieg
roblems related to government departmen{ (36)
- 4.7%
Probl lated to injuri h H/}offncnl;e}ls : 0
roblems related to injuries or health problem 27)
i ] 3.1%
___ outsitie workplace [ ’
Problems related to injuries or health problem :l 2 5% (33)
in the workplace [
Employment related problems or disputds’] 2.1% (170)
Problems related to damage and disturbanc 0.9% (394)
aused by others|
Consumer-related matterg 0.3% (632)
0% 10% 20% 30%

5.49 For the remaining 97% of incidents with acsigaken, the reasons for not seeking
assistance or advice from solicitors were thatréspondents concerned “did not want
to pursue legal action” (accounting for 30% of demts concerned), “did not think it

was related to legal issues” (26%), and “did notkisolicitors could help” (12%).

Percentage of incidents for which solicitors' assiance
not obtained by reasons

Do not want to pursue legal actio

0,
Do not think it is related to legal issue 29.6%

N
5

] 12.1% 25.9%

Do not think solicitors can help
|7.4%
] 5.9%

Do not have confidence in lawyer§ 0.3%

No need

Cannot afford legal fee

No solicitor is willing to help [] 0.3%

28.99
|

No comment

20%

0% 10% 30%

(Multiple response; Base: 1,582)

5.50 For incidents with assistance from solicitattse main channels for finding the
solicitors were “referrals by friends or relative@ccounting for 66% of incidents
concerned), and “personal friends” (12%). The athiecluded referrals by social
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workers or voluntary agencies, contacts througé fegal advice service provided by
voluntary agencies, and advertisements.

Percentage of incidents with solicitor's assistanc
by channel of finding solicitors

Referrals by friends or relatived 65.5%

Personal friends |11.5 o

Referrals by social workers/ voluntary agencigs 9.8%

Know the solicitors through free legal advice sesevi":I 9.20%
. . . (]
provided by voluntary agencies

From advertisement of solicitorg | 8.8%

Learn about names of solicitors through the masﬁane]z.s%

0% 20% 40% 60% 80%

(Multiple response; Base: 39)

5.51 The main factors affecting the choice of swlis were “price” (accounting for 72% of
incidents concerned), “reputation of lawyers” (35%ind “experience of lawyers”

(35%).
Percentage of incidents with solicitors' assistanc
by factors affecting choice of solicitors
Price | 71.5%
Reputation of lawyers ] 35.4%
Experience of lawyers | 34.506
Friendliness of lawyers | 16.6%
Specialisation of lawyers | 13.8%
Reputation of solicitor firms | 9.6%
Location of solicitor firms [T] 2.6%
Size of solicitor firms 7] 2.5%
0% 20% 40% 60% 80%

(Multiple response; Base: 39)

5.52 As regards the types of assistance or advitaired, these mainly include “legal
advice” (58%), “documentation” (43%), “issue oftes to other party” (37%), and

“appearance in court” (28%).
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5.53

5.54

Percentage of incidents with solicitors' assistant
by types of assistance

60% 57.9%

43.0%

40% 4 36.9%

27.6%

20% +

0% } t t

Legal advice Documentation Issue of letters to other Appearance in court
party

(Multiple response; Base: 39)

For incidents with assistance from solicitting, respondents were charged on average
$9,295. The average charge was higher, at $10iDbarristers were also used, and
was lower if no barristers were involved, at $9,2B8about 38% of incidents, the
amount charged by solicitors was below $5,000. &wther 11%, the amount was
$5,001-$10,000, and for 9%, above $10,000.

Percentage distribution of incidents with solicitos' assistanct
by amount of legal fees charged

60%

41.9%
40% - 37.7%
20% T 11.4% 0.0%
0% } | | } | l }
Up to $5,000 $5,001-10,000 Above $10,000 No comment
(Base: 39)

For about 75% of these incidents, the respaedmncerned knew how the legal fee
was calculated, and the actual amount chargeddwuoeto be more or less the same
as originally calculated. For another 2%, the reslents also knew how the fee was
calculated, but the actual amount turned out tewdrg much different. On the other
hand, for 21% of the incidents, the respondentsndidknow how the legal fee was
calculated and had not asked for such informatiéor. the remaining 2%, the
respondents concerned did not know how the feecaigsilated even though they had
asked for the information.
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Percentage distribution of incidents with solicitos' assistanci
by whether knowing how legal fee is calculated

Yes, and it is more ¢
less the same as the
actual amount
charged
75%

Yes, but it turns ot
to be very much
different from the
actual amount
charged
2%

No, even thoug
| have asked
2%
No, and | haw
not asked
21%

(Base: 39)

5.55 For 78% of the incidents with assistance fewlicitors, the respondents concerned
would definitely or probably recommend the solicstahey had consulted to other
people facing similar situations. Another 11% woudtbbably or definitely not
recommend similarly, apparently because they censtlthe fees were too high, the
solicitors were not professional, the solicitoraldonot help, or they considered the
results were not fair.

Percentage distribution of incidents with solicitos' assistance
by whether would recommend solicitors to other pedp

80%

73.1%

60% [

40%

20% |

4.4% 8.8% - 11.4%
I_l . 0
O% |_| 1 1 1 | — | 1
Definitely yes Probably yes Probably no Definitely no [d comment
(Base: 39)

5.56 For 66% of these incidents, the respondentsezaed were very satisfied or satisfied
with the services provided by their solicitors. @about 16% were not very satisfied
or not satisfied. For all of the incidents in whgtlicitors were paid by Legal Aid, the
respondents concerned appeared satisfied or vBsjiesh with the services provided.
The data set in the analysis was, however, small.
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5.58

Percentage distribution of incidents with solicitos' assistance
by whether satisfied with services of solicitors

100%
83.7%

80% I

63.59
60% I

40% |
18.1%
20% | 16.3% 13.7% ’

O% 1 1 1

Not very satisfied Not satigtd at
all

2.4% 0%

— "

0.0%

Very satisfied satisfied No comment

|I:|A|I incidents with solicitors' assistancel Incidents in which solicitors paid by Legal Aid |

(Base: All: 39; Legal Aid: 6)

For incidents in which the respondents corestrwere not satisfied or not very
satisfied with the services provided by solicitdiee main reason appeared to be that
the legal fee was too expensive. The other reasibes$ included poor work attitude,
the services were considered to be not usefulpbb@ing satisfied with the results.

In 31% of the incidents with assistance frasticgors, the respondents concerned
indicated that the other side had also hired las/yerelp. For about 43%, the other
side had not hired any lawyers.

Percentage distribution of incidents with solicitos' assistanci
by whether the other side hired lawyers to help

60%
42.7%

40% A

30.9%

22.6%

20% A
3.8%
)

Yes No No comment

Do not know

(Base: 45)

5.59 About 42% of the incidents with assistancenfrsolicitors were taken to court or
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tribunal. These mainly included family-related peobhs, other money matters,
problems related to owners of residential propsri@ad employment related problems.
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Percentage distribution of incidents with solicitos' assistanct
that were taken to court or tribunal by main categaies
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(Base: 21)

5.60 For those incidents that were taken to couttibunal, about 57% were taken to the
District Court, 15% to the Family Court, and 14%wv&rious tribunals. About 14%

were dealt with at the higher courts.

Percentage of incidents taken to court or tribunal
with assistance from solicitors by types of courtsr tribunals

District Court |

Family Court | 14.5% 57.1%

Small Claims Tribunal | 9.4%

Labour Tribunal | 4.9%

Lands Tribunal 0.0%
Court of First Instance |4.9%

Court of Appeal ] 4.7%

Court of Final Appeal | 4.5%

0% 20% 40% 60%

(Multiple response; Base: 21)
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Services provided by barristers

5.61 About 4 % of incidents with actions taken wtaken to court or tribunal, and only

5.62

5.63

about 1% of these were represented by barristecount proceedings. For incidents
taken to court or tribunal but with no barristesiatance, the reasons were mainly that
the respondents concerned could not afford the (BBasounting for 34% of incidents
concerned), or were already represented by sakc{8%).

Percentage of incidents taken to court or tribunal
with no assistance from barristers by reasons

Cannot afford legal fee | 33.7%
Already represented by solicitor; | 23.0%
Want to represent myself in cou 3 5.6%
Do not think barristers can heII ;1.4%
No comment j | 42.1%
0% 10% 20% 30% 40% 50%

(Multiple response; Base: 72)

More detailed analysis of the services providedasristers was inappropriate given
the small data set available.

Services provided by consultants or claims agents

In less than 1% of incidents with actions takée respondents concerned had used
the services of consultants or claims agents. dasdhe small number of such cases,
these incidents mainly related to injuries or Healtoblems in the workplace, other
money matters and employment problems. The masoresafor using these services
were apparently that the fees were charged onha @ontingency basis, they had
confidence in the claims agents successfully sgltive problem, or they could not
afford, or did not want to spend more money or tisodving the problem through
other means.

For the respondents that had taken actionth@in incidents, but did not use the
services of consultants or claims agents, the mzasons were that they were not
aware of such services (35%) or they had no ne@¥b).1
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Percentage of incidents
not using consultants or claims agents by reasons
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T 39.9%

No comment

0% 10% 20% 30% 40%

(Multiple response; Base: 1,619)

The channels of finding the consultant oretaagents were mainly through referrals
by friends or relatives, or via direct solicitatiday these service providers. Some
contacts also came through via advertisements.

None of the incidents using consultants andaagents was provided free of charge.
Another 20% was charged a fee of up to $5,000,fan@ further 21%, more than
$10,000. Most of the respondents concerned indidht& they did not know how the
fees were calculated

For about 50% of the incidents using suchisesy the respondents concerned would
probably recommend the service providers they hseld uo other people facing
similar situations. For another 10%, the resporsl@ruld probably not recommend
similarly.

For 81% of the incidents with consultants [@ines agents, the respondents were
satisfied with the services provided. For anoth@lthe respondents were not very
satisfied, mainly because the problems could noebelved.

Use of mediation services

In only about 1% of the incidents with actidgaken, the respondents concerned had
used mediation services. Based on the small nuwibsuch incidents, most of these
(42%) were concerned with labour problems or dsputOthers included
family-related problems, landlord problems, consuneéated matters, and injuries or
health problems in the workplace.

For incidents with actions taken but which dat use mediation services, the main
reasons were that the respondents were “not awanech a service” (accounting for
50% of incidents concerned), they “did not thinkdiagion can help” (29%), or they
had “no need” (20%).
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Percentage distribution of incidents
not using mediation services by reasons
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In about 52% of the incidents in which mediatservices were used, the respondents
concerned reached agreement with the other paFRoesl8% of the incidents, on the
other hand, agreement was not reached. And fordgheinder, the outcome was
pending as mediation was still in progress. Inrtfagority (72%) of incidents in which
mediation was used, the respondents concerned magraccompanied by anyone
other than the mediators. For the others, theqyaatits were accompanied by family
members, relatives or friends.

In about 65% of the incidents which used ntemhaservices, the respondents would
definitely or probably recommend the mediators tlesgd to other people facing

similar situations. For another 13%, the resporgleoincerned would definitely or

probably not recommend similarly.

In about 82% of the incidents using mediasiervices, the respondents were satisfied
with the services provided. For about 6%, the radpats were not very satisfied.

Use of arbitration services

In less than 1% of incidents with actions takée respondents concerned indicated
that they had used arbitration services. Most (66%4hese incidents were related to
employment problems or disputes. The others incutmnily-related problems,
landlord problems, and problems related to ownéresidential properties.

For incidents with actions taken but which dat use arbitration services, the main
reasons were that the respondents concerned wetealmare of such a service”
(accounting for 49% of incidents concerned), thei ‘hot want to pursue arbitration”
(28%), or they had “no need” (19%).
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For the 43% of incidents which used arbitratithe respondents were able to reach
agreement with the other parties, while another 28%ed. For the remainder,
arbitration was still in progress. For 65% of theidents concerned, the respondents
were not accompanied by anyone other than the rawdns. For others, the
respondents were accompanied by social workersjlyffamembers, relatives or
friends.

In about 32% of the incidents using arbitratgervices, the respondents would
definitely recommend the arbitrators they used tbeio people facing similar

situations. For the remaining 68%, the respondemisid probably recommend their
arbitrators.

For 77% of the incidents which used arbitratservices, the respondents were
satisfied with the services provided, and for aher 11%, very satisfied. For the
remaining 12%, the respondents concerned had meoopi

Outcome of actions taken to tackle problems or disgges
Current status

For about 56% of incidents with actions talagreement had been reached with the
other parties, and no further action was beingrtaker another 36%, agreement had
not yet been reached with the other parties, budation was being taken. For about
4% of incidents, decision had already been reaahmesburt or tribunal, or through
other resolution mechanism, with all issues reshl¥®r the remaining 4%, the issues
were either being tackled in court or tribunaltfmough other means.
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Percentage distribution of incidents
by current status of actions taken
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5.79 In 61% of the incidents with actions takeh,oalmost issues were resolved and the
problems were no longer there. In another 26% skeds or problems being tackled
had not yet been resolved and they were still reayrin a further 12% of incidents,
the problems were no longer there, even thouglsthees had not yet been resolved.

Percentage distribution of incidents
by current status of problems

All issues resolved, problems no long thefe 46|9%
Issues not yet resolved, problems still recurri-l;g 25.8%
Issues mostly resolved, problems no longer th-;re 13.8%
Issues not yet resolved, problems no longer th-;re:| 12.3%

Others ] 0.9%

No comment l 0.3%

0% 10% 20% 30% 40% 50%
(Base: 1,630)

5.80 In 42% of the incidents with actions takerg tiespondents concerned were not
planning to take any further follow-up actions. amother 17%, the respondents
indicated they did not know what to do next, whilea further 6%, the respondents
were contemplating further actions, or were waitimg other side to take actions.
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Percentage distribution of incidents with actions aken
by whether follow-up action being taken

| 41.6%

=

No action is planned to be take

Do not know what to do | 16/8%

Waiting for the other side to take actiop | 3.7%

Action contemplated [ 7] 1.9%

No comment | 36.0%
1

0% 10% 20% 30% 40% 50%

(Base: 1,630)

Whether objectives met

5.81 For 43% of the incidents with actions takectjoms were taken to recover loan or
money lost, or seek compensation, while for ano8d4éf, the objective was to change
the behaviour of the other party. Other objectige$aking actions included teaching
the other party a lesson (accounting for 11% oiderts), solving the problems as
soon as possible (11%), or to see that justicedeas (10%).

Percentage of incidents by objectives of taking acins

To recover loan, money lost or seek compensatjon | 43.3%

To change behaviour of the other par}y | 33.7%

To teach the other party a lessg |1o.8%

To solve the problem as soon as possilple |10.6%

To see that justice is dong | 10.1%

To get an apology from the other party |6.7%

To prevent the other party from taking action agaime :| 2.7%

No comment |8.4%
1 1 1 1

0% 10% 20% 30% 40% 50%
(Multiple response; Base: 1,630)

5.82 For about 38% of these incidents, the objestf taking actions were fully achieved,
and another 17% largely achieved. On the other ,Handbout 28% of incidents, the
objectives were not achieved at all, and anothéé b@ly achieved to a small extent.
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Percentage distribution of incidents

by whether objectives achieved
60%

38.1%
40% | >

27.5%
16.6%
0, -
20% 10.0% 7.8%
00/0 1 1 | | 1 1 | |
Fully achieved Achieved to a Achievedtoa Not achieved atall No comment
great extent small extent

(Base: 1,630)

I mpact on respondents of actions taken

5.83 For about 12% of the incidents with actiorieera the respondents concerned had
spent money in solving the problems or dispute® dimount of money spent ranged
from $1,000 or below (accounting for 45% of incittemwith money spent) to more
than $50,000 (3%).

Percentage distribution of incidents with money sp& by amount

60%

44.8%

40%
26.3%

20% F o8
8%
9.2% 6.0%

0% . Illll—llllllﬂllo.g%

$1,000 or $1,001 - $5,001 - $10,001 - $20,001 - Above No comment
below $5,000 $10,000 $20,000 $50,000 $50,000

(Base: 190)

5.84 For about 43% of incidents with actions taki#we, respondents concerned indicated
that the actions taken had no impact on them. Wmatysed by the nature of impact,
for a large proportion of incidents, the actionketa had a negative impact on the
respondents (e.g. spent a lot of time, felt versetpy the actions taken, lost money or
ruined relationship). In comparison, in only a vemall proportion of incidents, the
actions taken had a positive impact on the respusd@.g. happy with the action
taken, or relationship improved).
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6.1

6.2

Percentage of incidents by impact of actions taken
on respondents

No impact at all ] 43.0%

| have spent a lot of time on i ]29.7%

| feel very upset by the actions takep ] 18.3%

Lose money ] 9.0%

Ruin my relationship with friends and neighboufs ]6.1%

I am happy with actions taker] ]5.2%
Lose my job []2.7%
My health suffers a lot[] 2.3%

Ruin my relationship with family memberg] 1.4%

Relationship WI'[h. friends and neighbours ha ﬁeols%
improved C

My reputation has suffered] 0.5%

My reputation has improved|| 0.3%

Relationship with family members has improvgd.2%

| get my job back/ promoted] 0.1%

0% 10% 20% 30% 40% 50%

(Base: 1,630)

Views on Access to Justice
Overview

Twelve questions were asked in the surveypdha views of members of the public
on the issues related to access to justice. Thesstigns may be grouped into three
main categories, namely affordability, confidencal &nowledge. In the following
paragraphs, answers related to these questiomsesented under the main categories.

Affordability and legal fees

By design, three questions asked in the sumare related to affordability and legal
fees. About 32% of the respondents agreed thatdesigharges were reasonable for
the work they did, while another 36% disagreed. ifagority were of the view that
most people could not afford paying for legal seegieven if they did not go to court
(74%), and that most people could not afford ta@aourt if they were not eligible
for legal aid (78%). This indicates that, in geher@spondents considered the
affordability of most people in Hong Kong was qui& in terms of the level of legal
fees.
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Percentage distribution of of respondents by whethreagreed with
statements related to affordability and legal fees

Lawyer's charges are reasonable for the work theyyd 31.7% m 32.7%

Most people cannot afford paying for legal servicgs . 16,60
even if they do not go to court EHED 07

Most people cann.ot. afford to go tg court if theg aot P 1579
eligible for legal aid

0% 20% 40% 60% 80%  100%

O Agree E Disagree O No comment |

(Base: 10,385)

Confidence and related views

6.3 Five questions asked in the survey were reltdeconfidence in the legal system.
Most of the respondents agreed with the statenfé@nitgo to court, | will get a fair
hearing” (accounting for 71% of respondents), “teusre an important way for
ordinary people to enforce their rights” (69%) aldhave confidence in the
independence of judges” (62%), indicating that theblic in general had high
confidence in the judiciary. The percentage aggeémnthe statement “most people
have confidence in the ability of lawyers to helgpople solve their legal problems”
was lower at 58%. And 39% of the respondents thotigtt many judges were out of
touch with ordinary people, against 28% who thouatherwise, and 33% who did not
wish to comment.

Percentage distribution of respondents by whethergreed with
statements on confidence in legal system and reldtenatters

If I go to court, | will get a fair hearing 71.0% m 20.0%
Courts are an important way for ordinary people
p y Yy peoplejto 68.7% 22.3%

enforce their rights

I have confidence in the independence of juddes 61.5% I@ 25.2% |

I think many judges are out of touch with ordinpgople 39.1% m 33.3% |

Most people have confldence.ln the ability of larsy® 5750 I S
help people solve their legal problems

0% 20% 40% 60% 80% 100%

O Agree B Disagree ONo comment |

(Base: 10,385)
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6.4

6.5

7.1

7.2

Knowledge

The remaining four questions asked in the suwere related to knowledge. The
majority of respondents agreed that “most peopdendt know what to do when faced
with legal problems” (accounting for 79% of respents enumerated), “most people
did not know how much it would cost to use legal/ses to tackle a problem” (77%)
and “it was difficult for most people to find outformation on the specialisation and
experience of lawyers” (71%). This indicated thlé tpublic generally had little
knowledge about how to deal with justiciable profe the cost involved and how to
find suitable lawyers.

Furthermore, only about 32% of respondentseajtieat “there were enough channels
available for most people to seek free legal adyiatile another 45% disagreed,
indicating that members of the public had probleesking free legal advice.

Percentage distribution of respondents
by whether agreed with statements related to knowtlge

Most people do not know what to do when faced witty
79.2% S0 11.1%
legal problems
There are enough channels avallaple for most peoplg 32.0% 44.9% 23.0% |
seek free legal advice |
Most people do not. know how much it will cost t@us e — ¥ 166%
legal services to tackle a problem
It is difficult fo_r rr_wst. people to flnc_i out inforrtian on S 79
the specialisation and experience of lawyers
L) L) L) L)

0% 20% 40% 60% 80% 100%

OAgree B Disagree ONo comment |

(Base: 10,385)

Conclusion

This is the first time a large-scale territoviggde household survey was conducted in
Hong Kong to find out how people deal with diffictib-solve problems or disputes.
At this stage, before the statistical informatisrcompared with the data on the supply
of legal services, it is premature to reach anychaions related to access to justice.
Nevertheless, a number of observations may be inasksd on the survey findings and
they are presented in the paragraphs below.

As high as 40% of the respondents indicatedttiey had ever experienced difficult-
to-solve problems or disputes that occurred in Hétmng or had a significant
connection with Hong Kong, out of which 19% had exgnced such problems in the
past 12 months. About 86% of these incidents wenmesidered important by the
respondents and were mainly related to consumdersaand damage or disturbances
caused by others. Actions had been taken by respt&icconcerned on only about
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7.3

7.4

37% of the problems that were considered importBhis indicates that most people
do not take any actions to tackle difficult-to-seproblems encountered.

The most common actions taken by respondentsdkle their difficult-to-solve
problems was talking to the other side (76%). Huouh 19% of incidents, complaints
were made to government departments or relevahoaties, and 21% sought advice
on how to solve their problems. Only about 4% dafidents with action taken were
taken to courts or tribunals, while alternativepdi® resolution mechanism, like
mediation or arbitration, both accounted for ldwmnt1%.

In a small proportion of incidents (3%), thervémes of solicitors were used.
Furthermore, in only about 1% of incidents, theooealents concerned had applied for
legal aid. A prevalence of difficult-to-solve prebts, coupled with a low usage of
legal and related services, points to the posghigtence of a mismatch in the sector.
This will be taken up in the Combined Analysis Repshere the current findings
will be assessed against those from the surveggat Iservices providers.
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