Chapter 3

Demand Study Report (Part Il) — Survey of Household
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Introduction

The Report presents the findings of the questioamairvey on the demand for legal
and related services by members of the public ingH¢ong and is organised into the
following sections:

(@) Survey methodology;

(b) Profile of respondents;

(c) Nature of difficult-to-solve problems or disputes;

(d) Handling of difficult-to-solve problems or disputesd
(e) Views on access to justice.

The Report is based on the views and informati@vided by respondents sampled in
the questionnaire survey, which are representafitiee general public in Hong Kong.
The statistics in the Report are based on 10,3&Sstounnaires received up to end
November 2006. A number of individual interviewsldncus group discussions were
conducted with members of the public before thercemcement of the questionnaire
survey. This was to obtain information useful fdretdrafting of the survey
guestionnaires, but the views expressed by thel smaiber of discussants might not
necessarily be representative. As such, these \éegvsiot separately reported in the
Report.

Survey Methodology

The survey was conducted on a representatingleaof members of the public
through the use of a set of structured questioagsaiinformation solicited in the
survey was as follows:

(@) Types and frequency of justiciable problems encenaick by members of the
public;

(b) Responses of members of the public faced withguadtie problems, including
the help-seeking behaviour they adopted, their afséegal and para-legal
services, alternative dispute resolution methodslf-help strategies and
avoidance strategies;

(c) The motivation for using the courts or alternatfeems of dispute resolution
and the extent to which the objectives of thosengughese services were
achieved; and

(d) Perceived obstacles to access to justice, the lev&dnowledge within the
community of legal remedies and procedures, and dkperiences and
perceptions on the legal and related services used.
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2.2

2.3

2.4

A two-stage random sampling design was adofatethe survey. In the first stage, a

random sample of 6,000 quarters was selected frmmFtame of Quarters. In the

second stage, all persons aged 15 or above inahseholds who were living in the

sampled quarters during the survey period werereoveA total of 3,788 addresses
were successfully enumerated. After excluding fribra sample 655 addresses that
were non-residential, vacant or demolished, or witim-Cantonese, non-Putonghua
and non-English speaking residents, the quartesgorese rate was estimated to be
around 71%. Out of the quarters enumerated, 48B% were partially enumerated.

According to responses given by heads of househthldee were 11,244 persons aged
15 or over living in the quarters enumerated, obmha total of 10,385 persons were
successfully interviewed. The response rate ofviddals for these quarters was 92%.
Details of the enumeration results are as follows:

- Total number of quarters sampled 6,000
- Number of quarters excluded from saniple 655
- Number of quarters eligible for inclusion 5,345
- Number of quarters successfully enumerated 3,788
- Number of quarters refused to be interviewed 750
- Number of quarters not contacted 807
- Quarters response rate 70.9%

- Number of persons aged 15 or above in the quarters 11,244

enumerated
- Number of respondents interviewed 10,385
- The response rate of individuals for these quarters 92.4%

Data collection was carried out during the gebfrom January to November 2006. A
face-to-face interviewing method, with every effarade to minimise inconvenience

caused to the respondents, was adopted. The remmsnalere first contacted by mail,

explaining the purpose of the survey and assuhegtthat the information supplied

would be kept strictly confidential. Visits wereeth paid to the respondents to obtain
the information required through a face-to-facenview. Repeated visits were often
required in order to increase the response rateeofurvey.

The questionnaires used in the survey are ic@utan the Appendices N to Q. The
following considerations were taken into accoundésigning the questionnaires:

(@) The main focus of the survey was to obtain factofdrmation. Opinion-type
guestions were limited to essential areas like iopgion the quality of legal
services obtained,;

(b) Efforts were made to keep the questionnaires ag sisopossible in order to
obtain a high response rate in the survey, eveuagtihdhe questionnaires were
quite long as a lot of information was requiredeocollected,;

1 Quarters excluded were those that were vacamholished, and non-residential or without household
members who could speak Cantonese, Putonghua askngl|

2 Quarters were classified as non-contacts if élooisl members could not be contacted after at EBasits
made by interviewers at different times of the dag different days of the week.
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2.5

3.1

(c) Many respondents were reluctant to answer sengjisstions (e.g. amount of
money involved). An attempt was made in the suteegbtain such information
in broad terms (e.g. by asking respondents to givendication of the amount of
money involved rather than exact figures);

(d) Most respondents did not respond to open-endedignesOn the other hand, it
was considered desirable to allow the respondentarttheir views freely. A
more balanced and pragmatic approach was theraftopted by having most
guestions as closed-ended questions (where theorméspts were merely
required to “tick” the appropriate boxes) and a fgyen-ended questions;

(e) To facilitate the interviews, the questionnairewflavas kept as simple and
straight-forward as possible, avoiding unnecesdamgnching and jumping
between questions;

(H To facilitate respondents in recalling incidents pfsticiable problems
encountered, a screening questionnaire was alsb Tke survey questionnaires
comprise the following parts:

- Household questionnaire —on the background indtion of the sampled
respondents;

- Screening questionnaire — on the number and lrategdjories of incidents
of difficult-to-solve problems or disputes encoustg

- Incident handling report questionnaire — on howidants considered
important were handled; and

- Personal opinion questionnaire — on views rel&tegtcess to justice.

The findings of the survey are described inaidleh the sections below. Where
appropriate, the sizes of the base data underljiaganalysis are also shown in the
respective charts or paragraphs to provide an atidic of the significance of the

assessment. Weighting has been used to adjusgé#adistribution of respondents to
that of Hong Kong as a whole. In some cases, dubketdimitation of the base data,

the assessments at the detailed level are eittwbnded or reported in broad terms
only.

Profile of Respondents
Household characteristics

The majority (72%) of the households enumerdizd a household size of 2 to 4.
Another 9% were one-person households and the memgall8% were households
with 5 or more members.
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3.2

Percentage distribution of households by househoklzes
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Most respondents had been living at their atiraeldresses for a fairly long period of
time. Just over half of the households enumerabd@of had been at their current
addresses for 10 years or more. About 24% had rexdait their current addresses for
less than 5 years, and for a further 24%, 5 toa@sye

Percentage distribution of households
by duration of residence address
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(Base: 3,791)

About 48% of households were owner-occupierd,the remaining 51% main tenants,
sub-tenants or co-tenants. Slightly less than K&df%6) of the households were
residing in public rental housing and a further 2@0public subsidised sale flats. The
remaining 36% were occupying private housing.

Characteristics of respondents
About 48% of the respondents were male andbatence of 52%, female. 62% were
married or cohabited, and 31% never married. Thmeaneing 7% were divorced,

separated or widowed. About 41% of the respondest® aged below 40, and a
further 40% aged 40 to 59. The balance of 19% vegyed 60 or above. The age

164



profile of respondents follows closely the Hong i§average.

Percentage distribution of respondents by age growp
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(Base: 10,385)

3.5  Slightly less than half (49%) of the responddmdad only junior secondary education
or below, and a further 33% had senior secondangaitn. The balance of 18% had
post-secondary or university education. The digtrdm of respondents by educational
attainment is not very much different from the Hdwng average.

Percentage distribution of respondents
by educational attainment
40% T
33%
30% 26% 5z0,
23%
20% 5%
. 12%
10% so5— 8%
Primary or below Junior secondary Senior secondary  Pdssecondary University or
above
|E|Survey findings @ Hong Kong average (3rd quarter 2006)|
(Base: 10,385)
3.6  About 62% of the respondents had been livingong Kong for 30 years or more and

for a further 29%, 10 to 29 years. Only about 5%esfpondents had been in Hong
Kong for less than 10 years.
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Percentage distribution of respondent
by length of residence in Hong Kong
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3.7 Slightly more than half (53%) of the respondemtere employees, employers or
self-employed and 10% of respondents was studérts. remaining 36% were
home-makers or retirees, or had nothing to do.

Percentage distribution of respondents
by economic activity status
60%
49%
40%
20% 14% 16%
10% iy
] 3% 1% .
0% \ M s Y \ \ \ I I
Student Employee Self- Employer Home-maker Retired Nothing in
employed particular
(Base: 10,385)
3.8 For those who were employees, employers oresaffloyed, slightly less than half
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(44%) were clerical, secretarial, sales or servieeskers, a further 25% were
employed as craftsmen, plant and machine operatwslementary workers, such as
hawkers, messengers or cleaners. About 8% were pgiogu managerial or

administrative positions, and 19% were professionassociate professional workers.
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Percentage distribution of respondents who were enhpyed
by occupation
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3.9 For those who were employees, employers oreseffloyed, about 9% were working
in the manufacturing sector, 10% in constructiorg about 33% in wholesale, import
and export trades, and banks, insurance, reakemtat business services sector. About
19% were working in the community, social and pead®ervices sector, and 24% in
transport, communication, tourism and catering.

Percentage distribution of respondents who were enhpyed
by types of business

19%

Community, social or personal servicgs
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Hotels, tourism or catering | 12%

] 16%
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Refusals ] 5%

0% 5% 10% 15% 20%

(Base: 5,316)
3.10 About 41% of those who were employees, emptoge self-employed were earning

$10,000 or less a month, and a further 24%, $161®1000 a month. 9% were
earning $15,001-$20,000, and 14% were earning thare$20,000 a month.
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4.1

Percentage distribution of respondents who were enhpyed

by monthly employment income
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About 19% of the respondents indicated thay theed experienced difficult-to-solve
problems or disputes that occurred in Hong Konbaat a significant connection with
Hong Kong in the past 12 months. Another 13% hath guioblems in the past 5 years
other than the past year, while a further 8% hawh saroblems earlier, but not in the
past 5 years. About 60% of the respondents neymreenced any such problems.

Percentage distribution of respondents
by whether had difficult-to-solve problems

Incidents, but not i
past 5 years
8%

year but in past 5
years
13%
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months
19%
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4.2  For the respondents who had experienced diffiotsolve problems in the past 5
years, a higher proportion had experienced incgleatated to consumer matters
(44%), damage and disturbances caused by othe¥s)(28d employment problems
(19%). The percentage was lower for incidents eelab family-related problems
(2%), landlord problems (2%) and problems related services provided by
professionals (3%).

Percentage of respondents with difficult-to-solve qpblems
by main categories

Consumer-related mattersg | 43.5%

Problems related to damage an

. 37.8%
disturbances caused by othefs | 0

Employment related problems or disputgs | 18.79%

Other money matters | 719%

Tenant problems |6.7%

Problems related to government departmenf'
. 6.2%
/ govermmefficials :l 0
Problems related to ownery
. . . 5.7%
of residential propertles_:| 0

Other problems or disputeg | 5.6%

Problems related to injuries or healtH
. 5.6%
problems outside the workplacgei| i
Problems related to injuries or health
; .3%
problems in the Workplac-;:'5 0
Problems related to services provide
by professianal

3.1%
Family-related 1.8%
Landlord problems | | 1.7%

Disputes of a criminal naturd| 0.5%

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

(Multiple response; Base: 3,032)

4.3  About 62% of these respondents had experieocedncident in the 5 years prior to
enumeration, and a further 20% had 2 incidents. &%the respondents had
experienced 3 incidents and for a further 5%, 4idewts. Only about 5% had
experienced 5 incidents or more. The average wisificidents per respondent with
incidents.
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Percentage distribution of respondents
by number of incidents
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4.4  Of the total number of incidents experiencedrduthe period, 30% were related to
consumer matters and another 27% to damage andhbdistes caused by others. A
further 12% of the incidents were employment relafEhe proportion was lower for
landlord problems (1%), family-related problems j2%nd problems related to
services provided by professionals (2%).

Percentage distribution of incidents by main categtes

Consumer-related matters | 30.2%
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Other money matters| | 4.8%
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Family-related 7] 1.7%
Landlord problems [] 1.2%

Disputes of a criminal nature] 0.3%

0% 10% 20% 30% 40%
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4.5 Expressed by main categories, the average nuofliacidents per respondent was
higher for family-related problems (at 1.78), pesbk related to damage and
disturbances caused by others (1.23), landlordl@mad (1.22) and consumer-related
matters (1.22) for respondents with such incidents.
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Average number of incidents per respondent
by main categories

Base

Family-related 178 (49)
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4.6 About 14% of the incidents were considered uningdrt 31% were considered
important with actions taken. The remaining 55% thé incidents were also

considered important but no action was taken.

Percentage distribution of incidents
by level of importance

Important, with
action taken
31%

Important, withou
action taken
55%

Unimportant
14%
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4.7 For incidents that were important, about 30%eve®nsumer-related matters and 29%
were problems related to damage and disturbanaesedaby others. Employment
related problems accounted for 12%.

Percentage distribution of important incidents
by main categories
29.69

Consumer-related matter

p
Problems related to damage arfé |
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Problems related to sgrwce :I 2.0%
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4.8  About 34% of the difficult-to-solve problemsathwere important involved business
corporations. Employers accounted for 11% and gowent departments and other
organisations, 9%. Those related to family memidees)ds or relatives accounted for
6% and a further 37% involved other private indizat.
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Percentage distribution of important incidents
by parties involved
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(Base: 4,380)

4.9  About 41% of the important incidents involvedmay. Analysed by categories, the
percentage involving money was higher for incideetated to other money matters
(100%), landlord problems (85%), consumer-relatedttens (67%), employment
problems (57%) and disputes of a criminal natug4Y The percentage was lower
for incidents related to damage and disturbancesezhly others (4%), and other

problems or disputes (11%).
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Percentage of important incidents involving mone
by main categories

100.09 Base
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4.10 For incidents involving money, the great migjai81%) involved $10,000 or less, and
13% involved $10,001-$50,000. Incidents involvingrenthan $50,000 accounted for
just over 2% of all incidents. The median amountnohey involved was $5,000.

Percentage distribution of important incidents
involving money by amount involved

100%
80.9%
80% -
60% -
40% -
20% 1 6.9%
|+0| 2.5% 1.8% 17% 0.8% 1.7% 3.7%
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below $20,000 $30,000 $40,000 $50,000 $100,000 $100,000 comment
(Base: 1,792)
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Employment related problems or disputes

4.11 The majority (79%) of the respondents who Regberienced difficult-to-solve
problems or disputes had never had employmenerkfaboblems. About 5% had such
experience in the past 12 months, 10% in the pgstbs excluding the past year, and
another 6% earlier though not in past 5 years.

Percentage distribution of respondents
that had experienced problems
by whether had employment related problem

Incidents, not in pa:
5 years
6%

Incidents, not in pa
year but in past 5
years
10%

Never
79%

Incidents, in the pa
12 months
5%

(Base: 3,911)

4.12 For those respondents who had experiencee tireblems in the past 5 years, the
great majority (87%) had only one incident durirtge tperiod. About 12% had
experienced 2 incidents. For respondents who hgdogment related problems, the
overall average in the 5 years was 1.16 incideatsgspondent.

Percentage distribution of respondents
with employment related problems by number of incignts

0
100% 86.5%
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60% -

40% A

20% -
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4.13 About 37% of the incidents during the periogrevrelated to payment of salaries or
bonuses, 15% to relationship with supervisors dieagues, and a further 14% to
working conditions. Incidents related to employmenbntract in general,
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discrimination or other unfair treatment, dismidsglemployers and others accounted
for the remaining 34%.

Percentage distribution of incidents
of employment related problems by types

Payment of salaries or bonuse ] 3714%

Relationship with supervisors/ colleagugd ] 14.7%

S
S

Working conditions ]14.1%
Discrimination or other unfair treatment:l 11.3%
Employment contract in genera:| 10.8%
Dismissal by employers:l 9.7%

Employment of domestic helper§] 1.5%

Others [] 0.5%

0% 10% 20% 30% 40%

(Base: 662)

4.14 Slightly more than half (51%) of the incidentere considered important but no
action was taken. About 28% were considered imposath actions taken. For the
remaining 21% of incidents, they were considerddportant.

Percentage distribution of incidents
of employment related problems by level of importane

Important, witt
action taken

28%
Important, with nc

action taken
51%

Unimportant
21%

(Base: 662)

4.15 For employment related problems that wereidensd important, about 42% of the
incidents were related to payment of salaries amaubes, 13% to relationship of
supervisors or colleagues and a further 11% to idsahby employers. Discrimination
or other unfair treatment, working condition, emypie@nt contract in general,
employment of domestic helpers and others accoudatdtie remaining 34%.
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Percentage distribution of important incidents ol
employment related problems by types
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4.16 About 57% of the incidents that were consideéngportant involved money. For these
incidents, about 59% involved $10,000 or less, 38%lved $10,001-$50,000, and a
further 3% involved $50,001-$100,000.

Percentage distribution of important incidents
of employment related problems involving money
by amount involved
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No comment

|4.2%
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(Base: 282)

Tenant related problems or disputes
4.17 For respondents who had experienced difficafielve problems or disputes, the great
majority (93%) had never experienced tenant relptedlems. About 3% of them had
experienced such problems in the past 12 monthsthén 2% had these incidents in
the past 5 years excluding the past year, andtheiuR% had these earlier, but not in
the past 5 years.
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Percentage distribution of respondents that experigced problems
by whether had incidents related to tenant problems
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(Base: 3,911)

4.18 For those respondents who had tenant relatdadems in the past 5 years, the great
majority (95%) had only one incident during the ipér The remainder had
experienced two or three incidents. The average W@S incidents per respondent
with such problems.

Percentage distribution of respondents with

tenant related problems by number of incidents

100% 95.3%
0

80% -

60% A

40% -

20% A

0.4%

00/0 1 I I 1

(Base: 201)

4.19 Of the tenant related problems experiencedhbge respondents, about 50% were
related to repairs and maintenance inside prenfigdandlord, and a further 29% to
payment of rent. Incidents related to tenancy ages, termination of tenancy by
landlord, recovery of rental deposits and othecoanted for the remaining 21%.
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Percentage distribution of incidents of tenant relted problems
by types

Repairs and maintenance insidé:

. 49.9%
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Others :I 9.0%
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(Base: 212)

4.20 Just over a quarter (27%) of the incidentateel to tenant related problems was
considered as unimportant. Another 28% were coreidémportant with actions
taken. For the remaining 45% of incidents, theyeansdso considered important but no
action was taken.

Percentage distribution of incidents of tenant releed problems
by level of importance

Important, with

Important, with n
action taken
45%

Unimportant
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4.21 For the incidents that were considered impbrt@about 66% were related to repairs
and maintenance inside premises by landlord. A&r9% were related to payment of
rent and 8% to tenancy agreement. Terminationrartey, recovery of rental deposits
from landlord and other tenant disputes with landilaccounted for the remaining
17%.
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4.22 About 23% of the incidents that were considéngportant involved money. For these
incidents, the great majority (83%) involved $1®@06r less, and 15% involved
$10,001-$50,000.

Percentage distribution of important incidents
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Landlord related problems or disputes

4.23 For respondents who had difficult-to-solvebpeons or disputes, almost all (98%) did
not experience landlord related problems. Only 0.82tthem experienced these
incidents in the past 12 months and another 1%lnesk incidents in the past 5 years
excluding the past year. A further 0.3% experientede earlier but not in the past 5
years.
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4.24  For those respondents who had experiencedbtancelated problems in the past 5
years, the great majority (78%) had only one inaidduring the period. The
remaining 22% had experienced 2 incidents. Theageewas 1.22 per respondent
with such incidents.

Percentage distribution of respondents
with landlord related problems by number of inciderts
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4.25 About 63% of the landlord problems experienogdthese respondents were related to
default in payment of rent, and a further 18% tondge of properties by tenants.
Incidents related to termination of tenancy accedribr 14%.
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4.26 About 43% of the incidents related to landlprablems experienced during the period
were considered important with actions taken. Tkenaining 56% were also
considered important but no action was taken. Qfbywas considered unimportant.

Percentage distribution of incidents of landlord réated problems
by level of importance
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4.27 For incidents that were considered importé2% were related to default in payment
of rent, 18% to damage of properties by tenantd,afurther 15% to termination of
tenancy. Tenancy agreement and other complainte fmadespondents accounted for
the remaining 5%.
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4.28 About 85% of the incidents that were considengportant involved money. Of these
incidents, 74% involved $10,000 or less, and 24%lired $10,001-$50,000. Less
than 2% involved more than $50,000.
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Problems or disputes related to owners of residerai properties

4.29 The great majority (94%) of the respondent® Wwad experienced difficult-to-solve
problems or disputes had never experienced probtelated to owners of residential
properties. Only about 2% had experienced sucldemts in the past year, 2% in the
past 5 years excluding the past 12 months, anchandi% had experienced these
incidents earlier.
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4.30 For those respondents who had experiencedepnelrelated to owners of residential
properties in the past 5 years, about 92% had @amdysuch incident during the period.
About 8% on the other hand had experienced two.aveeage was 1.08 incidents per

respondent with such problems.
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4.31 Of the incidents related to owners of residéproperties experienced by respondents
during the period, about 41% were related to repand maintenance inside premises,
and a further 38% to repairs and maintenance ofnoamal properties. Incidents
related to owners’ corporation affairs, sale anccpase of properties, urban renewal
and acquisition by landowners, and other compldgteespondents accounted for the

remaining 21%.
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4.32 About 12% of these incidents were considereomportant. Another 41% were
considered important with actions taken. The remgi®7% of the incidents were

also considered important although no action wkana

Percentage distribution of incidents related to
owners of residential properties problems by levedf importance
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4.33 For those incidents considered important, nioa@ one third (37%) were related to
repairs and maintenance inside premises, and &efurB5% to repairs and
maintenance of communal properties. Affairs of owheorporations, sale and
purchase of properties, urban renewal or propetctwigition by land owners and

other complaints made by respondents accountatiéaemaining 28%.
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4.34 About 24% of the incidents that were imporianblved money. For these incidents,
about 50% involved $10,000 or less, and 33% inwbI$&0,001-$50,000. A further
10% involved more than $50,000.
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Consumer-related problems or disputes

4.35 For respondents who had experienced difficuielve problems or disputes, about
20% had experienced incidents of consumer-relatedigms in the past 12 months,
14% in the past 5 years excluding the past 12 nsorthd another 20% earlier. The
remaining 46% had never experienced such problems.
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4.36 For those respondents who had experiencedicangelated problems in the past 5
years, about 82% had only one incident during thesiod. The other 18% had
experienced 2 or 3 incidents in the past 5 yeHng. average was 1.22 incidents per

respondent with such problems.
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4.37 About 48% of the incidents experienced bydhespondents were related to faulty
goods bought or poor services, and a further 27%idputes over charges. Incidents
related to misrepresentation by sales represeastiother complaints against sales
representatives, disputes over purchase agreemammis other complaints by

respondents accounted for the remaining 25%.
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4.38 About 16% of the incidents related to consurpeoblems were considered
unimportant. Another 38% were considered importamth actions taken. The
remaining 46% were also considered important buaatimn was taken.
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4.39 For incidents that were considered importabbut 47% were related to faulty goods
bought or poor service, and a further 28% to dispuiver charges. Misrepresentation
by sales representatives, other complaints agaaiet representatives, disputes over
purchase agreements and other complaints madesppndents accounted for the
remaining 25%.
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4.40 About 67% of the incidents considered impdriavolved money. For these incidents,
the great majority (96%) involved $10,000 or lesksist below 2% involved
$10,001-$50,000, and less than 1% involved $50¢0@0ore.

Percentage distribution of important incidents
of consumer-related problems involving money
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Other money problems or disputes

4.41 The great majority (89%) of respondents whd lkaperienced difficult-to-solve
problems or disputes did not experience other mgeplems, such as those with
debtors or creditors, or insurance claims. Aboutl2¥ experienced such incidents in
the past 12 months, 4% in the past 5 years exauithe past 12 months, and another
5% had experienced these incidents earlier thoogmrthe past 5 years.
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4.42 For those respondents who had experienced suatheimtsi in the past 5 years, 94%

had one incident while 6% had two incidentie average was 1.06 incident per
respondent with these problems.
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4.43 In terms of the incidents experienced durimg period, about 62% were related to
getting money back from debtors, and a further 18%surance claims. Incidents of
disputes over money with others, problems with itoesl or debt collectors, and
bankruptcy related problems accounted for the neimgi20%.
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4.44 Among incidents related to other money proBleabout 12% were considered as
unimportant. Another 28% were considered importaith actions taken. For the
remaining 60%, they were also considered impotiahho action was taken.
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4.45 For the incidents that were considered import@bout 66% were related to getting
money back from debtors, and a further 19% to danelated to insurance. The
remaining 15% were incidents related to disputes ononey with others, problems
with creditors or debt collectors, and bankruptispdtes.
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4.46 All incidents related to other money problethat were considered important
involved money. For these incidents, about 62% liwea $10,000 or less, 24%
involved $10,001-$50,000, and a further 7% involusate than $50,000.
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Problems or disputes related to damage and disturlmees caused by others
4.47 About 66% of the respondents who had expeztbrasfficult-to-solve problems or
disputes had never encountered incidents relatethttage and disturbances caused

by others. 18% had such incidents in the past 18timsp 12% in the past 5 years
excluding the past 12 months, and another 4% edxlienot in the past 5 years.
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4.48 For those respondents that had experiencetlepne related to damage and
disturbances caused by others in the past 5 yahosit 82% had only one incident.
About 14% on the other hand had experienced 2 suubents during the same
period. The average was 1.23 incidents per respndeh such problems.
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4.49 About 81% of these incidents were relatedistuthances caused by neighbours and
others, and a further 12% to damage to properaesed by neighbours and others.
Incidents related to disputes with neighbours ateérs, and other complaints made
by respondents accounted for 7%.
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450 About 6% of the incidents were considered woirtant. Another 28% were
considered important with actions taken. For themai@ing 66%, they were also

considered important but no action was taken.
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For those incidents that were considered itapgr about 82% were related to
disturbances caused by neighbours and others, afwther 12% to damage to
properties caused by neighbours and others. Dispwith neighbours and others

accounted for the remaining 6%.

4.51
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4.52 Only about 4% of the incidents considered irgm involved money. For these
incidents, about 76% involved $10,000 or less, &tdinvolved $10,001-$40,000. On
the other hand, just under 2% involved $100,0010%3ID.
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Problems or disputes related to injuries or healttproblems in the workplace

453 The great majority (94%) of respondents whd lkaperienced difficult-to-solve
problems or disputes did not experience injuriekealth problems in the workplace.
About 2% of them had experienced such incidenthénpast 12 months, 2% in the
past 5 years excluding the past 12 months, anchan@% had experienced such
incidents earlier though not in past 5 years.
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4.54 For those respondents who had experiencedeints related to injuries or health
problems in the workplace in the past 5 years, 9% only one incident during the
period. The remaining 4% had 2 or 3. The average @4 incidents per respondent
with such problems.
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455 About 69% of these experiences were relatedctidents at the workplace, and a
further 21% to health problems caused by workingrenment. Incidents related to
health problems caused by work arrangement andletts outside the workplace
while on duty accounted for the remaining 10%.
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456 About 18% of these incidents were consideraomportant. Another 22% were
considered important with actions taken, while tlenaining 60% were also

considered important but no action was taken.
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For incidents that were considered importabgut 66% were related to accidents at
the workplace, and a further 23% to health problemssed by working environment.
Health problems caused by work arrangement andlets outside the workplace

while on duty accounted for 11% of the incidents.

4.57
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4.58 About 36% of the incidents considered impdriavolved money. For these incidents,
about 58% involved $10,000 or less, 20% involved,$21-$50,000, and a further 9%
involved more than $50,000.
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Family-related problems or disputes

4.59 For respondents who had experienced difficuielve problems or disputes, only
about 0.4% had experienced incidents of familyteelaproblems in the past 12
months. Another 0.9% experienced these incidentianpast 5 years excluding the
past 12 months, and 0.6% had these incidents etrbegh not in the past 5 years.
The great majority (98%) of the respondents didaxpterience any such problems.
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4.60 For the relatively small number of respondevtie had experienced such incidents in
the past 5 years, about 61% had only one incidenngl the period, while 39% had
2 to 5. The average was 1.78 incidents per respndth such problems.
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4.61 In terms of the incidents experienced by #spondents during the period, about 38%

were related to divorce or separation, 16% to payneé maintenance for child or
spouse, and 12% to extra-marital affairs of spouse.
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4.62 About 9% of the incidents were considered asnportant. Another 44% were
considered important with actions taken, while tlemaining 47% were also
considered important but no action was taken.
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4.63 For incidents that were considered importabhtut 40% were related to divorce or

separation, 18% to payment of maintenance for aldpouse, and a further 14% to
extra-marital affairs of spouse.
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4.64 About 38% of the incidents considered impdriavolved money. For these incidents,
about 52% involved $10,000 or less. 36% involved,$21-$50,000 and a further 3%
involved $100,001-$300,000.
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Problems related to injuries or health problems ouside the workplace

4.65 The great majority (93%) of respondents whd leaperienced difficult-to-solve
problems or disputes did not have incidents reldatedhjuries or health problems
outside the workplace. About 2% had experiencech sacidents in the past 12
months, 3% in the past 5 years excluding the pasnanths, and another 3% had
experienced these incidents earlier though noast p years.
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Percentage distribution of respondents that experieced problems
by whether had incidents related to injuries or helih problems
outside the workplace
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4.66 For those respondents who had experiencedisaients in the past 5 years, 99%
had only one incident and the only remaining 1% tweal The average was 1.01 per
respondent with such incidents.

Percentage distribution of respondents with incidets related to
injuries or health problems outside the workplace
by number of incidents
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4.67 About 69% of these incidents were relatedhjories or health problems caused by
food taken in restaurants, and a further 14% torie$ caused by traffic accidents.
Incidents related to injuries or health problemaseal by services and faulty goods
bought and other complaints made by respondentaiated for the remaining 17%.
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Percentage distribution of incidents related to
injuries or health problems outside the workplace Iy types
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4.68 About 18% of these incidents were considereonportant. Another 20% were
considered important with actions taken. For thenai@ing 61%, they were also
considered important but no action was taken.

Percentage distribution of incidents related to
injuries or health problems outside the workplace
by level of importance
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4.69 For those incidents that were considered itapgrabout 67% were related to injuries
or health problems caused by food taken in restési@nd a further 15% to injuries
caused by traffic accidents. Injuries or healthbpgms caused by services and faulty
goods bought and other complaints made by resptmdenounted for the remaining
18%.
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Percentage distribution of important incidents relaed to
injuries or health problems outside the workplace

by types
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4.70 About 26% of the incidents considered impdriavolved money. For these incidents,
the majority (87%) involved $10,000 or less. AnatB&6 involved $20,000-$30,000
and a further 5 % involved $300,001-$500,000.

Percentage distribution of important incidents relaed to
injuries or health problems outside workplace involing money
by amount involved
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Problems or disputes related to government departnmés or government officials

4.71 For respondents who had experienced difftdielve problems or disputes, only
about 2% had incidents related to government deygautis or government officials in
the past 12 months. Another 3% had these incidarttse past 5 years excluding the
past 12 months, and 2% had such experience etdrbagh not in past 5 years. The
great majority (93%) did not have any such problems
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Percentage distribution of respondents
that had experienced problems by whether had incides
related to government departments/ government offials
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4.72 For those respondents who had experienced matthems in the past 5 years, the
great majority (93%) had only one incident. The agrmg 7% had 2 or 3 such
incidents. The average was 1.08 incidents per repd with such problems.

Percentage distribution of respondents with incidets related to
government departments/ government officials
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4.73 About 34% of these incidents were relateddfit offence tickets, 24% to treatment
by police officers and 10% to tax assessment. émtil related to applications for
public housing/ shelter or temporary accommodatiomigration and tickets issued
for littering offences accounted for 11%. The remrag 22% were related to other
complaints.
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Percentage distribution of incidents related to
government departments/ government officials by typs
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4.74 About 15% of the incidents were consideredmportant. Another 15% were
considered important with actions taken. The remgin70% were considered
important as well but no action was taken.

Percentage distribution of incidents related to
government departments/ government officials
by level of importance
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4.75 For incidents considered important, about 328e related to traffic offence tickets,
24% to treatment by police officers, and 8% to &esessment. Tickets issued for
littering offences, applications for public housingshelter or temporary
accommodation, immigration and others accountethimremaining 36%.
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Percentage distribution of important incidents relaed to
government departments/ government officials by typs
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4.76  About 50% of the incidents considered impdriavolved money. For these incidents,
about 84% involved $10,000 or less. Another 11%lverd $10,001-$50,000 and 2%
involved more than $50,000.

Percentage distribution of important incidents relaed to
government departments/ government officials
involving money by amount involved
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Problems or disputes related to services providedybprofessionals

4.77 The great majority (97%) of the respondeng ttad experienced difficult-to-solve
problems or disputes did not have incidents relatedservices provided by
professionals (e.g. medical doctors, dentists, &)y Only less than 1% had
experienced such incidents in the past 12 mon#snZhe past 5 years excluding the
past 12 months, and another 1% had these inciégamkigr though not in the past 5
years.
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Percentage distribution of respondents
that had experienced problems by whether had incidgs
related to services provided by professionals
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4.78 For those respondents who had experiencedepnstrelated to services provided by
professionals in the past 5 years, the great ntgj@7%) had only one incident, and
the remaining 3% had 2 such incidents. The avenagel.03 incidents per respondent

with such problems.

Percentage distribution of respondents with incidets related to
services provided by professionals by number of imdents
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4.79 About 54% of these incidents were related dorphealth or sickness caused by
services or negligence of professionals, and e&hdéur4% to damage caused by
services or negligence of professionals. Incidegitsted to disputes over fees paid to
professionals and other complaints made by respas@Gecounted for the remaining
22%.
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Percentage distribution of incidents related to
services provided by professionals by types
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4.80 About 4% of these incidents were consideretnportant. Another 22% were
considered important with actions taken, while tlenaining 74% were also
considered important but no action was taken.

Percentage distribution of incidents related to
services provided by professionals by level of imp@mnce
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4.81 For the incidents that were considered importabout 54% were related to poor
health or sickness caused, and a further 24% toagantaused by services or
negligence of professionals. Disputes over feed paiprofessionals accounted for
10% of these incidents, and for other complaintderay respondents, 12%.
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Percentage distribution of important incidents relded to service:
provided by professionals by types
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4.82 About 41% of the incidents considered impdriavolved money. For these incidents,
about 92% involved $10,000 or less, and 3% involwede than $1,000,000.

Percentage distribution of important incidents
related to services provided by professionals
involving money by amount involved
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Other problems or disputes

4.83 For respondents that had experienced difftouttolve problems or disputes, about
2% had incidents related to other problems in @ 2 months, which were mainly
matters relating to education, privacy, discrimio@t immigration and defamation.
Another 3% experienced these incidents in the pagears excluding the past 12
months, and 2% had such incidents earlier but nahe past 5 years. The great
majority (94%) of respondents did not experien@s¢hproblems.

Demand Study Report — Survey of Households 210



Percentage distribution of respondents that had exgrienced
problems by whether had incidents related to otheproblems
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4.84 For respondents that had experienced these ptbblems in the past 5 years, the

great majority (95%) had only one incident, and tii@aining 5% had 2 or 3. The
average was 1.06 incidents per respondent with gratflems.

Percentage distribution of respondents with incidets
related to other problems by number of incidents
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4.85 Less than half (45%) of these incidents welated to school or education problems,
and another 30% to handling of personal informatiyn others. Discrimination,
defamation, right of abode and other immigratisues accounted for the remaining
25%.
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Percentage distribution of important incidents
related to other problems by types
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4.86 Among these incidents, about 33% were corsidenimportant. About 17% were
considered important with actions taken. For themai@ing 50%, they were also
considered important but no action was taken.

Percentage distribution of incidents related to otkr problems
by level of importance
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4.87 For those incidents that were considered itapgr about 40% were related to

handling of personal information by others, andréher 24% to disputes with schools
or teachers. Other problems with children at schaotounted for 12% of incidents.
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Percentage distribution of important incide nts
related to other problems by types
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4.88 About 11% of the incidents considered impdriamolved money. For these, about
68% involved $10,000 or less. Another 20% invol$2®d,001-$50,000 and a further
12% involved $50,001-$300,000.

Percentage distribution of important incidents
related to other problems involving money by amountnvolved
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Disputes of a criminal nature
4.89 Almost all of the respondents who had expegdndifficult-to-solve problems or

disputes did not experience incidents of a crimialre. Only less than 1% had such
incidents in the past.
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Percentage distribution of respondents that had exgrienced
problems by whether had incidents of a criminal natire
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For the small number of respondents who had expede incidents related to
criminal problems in the past 5 years, all had amlg incident during the period.

4.90 None of these incidents were considered unitapb About 43% were considered
important with actions taken, while no action wakein on the remaining 57%
considered important.

Percentage distribution of incidents of a criminalnature
by level of importance
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About 24% of these incidents were related to thigv2l% to credit cards deception,
and 16% to other deception. The remaining 39% dweiu robbery, assault,
employment trap and other cases.

4.91 About 78% of the incidents involved money. Ab69% of these involved $10,000 or
less, and the other 41% involved $10,001-$50,000.
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