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獨立監察警方處理投訴委員會
Independent Police Complaints Council (IPCC)
是行政長官委任的獨立機構
is an independent body appointed by the Chief Executive
專責觀察、監察和覆檢警務處對須匯報投訴的處理和調查
Its main functions include observing, monitoring and reviewing the handling and investigation of reportable complaints by the Police

並就投訴的處理和調查提出建議
and making recommendations in respect of the handling and investigation of such complaints
同時找出警隊工作或程序中的不足之處
and identifying any deficiency in the practices or procedures adopted by the Police
以提升警隊之服務質素
so as to improve the service quality of the Police Force
我們察覺到很多投訴
We observe that many complaints

是由於市民對警方的處理手法及程序存在誤會而產生的
stem from misunderstandings arouse among members of the public towards police practices and procedures
因此，獨立監察警方處理投訴委員會經過與警方投訴警察課商議後
Therefore, through discussions with the Complaints Against Police Office

在2012年4月開始推出一項名為「表達不滿」的新程序
IPCC introduced a new programme called ‘Expression of Dissatisfaction Mechanism’ in April 2012
給市民多一個選擇去處理性質輕微的投訴
so that members of the public are given an alternative option to deal with their minor complaints
以下的短片會介紹以『表達不滿』方式處理投訴的程序
The following video will explain the procedures on how complaints against police are 

dealt with by ‘Expression of Dissatisfaction Mechanism’
警察，有什麼事?
What’s the matter, Sir?
小姐，這裡禁止車輛駛入!
Miss, motor vehicles are prohibited to enter this area!
你懂不懂看那路牌，懂不懂看地上的線?
Can't you read that sign and the road markings?
車牌、身份證!

Driving license, ID card!
用得著這樣兇巴巴嗎? 要開罰單你開便好了
It is okay to fine me, but why you have to be so rude?
如此沒禮貌，我一定投訴你!

I am going to lodge a complaint about your impoliteness
警察，我上個月借了兩千元給朋友
Sir, I lent $2000 to my friend last month
他答應我昨日還款，但到現在尚沒有還
He promised to return the money yesterday, but he failed to do so
我懷疑他騙了我的錢
I suspect that he swindled me
這是一宗詐騙案，你快點去找幫我CID查
This is a fraud.  Please pass the case to a crime unit
先生，其實這些屬於私人借貸，未必一定涉及刑事成份
Sir, for private loan, it may not involve criminal acts
我找他好多遍了
I failed to find him despite many attempts

我朋友也說找不到他
My friends couldn’t find him as well
你找CID幫我查吧﹗
Please ask a crime unit to help me!
要是你不找CID幫我查，我就投訴你!

I will lodge a complaint about you if you fail to do so
咦，有來信呢，是警察寄來的
Oh, here’s a letter. It’s sent from the Police
沒搞錯吧? 這宗案件是我幾個月前報的
How could this be? I’ve reported this case several months before
現在仍只在調查中!
and they are still investigating!
又沒解釋清楚為什麼查這麼久！這是什麼意思? 
They didn’t explain why it took so long.  What do they mean? 
要投訴他才行!
I have to lodge a complaint!
氣死我了，我報的案都不知為何要查那麼久!
I’m so angry!  For the case I reported, why the investigation takes so long
我要投訴他們!

I have to lodge a complaint!
對呀，我朋友向我借錢後不還
Me too!  My friend borrowed my money and didn’t return to me
我去報案
I reported it to the Police
他說沒有刑事成份，也不交予CID 查
but he said it didn’t involve criminal acts and refused to pass the case to a crime unit
又不解釋清楚為何無刑事成份
However, he did not explain why it did not involve any criminal act
我也要去投訴
I have to lodge a complaint too
我也是
I had a similar experience
上星期無端被票控
Last week I was ticketed
票控也算了，那警察十分沒禮貌
Nevertheless, the policeman was very impolite
又沒解釋錯什麼
and he didn’t explain what offence I had committed
我們一起去投訴他們吧!
Let’s lodge complaints together
應該是這裡了
It should be here
沒錯，就是這裡
Yes, it’s here
我們要投訴
We would like to lodge complaints
請問要投訴什麼事項?
May I know what you would like to complain?
早幾天我被你們的警察票控
I was ticketed by a police officer  a few days ago
票控我不要緊，錢我可以付，但不要這麼沒禮貌
It is okay to fine me, but it should not be that rude and impolite
我現在投訴他沒禮貌
I am now complaining for being treated impolitely
這一類的投訴我們有以下三種方式去處理
There are 3 ways in handling this type of complaint
第一種是簡便方式解決投訴
The first one is to handle the complaint by way of Informal Resolution
第二種是全面調查
The second one is to carry out a full investigation
這兩種投訴都是由投訴警察課人員去負責
Both of them will be in charge by Complaints Against Police Office
在完成後便會將報告提交予監警會審閱
Upon completion of the investigation, a report will be submitted to the Independent Police Complaints Council for their review
而我根據你剛才提供的資料
Based on the information you provided
你的投訴性質是適合採用表達不滿機制去處理
due to its nature, your complaint would be suitable to be dealt with by using ‘Expression of Dissatisfaction Mechanism’
表達不滿機制? 這是什麼?
“EDM” ‘Expression of Dissatisfaction Mechanism’?  What is it?
這個機制是由監警會以及投訴警察課共同商議制定的
The Expression of Dissatisfaction Mechanism is jointly formulated by Independent Police Complaints Council and the Complaints Against Police Office
目的是在於有效地處理一些輕微的投訴
so as to handle minor complaints effectively
投訴警察課人員會將適合的個案和意見
Complaints Against Police Office will directly refer the case and complainant’s opinion
直接轉介給被投訴之警務人員所屬的警區指揮官
to the formation commander of the subject officer
令他們可以有效及迅速地採取改善措施，回應投訴人的需要
so that prompt action(s) will be taken to address complainant’s concerns
而被投訴的警務人員，會被他的上級接見，商討有關的投訴事項
The subject officer will be interviewed by the senior officer(s) to discuss the related complaint
從而改善服質素，避免再次發生不必要的投訴
as a result to improve the service quality and avoid any further unnecessary complaints
請進
Please come in
早晨
Good morning, Sir
阿豹，就這次你被投訴的事件
Pao, regarding the complaint against you
其實你可以更有技巧地向投訴人解釋
I think you could explain the case to the complainant in a more tactful way
讓他明白當時的情況
so as to let him understand his situation
用耐心和專業，令事件可以更完美地解決
With your patience and profession, I think the problem could be solved perfectly
你明白嗎?
Do you understand?

明白了，警官
Yes, sir
其實只要我向他解釋多些，我相信他會明白既
If I had explained more, I think he would have understood
下次我會做得更好。
Next time I will do better
喂，警察是吧
Hello, is it the Police?
難怪要查這麼久，原來是這樣
So that's how it is. No wonder it takes such a long time to investigate
要是你早點通知我，大家便不會有誤會了
If you had informed me earlier, there wouldn’t be misunderstanding
好，再見，麻煩你
Okay, bye. Thank you
唉呀，什麼事？什麼事呀，警察
What? What’s the matter, Sir?
小姐，你的車不能駛入這裡
Miss, you shouldn’t drive your car into this area
警察，我不認得路而已
Sir, I just lost the direction
我想找路出去電車路
I am finding a way to the tramway
喔，你可以在前面轉彎，就能出去電車路了
Oh, turn right ahead, and there is the tramway
我現在要票控你
Now you are being ticketed
麻煩出示車牌，身份證，謝謝
Please show your driving license and ID card, thank you
好吧
Alright
你好。上次我的投訴已經解決，收到信了
Hello, I received a notification letter that the complaint I lodged last time had been resolved properly
你們呢?
How about you guys?
我也收到了，你呢?
I received the letter too. And you?
解決了，用那個表達不滿機制，挺好的，解決了
Yes, it has been solved by ‘Expression of Dissatisfaction Mechanism’. This mechanism is quite good
那真的挺好哦
Yes, it’s really nice
喂，叫東西吃吧
Hey, let’s order something to eat
麻煩這邊
Excuse me
透過『表達不滿』呢個方式
Through the Expression of Dissatisfaction Mechanism
投訴警察課會先向投訴人解釋有關投訴事件的成因,

Complaints Against Police Office will explain the cause of the complaints to the complainant
從而化解投訴人與警方之間的誤會
with a view to clear up misunderstandings between complainant and the police officers

之後投訴警察課會將投訴個案及投訴人的意見
Thereafter, Complaints Against Police Office will directly refer the case and complainant’s opinion
直接轉達到被投訴之警務人員所屬的警區指揮官,

to the formation commander of the subject officer
從而可以就住投訴人不滿的地方作出迅速的改善
so that prompt action(s) will be taken to address complainant’s dissatisfaction
以提升警隊之服務質素
with a view to improving service quality of the Police Force
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