
Operations Wing  (999 Emergency Calls) Performance Pledge

香港警務處
行動部

（999緊急熱線）

服務為本  精益求精
Performance Standards
Answering 999 telephone calls
- HKPF strives to answer all 999 calls within 

nine seconds.

Response to emergency 999 calls
- HKPF strives to respond to all genuine 

emergency 999 calls within an average
response time of nine minutes in  
Hong Kong and Kowloon and 15 
minutes in the New Territories.

- The response time is measured  
from the time a report is received 
at the Regional Command and
Control Centre 999 console 
until police officers arrive at 
the scene.

This leaflet tells you about certain standards of 999 emergency call service as set down 
by the Operations Wing of the Hong Kong Police Force (HKPF). It also tells you the 
steps you can take if you want to seek explanations or make comments on the service 
you receive.

Service Delivered
This Performance Pledge covers the following :
- answering 999 telephone calls; and
- response to emergency 999 telephone calls.

Effective Monitoring
The Police Force will monitor these standards internally.

Service Environment
The Police Force aims to provide a timely and efficient service for 999 callers 24 hours 
a day. 

The Public’s Role
There may be occasions when, despite best efforts, the Police are unable to deal 
with your case within the set response time. If you want an explanation, you may 
contact your local police station.

Right of Appeal
If you wish to complain that your case has not been dealt with adequately, you may:
-  lodge a complaint in person to any police station;
-  telephone the 24-hour complaint hotline (2866 7700);
-  write to Complaints Against Police Reporting Centre, Ground Floor, Annex Block, 
 Caine House, No.3 Arsenal Street, Wan Chai, Hong Kong;
-  fax to Complaints Against Police Reporting Centre (2200 4460 / 2200 4461 / 

2200 4462);
-  use the e-report form (Complaint Against Police) on the Police Public Page 

(www.police.gov.hk); or
-  use the “e-Report Room” function on the Police's smart-phone application, 

"Hong Kong  Police Mobile App".

Where to Go for Further Information
You may either telephone the Police Hotline (2527 7177) or contact your local 
police station. 
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服務承諾



本小冊子列明香港警務處行動部所承諾的999緊急熱線服務標準，以及市民如欲查

詢或提出意見應採取的步驟。

服務目標
警務處的目標是全日24小時為999來電人士提供迅速及有效率的服務。

有效監察
警務處會對上述服務標準進行內部監察。

服務標準
接聽999電話

– 警務處力求在9秒內接聽每一個999來電。

回應999緊急求助電話

– 警務處力求在既定時限內回應所有真

 正的999緊急求助電話。港島及九龍

 區的平均回應時間為9分鐘，而新

 界區則為15分鐘。

– 回應時間的計算是由總區指揮及

 控制中心999控制台接報起計，

 直至警務人員到場為止。 

服務範圍
本服務承諾涵蓋：

- 接聽999電話；及

- 回應999緊急求助電話。

服務承諾 Performance Pledge

公眾人士角色
儘管警方已悉力以赴，但有時未必能夠在既定的回應時間內處理案件。你如需要

警方解釋， 請聯絡當區警署。

申訴權利
如你的個案未得到妥善處理並想作出投訴，可透過下列途徑提出申訴 :

– 親身前往任何警署；

– 致電24小時投訴熱線（電話：2866 7700）；

– 致函投訴警察報案中心（地址：香港灣仔軍器廠街3號堅偉樓附翼地下）；

– 傳真至投訴警察報案中心（傳真號碼：2200 4460 / 2200 4461 / 2200 4462）;

– 使用香港警務處網頁內的投訴警察電子表格（網址：www.police.gov.hk）；
或

– 使用警方智能電話應用軟件「香港警隊流動應用程式」的「電子報案室」功

能。

如何索取進一步資料
請致電警察熱線（電話 : 2527 7177），或聯絡當區警署。
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