
本小冊子列明香港警務處交通總部所承諾的服務標準，以及市民如欲查詢或提出
意見應採取的步驟。

服務標準
調查非致命交通意外

警方會在接到非致命交通意外報告後三個月內完成調查工作，同時將調查結果通
知各有關方面。

調查有關定額罰款通知書／交通傳票的投訴

若市民就定額罰款通知書／交通傳票作出投訴，警方會在接到投訴後進行調查，
並在兩個月內將調查結果告知投訴人。若調查未能在兩個月內完成，相關的調查
情況會以書面形式告知投訴人。

有效監察
警務處會對上述服務標準進行內部監察，同時透過各區撲滅罪行委員會作外界監
察。監察結果將會每年公布。

服務目標
警務處會全力及盡速對交通事項進行公正而徹底的調查。

提供的服務
本服務承諾涵蓋下列交通警務工作：
-�調查非致命交通意外；及
-�調查有關定額罰款通知書／
� 交通傳票的投訴。

交通總部

市民的角色
警務處歡迎市民對改進服務提出意見。儘管警方已盡全力，有時亦可能未能夠在
既定標準回應時間內完成調查工作。如你想了解原因，可在辦公時間內致電與發
生意外地點所屬的交通部聯絡，電話號碼如下：

港島 3661 1620 新界南 3661 1710 
西九龍 3661 1654 新界北 3661 1684 
東九龍 3661 1636 大嶼山 3661 1694

如欲查詢有關定額罰款通知書／交通傳票的事項，可親臨中央交通檢控組查
詢櫃枱。地址是香港灣仔軍器廠街1號警察總部警政大樓11樓；辦公時間為星
期一至五上午9時至下午5時45分，星期六、日及公眾假期休息。你亦可致電
2866 6552（共12條線）接通交互式話音系統，聽取所需資料。如在辦公時間內
進行電話查詢，更可以轉介至聯絡員解答查詢。

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。

索取進一步資料
市民可向區內警署的警民關係主任辦事處查詢與本小冊子有關的進一步資料。

香港警務處
二○一七年十一月
政府物流服務署印

服務承諾 Performance Pledge
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Hong Kong Police Force
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Traffic Branch Headquarters Performance Pledge 服務承諾

This leaflet tells you about the standards of service which you can expect from the Traffic 
Branch Headquarters of the Hong Kong Police Force. It also tells you the steps you can 
take if you want to seek explanations or make comments on the service you receive.

Performance Standards
Investigation of Non-Fatal Traffic Accidents
Police will complete their enquiries into a non-fatal traffic accident and advise interested 
parties of the outcome within three months from receipt of the report.

Investigation of Complaints about Fixed Penalty Tickets/Traffic Summonses
Police will investigate complaints made by members of the public on the issue of fixed 
penalty tickets/traffic summonses and report the result to the complainant within two 
months from receipt of the complaint. Where a full investigation cannot be completed 
within two months, the complainant will be informed of the progress in writing.

Effective Monitoring
The Police Force will monitor these standards both internally and externally via District 
Fight Crime Committees and publish annually the results of this monitoring.

Service Environment
The Police Force is committed to providing a fair and thorough traffic investigation 
expeditiously.

The Public’s Role
To improve the quality of our service, we welcome any suggestions you may have. 
Despite our best efforts, there may be occasions when the Police are unable to complete 
the investigation within the standard response time. If you want an explanation, you may 
contact the traffic formation in the area where the accident occurred on the following 
telephone numbers during office hours :

Hong Kong Island    3661 1620 New Territories South    3661 1710
Kowloon West     3661 1654 New Territories North    3661 1684
Kowloon East    3661 1636 Lantau Island 3661 1694

In respect of fixed penalty ticket/traffic summons enquiries, you may visit the Central 
Traffic Prosecutions Division Enquiry Counter located at 11/F, Arsenal House, Police 
Headquarters, No.1 Arsenal Street, Wan Chai, Hong Kong. Our office hours are from 
9:00 am to 5:45 pm on weekdays. The counter is closed on Saturdays, Sundays and 
general holidays. You may also telephone the Interactive Voice Processing System on 
2866 6552 (total 12 lines) where information is available on pre-recorded messages. 
During office hours, your enquiry can be directed to the operator for personal assistance.

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
For further information on the matters stated in this leaflet, please contact the Police 
Community Relations Officer of your local police station. 

Service Delivered
This performance pledge covers the following 
police work in relation to traffic matters :
- investigation of non-fatal traffic accidents; 
 and
- investigation of complaints about fixed 
 penalty tickets/traffic summonses.
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