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Chairman’s Report 主席報告 

     Ms. Sylvia SIU Wing Yee, JP 蕭詠儀女士,太平紳士 

The past year was a fruitful year for the Joint 
Mediation Helpline Office (“JMHO”).  In addition 
to providing mediation referral services, promoting 
the use of mediation among the general public in 
Hong Kong and implementing different projects to 
further our objectives, JMHO has also continued to 
operate the Small Claims Mediation Pilot Scheme 
(“SCMPS”) at the West Kowloon Mediation Centre.  
I am truly honoured about the continuous support 
of the Government of the Hong Kong Special 
Administrative Region (“HKSAR”) and the JMHO 
shall use its best endeavor to carry out the SCMPS 
to further promote mediation and enhance public 
awareness of its benefits. I deeply believe mediation 
can take roots in Hong Kong. 

對於聯合調解專線辦事處（「調

解專線」）而言，2020 年是取

得豐碩成果的一年。除提供調解

轉介服務、向公眾推廣使用調解

及推行其他項目以實踐調解專線

的使命外，調解專線繼續於西九

龍調解中心推行小額個案調解先

導計劃（「先導計劃」）。我對

香港特別行政區（「香港」）政

府的持續支持感到非常榮幸，調

解專線會致力推廣此先導計劃，

加強公眾對調解的認識及明瞭它

的好處，我相信調解能堅穩地植

根於香港。 

  

In the past year, the JMHO continued to serve the 
mediation industry and the public.  We actively 
sought new opportunities to strengthen our 
services and promote wider knowledge of 
mediation and the use of mediation services by 
Hong Kong citizens.  There was a significant 
increase in the number of applications for 
mediation in the JMHO in the past year, reflecting 
that the public has become more aware of the use 
of mediation as a dispute resolution method as well 
as the services provided by the JMHO. 
 

調解專線在過去一年繼續致力為

調解行業及公眾服務。我們積極

尋求新機遇作自我提升，並讓普

羅大衆更深入認識及採用調解服

務。去年，調解專線的調解申請

數目大幅上升，反映公眾對使用

調解作為爭議解決方法之意識及

調解專線調解服務的認識日漸提

高。 
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In addition, funding was granted by the 
Professional Services Advancement Support 
Scheme for implementing the Mediator Mentorship 
Scheme (“MMS”) for enhancing the overall 
professional standards of the Hong Kong mediators, 
especially the newly-accredited ones, by offering 
them opportunities to learn from the senior 
mediators in conducting and handling real 
mediation cases.  At the completion of the project 
on 14 February 2020, 235 local mediators were 
benefited.  In order to continuously improve the 
professional standards of Hong Kong mediators, the 
Government of the HKSAR has granted a funding 
for the operation of SCMPS until 2 January 2022. 

此外，調解專線獲得專業服務協

進支援計劃撥款以推行調解員師

友計劃，以提升香港調解員的整

體專業水平，特別是為新晉調解

員提供機會，向資深調解員學習

如何進行和處理真正的調解個

案。截至 2020 年 2 月 14 日計劃

完成，共 235 名參與的調解員受

惠。為持續提升香港調解員的專

業水平，香港政府撥款支持調解

專線繼續營運此計劃至 2022 年

1 月 2 日。 

  

To carry on with the past success in the promotion 
of mediation, the JMHO organized Flag Design 
Competition from May to June 2020.  26 schools 
participated in the competition and over 200 
entries were received.  The event enhanced public 
awareness on the use of mediation as a means of 
dispute resolution.  Thanks to the enthusiastic 
response and full support from the public, 
donations and sponsorships were received to 
further the operation of JMHO by supporting its 
non-profit-making mediation services and 
promotion of mediation to the general public. 

為延續過往推廣調解的斐然成

績，調解專線在 2020 年 5 月至

6 月期間舉辦賣旗日旗紙設計比

賽，是次比賽共有 26 間學校參

與其中，而參賽作品更多達 200

多份，提高了公眾對使用調解作

為解決爭端方法的認識。全賴各

界的踴躍參與及大力支持，調解

專線獲得了一些捐款和贊助，籌

募的款項將用作調解專線的營運

開支，以支援非牟利調解服務及

相關推廣活動。 

  

Without a doubt, 2020 has been a very difficult and 
challenging year for every one, the COVID-19 
pandemic has led to the implementation of various 
temporary laws and regulations for social 
distancing in Hong Kong.  Due to safety concerns 
posed by the coronavirus, most of the scheduled 
events have been cancelled or postponed.  
However, JMHO has made an all-out effort to 
provide advanced training and support to 
mediators. 

毫無疑問，2020 年對所有人而

言，是非常艱苦和充滿挑戰的一

年，席捲全球的新冠肺炎令香港

實施了各種限制社交距離的措

施。基於病毒帶來的各種安全考

慮，很多預定的活動在不得已的

情況下需要取消或延遲。然而，

調解專線依然竭盡所能為調解員

提供培訓和支持。 
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Thanks to the support from various parties, the 
JMHO was able to develop new projects to expand 
the service coverage.  We pay tribute to all our 
member organisations and supporting 
organisations for their valuable contributions and 
supports.  The continued operation of SCMPS 
shows the support towards mediation and trust in 
the JMHO from the HKSAR Government.  Special 
thanks are dedicated to our Directors, the Honorary 
Advisor, the Judiciary and the Department of 
Justice who gave us unfailing guidance and support.  
And I also wish to commend the Honorary 
Secretary, the Honorary Treasurer, the Honorary 
Auditor and the staff at the Secretariat for their 
hard work, dedication, devotion and 
professionalism. 

調解專線得以開拓新項目以擴大

服務範圍，實有賴各方支持。在

此，我謹向成員機構及支持機構

對調解專線作出的貢獻及支持致

以衷心謝意。持續委任調解專線

營運先導計劃，顯示香港政府對

調解的支持及對調解專線的信

任。特別感謝我們的董事、榮譽

顧問、司法機構及律政司給予我

們寶貴的指導和支持，也藉此表

揚義務秘書、義務司庫及秘書處

各同事的專業及勤奮工作。 

  

The JMHO has been striving to promote the 
development of mediation in Hong Kong for years.  
Thanks to the extensive support from different 
sectors, the JMHO has reached several milestones 
since its inception in 2010.  In the coming year, the 
JMHO will spare no effort to grasp every 
opportunity to serve the mediation industry and 
the public in Hong Kong. 

一直以來，調解專線致力推動香

港的調解發展。有賴各方鼎力相

助，調解專線自 2010 年創立以

來，奠定了一個又一個里程碑。

未來一年，調解專線將會不遺餘

力，把握每個機會，繼續為香港

的調解界和公眾服務。 
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Work Review 工作回顧 
1. General Mediation Services Overview 1. 一般調解服務概況 

  

This year, the JMHO continued to provide mediation 

referral services to the general public.  Since its 

operation in 2010, the JMHO received 804 applications 

in total.  The rate of making successful referral is 35%, 

with 283 cases successfully referred to Participating 

Service Providers.  238 mediations were conducted, 96 

of which had been settled, exclusive of 33 cases settled 

after a written request for mediation had been made 

and 1 case settled after mediation was completed.  The 

overall success rate is 48%. 

今年，調解專線一如以往，向普羅大

眾提供調解轉介服務。自 2010 年成

立至今，調解專線總共收到 804 項申

請，其中 283 項成功轉介給調解服務

機構，轉介比率為 35%。至今，共

238 宗案件進行了調解，當中 96 宗

已成功和解，不包括 33 宗案件於提

出書面調解申請後和解，以及 1 宗在

調解完成後和解。總成功率為 48%。 

  

Nature of Dispute 爭議性質 

Business/ Partnership (14.4%), Debt (8.8%), Personal 

Injury (8.7%) and Finance (8.2%) are the 4 most 

common types of disputes. 

商 業 / 合 作 （ 14.4% ） 、 錢 債

（8.8%）、人身傷亡（8.7%）和金融

（8.2%）為最常見的 4種爭議性質。 

 

  

14.4% 

8.8% 

8.7% 

8.2% 

8.0% 

7.7% 

7.6% 

7.5% 

7.3% 

4.6% 

3.6% 

2.2% 

2.0% 

2.0% 

1.9% 

1.7% 

1.0% 

0.7% 

0.7% 

0.6% 

0.2% 

0.2% 

0.1% 

Business/ Partnership 商業/合伙 

Debt 錢債 

Personal Injury 人身傷亡 

Finance 金融 

Goods and Services 零售服務 

Inheritance 遺產 

Ownership/ Use of Property 物業擁有/使用權 

Construction/ Renovation 工程/裝修 

Rental/ Tenancy Agreement 租金/租約 

Employment/ Salary 就業/薪金 

Professional Negligence 專業失當 

Insurance 保險 

Building Management 大廈管理 

Possession of Lands 土地擁有權 

Compulsory Sale of Land 土地強制拍賣 

Libel/ Slander 誹謗 

Damage of Property 財產損失 

Neighborhood 鄰里 

Nuisance 滋擾 

Intellectual Property 知識產權 

Complaint on Government Policy 政府政策投訴 

Family Relationship/ Relationship 家庭關係/關係 

Discrimination 歧視 
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Amount of Dispute 爭議金額 

Amongst all applications, the amount in dispute 

ranges from HK$0.01M to over HK$5M. 

申請個案的爭議金額涵蓋港幣一萬元

到超過港幣五百萬元。 

  

 
 

Source of Applications/ Enquiries 申請/ 查詢來源 

Integrated Mediation Office (“IMO”)/ Mediation 
Information Office (“MIO”) of the Judiciary is the major 
source of the JMHO’s enquiries and applications (34%), 
where 17% of the enquiries and applications were from 
Financial Dispute Resolution Centre (“FDRC”) and 12% 
of them got JMHO information from Court. 

司法機構綜合調解辦事處/調解資訊中

心是調解專線的調解申請及查詢之主

要來源佔 34%，17%來自金融糾紛調解

中心及 12%經法院得到調解專線的資

訊。 

  
 

2. West Kowloon Mediation Centre (“WKMC”) – 
Small Claims Mediation Pilot Scheme 
(“SCMPS”) 

2. 西九龍調解中心（「調解中

心」） – 小額個案調解先導計

劃（「先導計劃」） 

  

As the independent coordinator of WKMC appointed 
by the Government of the HKSAR, the JMHO is 
implementing the SCMPS for resolving suitable cases 
of the Small Claims Tribunal (“SCT”) since 8 
November 2018. 

作為由香港政府委任的調解中心獨立

統籌機構，調解專線於 2018 年 11 月

8 日起推行先導計劃，以解決合適的

小額錢債審裁處（「審裁處」）個

案。 

  

68% 

22% 

10% 
Up to HK$1M 港幣一百萬或以下 

Over HK$1M 港幣一百萬以上 

TBD 待定 

34% 

17% 12% 

10% 

9% 

6% 
6% 3% 3% 

IMO/ MIO 司法機構調解資訊中心 

FDRC 金融糾紛調解中心 

High Court/ District Court 高等法院/區域法院 

Website 網頁 

Family/ Friends 家人/朋友 

Gov't Sectors/ NGOs 政府部門/非政府機構 

Others (e.g. PSP, newspaper) 其他(如調解服務機

構,報章) 

TV 電視 

Lawyer/ Legal Consultant 律師/法律顧問 
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As at 31 December 2020, there were 740 cases referred 
by SCT, 2407 enquiries, 664 consultations and 514 
applications.  Amongst the 514 applications, 302 
mediation cases have been completed and 55 cases 
are in progress towards mediation. 

截至 2020 年 12 月 31 日，審裁處共轉

介了 740 宗個案至調解專線，調解專

線處理了 2407 宗查詢、664 宗調解諮

詢及 514 宗調解申請。在 514 宗調解

申請中，302 宗個案已完成調解以及

55 宗個案正準備調解。 

  

Amongst 302 completed mediation cases, 181 of them 
were settled in the mediation session. In addition, 21 
applications were settled by direct negotiation 
between the parties after they filed the application for 
mediation and 2 case was settled after an 
unsuccessful mediation.  The settlement rate of 
mediation under SCMPS is 60%1  while the overall 
success rate is 63%2. 

而在 302 宗已完成調解的個案中，其

中 181 宗個案於調解過程中達成和解

協議。另外，21 宗個案於提出調解申

請後自行和解及 2 宗個案於不成功的

調解後自行和解。先導計劃的調解成

功率為 60%1 及計劃整體成功率為

63%2。 

  

Nature of Dispute 爭議性質 

Amongst the applications received, Goods and 
Services (18.8%), Personal Injury (14.5%), Rental/ 
Tenancy Agreement (14.5%) and Construction/ 
Renovation (13.7%) are the 4 most common types of 
disputes. 

於所有申請當中，最常見的 4 種爭議

類別為零售服務（18.8%）、人身傷亡

(14.5%)、租金/租約（14.5%）和工程

/裝修（13.7%）。 

  

 
 

                                                           
1 The settlement rate of mediation under SCMPS refers to the percentage of cases settled in mediation 調解成功率為於調解過程中

成功達成和解個案的百分比。 
2 The overall success rate of SCMPS refers to the percentage of cases settled in mediation, cases settled by direct negotiation after 
utilizing SCMPS services and cases settled after unsuccessful mediation 計劃整體成功率包括調解成功個案，使用計劃的服務後而

成功自行和解的個案，及於不成功的調解後自行和解的個案的百分比。 

18.8% 

14.5% 

14.5% 

13.7% 

6.6% 

5.9% 

5.7% 

5.7% 

4.1% 

3.3% 

3.1% 

1.8% 

0.6% 

0.6% 

0.6% 

0.4% 

0.4% 

Goods and Services 零售服務 

Personal Injury 人身傷亡 

Rental/ Tenancy Agreement 租金/租約 

Construction/ Renovation 工程/裝修 

Building Management 大廈管理 

Business/ Partnership 商業/合伙 

Damage of Property 財產損失 

Water Seepage/ Leakage 滲水/滲漏 

Ownership/ Use of Property 物業擁有/使用權 

Debt 錢債 

Employment/ Salary 就業/薪金 

Family Relationship/ Relationship 家庭關係/關係 

Finance 金融 

Inheritance 遺產 

Insurance 保險 

Neighborhood 鄰里 

Nuisance 滋擾 
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3. Urban Renewal Resource Centre (“URRC”) 
Pilot Scheme for Community Venue for 
Mediation 

3. 「市建一站通」社區調解場地先

導計劃 

  

The Urban Renewal Authority, in support of the 
Government's policy to promote the wider use of 
mediation to resolve disputes in Hong Kong, extended 
the use of its mediation rooms at the URRC for the 
URRC Pilot Scheme for Community Venue for 
Mediation introduced by the Working Group on 
Mediation chaired by the Secretary for Justice and 
administered by the JMHO. 

市區重建局為支持政府在香港推廣更

廣泛使用調解服務解決糾紛的政策，

因此擴大「市建一站通」資源中心會

議室的使用範圍，以支持由律政司司

長轄下的調解工作小組所推行，並由

調解專線執行的《「市建一站通」社

區調解場地先導計劃》。 

  

The number of enquiries and bookings and time used 
for these rooms for the year ended 31 December 2020 
are as follows:- 

截至 2020 年 12 月 31 日，調解場地

的查詢、租用次數和使用時間如下： 

  

 
 

West Kowloon Mediation Centre (“WKMC”) 
西九龍調解中心 

 

WKMC, which is independently coordinated and operated by the JMHO, was officially 
launched on 8 November 2018.  WKMC - the first mediation centre earmarked for serving 
mediation needs in Hong Kong - is established with the support from the Department of 
Justice and the Judiciary with a view to promoting more extensive use of mediation to resolve 
disputes and enhancing public awareness of mediation as a means of dispute resolution. 
 

由調解專線獨立統籌和營運的西九龍調解中心於 2018 年 11 月 8 日正式開幕。作為香港首座專

為調解需要而興建的調解中心，其為了促進在香港更廣泛地使用調解解決糾紛，以及提升公眾

對使用調解作為解決爭議方法的意識，在律政司及司法機構的支持下成立。 
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To promote the services of WKMC, 2 visits on 26 August 2020 and 3 September 2020 were 
arranged for the Adjudicators of SCT to introduce the operation of WKMC and its scheme and 
explain the nature, functions and procedure of mediation.  Due to the outbreak of COVID-19, 
promotion events were restricted.  The JMHO would continue to organise events to promote 
the WKMC and its services in the future. 
 

為推廣西九龍調解中心的服務，調解專線於 2020 年 8 月 26 日及 9月 3日舉行了兩次參觀，以

向小額錢債審裁處的審裁官介紹西九龍調解中心的運作及其服務，並介紹調解的性質、功能和

流程。由於新冠肺炎的爆發，推廣活動受到限制。調解專線日後將繼續舉辦活動以推廣西九龍

調解中心及其服務。 

 

Other Mediation Promotion Activities 

其他調解推廣活動 
 

Mediation Workshops/ Webinars 調解工作坊/網路研討會 

In order to enhance the knowledge and uphold the standards of Hong Kong mediators, the 
JMHO organised 3 webinars on the topics of “Facilitative Versus Evaluative Mediation”, “Dos 
and Don’ts for Mediation Practice” and “Mediation on Labour Disputes & Discrimination 
Cases” on 24 August 2020, 4 September 2020 and 23 October 2020 respectively.  There were, in 
total, 310 participants attended the webinars. 
 

為提升香港調解員的知識及維持其水平，調解專線分別於 2020 年 8 月 24 日、9 月 4 日及 10

月 23 日舉辦了三場以「促進式與評估式調解」、「調解實踐的可為與不可為」及「調解勞資

糾紛及歧視糾紛」為題的調解網路研討會，共吸引 310 位調解員參加。 

 

Mediation and Conflict Resolution Online Training 調解與衝突處理在線培訓 

Invited by Kai Shing Management Services 
Limited, the JMHO organised a half-day online 
training in relation to mediation, conflict 
resolution, handling building management 
disputes and the application of mediation skills, 
etc. on 5 June 2020. 

獲啟勝管理服務有限公司邀請，調解專線

於 2020 年 6 月 5 日舉辦了為期半天的在線

培訓，內容涉及調解、衝突處理、處理樓

宇管理糾紛和調解技巧的應用等。 

  

Talk on Public Liability and General Mediation 公共責任與調解講座 

The JMHO was invited by the Food and Environmental Hygiene Department (FEHD) to 
deliver a one-day talk to around 100 employees of the FEHD. 
 

調解專線應食物環境衛生署（食環署）的邀請，與約 100 名食環署員工進行了為期一天的講

座。 
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JMHO Flag Day 2020 調解專線 2020 賣旗日 

In order to promote “JMHO Flag Day 2020” and the concept of mediation, the JMHO 
organised Flag Design Competition from May to June 2020.  Over 200 entries from 26 schools 
were received.  Though the JMHO Flag Day 2020 was cancelled due to the outbreak of 
COVID-19, a total of HKD171,188 donation and sponsorship in connection with the Flag Day 
were received to further the operation of JMHO. 
 
為宣傳「調解專線 2020 年賣旗日」和調解理念，調解專線於 2020 年 5 月至 6 月舉辦了旗紙

設計比賽，共收到來自 26 所學校的 200 多個參賽作品。儘管調解專線 2020 年賣旗日因新冠

肺炎的爆發而取消，但調解專線透過賣旗日贊助籌得 171,188 港元的捐款和贊助，以支持調

解專線的運作。 

 

Winning Entries 得獎作品 
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Financial Report 財務報告 
(in English only 只提供英文版本)  
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