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FHEEHESE  EOC Board

(R EIEE )BT eEsE8e  The Sex Discrimination Ordinance (SDO) stipulates that the
BEEETZRA16KEEHK 92 EOC Board shall consist of a Chairperson and a maximum of 16
HMEEEERITHREITBREREZT - & other Members. Appointed by the Chief Executive of the Hong
ERRAES  SATEMNEZXMS Kong Special Administrative Region, they represent a balance
FERLZR EER - L8KE  EXIR of background and expertise, including women, persons with
E 8 HEae . ﬁ@ﬁﬁﬁg‘% EEREesE disabilities, ethnic minorities, employment groups, social service
# A+ BERLGE ATE - 1£2012/13 sector, legal and accounting professionals, academics and the
FE XELEREBIEAFTBRENTIE community at large. With their devotion and contribution to all
S EVEL BB REM P E T Sk aspects of the EOC’s work, and their enthusiasm for the promotion
eyt STE#e TIERE TEZ  of equal opportunities, the EOC’s work had made noticeable
MR - progress in 2012/13.

FTEHEZESNERENASZERE(BZE2013F3A31H)

Organisational Structure of the Equal Opportunities Commission (as at 31 March 2013)
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EE

Chairperson

FTHEERES

Members

20 Equal Opportunities Commission &% &

MBRAZEE
The Hon LAM Woon-kwong, GBS, JP
L (201343 A3181E)
s (until 31 March 2013)

RESL

Ms CHAN Ka-mun,
Carmen, JP

RRYEE - HHEEE

B 41 5L S &

Chief Principal of Tivoli Nursery,
Kindergarten and International
Playschool

REHLLT
Ms CHAN Man-ki,
Maggie, MH
REHEFMT-EFAEA
FRT/NLEMITHESR
BEANlIEFEEZEE

Senior Partner, CMK Lawyers
President, The Small and
Medium Law Firms
Association of Hong Kong
District Councillor,

Wong Tai Sin District Council
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HERLZL
Ms CHIU Lai-kuen,
Susanna, MH
MEER(ME)ERATES
BRGAGER
FEEIMERZAHE
AlgxE

Director, Li & Fung
Development (China) Ltd
President, Hong Kong Institute of
Certified Public Accountants
Founding President, Institute of
Accountants Exchange

BERLL

Ms CHOI Hing-shi, MH
BEIgHag T ANBEMN
1THRAEES
BRLGMEGRLER
ZEgEM

Executive Director, Hong Kong
Federation of Trade Unions
Workers” Medical Clinics
Advisor, Hong Kong Federation
of Trade Unions Women Affairs
Committee

BRERE
The Hon FUNG
Kin-kee, Frederick, SBS, JP

(220124 7R1781F)

(until 17 July 2012)

SMEE#E

R REGHE
BHRBHOER

Member, Legislative Council
Member, Sham Shui Po District
Council

Chairman, People Service Centre Ltd

HLEHEEL
Dr KOONG May-kay,
Maggie, BBS

HZ N DN REBENHER
BTSN SE BRI =
RIEBEREEXRE
REFGLRE

Chief-Principal, Victoria
Nurseries & Kindergartens and
Victoria Shanghai Academy
Member of the Women'’s
Commission

Member of the Family Council
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TRERE

Mr LEE Luen-fai
EEMEERAER QA
NHEBEE

Director of Public Affairs,
Sun Hung Kai Properties Ltd

ERRAE
Mr LUI Tim-leung,
Tim, BBS, JP

BEERRICESHRD
EBEsERARA
BREERETER
Accountant and Partner,
PricewaterhouseCoopers
Hong Kong

President, Hong Kong
Professionals Advancement
Association

RIEALE

Mr Amirali Bakirali
NASIR, P

M

ZRFERR AN T TR A
Anjumane Burhani Hong
Kong Dawoodi

Bohra Association
BHWE

Solicitor

Founder of Nasirs Solicitors
Hon Secretary of Anjumane
Burhani Hong Kong Dawoodi
Bohra Association
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Bzt
Ms NG Wing-mui,
Winnie

NEELTES
BRABEEGRITE
ERRARENESEELZE
Director, Kowloon Motor Bus
Deputy Chairman, RoadShow
Council Member, Better Hong
Kong Foundation

i
EEXEE
Mr Zaman Minhas
QAMAR

ERERFHEEER
AEXEEBEIBREEFE
EROHETECRSER
ME

President, International Islamic
Society

President, The Pakistan
Association of Hong Kong Ltd
Hon Secretary, The Incorporated
Trustees of the Islamic
Community Fund of Hong Kong

BREE L

Dr TSANG Kit-man,
Sandra, JP
FREABHETER
HEITHER R EIHE
HeRMHAEZREKE
Associate Professor,
Department of Social Work &
Social Administration,

The University of Hong Kong
Member, Social Welfare
Advisory Committee (SWAC)

WEREE

The Hon TSE Wai-chun,
Paul, Jp

EGHE
WEEEMITAINRAREZEA
Member, Legislative Council
Founder and Partner of

Paul W Tse Solicitors

KRBT
Dr TSE Wing-ling,
John, MH

FRUMTAREAHE

R R BB

Associate Professor,
Department of Applied

Social Studies, City University
of Hong Kong

BERkut
Ms WONG Ka-ling,
Garling

BRERERMERRAR
EERDRLIE

M ERERIERE
BRELEHEGREE
Corporate Development Senior
Manager, FH Rehabilitation
Products Manufacturing Co Ltd
Vice Chairperson, HOPE
Honorary Treasurer,
Association of Women with
Disabilities Hong Kong

/i

BOERE

Mr YIP Siu-hong, Nelson,
MH

NRHBEEEEERE
BB ERSEAL
BEIREEGZE
HERNBEEEREE
ZE®ZE

Member, Committee on the
Promotion of Civic Education
Member, Committee on
Vocational Training for
People with Disabilities of the
Vocational Training Council
Member, Lump Sum Grant
Steering Committee of the
Social Welfare Department
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EHE/NE Committees

F }%%ﬁ E A AZEEETNHANM@EESF /] Under the EOC Board, four committees have been set up to give
 BREAZEERNTREEBRMER advice to and assist the Board in various aspects, and perform the

ﬂ] %8 Iiﬂ? ERZEE®RTHE  functions delegated by the Board. The work and composition of

8 o AT AR EE/MEM TIERRE : the committees are set out below:

TR B EE /A Administration and Finance Committee (A&FC)

TERESHERNMAGEFRITER X BEEREMAFHRENER - kB EFERBRFR  KIATERE
SMPEMPINES  REBRAFBEIHASZER » MRt AT FEEMITHECR

The A&FC holds meetings every three months, and its responsibilities include reviewing the EOC’s budget,
accounts, operational performances, and the annual report; setting up tender boards and approving their
recommendations; deciding on personnel matters related to staff employed on the Directorate pay scale; and
reviewing staffing and administrative policies.

HEBERSEHES /N4 Community Participation and Publicity Committee
(CPPC)

HE2ELEEHEENVEASFRTEE R AEMINAEE  HE SEBENLS28E TRRHE R
EEME - BUERBUY - SFBUNAEL, - BERBRSMENIARAER | FHATHRERRRMATETHOH
REAHBEEA - MERLSH FHE TIENRE -

The CPPC holds meetings every three months, and is responsible for advising and receiving reports on measures
related to strengthening publicity, education, media relations, and community participation; providing advice
on measures to connect with organisations, both government and non-government, as well as concern groups;
considering and approving assistance for research or educational projects undertaken by other persons; and
monitoring the community’s response to the work of the EOC.

EERFRIFEE /D Legal and Complaints Committee (LCC)

Si?iﬂz?ﬁuﬁii}ﬁd\iﬂtﬁﬁﬂ RITGF X AEZEEYE  BEREEHNGRERDEFINFAEETIE - EXH
B OERBHERBMMITEBIELER - WIFLERMETTIE o o EZRRRFFEENEAXEHREARE
fﬂ{ AT R RIBAR 5P E E IR R -

The LCC holds meetings every two months, and is responsible for a variety of activities, including providing
advice, monitoring and evaluating conciliation, formal investigations, applications for legal assistance, and
enforcement notices. In addition, the LCC makes recommendations on issues relating to formal investigations and
on proposals for amending the four anti-discrimination ordinances.

BERHEEE /M Policy and Research Committee (PARC)

BRNMARER/NMAEMARITEZ X BESSIFRENBEREMETIE - BEABERI T RAEZNE
SREBR  BILSEFCAEIIHHEER fﬂ%?sﬂﬂ%&ﬁﬂﬁ%ﬂ’ﬁ&%°

The PARC holds meetings every two months, and is responsible for directing the EOC’s policy and research
efforts, which include advising on policy analysis/advocacy; considering and approving research and training
modules; and evaluating policy and research reports.

29 Equal Opportunities Commission PEREESS
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TEREZESNESEEMREBREMNM T (BZE2013F3A31H1E) :

Memberships of the Four Committees (as of 31 March 2013) are as follows:

HERZT(BEA) Ms CHIU Lai-kuen, Susanna, MH (Convenor)
REHLZL(BIEBEAN) Ms CHAN Ka-mun, Carmen, JP (Deputy Convenor)
TEWER A Mr LEE Luen-fai

ERREE Mr LUI Tim-leung, Tim, BBS, JP

KB E L Dr TSE Wing-ling, John, MH

Mg B The Hon LAM Woon-kwong, GBS, JP
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Ms WONG Ka-ling, Garling (Convenor)

FlLEBE+ Dr KOONG May-kay, Maggie, BBS

hag Rt Ms NG Wing-mui, Winnie

KB E LT Dr TSE Wing-ling, John, MH

0

BB T(EELZER) Dr Raees Begum BAIG (Co-opted Member)

\

FKESRAEGEERS) Mr CHOW Wing-hong, Alvin (Co-opted Member)

FEBELRE(BEREAN) Mr LEE Luen-fai (Convenor)
REALEE(BIBEAN) Mr Amirali Bakirali NASIR, JP (Deputy Convenor)
REH L Ms CHAN Man-ki, Maggie, MH

BBt Ms CHOI Hing-shi, MH

BREB LT Dr TSANG Kit-man, Sandra, JP

HEEZEEB The Hon TSE Wai-chun, Paul, JP

BIRESE Mr YIP Siu-hong, Nelson, MH

M EE The Hon LAM Woon-kwong, GBS, JP

FoxkERIEL(BEA) Dr TSE Wing-ling, John, MH (Convenor)
BEOREE(RIBEAN) Mr YIP Siu-hong, Nelson, MH (Deputy Convenor)
PRI T Ms CHAN Ka-mun, Carmen, JP

FLEHB L Dr KOONG May-kay, Maggie, BBS

ZRAEER S & Mr Amirali Bakirali NASIR, JP

EmaRv Kt Ms WONG Ka-ling, Garling

BEXEE Mr Zaman Minhas QAMAR

Mg B The Hon LAM Woon-kwong, GBS, JP

BEREECERESR)
HEXSRAEGREEZER)
BB L L (ERESR)

Mr LAU Chun-chuen, Karl (Co-opted Member)
Mr Behzad MIRZAEI (Co-opted Member)
Ms Agnes LAU (Co-opted Member)

B R L O E BB R AR R
B SRR

For complete terms of reference of the
above four committees, please refer to the
EOC website:
www.eoc.org.hk/eoc/graphicsfolder/
showcontent.aspx?content=organization
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FREEMRESHIERNERELDE(BE2013F3A831H)
Attendance Record of Regular and Special EOC Meetings (up to 31 March 2013)
FERE I JE KB 3884% Overall attendance rate was over 84%

14/6/2012 | 10/7/2012 | 17/8/2012 | 13/9/2012 (20/12/2012| 21/3/2013

EHER THER
Regular Regular

MBEHREE (EFF)

1 The Hon LAM Woon-kwong, GBS, JP v v v v v v
(Chairperson)
REGLL

2 Ms CHAN Ka-mun, Carmen, JP 7 7 7 7 7 7
REWELL BRE

3 MsCHAN Man-ki, Maggie, MH v v Abs. v v v
HERL LT TRE

g Ms CHIU Lai-Kuen, Susanna, MH 7 7 7 Abs. 7 7
ERRL L+

> Ms CHOI Hing-shi, MH v v v v v v
i ) - i, -

6 ggg Hon FUNG Kin-kee, Frederick, v v TNi/@AFH T&%ﬂ% TN}/@AﬁH IIZEA}%

,JP A

FLEHELT TR

7 DrKOONG May-kay, Maggie, BBS v v v v v Abs.
TEBEE iz

8 Mr LEE Luen-fai v v v Abs. v v
ERREE TRE

9 MrLUI Tim-leung, Tim, BBS, JP 7 7 7 7 7 Abs.
Mr Amirali Bakirali NASIR, JP Abs. Abs. Abs.
hte+ TR

T MsNG Wing-mui, Winnie v Abs. v v v v
EEXFE

12 Mr Zaman Minhas QAMAR 4 4 4 4 4 4
LEZE LT R RE

13 Dr TSANG Kit-man, Sandra, JP Abs. Abs. v v v v
HEEZEEB WRE

E The Hon TSE Wai-chun, Paul, JP 4 7 Abs. Y ‘/ 7
Aok T R RE

15 Dr TSE Wing-ling, John, MH Abs. v v v v Abs.
ERLRL

16 Ms WONG Ka-ling, Garling v v v v v v
BoRESE TR

17 Mrvip Siu-hong, Nelson, MH v v Abs. v v v

* Abs. = Absent

NBEREZEN2012F7 A17RBHI TSR E T ES R ER/G
A The Hon FUNG Kin-kee, Frederick withdrew from the EOC Board on 17 July 2012

i FRBEEMARFESHE  WERSHKTEERT °
Note: A reminder is issued to Members who have been absent for two consecutive meetings.

Equal Opportunities Commission FEHEZER
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Relationship between the Government
and the EOC

The EOC was established under the SDO as an independent
statutory body. Although subvented by the Hong Kong
Government, the EOC operates independently in carrying out its
tasks and duties. As per Section 63(7) of the SDO, the EOC “shall
not be regarded as a servant or agent of the Government or as
enjoying any status, immunity or privilege of the Government”.
Accordingly, the EOC has autonomy over the management and
control of its activities and budget. At the same time, the EOC has
the responsibility to ensure that the Commission’s operational,
administrative and management systems and practices reflect the
most effective and prudent use of government subventions.

The framework for the working relationship between the
Government and the EOC is laid out in the Memorandum of
Administrative Arrangements (MAA). The provisions of the MAA
are based on the principle that the EOC should have autonomy
and flexibility in how to use its funds. The EOC holds regular
progress review meetings with the Constitutional and Mainland
Affairs Bureau (CMAB), the focal point of contact between the
Government and the EOC. The EOC also provides monthly
expenditure reports and audited accounts, as well as quarterly
progress review reports on its financial position and operational
performances to the CMAB for its review.

Transparency to the Community

The EOC is committed to maintaining high standards of corporate
governance and transparency. The Commission endeavours to
provide information relating to the Commission’s performance
and operations in an open manner to the public and stakeholders,
and holds regular press briefings to provide timely information.
The minutes of the EOC meetings can be found on its website, in
addition to press statements, press releases, and other publications
including the annual report. To advance a corporate culture of
openness, the EOC voluntarily discloses the attendance records of
EOC Board meetings. The Commission also reports updates on its
operations regularly through channels such as its website, printed
newsletters, and electronic news. Over 80,000 copies of each issue
of the printed newsletters are widely distributed to the public. In
addition, each issue of the EOC e-News is sent by email to around
5,500 recipients, including Members of the Executive Council
and Legislative Council, District Councillors, Consulates, non-
government organisations, concern groups, media organisations,
ethnic minority groups, schools, and other relevant stakeholders.
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Standard of Conduct

As a statutory body tasked with providing services to the public,
the EOC recognises the importance of upholding a good reputation
and standing. Such reputation and standing are dependent upon,
and reflected through the EOC'’s employees. All EOC staff members
are required to comply with a Code of Conduct, which sets out
the standard of acceptable professional behaviour, relevant legal
obligations, and guidelines on issues such as confidentiality and
handling complaints. All EOC staff members are briefed on the
Code upon their commencement of duties at the EOC, and may
access the document easily through the EOC’s intranet at any time.
In addition, the EOC has adopted the two-tier reporting system on
declaration of interest requirement when applicable.

Control Mechanism
Financial Controls

The EOC, as an independent and statutory organisation, applies
the “moderate and conservative principle” when spending public
money. The procurement process within the EOC is guided by the
Procurement of Stores and Services Manual (PSSM), which was
endorsed by the EOC Board after consideration by the Working
Group comprising EOC Board Members.

The EOC endeavours to ensure that the purchasing process is carried
out in a competitive and equitable manner while keeping the process
transparent and accountable. All staff members responsible for the
purchase must ensure that the purchases represent value for money by
focusing on three main aspects of performance — economy (minimising
cost), efficiency (improving productivity), and effectiveness (achieving
objectives).

Internal Controls

The EOC has put in place an internal control system, with the goals of
promoting operational efficiency, ensuring adherence to the policies
in place, and assessing their effectiveness. Specifically, the EOC has
created procedure manuals for activities related to the performance of
the Commission’s duties, maintains prudent financial management,
and undertakes cost reduction measures whenever possible. The
EOC considers that the current mechanism is both sufficient and
transparent for the purposes of internal control.

Under the internal control framework, regular meetings are
conducted by the management team to follow up on any issues
arising across the Commission. These meetings also facilitate synergy
across the divisions/units, and discussion on major work progress and
strategies. The EOC staff members also meet frequently within their
respective divisions/units to make certain that ideas and issues relating
to the performance of duties are effectively and promptly handled.
Furthermore, quarterly reports by respective EOC Committees are
made to keep the EOC Board abreast of developments.
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The Administration and Finance Committee (A&FC) is in charge
of reviewing the EOC’s financial information and operational
performance. The A&FC reviews the EOC’s draft annual budget
before submission to the EOC Board, the quarterly progress review
reports, the quarterly financial statements, and the position of its fixed
assets as at the fiscal year end. The EOC Board reviews the EOC’s
draft annual budget, the half-yearly reports on its financial position,
and endorses the audited financial statements.

External Checks and Balances

KPMG is the EOC’s external auditor for the financial year 2012/13.
The appointment was made in accordance with Section 18 of
Schedule 6 to the SDO. Although the EOC is an independent
statutory body, it is subject to regular reporting and provision of
information to its Controlling Officer, the CMAB, as laid out in the
MAA. The Permanent Secretary for Constitutional and Mainland
Affairs (PSCMA) has unhindered access to the records and accounts
of the EOC as the Controlling Officer, but this does not include
personal data pertaining to the EOC’s complaint cases or privileged
matters as defined and/or governed by the rule of law. The EOC is
obliged to explain to the PSCMA any matters relating to the receipt,
expenditure, or custody of any money derived from the subvention.

In addition, the Director of Audit may, in respect of any financial
year, conduct an examination into the economy, efficiency, and
effectiveness with which the EOC has expended its resources in
performing its functions and exercising its powers. The Director of
Audit has a right of access to the EOC’s records and documents as
he considers reasonably necessary.

TR EN R
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Continuous Review and Improvement

The EOC is committed to continuously enhancing its performance.
Apart from conducting regular, periodic review of its guidelines
and manuals — such as the Internal Operating Procedures on
Handling Complaints and Enquiries, the Human Resources
and Administration Manual, and the Procurement of Stores and
Services Manual - based on the operational experiences and
suggestions from staff, the EOC invited the Efficiency Unit of
the Hong Kong Government to review its complaint handling
procedures with a view to improving efficiency and effectiveness,
as well as enhancing customer satisfaction in 2011. A number
of recommendations made in this review were implemented in
2012-13, including: (1) using fast-track conciliation, that is, the use
of early conciliation as a tool for settling discrimination disputes
before embarking on full investigations. This method is more
informal and flexible, and it can be conducted at any stage before
or during the process of investigation provided the parties involved
agree; (2) ensuring the cost-effectiveness of investigations, that is,
to confine the purpose of investigation to decide whether the case
should proceed to conciliation or be discontinued, as well as to
seek early legal advice for complicated complaint cases in order to
map out the direction of the investigation; and (3) adopting a new
model in conducting customer satisfaction surveys.

Customer Satisfaction Survey 2012

Since 2009, the EOC has been conducting a Customer Satisfaction
Survey (CSS) in-house, as a regular service monitoring exercise.
Taking into account the recommendations of the Efficiency Unit of
the Hong Kong Government, an external consultant was engaged
to conduct the CSS in 2012, in which a new survey model was
adopted and the survey items on customers’ satisfaction were
expended. A total of 922 customers with cases concluded/attended
to between 1 April 2011 and 31 July 2012 were surveyed and
the overall response rate was 50.5%. It was found that 60% of
the parties involved in complaints (the complainants and the
respondents) were satisfied with the services provided by the EOC
and “Staff Friendliness” had the highest rating among all survey
respondents.

The EOC Forum 2012

With a view to further improving the EOC’s governance and to
engaging the public in the EOC’s work, the EOC Forum 2012 was
held on 29 September 2012. About 100 stakeholders from various
sectors were in attendance, including academia, rehabilitation
groups, ethnic minority groups, women'’s groups, legislators and
district councillors.
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wEATHERMEFE  mMMERAKRZRE  The Forum provided a platform for the EOC to highlight the
NBERTERLE FTIEAAAMIIE  Commission’s past performance, and its new directions and
T2l e PHETFEMEZEMMUAE  initiatives to the public. The EOC Chairperson, The Hon LAM

ENEABEAFHBERE T RSN TIE - Woon-kwong, and the Convenors of the four Committees of the
WEL2MNELMOFAE - S hEF#EH  EOC Board gave presentations on the Commission’s work and
THEIRER ° exchanged views with the audience on how EOC could do its work

even better.

[ AA 12 [2013-15 Manpower Developers Award 2013-15

FiteNME S BEY BRI ERBAA In recognition of the EOC’s achievements in promoting and
ESZHFAE I PESZHAEIAADLE] cultivating a corporate culture with a focus on manpower
2013-15 ' AR Fi#teE AA 5| L2  development and training, the EOC was accredited as one of the

BEAEBK I OHEEERAAE “Manpower Developers 2013-15” by the Employees Retraining
B HERE S o Board’s Manpower Developer Award Scheme.

ERB ATTiE%E

The 4th Presentation Ce (

ERB Manpow
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Performance Pledge Results
Enquiries

This figure covers enquiries related to the EOC’s work by
telephone, in person and in writing. The largest category by a wide
margin is telephone enquiries — 82% of the total. In all categories,
the performance target for handling enquiries within specified time-
frame was set at 95% which was met in all cases (total: 10,733),
with an actual performance rating of 100%.

Action on Discrimination Complaint Cases

This includes initiating action on written complaints, interviewing
a complainant who has asked for an appointment, and concluding
a complaint case. In the first two categories, the target response
time (within 3 and 5 working days respectively) was met 100%
of the time. In the third category, the target response time (within
6 months) was met 82% of the time, surpassing the performance
target of 75%. In instances where the target response time was
exceeded, the reasons may be due to the complexity of the case,
the length of time required by parties to respond to enquiries or
consider conciliation terms, or other new developments which
were unveiled in the course of investigation.

Legal Assistance

This involves making a decision and informing an applicant of
the outcome of an application for legal assistance. The service
standard was set at three months, and the performance target of
85% was exceeded with actual performance at 88%.

Public Education and Promotion

This category has three sub-categories. The first involves time
goals for meeting requests for talks (six weeks), publications (three
working days), and guided group visits (five working days). The
performance target of 95% was exceeded in each case, with all
time targets met 100% of the time.

The second category involves convening major promotional
events. The 12-month goal of organising a total of 60 activities was
met, as 100 activities were carried out.

The third category deals with feedback from participants on EOC
training programmes. The performance target was set at 80%. The
actual performance was almost 100%.
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FHEREEFE20126F4 818 £20135F3A31H
EOC’s Performance Pledge from 1 April 2012 to 31 March 2013

)

RigEE |REBEEE Actual Performance
Service Performance (B5H) (=)

Standard Target

(Percentage) | (Number)

AN EEEE AL A = e
Eﬁ# A\ETJ' FEﬁ W IE E =g HEE Hﬁ.] Eﬂ HTJ' 950/0 1 000/0 nvm\g

Answer telephone enquiries during office hours Immediately Total: 8/8°0
e e 3094 o
Tﬁﬁr%ﬂ}%#%ﬁéﬂ@%}\i : Within 30 950/0 -I 000/0 /nvm\g .' 361
Interview a walk-in enquirer at EOC office : Total:
minutes
. > 14THERA :
z SET Ik am gl
el ) . within 14 95% 100%  BEC 55
eply to written enquiries on complex issues kino d Total:
working days

ITREERN 3TVERA Bl -
B A . within 3 100% 100% BB g0y
nitiate action on a written complaint kine d Total:
working days

RIANZHE ZEABBIRERFOAL 5TYERA ey
Interview a prospective complainant asking for an within 5 95% 100% il'wc\)tal' 3
appointment working days i
SRR AR ol . o MR

. within 75% 82% . 812
Conclude a complaint case 6 months Total:

EHAE BB ERRIL R ERF AR g
Make a decision and inform an applicant of the within 85% 88% Total: 26
outcome of application for legal assistance 3 months :

BT ERERE AP HBE 62 A
Meet requests for talks on equal opportunity issues A
and legislation

& :
95% 100% R 410

within 6 weeks Total:

BT RABFLEA S RERTRETIY SUEE oo BB 44
Meet requests by mail or fax for EOC publications ? ? Total:

working days
oI R R Bk LA . o R
M " Ao within 5 95% 100% . 36
eet requests for guided group visits ; Total:
working days
iy EEN E S
ST B HEH 2R gomze o 1R
C 3 A within A 100% 100
onvene major promotional events 60 activities Total:
12 months
20EHFHE BN EIIRERERE — o 0 :
Participants satisfied with the training services t.’%’?‘[ 80% alﬁgg ?86‘;/ i?ﬁ?‘ffl.' 5,346
provided by the EOC sauistactory ? :
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