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Compliments and Complaints

During the period under review, the EOC received 25 written
compliments to and 15 complaints against the EOC. We
concluded the investigation of nine complaints from members
of the public.

( )
iR = E%BZFEEEE’J& #F  Six of the concluded complaints were lodged via
o B6RKRFLEMBHANRE  the Ombudsman. The complainants expressed
iR - RAFARETEHTFH  dissatisfaction with the handling of discrimination
SREBARFOHFIENIEF  complaints and procedures. After investigating into
E’JT\iﬁﬁ RFEEFRIRFE the complaints, all nine complaints were concluded

ZEHMAZENEMAR - H to be unsubstantiated, and no follow-up action
éﬁT’EﬁEEiEﬁEjJ o MImAM - was required. Nevertheless, for the purpose of
BNEKE - FHeTEIED continuous improvement, the EOC took the initiative
HTIENE - B ()RE®E  to institute a number of changes including: (i)
R ERENERELHRFR  arrangement of specific training for the case officers
IR FIERAE - BB ERTHMT  involved in the complaint cases in order to help
BBBRE D ¢ (DEEATHBE  enhance their communication skills; (i) consideration
W RREBAEDIHNAF - B by relevant divisions on not using words such as
HeEHBAKFARERS “frivolous” (albeit in the legal context of the anti-
%FL%@E%UEFHW 1%%  discrimination ordinances) in future replies to

(N2 BEAERIB BRI IAE complainants; (i) arrangement for all calls to verify
Eﬁﬁ%@ﬂ&ﬂﬁﬁﬁ%%%i%% receipt of documents sent to the confidential fax
EEX M UIERAEFEE  line to be immediately answered by relevant staff to
EHEIE - (VIR FEEES  ensure prompt and direct responses; (iv) reminders
B EERERGEERER  given to the EOC's receptionists to clarify the nature
B - ARITHRARFR of the complaint
HE (2 (discrimination or
I 1R 1 F service-related) prior
A2 B to transferring the
e w5 telephone line to
BRANK appropriate officers
El for handling.
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BEoENOE Stakeholders’ Feedback

LEBRBAE I highly appreciate the case

B R N1 % officers who had done a good With your M o E
/mfiiﬂ” %% job fo‘r properly handling and soread the mesage of bringin iﬂ; 3 L 17 f]j %
A "F‘fk? 2 M assessing my case. It made me equality is highly acmeve;’ ,,, B EE R
% 4% d sleep well at night. EOC promotes More students are apje 1o b /‘n‘ ; % +‘ 50 A
% equa/‘opportun/tles for all, touch with the e ;& L? . iuﬁ 17
making H?ng Kong a more a wider perspective. o v j ur}ﬁ ﬁ?i\ 7% &iifaﬁ
us the opportunity to learn ang A ; % 1 16] ;f;

8row as socially responsiple ez 2 4 4

individuals in our society. BOX B 4 &
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e 1P o TR Ak Thanks to the EOC staff who
5 ently listened to our

P TR patl

rawE o LR statutory funct:ons of the i T e Z x

i % % 5 A B ) andgaveme cleor i h i 7 \w;R : Your sharing is great. 1t

PR e i doesn’t only help me to

- 5 2 33 Al appreciate your work attitude i - prudently deal with the

ié;?/ﬁl/j«\—’;éﬂ SNl passion to bring aboul fz: ij;;; '& 81€y.area which | may face
social justice. T m fj work, but also Jets

eflect on the meanings
“discrimination” and
“offense”.
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- pragmatic examples was very — BBl F SR BhaENSEMHTE THRME IS - IR
BPIZETEGE - Bk o ELREE - 4
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informative and useful, definitely 4 % 5 - %82
enhanced our participants on M ARy iy
the knowledge and technique T RFEHREE R G

in handling sick leave issues in P B8 4% S0 2K B 4% &
The well-intended criticism spurs us to

constantly improve and work towards the
fulfillment of our vision. At the same time,

employment. We have received 32 5 ;% YRR G PLE )
exceptionally positive feedback in W EF 2 4

particular from some human B L WEIE .

resource managers upon MAT3E AR R compliments received from our stakeholders

Yyour presentation, 07 KB give us a boost and encourage us to make
19§ o every effort to fulfill our mission.
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The EOC Named a Caring Organisation

The EOC has been named a Caring Organisation for the year
2011/12 by the Hong Kong Council of Social Service for our
commitment in caring for the community, employees and
the environment. The EOC staff have participated in on-
going volunteer work. The Caring Organisation and Caring
Company Logos are awarded to organisations for their efforts
to promote corporate social responsibility. The EOC is proud
to be recognised as we endeavour to further our mission and
values through good corporate citizenship.

Corporate Social Responsibility
Staff Volunteer Programme

EOC volunteers had a productive year in 2011/12. The
volunteers had spent more than 600 hours serving the
community in 2011, and were awarded a Silver Certificate
by the Social Welfare Department. Three volunteers were
individually awarded Bronze Certificates for having done over
50 hours of community service during the whole calendar
year. Our volunteering activities included organising and
participated in the Stargaze Camp which attracted more than
1,000 participants who are people with disability from Hong
Kong, Guangzhou and Macau,
and accompanying students with
severe intellectual disability to
a theme park and a number of
outings.
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Through these activities, the EOC volunteer team has put into
action the Commission’s values and mission of “creating a
pluralistic and inclusive society”.

Fund-raising Activities

In 2011/12, EOC staff members participated in 14 fund-
raising events, including flag-selling for various NGOs,
cookie selling, Dress Special Day and Skip Lunch Day for the
Community Chest, as well as a donation activity for AIDS
Concern.

Environmental Protection Measures

The EOC strives to maintain operational standards and
practices which respect the protection of the environment.
We have implemented a number of measures to reduce
waste and promote recycling, and to operate as a more
environmentally-friendly organisation. These efforts included
using a Document Management System to reduce the use
of paper for filing; encouraging staff to print only when
necessary and on both sides of paper; using environmentally-
friendly papers; and arranging the recycling of used paper.

In addition, the EOC has been consistently making an effort
to conserve energy, which was evidenced in the fact that
there was only a 2.3% year-on-year increase in electricity
charges despite the fact that electricity tariffs rose by 6.3% in
2012. The EOC will continue to pursue other environmentally-
friendly measures to ensure that we are doing our part
towards a greener world.
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Staff Development and Staff
Retention

The EOC’s practices to ensure staff retention included
encouraging management with transparency; establishing
open communication between management and staff;
holding regular staff consultative meetings; providing
continuing education and training; and instituting an
employee assistance programme.

Management with Transparency

Regular Meetings were held among senior management
staff, with the discussions and decisions made known to all
EOC employees to increase transparency and understanding
of the work of different divisions. Regular divisional and unit
meetings were held to ensure effective communication.

An annual staff outing and other informal gatherings were
held to enhance communication among staff outside daily
work routines.

Staff Consultative Group (SCG)

This group consists of management representatives,
appointed by the Chairperson, and staff representatives,
elected by the staff. Its purpose is to provide a recognised
and direct channel of communication and consultation on
issues that affect the interests of EOC staff. It also aims to
promote a spirit of co-operation in securing and improving
the EOC's efficiency in delivering
services to clients. The SCG
also enables employees to
have a better understanding of
the EOC's policies, aims, and
reasoning behind its decisions.
SCG Meetings are held regularly.

o st ELLLLL
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Intranet

The Intranet is a platform to provide information and updates
from the various divisions/units of the EOC. Some examples
include the EOC Activities Calendar, which lists the major
functions and activities held by the EOC, including committee
meetings, EOC-funded activities, the in-house training
schedule, and visitors to the EOC. Reference materials are
also available on the Intranet to give staff useful information
and updates on the work of other divisions. It also provides
easy access for staff to download commonly used or
administrative forms.

Staff Training

Continuing education and training is provided throughout
each person’s employment in the EOC, from an orientation
programme for new staff to various in-house or external
training and development programmes during the course of
employment.

Various seminars by external speakers were organised on
different topics to enhance the EOC staff's work-related
knowledge and widen their exposure to new information.
The topics covered included managing organisational cultural
change, managing complaints with high-conflict clients
and mental health “first aid”. A workshop on improving
mediation skills was held with an expert speaker from the
New Zealand Human Rights Commission. Staff engagement
seminars were also arranged with the EOC Board Members as
speakers.

Skill-specific training is also regularly set up staff performing
different functions, such as mediation practice for staff from
the Operations Division, legal seminars for staff from the
Legal Service Division, and technology training for staff from
the IT Section. Moreover, a two-day customised Leadership
Alignment Programme was organised for senior staff, in
order to ensure their cultural and professional consistency
with the EOC's overall objectives and expectations.
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The EOC also encourages life-long learning through
an established policy on sponsoring courses under the
Continuing Education Fund.

Employee Assistance Programme

Starting from April 2011, the EOC engaged an external
consultant to conduct its employee assistance programme.
The programme aims to help staff to manage the diverse
needs of their work and personal life in order to achieve
good work-life balance. It includes a 24-hour hotline which
provides professional counselling services and various
resources and information to staff. A number of wellness
seminars were also held in the year on topics of interest,
including improving sleep quality and stress management.
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