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Accountability and Compliance
Transparency to the Community

The EOC is committed to maintaining high standards of corporate
governance, as underpinned by its transparent operation and
prudent financial management. In terms of transparency, the
EOC strives to provide information related to the Commission’s
performance and operations in an open manner to the public and
stakeholders. In addition to holding regular press briefings on
its work, a range of other initiatives, including making available
the minutes of the EOC Board meetings and uploading press
statements, media releases, and other publications such as the
annual report on the EOC website, are implemented. Furthermore,
to advance a corporate culture of openness, the EOC voluntarily
discloses the attendance records of EOC Board and Committee
meetings.

The Commission also makes regular update reports on its
operations through such channels as the EOC website, the printed
EOC Journal (previously named as EOC News), and the electronic
news. Altogether 52,000 copies of the printed EOC Journal are
widely distributed to the public, while the EOC e-News is sent
by email to around 6,500 subscribers, including Members of the
Executive Council and Legislative Council, District Councillors,
as well as representatives of Consulates General, Government
and non-governmental organisations, concern groups, media
organisations, ethnic minority groups, schools, and other
relevant stakeholder groups. All these measures serve to promote
understanding of the EOC’s work and effective communication
with stakeholders and the public at large.
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Standard of Conduct

As a statutory body tasked with providing redress to the public
for unlawful discrimination, the EOC recognises the importance
of maintaining the highest possible level of quality service and
ethical standards. To this end, all EOC staff members are required
to comply with a Code of Conduct, which sets out the standards
of acceptable, ethical and professional behaviour, relevant
legal obligations, and guidelines on issues such as maintaining
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 at any time
through the EOC's intranet. In addition, the EOC has adopted a
two-tier reporting system on declaration of interest as a safeguard
against potential conflicts of interests.

Financial Control

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 users and
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).
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Internal Control

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 procedural 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 rising
concern across the Commission. These meetings also facilitate
synergy between divisions/units, as well as 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 the latest developments.

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 end of the fiscal year. 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
2013/14. The appointment of KPMG 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
Constitutional and Mainland Affairs Bureau, as laid out by the
Memorandum of Administrative Arrangements. 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.
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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.

Continuous Review and
Improvement

Customer Satisfaction Survey 2013

The EOC values feedback from the public. Since 2009, the
EOC has been conducting a Customer Satisfaction Survey
(CSS) as a regular service monitoring exercise. In light of the
recommendations by the Efficiency Unit of the SAR Government,
an external consultant was engaged from 2012 to conduct the
CSS.

For the CSS in 2013, a total of 881 customers with cases
concluded/attended to between 1 August 2012 and 31 July
2013 were surveyed in two rounds of fieldwork, with an overall
response rate of 53.3% achieved. The survey showed that
60% of the parties involved in complaints (the complainants
and the respondents) and enquiries were satisfied with the
services provided by the EOC. Among all survey respondents,
“staff friendliness” achieved the highest rating, while “staff’s
understanding of customers’ needs” was the most influential
factor affecting their overall mean satisfaction rating.

Performance Pledge Results

In order to render efficient and quality service to members of the
public, the EOC maintains a set of performance standards, which
are expressed generally in terms of responding times. Through
these performance pledges, members of the public are informed
of the standards of service which they can expect from the EOC.
In the year ended 31 March 2014, the EOC achieved the targets
in most of the performance pledges, and excelled in some of the
targets, as shown in the following paragraphs.
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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 — 81% of the total. In all
categories, the performance target of responding to the enquiries
within specified time was set at 95% which was met in all cases,
with an actual performance rating of 100% (total: 10,383).

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 service pledge
of responding within 3 and 5 working days respectively was met
100%. In the third, the pledge of responding within 6 months
was met 78% of the time, surpassing the performance target of
75%. In instances where the actual response time exceeded the
service pledge, the reasons might include complexity of the case,
the length of time required by parties to respond to enquiries or
consider conciliation terms, or new developments which were
unveiled in the course of investigation.
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Meet requests for

Legal Assistance

This involves making a decision and informing an applicant of
the outcome of an application for legal assistance within three
months, and the performance target was set at 85%. Nevertheless,
owing to the complexity of the cases, further time was needed for
consideration and the EOC was only able to respond to 79% of
the cases within the specified time.

Public Education and Promotion

The first performance pledge for public education and promotion
involves meeting requests for (i) talks within six weeks, (ii) for
publications within three days, and (iii) for guided group visits
within five days. The performance pledge of 95% was exceeded
in each case, with all targets met 100% of the time.

The second involves convening major promotional events. In this
respect, the 12-month goal of organising 60 activities was met,
with 99 activities carried out in the year ending 31 March 2014.

The third performance pledge deals with achieving satisfactory
rating from participants of EOC training programmes. The
performance target was set at 80%, and the actual performance
was almost 100%.
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EOC’s Performance Pledge from 1 April 2013 to 31 March 2014
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Enquiry
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Answer telephone enquiries during office hours
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Interview a walk-in enquirer at EOC office
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Reply to written enquiries on complex issues

i

Complaint
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Initiate action on a written complaint
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Interview a prospective complainant asking for an
appointment
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Conclude a complaint case
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Legal Assistance

B AR BB BRI LB H R
Make a decision and inform an applicant of the
outcome of application for legal assistance
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Public Education and Promotion
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Meet requests for talks on equal opportunity issues
and legislation

BREMRABZREETARRTIESTY

Meet requests by mail or fax for EOC publications
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Meet requests for guided group visits
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Convene major promotional events

SI0E ST RS RIS IREZREWE
Participants satisfied with the training services
provided by the EOC
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This is an annual target (to convene 60 major activities within 12 months). For 2013/14, 99 activities have been convened (Q1:
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