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Accountability and Transparency

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 are implemented. These include:
making available the minutes of the EOC Board meetings, uploading press
statements, media releases, and other publications such as the annual
report on the EOC website, and presenting its work plan to the Legislative
Council. 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, 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 about 7,000 subscribers. 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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Engagement with Stakeholders

Stakeholder outreach and co-operation remains an important strategy
of the EOC to promote understanding and support of the work of
the Commission, to enhance open communication, and to mobilise
collaboration. During the year under review, the EOC reached out
extensively to different sectors of the community. In the course of
developing the EOC's work plan, the Commission conducted meetings
with numerous associations, concern groups, consulates, NGOs, as well as
academic and professional institutions.

The EOC values the feedback from stakeholders, which provides important
perspectives on the needs of the communities they serve and the
effectiveness of the EOC's work. Throughout the year, the EOC Chairperson
had meetings with over 150 community and concern groups, and took
part in a wide array of community events and activities. Altogether
Members and staff of the EOC were involved in over 410 activities with
stakeholders in 2014/15.
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EOC Forum 2014

On 13 November 2014, the EOC held a Public Forum at the Shek Mun
Campus of Hong Kong Baptist University to engage stakeholders in
discussions on important equal opportunity issues and the work of the
EOC. Organised for the third year, the Forum offered a valuable platform
for the EOC to learn about the community’s concerns and develop ways of
tackling discrimination issues effectively, besides sharing its work in a bid
to enhance the Commission’s transparency and accountability.

The Forum attracted almost 400 representatives from different sectors and
organisations, including NGOs, concern groups, business organisations,
Government departments, employers’ organisations, unions, schools
and educational institutes. As well as hearing the work reports from the
Convenors of the EOC Committees, participants exchanged views on the
problems that ethnic minority students faced in learning Chinese, and the
barriers and inadequacies of the existing Integrated Education System.
In addition, they were briefed on the Government’s initiatives in the
respective areas by representatives of the Education Bureau.

Another subject examined at the Forum was age discrimination.
Responding to the stakeholders' concern about age discrimination in
employment, the EOC invited Professor Randy CHIU, Director of the Centre
for Human Resources Strategy and Development, Hong Kong Baptist
University and former EOC Member, to share his research on “Managing
Age Smart Employees”at the Forum. The insights and perspectives enabled
stakeholders to gain deeper understanding of this area.
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EE [ ith K2 58 SMEB I TR Exchange with the Mainland and Overseas Organisations

T EFNHENBEERREGAMER  As part of its stakeholder engagement efforts, the EOC maintains liaison
B 89 A K2 g IR %tliljfﬁi 95158  with relevant Mainland and overseas organisations through meetings and

ERTERENERAIZRE SZFE R visits. These activities provide a platform to discuss and exchange views

FE - RS ER AR - J//{—l—ﬁﬁ%a on policies relating to equal opportunities, to share best practices and

2R 2014/15 FERITH—LEE - explore collaboration. Below listed some of the meetings held by the EOC
in 2014/15.
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Month Organisation/Delegation

20145 A ERMAEERLZESRITER

May 2014 Meeting with the Australian Human Rights Commission

20144F5 A RPN RITTE R BRIE RS+ F R BRI MERITE R

May 2014 Meeting with the Interdepartmental Working Group on the Planning of Rehabilitation Services for the
Next Decade (translation name) of the Macao Special Administrative Region

2014% 6 A BB A EKE 8 € R IFMRE B Tim Soutphommasane 8- 22 17& 3%

June 2014 Meeting with Dr Tim Soutphommasane, Discrimination Commissioner of the Australian Human Rights
Commission

201459 A e ME T b DA IBR KRB R
September 2014 Visit by Delegation from the Legislative Body of the House of Representatives of the Republic of

Indonesia
2014 11 A HIEPR S TSR BITD %

November 2014 Meeting with representatives of the International Labour Organization

2014124 mEnRKREDD
December 2014 Visit by Delegation from Myanmar

2014512 A HER AT EEEHEESETERKERTE R (HBaE - BEBFSIRENR - BREH
December 2014  AZEGMEBERBSEH)
Meeting with Delegates of the South-South Cooperation Programme on Accessibility for Persons
with Disabilities (co-organised by the United Nations ESCAP, the Labour and Welfare Bureau, the
Rehabilitation Advisory Committee and the Hong Kong Joint Council for People with Disabilities)

201541 A BAENEBBEEEEEFD

E

January 2015 Courtesy Call by Consul-General of India in Hong Kong
201542 A A SR 38 28 R1VA S0 Mrs Sotheavy Chan 2217 &2 5%

February 2015 Meeting with Mrs Sotheavy Chan, Secretary of State, Ministry of Justice, Cambodia

201543 A hE A\RHAMBET BREEGT
March 2015 Visit by the State Bureau of Letters and Calls of the People’s Republic of China
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Compliance and Control
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 are value-for-money by
focusing on three main aspects of performance — economy (minimising
cost), efficiency (improving productivity), and effectiveness (achieving
objectives).

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.
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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 2014/15. 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 CMAB, as laid out by 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.
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Continuous Review and Improvement

Customer Satisfaction Survey 2014

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 2014, a total of 809 customers with cases concluded/
attended to between 1 August 2013 and 31 July 2014 were surveyed
in two rounds of fieldwork, and an overall response rate of 51.3% was
achieved.

The findings showed that over 60% of the parties involved in complaints
(i.e. the complainants and the respondents) and enquiries were satisfied
with the services provided by the EOC, particularly on the aspect of
“staff friendliness’, which received the highest rating among all survey
respondents. While “staff’s understanding of customers’ needs” was the
most influential factor affecting the overall mean satisfaction ratings of
the complainants and enquirers, aside from the satisfaction with the
case outcome (for parties involved in complaints only), “staff's proactive
attitude and willingness to help” was considered the most crucial to the
respondents.

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 2015,
the EOC achieved the targets in most of the performance pledges, and
excelled in some of the targets, as shown in the following paragraphs.

Enquiries

This figure covered enquiries related to the EOC's work by telephone,
in person and in writing. The largest category by a wide margin was
telephone enquiries — almost 85% of the total (12,185 enquiries). In all
categories, the performance target of responding to the enquiries within
specified time was set at 95%. For enquiries in person and in writing, the
pledge was fulfilled 100%. As for enquiries via telephone, due to a single
episode on 6-7 October 2014, right before the Discrimination Law Review
Public Consultation was originally set to conclude on 7 October 2014,
when the EOC received almost 2,000 telephone enquiries, far exceeding
the normal daily average of 30-40 telephone enquiries, the EOC could not
answer all the enquiries immediately during office hours. As a result, the
actual performance rating for this category (91%) slightly fell below the
pledge of 95%.
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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.

SRERIREH
RIFEA
Interviewing a
complainant who,
has asked for an
appointment

100

HETIHERAEE
Within 5 working days

SERXBRIR IR ER(E SR
Concluding a
complaint case

/8%

7~ E B RTERK 75% F{E 2=
Conclude 75% of cases
within 6 months
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talks, publications

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 of 85% was met.

Public Education and Promotion

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

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 2015 (Q1: 25, Q2: 31, Q3: 16, Q4:
27).

The third performance pledge concerns achieving satisfactory rating from
participants of EOC training programmes. The performance target was set
at 80%, and the actual performance rating was almost 100%.
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EOC'’s Performance Pledge from 1 April 2014 to 31 March 2015
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! Fi=R2014F10H6A R7H R The EOC received almost 2,000 telephone enquiries related to the
2,000 & B B AR G DR ET A RABANE Discrimination Law Review Public Consultation on 6 and 7 October, as
EE BIRFEHEARI0EEERE compared to an average daily of 30-40 enquiries. As a result, 945 telephone
SR ARG - BETHERAEANRE enquiries could not be answered immediately during office hours.

& 945 REH ©

2 EEBEEHE2015E A1 BRIERAGE The target has been lifted to 80 activities per year with effect from

240 80 IEE B o 1 January 2015.
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