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Accountability and Transparency

Provision of Information

The EOC is committed to pursuing high standards of corporate
governance, by adhering to the principles of accountability and
transparency. Making use of different channels and mediums,
including media briefings, the EOC website, annual report and other
publications, such as EOC Journal and e-news, the EOC provides
information on its work and operation to the public and stakeholders.
For example, minutes of the EOC Board meetings are uploaded onto
the EOC website for the public’s review, and the attendance records
of EOC Board and Committee meetings are voluntarily disclosed.

Similar to past years, the EOC presented its annual work plan and key
initiatives to the Legislative Council Panel on Constitutional Affairs on
20 July 2015. Submissions were also made to the Panel on other
major work areas, such as the Discrimination Law Review and the
Study on Legislation against Discrimination on the Grounds of Sexual
Orientation, Gender Identity and Intersex Status during the year. All
these undertakings served to promote understanding of the EOC's
work and effective communication with stakeholders and the public
at large.

Engagement with Stakeholders

Stakeholder outreach remains an important strategy of the EOC to
promote communication and understanding of the Commission’s
work, solicit support and foster collaboration. During the year under
review, the EOC reached out extensively to different sectors of the
community. In 2015/16, the EOC Chairperson attended almost 140
community events, and had meetings with at least 70 groups,
including human rights organisations, consulates, concern groups,
NGOs, academic and professional institutions, trade associations and
labour unions.
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EOC Public Forum 2015

On 24 November 2015, the EOC organised a public forum at the
Hong Kong Federation of Youth Groups Building in North Point. The
event was attended by 239 participants from different sectors and
organisations, such as those representing EM, Government and public
bodies, Legislative Councillors, representatives of consulates, NGOs,
educational institutions, and enterprises in the private sector.

The forum adopted the theme “Education and Employment
Challenges of the Ethnic Minorities”. The EOC invited officials from
the Education Bureau, Civil Service Bureau, Labour Department and
Hospital Authority to introduce their work and support measures for
EM. A representative from Pacific Coffee Company also shared the
company's experiences of promoting a culturally diverse workplace.

According to the post-event survey, 90% of the 88 participants who
completed the questionnaire agreed that the forum enhanced the
EOC’'s communication with stakeholders and members of the public.
In general, most of the respondents agreed that the forum helped
enhance their understanding of the EOC's work and the thematic
topics of the forum.
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Exchange with Mainland and Overseas Organisations

As part of its stakeholder engagement efforts, the EOC maintains
regular liaison with related Mainland and international organisations
through meetings and visits. These activities provide a platform to
discuss and exchange views on policies relating to equal
opportunities, to share best practices and explore collaboration.
During 2015/16, the EOC held meetings with various organisations
and parties, such as the Education and Training Institute from East
Java, Indonesia and the Bureau of Democracy, Human Rights and
Labor at the US Department of State in Washington DC, USA.
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Seminar on Corporate Governance in Shenzhen

On 23 and 24 May 2015, the Chairperson of the EOC led a
delegation of staff from Hong Kong's statutory bodies to attend a
seminar in Shenzhen. The seminar was hosted by Tsinghua University
and co-hosted by the Liaison Office of the Central People’s
Government in Hong Kong. It aimed to facilitate exchange between
representatives from Hong Kong and the Mainland, through
presentations and exchange on the operation and corporate
governance of statutory bodies in Hong Kong. Two renowned
scholars from the Mainland were also invited by Tsinghua University
to deliberate on the topics of modernisation of the national
governance system of China, and ruling the country according to the
rule of law.
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20th Annual Meeting and Third Biennial Conference
of the Asia Pacific Forum of National Human Rights
Institutions

Another event attended by the EOC was the 20th Annual Meeting
and Third Biennial Conference of the Asia Pacific Forum of National
Human Rights Institutions (APF) held in Ulaanbaatar, Mongolia from
26-28 August. The EOC Chairperson, along with senior management
and EOC Members Ms Susanna CHIU and Mr Nelson YIP, participated
in the Conference which carried the theme “Preventing torture and
protecting the rights and dignity of people held in places of
detention”.

The EOC Chairperson gave a presentation on the Commission’s work
and provided the meeting participants with an update on the
Commission’s strategic priority work areas. Discussion was also made
on the prevention of torture and the protection of the rights and
dignity of people held in detention.

26 28 August 2015
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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 the EOC 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 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” and “value for money” principles when
spending public money. The procurement process within the EOC is
guided by the Procurement of Stores and Services Manual (PSSM) and
endorsed by the EOC Board.

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 purchases must ensure that the purchases are value-for-money,
and follow the principles of economy (minimising cost), efficiency
(improving productivity), and effectiveness (achieving objectives).

The Administration and Finance Committee (A&FC) of the EOC Board
is in charge of reviewing the Commission’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, while the EOC Board
reviews the EOC’s draft annual budget and the half-yearly financial
reports, and endorses the audited financial statements.
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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.

External Checks and Balances

KPMG is the EOC's external auditor for the financial year 2015/16.
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, in respect of any financial year, may
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

User Satisfaction Survey 2015

The EOC values feedback from the public. Since 2009, the EOC has
been conducting the Customer Satisfaction Survey 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 survey. In 2015, the survey was renamed
User Satisfaction Survey (USS) to better reflect the nature of the
survey.
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Under the USS, a total of 756 users of the EOC's enquiry and
complaint-handling services between 1 August 2014 and 31 July
2015 were surveyed in two rounds of fieldwork, with an overall
response rate of 52% achieved.

The findings showed that 59% of the parties involved in complaints (i.e.
the complainants and the respondents) 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.

In order to have a deeper understanding of the service users’ views
on the provision of complaint-handling and enquiry services by the
EOC, with a view to achieving continuous service enhancement, in-
depth interviews were further conducted with the service users. The
findings, along with a number of recommendations for future
enhancement, were presented to the EOC Board at its regular
meeting in March 2016. The EOC would follow up on these
recommendations as appropriate.

Performance Pledge Results

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 2016, the EOC achieved the targets in most of the

performance pledges, and excelled in some of the targets, as shown
in the tables on pages 95-97.
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Performance BERRE
BR 7% 7R =2 Target Actual Performance
Service (BEXEREERE
Pledge BB D LE)

(% fulfilling (BAotk) (BF)
service pledge) (Percentage) (Number)
EH
Enquiry
e
Total: 9,109
ERAREANEEEEEHN N
. . . i £ :
Answer telephone enquiries during office A # 95% 100% th? 9,109
Immediately Met:
hours
RER
Not Met:
BE
Total: 224
AN
ERIBEEEHHAL =02l B
. . : : within 30 95% 100% ) 224
Interview a walk-in enquirer at EOC office . Met:
minutes
RER
Not Met:
e
Total: 1397
e N 14TERA S
BEMNEEE; o E R ¢
78 AR A0 8 T 5 5 . within 14 95% 100% |E% 1,397
Reply to written enquiries on complex issues . Met:
working days
RER
Not Met:
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Interview a prospective complainant
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(% fulfilling
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3THERA
within 3
working days

100% 100%

S5TIERA
within 5
working days

95% 100%

61E A A
within 6
months

75% 71%'
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Actual Performance
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Total:
ERX
Met: 428
REK : )
Not Met:
RE ]
Total:
A 1
Met:
REK : .
Not Met:
wey
Total: 463
Met: 329
Not Met: 134
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Legal Assistance

EREARGBH BB WO ERE
Make a decision and inform an applicant of
the outcome of application for

legal assistance

3@ AR
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months

85% 97%

weE
Total:
ERK
Met:

Not Met:
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In instances where the actual response time exceeded the service pledge, the reasons
might include the complexity of the case, the length of time required by parties to
respond to enquiries or conciliation terms, or new developments which were unveiled in

the course of investigation.
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ABRYEREE
Public Education and Promotion

mE
Total: 313
ZHEBTERERIELED M EE 618 A A ol
Meet requests for talks on equal opportunity within 6 95% 100% Met: 313
issues and legislation months '
REK 0
Not Met:
Pl
BREMREABFHERET AR '
NV &= 3 T 1/E 9& W s N
S i within 3 95% 100% = 131
Meet fax and mail requests for EOC ) Met:
ublications e R N
P RER:
Not Met:
e
Total: 1>
N . T s e
o1 7 0 88 4R 5 B 5% SLIERA T8
. . within 5 95% 100% . 15
Meet requests for guided group visits . Met:
working days )
REK :
Not Met: 0
me
Total: 120
ey = iy 12 N et o
BT ESHEH BAM g0z m R
. . within 12 T 100% ) 120
Convene major promotional events 80 activities Met:
months
REMK .
Not Met:
BmE
w . N Total: 7,246
203 H T g B e R I RS
BB E WE . ., |
Participants satisfied with the training satisfactory 80% 99.7% Met: 7,224
services provided by the EOC R - ’
Not Met:
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This is an annual target (to convene 80 major activities within 12 months). For
2015/16,120 activities were convened.
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