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Work-life balance matters.
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Compliments and Complaints to
the EOC

During the period under review, the EOC received
26 compliments and seven complaints. We concluded
the investigation of seven complaints from members of
the public.

Five of the above mentioned complaints were lodged via
the Ombudsman and 2 via the Privacy Commissioner. The
complainants expressed dissatisfaction with the handling of
discrimination complaints and procedures. After investigating
into the complaints, it was concluded that the handling
of discrimination complaints in all the cases was fair and
impartial. Yet, for continuous improvements, the EOC put
in place a few changes to the communication, records and
data handling procedures, which included: (i) more detailed
communication with applicants for legal assistance, including
to inform them the objectives and scope of assistance in
writing to avoid misunderstanding; (ii) more flexibility in
the timing for the collection and verification of documents
from the representatives for the aggrieved persons; (iii)
arrangement of a voice version of all written responses
received from respondents for visually impaired complainants
if resources permit; (iv) considering provision of a verbal
reply to written enquiry if no correspondence address was
provided; and (v) conducting an annual review of the EOC's
charges on data access requests to ensure they continue to
be at a reasonable level.

Compliments received from our stakeholders give us a boost
and encourage us to make every effort to fulfill our mission.
At the same time, their well-intended criticism spurs us
to constantly improve and work towards the fulfillment of
our vision.

EQUAL OPPORTUNITIES COMMISSION Annual Report 2010/11

81



S BB _
ff?PeoMe,OurConwnunny

%%Wi%&%ﬂ‘%@%%% 8T8 34 ?‘:3%6?5@@%@5&‘@
%o@mmm\@w\%%@%@l@’ﬁx%i%W%?%
%@@%@7@%%§Aw@@&%z71%%@%@@%@
5% 24 g Rpmy T 3 &% 352, 78515
@ﬁ%é@%@%%o%@%ﬁéﬁm’%%i%ma650
Ater 0eng) Svojectyd +, discriminaip, and harassmgn- | WS plad ty |y,

por colleages 09 M Side in Hrgs, days, They werg Meficlovs g patient in
ﬁ;llow’m@ thvough i, Conciliation vy, They explaingd +, e the concapt of eual
Opportunities i, Plain arovag,. T her) shonved undersmndm@ and considoratin £,
the Mprieved persn, i, handing fhy g5, mﬁamﬂzﬁ and Compassignady at
the samg fim, Many winths o Passed befory fn, matter ﬁmﬂ«j settled. | g

P

82 FPEHEEER



§ Bt 58 aeIs et ¥ 5 win L o FIEIY
@MW@@@%@Q%%ﬁ@@%bv%%i%%ﬁ%%w
BiLH MR Rty B R o Bl fee BB R WG
@%@@Mﬁ%%%@&@§@@WAO

cond the wessane of ooty WAS

to connect withh the prodlews from o

nCingy ound mzm’mafw\ 4o our students.

with wor paurticipation, v 040 to sp
wel achieved. More students were oole
wider pevspective. Your speetin WS Conv
mce oo, we thank 4w whalheafedy) for gvingy Us Hng opportunity) 10

i and ayow’ o SoC responsiole ndividuals n 0¥ sucetn

fo/*ﬁ;@l :
2z R %
éﬁ(ﬂ’ﬁ@ fﬁ?;ﬁ @/ﬁ}@/%;

L o3
jﬂ%@ 3 Gk
zgﬁ@ :

v J %
7 SR
gA%%gﬂ,% i‘

[ Was -

Sveh a

K% 50
éggiﬁ@%@%%@*@&?%
I35 o & v i - o j\ii |
e \E KESBEBLG 1 % ‘2%%
KT An g o
L wold ke o express m

professional foly wop o Y Sincere appreciation for yoor

th
¢ CAse. ('m V@Y@

lnd
Aad 1o have fog Equal Opportunities

Commiission in
HUVI K 1
of v al 9 oty 1 5o proud

EQUAL OPP
ORTUNITIES COMMISSION  Annual Report 2010/11 83



(= Erkaw:s

Our People, Our Community

BT%RE
WEAT

TSR T RIFZREBEATH
o HFEAEMER

o THERE HRAER

o THIRMBETHAZE

o REMBEHEEBKE

o HMNEEERIZHE TIRETE
(FrEIEFEEE TEBTEBAEE LAY
EEFE  WEMEZFREFE - 5
ZEE BE TIEMH 24/ |\ R LB ERF
B4R —RIME TEFEAE - Bk
EAEME )

HERERTED
EHRTEIXZA/NEEE  FEEE
MEIRRFANRPAERE - BB
&ﬁ#“*k{’hﬁ(? RIRERERE &
YNGR S Sl DI

DRENEIE

/AEluidz

@WHHF%M °

RIEINERAENEETE THEAEMARMN
MTE FHREEEABRITHE /A
B e LR WEREREERE
BAMAEARE - ZFEFTSERRTE
& DAREMRRISEREIRES R AT HY/E8

THRTT R E IR IE A B
THEAEILERIINEE -

84 FEHeEzE® = Tz 44#

Staff Development

Staff Retention

EOC'’s practices to ensure staff retention included the
following:

e Management by transparency

e (Good communication between management and staff

e Regular staff consultative meetings

e (Continuing education and training

Employee Assistance Programme provided by an
external consultant

(The programme aims at helping staff to manage their
diversified needs in their work and personal life for achieving
a good balance. It includes a 24-hrs hotline providing
professional counselling service, a number of staff wellness
seminars, information, and advice to staff.)

Management with Transparency and Communication

Staff Consultative Group meetings are held regularly
between management and staff representatives to discuss
matters such as office accommmodation, staff welfare and
office efficiency. The agenda and minutes for each meeting
are uploaded to the intranet to increase transparency.

Monday Group Meetings are held among senior management
staff, and the discussions and decisions are made known to
staff to increase transparency and understanding of the work
of different divisions. Regular divisional and unit meetings are
held to ensure effective communication.

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

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

Skill-specific training is also arranged for staff performing
different functions: e.g. mediation practice for staff from
the Operations Division, legal seminars for staff from the
the Legal Service Division, and technology training for staff
from the IT Section. Various seminars by external speakers
were organised on different topics for staff enrichment, for
example, complaint handling and procurement procedures.

In 2010/11, the EOC has engaged an external consultant to
conduct a review on EOC's Competency Model and Training
and Development Needs Analysis. Under the revised Model,
there are five Core Competencies identified and anchored
with behavioural traits, namely Shared Vision, Integrity
& Fairness, Customer Orientation, Drive for Excellence
and Leadership. Five Staff Engagement Seminars have
been arranged with our Board Members as speakers to
facilitate the staff's understanding and buy-in to the revised
Competency Model. A Workshop facilitated by Dialogue-
in-the-Dark Hong Kong Limited was also conducted with
the aims of team building, fostering communication, and
innovative problem solving for all EOC staff.
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The EOC also encourages life-long learning through an
established policy on sponsorship of courses under
the Continuing Education Fund. With the training and
development needs identified, a more structured approach
to training will be delivered for all staff.

Corporate Social Responsibility

Fund-raising Activities

EOC staff participated in more than ten fund-raising events
organised by NGOs this year, such as flag-selling, cookie
selling, rice selling, Dress Special Day, and Skip Lunch Day.

Staff Volunteer Programme

The EOC staff provided regular voluntary service to children
with intellectual disability aged 6-16 who attend a boarding
school operated by a local NGO. Our weekend volunteer
activities ranged from visiting the schools, having dimsum,
shopping at supermarkets and taking a ride on the Ngong
Ping 360 with the children and their care-takers. Five such
activities were arranged during the year.

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 include
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; purchasing
environmentally friendly papers; arranging the recycling of
used paper; and participating in a phone-recycling campaign.

In addition, the EOC has also stepped up energy-saving
measures, which resulted in a 3.4 percent reduction in
energy charges. 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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Internal Transparency
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 regular,
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 reasons for
its decisions.

Intranet

This consists of 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 information and updates on
the work of other divisions which could be of use. It also
provides easy access for staff to download commonly used
administration forms.
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