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Complaint Handling: Providing Redress for Victims of Discrimination
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The EOC is mandated to conduct investigations into complaints
lodged under the four anti-discrimination ordinances, and
endeavours to effect a settlement through conciliation for
the parties in dispute. The ordinances prohibit unlawful
discrimination on the grounds of sex, pregnancy, marital status,
breastfeeding, disability, family status and race. They also
prohibit sexual harassment, breastfeeding harassment, as well
as harassment and vilification on the grounds of disability and
race.

Members of the public who feel that they have been subjected
to discrimination, harassment, victimisation and/or vilification,
as specified in the anti-discrimination ordinances, may lodge
a complaint with the EOC via the online complaint form on the
EOC website, or by mail or fax. Complainants may also submit
a complaint in person at the EOC office. The EOC adopts
a “victim-centric” approach at all stages of the complaint-
handling process, which recognises and pays attention to the
special needs of the victims while adhering to the principles of
fairness and impartiality.
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The EOC adopts a “victim-centric” approach
at all stages of the complaint-handling
process, while adhering to the principles of
fairness and impartiality.
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Complaint-handling Mechanism and
Procedures

Upon receiving an enquiry or a complaint, the EOC will conduct
a preliminary assessment/investigation to evaluate if:

(@ The complaint is lodged by the aggrieved person or by an
accepted representative authorised by that person;

(b) The complaint is lodged within 12 months of when the
alleged acts occurred, and if there were extenuating
circumstances for a delay in making the complaint; and

() The complaint contains information to support an
allegation of unlawful act(s) under the anti-discrimination
ordinances.

Where the above conditions have been met, a case officer
will be promptly assigned to follow up on the complaint and
will invite the parties involved to attempt early conciliation to
promptly achieve a mutually beneficial resolution to the matter.
In cases where the conciliation attempt is unsuccessful, the
EOC may conduct a full investigation into the complaint, which
will enable the EOC to gain clarity of the relevant facts. When
investigating a complaint, the EOC examines all information
relevant to the case. Where deemed appropriate, the EOC
encourages the parties in dispute to explore again the
possibility of reaching a settlement through conciliation.

To enable the public to better understand the complaint-
handling procedures, the EOC has produced a series of
audio-visual materials, including videos about complaints
and conciliation, and audio tracks on the procedures. All the
materials are available on the EOC website in Cantonese,
Putonghua and English, as well as eight languages used by
ethnic minority communities.
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Flowchart of the Complaint-handling Process
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Compilaint in writing
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e Should EOC investigate?
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Enquiries and Complaints Handled

Enquiries

From time to time, the EOC receives enquiries about
discrimination, the anti-discrimination ordinances and its work
from the public. These are submitted to the EOC through the
online form on the EOC website, the EOC telephone hotline, in
writing or in face-to-face interviews.

In 2024-25, the EOC handled a total of 10 244 enquiries, 2%
more than in 2023-24. Out of the total enquiries handled:

° 4 714 were general enquiries about the provisions of
the anti-discrimination laws and events organised by the
EOC; and

° 5 530 were specific enquiries about scenarios or incidents
that might become complaints.

2024-25%F E AR ER YT (RIKH 2 8)
Breakdown of Specific Enquiries by Ordinances in 2024-25

SRR AR R 15D
Disability Discrimination Ordinance
(DDO)

2785

CRBE R AR R B
Family Status Discrimination
Ordinance (FSDO)

BRTHREIH
On the EOC’s work
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5 530,

CHE BB R R

Sex Discrimination Ordinance (SDO)

1 335

CERBAR R B
Race Discrimination Ordinance
(RDO)

@Ay Total

FHEERERUI
Outside the EOC'’s jurisdiction
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Complaints Handled

In 2024-25, the EOC received 1 102 complaints. The EOC also
initiated investigation and/or follow-up actions into incidents or
situations involving allegations of unlawful acts, and issues that
gave rise to concerns of discrimination under the law. These
incidents were noticed by the EOC, or brought to the attention
of the EOC by third parties or aggrieved individuals who did
not wish to be involved in the investigation or conciliation
process. Under these circumstances, the EOC would approach
the concerned parties to inquire into the matter, explain the
relevant legal provisions and advise them on ways to rectify the
situation.

Together with the complaints carried forward from previous
years (including EOC-initiated investigations and/or follow-up
actions), the EOC handled a total of 1 398 complaints in 2024-
25, 4% more than the figure (1 349) in 2023-24.

Total Number of Complaints and EOC-
initiated Investigations/Follow-up Actions
Handled in 2024-25 (including cases carried
over from previous years): 1 398

392 134 11

506 187 12
(R BE [ AL B AR & 1) FSDO
# g Total 49
418

(& pR B4R 16511 RDO
# g Total 107

51 53 3

EE#E JEEEEE THReELEITHAT/ BETHNEAR

Employment field

Non-employment field EOC-initiated investigations/Follow-up actions
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Complaints under the SDO

A large majority (around 75%) of the complaints handled
under the SDO belonged to the employment field. Sexual
harassment (331 cases) and pregnancy discrimination
(99 cases) continued to be the two most common types
of cases.

Complaints under the DDO

Of the complaints handled under the DDO, 506 cases
were related to employment, and the majority were
concerned with the dismissal of employees due to sick
leave and work injuries. The majority of the remaining
cases were related to the provision of goods, services and
facilities and other employment-related detriments, such
as disproportionate reduction of year-end bonus.

Complaints under the FSDO

Of the 49 FSDO complaint cases, 41 were employment-
related. A number of the allegations concerned dismissals
and other employment-related detriments, such as being
subjected to unjustifiable requirements to work overtime,
despite their genuine need for flexible work arrangements
to care for their immediate family members.

Complaints under the RDO

Of the 104 cases handled under the RDO, 53 cases were
non-employment related. The majority of these cases
were related to the provision of goods, services and
facilities.

EOC-initiated Investigations/Follow-up
Actions

As mentioned above, the EOC also initiated investigations and/
or follow-up actions on incidents or situations involving unlawful
acts, and issues that gave rise to concerns of discrimination
under the law. During the period under review, the EOC
handled 26 such cases. The cases received are mostly divided
between issues related to accessibility and service provision
under the DDO and those concerning recruitment and service
provision under the SDO.
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g M e ERREL R EBRETE
N ) EOC-initiated Follow-up Actions into Accessibility Issues

KRBEREETEEANTALEA - A restaurant allegedly refused to allow customers with guide

THeIBREZERE  FHEREH dogs to enter. After the EOC initiated follow-up action on

1T BUIRREATREEEREA the case, the restaurant implemented measures to welcome

REAE - customers with visual impairments and their guide dogs to
dine at the establishment.

ES—REE —RELTRARIER AR In another case, a bus driver allegedly refused to provide
BERAEREANES LBt - FHER a ramp for wheelchair users to board the bus. The EOC

HEEZR  ZaE LT RRARIMIEEEI followed up on the case and recommended that the bus
RS HERELE0F - IREE Al EER company use the incident as an example in its training for
TEfRIE i BN R IR R - drivers, reminding them to take proactive steps to assist

passengers with disabilities.

Fige Fa M RE TEGBRALERN The aforementioned follow-up actions by the EOC led to
WERE - improvements in accessibility in the community.

FHE Conciliation

EREBRFERNBIET - FHREHNH In the course of investigating a complaint case, the EOC
IR AN E R A BBREERANER © endeavours to help the complainant and the respondent reach
FHEMNEESE@AIERKE —BEEDN a settlement by way of conciliation. The purpose of conciliation
TEBAFEZ  BOSIATEXZE is to bring together the parties concerned to look for ways to
o resolve the dispute consensually and help them move forward.

FETEBEEREE - MENERTE Conciliation is completely voluntary, and the settlement can

B g - BRBEEMED - & be in the form of an apology, payment, change in policy and
A TERR ek Ean ek o practice, review of work procedures or other arrangements.
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1£2024-25FF A1 117TREHFERT Of the 1 117 complaint cases concluded in 2024-25, 169

o BHR16REIT TR - REL148RAK proceeded to conciliation, with 148 successfully conciliated.
HAE - AEKINEA88% ° 2023-24F [F This translates into a conciliation success rate of 88% as
KSR TN R E85% © compared to 85% in 2023-24.

\

88%
AR E

Conciliation Success Rate

Pl A HESES] Examples of Conciliated Cases

TR F#EE2024-25F 5 R 18 MR FF The following are examples of complaints handled by the EOC
EZRED - BB T HSHFF - WFAM in 2024-25. Through congiliation facilitated by the EOC, the
ERmACHETER  BERFIREKD complainant(s) and the respondent(s) were able to discuss and

A

ok o come to an agreement on the resolutions.

REEm - R R RS AR AR
Disability Discrimination in Relation to the Provision of Goods, Services and/or Facilities

KFRANEBEEAR A At B H B The complainant alleged that a beauty parlour refused to
E@MAITEL take her booking due to her asthma.

RIE CGER RGO - RIGIEEENE Under the DDO, it is unlawful for a service provider to refuse
REANERMELBREER « RIFK the provision of goods, services or facilities on the ground of
=i - BNBEE o a person’s disability.

KRR RFAERETROREKER Upon conciliation, the complainant met with a representative

| ZREHEEATABREERPROIEK of the beauty parlour, who explained the company’s policy

K WECDRFABXRTEL - EARFA regarding health declarations and welcomed the complainant

FEREETEFTERNEHAEEAS to make another booking. The beauty parlour also agreed

HER ° to remind their staff members to seek advice from medical
personnel when needed.
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Pregnancy Discrimination and Disability Discrimination in Relation to Employment

The complainant alleged that after she informed her
employer of her pregnancy, the employer offered her a six-
month contract instead of a 12-month contract as previously
observed, citing that they were unable to effectively evaluate
her performance due to her maternity leave, sick leave and
an extended period of working from home.

Under the SDQO, it is unlawful for an employer to treat an
employee less favourably on the ground of her pregnancy.
Under the DDO, it is unlawful for an employer to treat
an employer less favourably on the ground of his or her
disability.

Upon conciliation, the employer agreed to offer a monetary
sum and issue an employment certificate to the complainant.

1 HETENIERE

Sexual Harassment in Relation to Education
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The complainant, who is a university student, received a
photo of a male genital and messages of a sexual nature
from an anonymous number on a messaging application.
The number was subsequently traced to a schoolmate from
the complainant’s university.

Under the SDO, it is unlawful for a student to sexually harass
another student attending the same educational institution.
Sexual harassment is defined as unwelcome conduct of a
sexual nature in circumstances which a reasonable person,
having regard to all the circumstances, would anticipate that
the act would cause offence, humiliation or intimidation.

Upon conciliation, the schoolmate agreed to offer a
monetary sum to the complainant.
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Sexual Harassment in Relation to Employment

The complainant is a male part-time shop assistant at a
store. He alleged that a male manager at the store touched
his nipple.

Under the SDO, it is unlawful for an employee to engage
in unwelcome conduct of a sexual nature in relation to
a co-worker in circumstances in which a reasonable
person, having regard to all the circumstances, would have
anticipated that the latter would be offended, humiliated or
intimidated.

Upon conciliation, the manager agreed to offer a monetary
sum and provide an apology letter to the complainant.

S Wik
V Sex Discrimination in Relation to Employment

BRIFAR— BRI E — B B K
MR EAE S RS BRET
EEDMEN  ZBLREAZEE
£ o

BRI CERIBAR ARG - BEERIER
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The complainant, who is a male job applicant for the position
of clerk, was informed by a female interviewer that the job
duties of the post, including looking after plants and washing
cups, were only suitable for female.

Under the SDQ, it is unlawful for an employer to refuse to
employ a person on the ground of his or her sex.

Upon conciliation, the job applicant accepted a written
apology from the interviewer.

¥ % # e % 58 EQUAL OPPORTUNITIES COMMISSION
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Family Status Discrimination in Relation to Employment

The complainant alleged that her employer terminated
her employment after she took leave to look after her two
children when they fell ill.

Under the FSDO, it is unlawful for an employer to dismiss an

employee on the ground of his or her family status.

Upon conciliation, the employer agreed to offer a monetary
sum to the complainant.
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Race Discrimination in Relation to the Provision of Goods, Services and/or Facilities

The complainant alleged that a real estate agent refused to
show her a flat after seeing her with her Indian boyfriend.
The complainant also alleged that the employer of the agent is
vicariously liable for his act.

Under the RDO, it is unlawful for a service provider to refuse
the provision of goods, services or facilities to a person on
the ground of the race of an associate. Under the RDO,
employers can also be held vicariously liable for acts of
racial discrimination by their employees in the course of
employment unless they have taken reasonably practical
steps to prevent such acts.

Upon conciliation, the complainant accepted a written
apology from the real estate agent.
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Cases Concluded

The performance pledge of the EOC is to have 75% of the
concluded cases each year completed within six months.
In 2024-25, there were 1 117 concluded cases (including
1 094 complaints for investigation and 23 cases of self-initiated
investigation and/or follow-up actions). Out of these, 91% of
the cases were completed within six months (997 complaints
for investigation and 23 cases of self-initiated investigation and/
or follow-up actions, totalling 1 020 cases), meaning that the
EOC surpassed its target. Furthermore, the average handling
time of the complaints was 87 days.

Under the ordinances, the EOC may decide not to conduct or
to discontinue an investigation into a complaint for any of the
following reasons:

e  The EOC is satisfied that the alleged act is not unlawful by
virtue of a provision under the ordinances;

e  The EOC is of the opinion that there is no desire on the
part of the aggrieved person(s) for the investigation to be
conducted or continued;

e More than 12 months have elapsed since the act;

e The EOC determines, in the case of a representative
complaint, that the complaint should not be a
representative complaint (in accordance with the relevant
rules dealing with representative complaints); or

e The EOC is of the opinion that the complaint is frivolous,
vexatious, misconceived or lacking in substance.
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In 2024-25, other than 38 cases that were discontinued
due to early resolution between the complainant and the
respondent, the EOC decided not to conduct an investigation
in 66 cases, and discontinued handling another 821 cases
after investigation. The former happens in different cases such
as where the EOC, having reviewed the information provided
by the complainant, considered that the alleged acts might
not be unlawful or the incidents had happened far exceeding
the statutory time limit. As for the latter, it refers to situations
where the EOC already began but decided to discontinue the
investigation during the process due to various reasons, such
as withdrawal of the complaints out of personal reasons or the
complaints were lacking in substance. A detailed breakdown of
the reasons for discontinuation is set out in the table below:

BE TERFETHE KILRE
= Investigation not Investigation
Reason . .
conducted discontinued
FTEtEm T R T BEE . -
The alleged act was not unlawful
REATNBERETREERSE
The person aggrieved by the act did not wish for an 23 245
investigation to be conducted or continued
BT REI2(EARIEL
A period of more than 12 months had elapsed since 3 18
the act took place
KHFRRZEE - ENHERIEES 07 534
The complaint was lacking in substance or misconceived etc.
By
66 821
Total
RFABERAREBR o
Early resolution between complainant and respondent

3R Annual Report 2024-25

43



ok

44

1% sh BRI
Complaint Handling

AR %54 A & RY IE T (= B

FHRETHEEQARNLERR M B
o BERRATHEGERTFHE R
% AR EELERME LR 0 Xk
BETHENEEGE - BEMFIAE
= MARRENERMEmFAERE
FHREEBERBERBFIARFTER
THRIR

FEUERET - 3R RS
FHEERSBE LR G
B NFEE - BHRAME
KREES ARG - HREHE
I3 8) ©

B4

| am writing to express my heartfelt

Positive Feedback from Service Users

From time to time, the EOC receives encouraging and positive
feedback from members of the public, who have lodged
enquiries and complaints with the EOC, or have received legal
assistance in taking their cases forward. Their constructive
feedback and positive comments encourage the EOC to
maintain its commitment to excellence and dedication to
continuous enhancement.

(6

I’'m extremely grateful that you've taken on
my case and have been consistently following
up. Your commitment to upholding fairness in
discrimination cases is truly valued.

thanks for all that you’ve done for the
complainant’s case. Thank you for

going out of your way to facilitate a
settlement. This means a lot for the
complainant and has brought her

May | take this opportunity to
express my heartfelt appreciation
to the support of the EOC.

closure for a difficult chapter of her life.

Our clients wish to express their gratitude
for the hard work of the Commission. g’

REMESRLOBHNET - ABEELERH AR
ERAME - RZHERETAER - BICFID
iz BB B M BB R F ek ST |
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EHTHENEZERS  EY
BHZEICERIETAMOM | also want to express my heartfelt thanks
RIBYE  HERERE for your effort yesterday in facilitating the
BRRIELE L BFES negotiations. | really appreciate you staying
T behind for us to facilitate the settlement.
B AE T SR A O The respondent would like to express our
FAE - SRR appreciation for the efforts of the EOC

to handle this complaint of pregnancy
J)) discrimination fairly and without bias.

%4

fIRE R T 2050 M
FRERE  BHITONESE
ZHARNENC -

Thank you for your dedication and hard work 9

in facilitating the conciliation. | appreciate your

ongoing support and guidance throughout this

matter.
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