Annex 2C

Complaints against racial discrimination


Among other things, the Race Relations Unit operates a telephone hotline for enquiries and complaints about racial discrimination.  Prior to its establishment in July 2002, the Home Affairs Bureau performed this function. 

Enquiries

2.
In the course of 2002, we responded to a total of 87 enquiries. These included requests for publications, information about our complaint handling procedures, the position regarding legislation against racial discrimination, and so forth.

Complaints  

3.
Persons who consider that they have been discriminated against are invited to lodge complaints with the Unit, either personally or through a representative.  If there is sufficient information to permit investigation, the case officer seeks the complainant's permission for the Unit to pursue the matter with the party whom the complaint concerns.  If permission is given (this is not always forthcoming), the case officer then invites all parties to the complaint to respond and attempts to settle the complaint by mediation.

4.
In 2002, we received a total of 70 complaints: 17 being handled by the Home Affairs Bureau  (January to June) and 53 by the Unit thereafter.  In 53 cases, we had both adequate information and permission to initiate investigation.  We reached successful settlements in 26 of those cases, with 11 still under investigation at the end of the year.  In one case conciliation was unsuccessful.  Investigations of the remaining 15 were discontinued because nine of the complainants withheld permission, five were found to be lacking in substance, and in one case we lost contact with the respondent.

5.
Some 30% of the complaints received in 2002 related to the provision of goods, services or facilities; 21% concerned Government/public services; 19% were employment-related; 17% related to education; and the remaining complaints related to housing, the media, or general (ill-defined) issues. 

Publicity 

6.
Information about the Unit and its complaint handling procedures is accessible on the Home Affairs Bureau’s website, which also displays a sample selection of complaints.  We have also distributed pamphlets and wallet cards, with details of the hotline number and service.

