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STATEMENT OF PURPOSE 
 

 
In July 1974, the Fairfax County Board of Supervisors adopted the Human Rights 
Ordinance, establishing the Human Rights Commission “to institute an affirmative 
human rights program of positive efforts to eliminate discrimination and provide citizen 
recourse for discriminatory acts.”  The Ordinance was amended by the Board of 
Supervisors in October 2003, and reaffirmed and amended in November 2010.  
 

The Office of Human Rights and Equity Programs enforces the Fairfax County Human Rights 
Ordinance and manages the County’s Equal Employment Enforcement (EEO) program.  This includes 
receiving and investigating each complaint filed by a person who believes that he/she has been 
discriminated against in Fairfax County by a private business or organization in violation of the County’s 
Human Rights Ordinance, ensuring the County’s compliance with all federal, state, and county 
mandates granting equal access to all County services, programs, and employment opportunities, and 
administering the County’s Fair Housing Plan.  
 
 

EXECUTIVE SUMMARY 
 
Workload and Staffing 
 
The Office of Human Rights and Equity Programs (OHREP) currently has nineteen full time staff 
positions, four of which are fully funded by federal monies generated by complaint resolutions and the 
work-sharing agreements with both the U.S. Equal Employment Opportunity Commission (EEOC) and 
the U.S. Department of Housing and Urban Development (HUD). 
 
 
Professional Development 
 
OHREP has made significant strides in both its Outreach and Career Development efforts.  During FY 
2015, members of OHREP attended required professional development training within its budget.  
Professional development is critical to the operation of OHREP in order to continue to provide quality 
services to our customers.  Staff attended substantive trainings in the following areas: ADA Overview, 
ADA Case Law Update, Transit and ADA Updates, Service Animals and the ADA, Standards for 
Accessible Design, ADA in Action: Resources and Best Practices to Enhance Implementation of the 
ADA, Reasonable Accommodation: An EEOC Perspective, Department of Justice Perspective on 
Design: New Construction, Alterations, and Barrier Removal, Effective Practices for Employment 
Preparation and Support for Youth with Disabilities, Psychiatric Disabilities in the Workplace, The Ins 
and Outs of a Facility Survey, History of the Disability Rights Movement, Engaging in the Interactive 
Process, Private/Public Entities, Contracts and Partnerships: How Does the ADA Apply?, Public Right-
of-Way – Difficult Ain’t Infeasible, and Increasing Accessibility to Arts and Culture in Your Community.  
Additionally, staff continued to participate in individual career trainings.  
 
One member of the investigative staff completed the National Fair Housing Training Academy (NFHTA) 
five week Investigator Certification.  NFHTA training certification ensures that investigators become 
uniquely qualified to enforce federal, state, and local fair housing laws. 
 
The Director, Chair of the Human Rights Commission, Deputy Director, and Compliance Supervisor 
attended the 2015 EEOC Fair Employment Practice Agencies (FEPA) Training and Planning 
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Conference during August 2015 in Atlanta.  Issues presented included EEOC Legal Update, Employee 
Handbooks as Evidence in EEO Cases, Micro-behaviors: Creating a More Diverse, Inclusive, & 
Innovative Workplace, National Origin Discrimination, Gender Stereotyping, Successful Workplace 
Accommodations, Pregnancy Discrimination, and Employment/Labor Law Update.  
 
The Director, Chair of the Human Rights Commission,  Deputy Director, and Fair Housing Coordinator 
attended the U.S. Department of Housing and Urban Development 2015 National Training and Policy 
Conference held in Washington DC in September 2015.  Speakers included former Vice President 
Water F. Mondale, Senator Tim Kaine, and Secretary of HUD Julian Castro.  Topics presented were 
The Problem We All Live With: Residential Segregation, New Rule, Same Mandate: Reintroducing 
Affirmatively Furthering Fair Housing (AFFH), AFFH in Practice: Approaches to Success & Access to 
Opportunity, Legal Trends, Reviewing Disparate Impact, A Renewed Focus on Lending Discrimination, 
Testing for Discrimination, and Climate Justice and Fair Housing. 
 
The Director attended the 2015 International Association of Official Human Rights Agencies (IAOHRA) 
Annual Conference in Birmingham, Alabama in September 2015.  Among the issues covered were: The 
International Human Rights Agenda & What it Means for Local Civil Rights, The Case for the Use of UN 
Treaties in Fair Housing Compliance, Fair Housing: A Historical Perspective, Fifty Years of the Civil 
Rights Act Progress and the Challenge for Fair Housing in America, Community and Police: A 
Relationship that Must Work, and Best Practices in Securing the Peace.   
 
 
The Office of Human Rights & Equity Programs (OHREP) 
 
The vision of the Fairfax County Office of Human Rights and Equity Programs is to promote justice, 
equal opportunity, diversity, and inclusiveness by protecting the civil rights of all in Fairfax County.  Staff 
members at the agency accept and investigate complaints of discrimination, provide technical expertise 
and education and outreach services, and work to ensure compliance with all federal, state, and local 
laws, and endeavor to prohibit acts of discrimination, both intentional and unintentional.   
  
Equity Programs Division (EPD) 
 
In 1972, the Fairfax County Board of Supervisors adopted the County’s Equal Employment 
Opportunity/Affirmative Action (EEO/AA) policy and in 1974 hired its first EEO coordinator to investigate 
issues regarding county employees.  In 1991, the Office of Equity Programs (OEP) was created to 
ensure the County’s compliance with this policy and all mandates prohibiting discrimination in 
employment and public services for county employees and others receiving services from Fairfax 
County Government.   
 
Investigations (EPD) 
 
The Equity Programs Division is concerned primarily with ensuring compliance with laws that prohibit 

discrimination against county employees in the workplace and members of 
the public who use county services. These include, but are not limited to, 
Title VI of Civil Rights Act of 1964, Title VII of the Civil Rights Act of 1964, 
Title I of the Civil Rights Act of 1968, and the Americans with Disabilities 
Act (ADA).  EPD is charged with investigating discrimination complaints 
brought by or against county employees and EPD staff investigates and 
mediates those complaints.  Equity in hiring practices by the County is also 
monitored by EPD staff.  
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Technical Assistance/Education-Outreach (EPD) 
 
A major component of the work of EPD is to provide technical assistance and education and outreach 
services to county employees and others interacting with county employees or others receiving 
services. EPD staff members regularly assess the training needs of county employees to address 
discrimination issues, develop training materials, and conduct training sessions to ensure compliance 
with anti-discrimination laws and policies and increase awareness about diversity related issues.  
Special trainings for supervisors, HR staff and customized training for specific EEO employment needs 
is also provided.  Prevention includes the development of EEO policies, advising senior management 
about EEO and ADA issues, and providing responses to federal reporting requirements and the 
inclusion of appropriate language in contract awards and communications.  To ensure a balanced 
workforce EPD staff members also assess and monitor departmental diversity plans and related reports 
and statistics. 
 
 
Equity Programs Division – Education 
 
In the area of education, the Equity Programs Division (EPD) has surpassed its targeted performance 

measures.  The target was 1,100 participants attending EPD discrimination 
classes.  In FY 2014, 3,382 participants attended the following sessions:  
Prevention of Sexual Harassment Workshop for Employees; Prevention of 
Sexual Harassment Workshop for Managers and Supervisors; “The Spirit of the 
ADA” for Managers and Supervisors; “The Spirit of the ADA” Customer Service 
Workshop for Employees; Introduction to Diversity; and, HIV/AIDS Awareness.    
Additionally, EPD collaborated with the Fairfax County Office of Development 
and Training to migrate its live mandatory trainings online, and as a result have 
greatly increased the number of employees  meeting County mandated training 

requirements.  
 
 
Human Rights Division-Housing Discrimination 
 
Ordinance 
 
In October 2003, the Board of Supervisors passed amendments to the Fairfax County Human Rights 
Ordinance designed to bring the Ordinance into substantial equivalency with the Virginia Fair Housing 
Act and the Federal Fair Housing Act.  In March 2006, the U.S. Department of Housing and Urban 
Development (HUD) deemed the County Ordinance to be substantially equivalent to the Federal Fair 
Housing Act enforced by HUD and OHREP became a Fair Housing Assistance Program (FHAP) 
agency.   
 
As a FHAP agency, OHREP receives reimbursement for housing complaints it investigates that are 
dual-filed by HUD under the Fair Housing Act.  HUD also provides additional funds for administrative 
costs, special enforcement efforts, training, and other projects designed to enhance the agency’s 
administration and enforcement of the County’s fair housing law.  To be eligible for assistance through 
the FHAP, OHREP must demonstrate each year that the fair housing law it enforces remains 
substantially equivalent to the Federal Fair Housing Act and participate in a bi-annual audit by HUD 
officials.  OHREP continues to maintain its certification as a substantially equivalent agency. 
 
 

 



8 
 

Testing 

In 2015, a series of fair housing tests were conducted on behalf of the Fairfax County OHREP.  In total 
48 matched pair, in-person fair housing tests were conducted in the county: 22 rental and 26 sales 
tests.  All of the tests were funded by HUD, 47 of which were conducted under a Partnership 
Agreement between HUD and OHREP pursuant to a contract with a local fair housing group.  The 
testing involved completion of tests at rental properties located throughout the county, 11 of which were 
based on disability (mobility impairment), 2 based on National Origin/Religion (Muslim), and 9 based on 
Race (African-American).  In addition, 26 fair housing sales tests were conducted, 15 of which were 
based on National Origin (Latino), and 11 based on Race (African-American).  Of the 48 tests 
conducted, 8 comprised retests.   
 
Presentations 
 
Throughout 2015, agency staff conducted, facilitated and participated in 24 fair housing presentations 
designed to educate residents; vulnerable populations; housing providers; representatives from the 
private, non-profit and public sectors working in the housing field; and others in the community about 
fair housing laws and related issues. Information about the role of the agency in fair housing 
enforcement, and the educational services and outreach activities available also were provided. 
Specific activities included providing and facilitating training and workshops about fair housing laws to 
housing providers and other professionals operating in real estate and related markets; housing 
counselors working with residents in transitional housing to obtain permanent residences; and at 
community meetings.  
 
Resource Fairs 
 
To further promote the resources and services available and to increase awareness about the agency 
during this period, staff members participated in 16 multicultural and other resource fairs and festivals 
held throughout the County. Agency staff members managed booths, interacted with attendees, 
distributed brochures and other informational materials, and answered questions. 
 
Other Outreach Activities/Meetings 
 
As part of the agency's efforts to establish relationships and opportunities to conduct outreach and 
promote fair housing, agency staff continued to meet with community leaders and representatives from 
organizations serving minority populations, participated on committees, and attended neighborhood 
meetings throughout the community. Agency staff members also facilitated and attended the Human 
Rights Commission's Fair Housing Taskforce meetings. The taskforce generally convenes on a 
quarterly basis. Members include stakeholders from the housing industry and representatives from 
community associations, non-profit groups and the public sector. The meetings ensure that regular 
contact and working arrangements are created and maintained with those who have an interest in fair 
housing.  The task force also provide a forum for discussion and clarification of the fair housing needs 
of various communities and organizations operating in the County which is helpful to the work of the 
agency and the Commission. In addition, agency representatives continued to participate in the Fairfax 
Building for All Committee (BFAC) meetings, which meet monthly. BFAC comprises a coalition of 
county agencies and groups concerned with accessibility issues both in terms of renovations and new 
construction. The group has a wide range of networks that have been helpful in assisting the agency 
with its efforts to provide information, promote workshops, and disseminate information on fair housing 
accessibility requirements and related issues to professionals in the housing and building industries. 
 
 



9 
 

Brochures/Publications 
 
During 2015, the agency collaborated and worked closely with The Equal Rights Center to develop two new 
fair housing publications designed to educate and empower individuals about their fair housing rights, and to 

promote self-advocacy in the County. The publications “Fair Lending:  A Guide to Identifying 
Discriminatory Practices in Lending” and “Creating Inclusive Communities: Thinking Beyond 
NIMBY” will be distributed to a variety of county agencies, non-profit groups, organizations that work 
closely and interact with communities, individuals who might benefit from the information, and at other 
venues. The brochures will also be available for download on the agency's Web site. 
 
In addition to the publications referred to earlier, the agency responded to requests for brochures in a variety 
of languages (English, Amharic, Arabic, Chinese, Korean, Somali, Spanish, and Vietnamese) from a wide 
range of organizations, agencies, schools, and centers located in the County.  The brochures also were 
distributed at several homebuyer education classes conducted on behalf of the Virginia Housing 
Development Authority. In addition, the publications are available for download on the agency's Web 
site. 
 
Fair Housing Display/Proclamation/Annual Fair Housing Month Forum 
 
As part of efforts to educate the public on fair housing laws and to further promote the role of the 
agency and the services and resources available, each year agency staff members organize and 
participate in a number of fair housing month activities in April. Undertakings included erecting a fair 
housing display in the main lobby of the Fairfax County Government Center for one week during the 
month of April.  The display was viewed by employees and visitors to the Government Center. The 
exhibit featured fair housing related posters. Fair housing brochures in a variety of languages as well as 
bookmarks and other materials promoting the agency were also on display and disseminated to 
employees, the public and other visitors. 
 
Additional activities sponsored by the agency during Fair Housing Month included the agency's Annual 
Fair Housing Forum.  The event was offered in collaboration with the Northern Virginia Association of 
Realtors (NVAR) that helped to promote the event and sponsored prizes for the high school winners of 
a Fair Housing Art/Poster and Essay contests held by the Student Human Rights Commission.  The 
agency also collaborated with staff from the Equal Rights Center (ERC) and the HUD D.C. Field Office 
to conduct a morning fair housing training session.  In addition, the event included a luncheon program. 
Officials from the U.S. Department of Housing and Urban Development attended and the program 
featured a keynote speaker who discussed current fair housing enforcement activities and emerging 
issues. Over 170 individuals attended the event. 
 
Media 
 
In 2015, Channel 16 continued to regularly broadcast several programs produced in collaboration with 
OHREP designed to educate the public, housing providers, those seeking housing, real-estate 
professionals, housing counselors and others about fair housing laws and related issues. Programs 
shown include: a public service announcement, “The Human Rights Commission” describing the role of 
the agency, protected classes covered under fair housing laws, and how to file a complaint, it can be 
seen anytime on demand; “Fair Housing for Seniors and Persons with Disabilities” that airs three times 
a week; “Know Your Rights "Vea Conozca Sus Serechos" an interview on fair housing issues 
conducted entirely in Spanish that is broadcast four times a week; and  “No Place Like Home: The 
Foreclosure Crisis and Predatory Loans” that airs once a week.  All of the above programs are also 
available for viewing on computer via live video streaming at air time, through video on demand, and on 
the agency’s Web site.   
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Throughout 2015, OHREP ran fair housing ads in both English and Spanish on Fairfax Connector, 
Fairfax County’s local transit bus service.   
 
In Partnership with El Tiempo Latino, a Spanish language newspaper, OHREP ran a fair housing 
advertisement campaign targeted to the Latino community.  Print advertisements appeared in the 
paper’s print editions through May 2015.  Online advertisements also ran online on El Tiempo Latino’s 
website. OHREP and El Tiempo Latino also partnered to create two public service announcements in 
both English and Spanish.  La Renta Perfecta (The Perfect Rental) and Y Soy el Condado de Fairfax (I 
am Fairfax County) were both featured on El Tiempo Latino’s website.  El Tiempo Latino conducted an 
interview (in Spanish) about the OHREP and its Fair Housing activities.  The interview aired as a video 
link on El Tiempo Latino’s website and was included in Asi Es Mi Gente, a program that is broadcast by 
CentroAmerica TV.  The advertisement campaign was funded under a Partnership Agreement between 
HUD and OHREP. 
 
In addition to the partnership activities noted above, El Tiempo Latino included an article on the work of 
the office in its December 5, 2014, print edition, featured the article on its Facebook page during 
December 2014 and on its website.  
 
 
Fairfax County Human Rights Commission Awards Ceremony 
 
Every year in May, the Human Rights Commission holds its annual awards ceremony to recognize 
human rights activists within the County.  The event celebrates the diversity of Fairfax County and the 
Commission’s and the agency’s efforts to make the area a home for all people.  Kent Willis, Former 
Executive Director, American Civil Liberties Union, was the featured speaker in 2015. Joanna Walker 
received a Human Rights Award for her work with the advocacy group “Concerned Fairfax” and her 
other efforts to further the self-determination, hope and well-being of people living with mental illness 
and to prevent and eliminate discrimination against persons with mental illness.  Recognitions were 
also given to Mr. Lester Kinsolving for his involvement in the civil rights movement and the Washington 
Coalition for Comfort Women Issues, Inc. (WCCW), an organization dedicated to being the voice for 
Comfort Women victims who were euphemistically called such by the Japanese military to refer to 
women who were imprisoned and forced into sexual slavery during World War II.  WCCW was also 
recognized for its efforts to raise awareness around issues of human trafficking and sex crimes against 
women.   
 
Professional Development 
 
Throughout 2015, the agency continued to provide a variety of 
opportunities for staff to attend training sessions, symposiums and 
conferences on fair housing and related issues.  In addition, during 
this period, agency staff attended a number of training 
programs/conferences offered by leading fair housing organizations 
which featured highly respected professionals in the fair housing 
field.  Topics covered included Fair Lending and Affirmatively 
Furthering Fair Housing: Ensuring Access to Credit in the Fair 
Housing Planning Process, Challenges to Underwriting for Loss Mitigation, HUD’s New Affirmatively 
Furthering Fair Housing Regulation, Key Fair Housing Cases, “Matrix of Inequality: Income Disparity 
and Fair Housing,” Region III FHAP Commissioners Training, Fair Housing Act: Sex Discrimination, 
Sexual Harassment and Discrimination in Mortgage Lending Based on Maternity Leave Status, "Fair 
Housing Act: Effective Communication with Persons who are Deaf, Hard of Hearing, or Who are Blind 
or Have Low Vision and Reasonable Accommodations and Reasonable Modifications for Persons with 
These and Other Disabilities,” Fair Housing for Service Members and Veterans, “Zip Code Matters – 
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Affirmatively Furthering Fair Housing Rule,” "New TILA/RESPA Integrated Mortgage Loan Disclosures 
Training, as well as current and emerging legal developments in fair housing.   
 
Human Rights Division Outreach and Education Activity (Overall)  
 
In addition to the outreach and education activities discussed in the Housing Discrimination section of 
this report, the OHREP engaged in other outreach efforts to educate the public on the Fairfax County 
Human Rights Ordinance and the other programs the OHREP provides in the areas of employment, 
public accommodations, private education, and credit related services.  The OHREP hosted resource 
tables at community festivals and resource fairs, made presentations to non-profit organizations, 
government agencies, community groups, and bar associations, hosted heritage month proclamations 
to recognize and celebrate the contributions of various ethnic groups to the Fairfax community, and 
provided brochures in various languages to several organizations.  In 2015, the OHREP conducted a 
total of 53 outreach activities. 
 
Human Rights Division-Student Human Rights Commission Program 
 
The Fairfax County Office of Human Rights & Equity Programs in partnership with Fairfax County 
Public Schools continues to host a Fairfax County Student Human Rights Commission (SHRC).  The 
Student Commission continues to develop programs in support of its purpose of promoting dialogues 
on diversity, fostering a greater understanding and appreciation of differences, creating exposure to 
human and civil rights laws, such as the Fairfax County Human Rights Ordinance and the Fair Housing 
Act, and encouraging leadership and active participation in government.   
 
In support of its mission, the Commission hosted a reading project in which student commissioners 
read Being Different is What Makes Us Special to elementary school students at various Fairfax County 
elementary schools as part of Read Across America Day.  Being Different is What Makes Us Special, 
was written by Growth and Inspiration through Volunteering and Education (GIVE), a student run 
organization that provides tutoring and mentoring to disadvantaged elementary students in the county.  
This project has become an annual undertaking.  SHRC also hosted its Fifth Annual Fair Housing 
Poster and Essay contest in honor of Fair Housing Month in April.  Its theme was, “Fair Housing: 
Welcome to My Neighborhood.”  Two winners were honored and recognized at our annual Fair Housing 
Luncheon and again at the Human Rights Commission Awards Ceremony.  SHRC hosted a guest 
speaker who shared his story as a Holocaust Survivor. 
 
In an effort to gain a better understanding of other cultures, SHRC members also attended and 
participated in a number of cultural events and celebrations throughout the region. Students attended 
the National Arab-American Cultural Festival, the Festival of Colors, a Chinese New Year Festival held 
in Fairfax, VA as well as one hosted in the Chinatown section of the District of Columbia. 
   

 SHRC Members also collected supplies for residents of the Northern Virginia Training Center 
who were transitioning to group home settings and served as volunteers at the Race for 
Respect, an event held to raise awareness of Down syndrome. 
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REPORT OF HUMAN RIGHTS DIVISION 
 
Introduction 
 
This is a report of matters generated under provisions of Chapter 11, Human Rights Ordinance, Code 
of the County of Fairfax, Virginia, focusing upon the activities of the staff under the administration of the 
director, as well as the Human Rights Commission.  While this report concentrates principally on the 
past two fiscal years, FY 2014 and 2015, we have selected a three-year span of data to reflect the 
trends, behaviors, and central tendencies of the relevant activities. 
 
Case load adjudication is the primary focus of work performed by the Human Rights Division (HRD) 
and it is important to explain the difference between “cases” and “issues.”  The term “case” refers to all 
activities generated by a complaint filed with this Commission.  Each case may contain several issues 
of discrimination and each issue must be investigated, analyzed, and decided upon separately. 
 
A total of 308 cases were pending at the end of FY 2014, and 342 cases were pending at the end of FY 
2015.  During FY 2014, and FY 2015, the agency continued to place special emphasis on the reduction 
of the older case inventory and the goal of reducing the number of cases over the age of 270 days by 
10 percent each fiscal year.   
 
The following figures depict the activities of the agency with regard to the cases received and resolved 
by the staff over the last two years.   
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Figure 1 

 
HUMAN RIGHTS CATEGORIES OF CASES 

 

 
 

 
 
 

 
 
Figure 1 depicts a breakdown of the major categories of cases received during FY 2014 and FY 2015.  
Employment cases comprise of 86% of the total number of cases received in FY 2014, and 81% in FY 
2015.  Housing cases comprise of 8 percent of the total in FY 2014, and 14% in FY 2015.  As one can 
see, employment continues to be the leading category in which individuals file allegations of 
discrimination.    
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Figure 2 

HUMAN RIGHTS BASES OF NON-HOUSING DISCRIMINATION CASES 
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Figure 2A 

HUMAN RIGHTS BASES OF HOUSING DISCRIMINATION CASES 
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Figure 3 

HOUSING, PUBLIC ACCOMMODATION, EDUCATION AND CREDIT CASES RECEIVED 

 

Figure 4 

HOUSING, PUBLIC ACCOMMODATION, EDUCATION AND CREDIT CASES RESOLVED 
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Figure 5 

 

EMPLOYMENT CASES RESOLVED 
 

 

 
 
 

Figures 3 through 5 show the number of Housing, Public Accommodations, Credit, Education and 
Employment cases received and the number of cases resolved by the office. 
 

*The numbers shown on Figure 5 reflect the employment cases that were fully investigated, 
mediated, or conciliated and do not include those cases that were administratively closed. 
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Figure 6 

TOTAL CASES RESOLVED 
 

 

*The numbers shown on Figure 6 reflect the cases that were fully investigated, mediated, or conciliated, 
and do not include those cases that were administratively closed. 
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Figure 7 

 
MONETARY SETTLEMENTS RECEIVED 

 
 

 
 

 
In addition to monetary settlements as reflected in Figure 7, a number of complainants resolved their 
complaints for non-monetary awards such as company policy changes, training, accommodations 
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be more important than a financial settlement. 
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APPEALS 
 
Chapter 11, Article 1 of The Fairfax County Human Rights Ordinance provides for an appeal process 
that allows a complainant who is not satisfied with the director’s decision to request that the decision be 
reviewed by the Commission.  In 2010, the director instituted a reconsideration process that a 
complainant may use prior to requesting an appeal.  Reconsideration allows the complainant to present 
newly discovered evidence as a basis for reconsideration.  If the complainant does not prevail in his/her 
reconsideration, he/she may proceed with an appeal. 
 
In the appeal process complainants may be represented by counsel or represent themselves.  During 
an appeal, the complainant has an opportunity to explain to the Commission why there is a substantial 
defect in the investigation resulting in a final investigative report that is clearly erroneous or in error on a 
question of law. 
 

 Appeals Scheduled Appeals Held 
 

2013 4 4 
2014 3 3 
2015 6 6 
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SCORE CARD RESULTS  
 
 
Below are the Score Card Results for each division for FY 2014 and FY 2015.  The Score Card is a 
more effective and innovative way to improve the services provided by OHREP.   
 
 
Human Rights Division Measures 
 

FY 2014 

Performance Measures: Target: Outcome: 

Percentage of complainant/respondent satisfaction with the overall 
quality of HRD’s intake and mediation services 

80% 98% 

Complaints formalized and presented to the complainant for signature 
with 5 business days 

90% 92% 

Improve scheduling and utilization of mediation services 90% 87% 

Decrease the number of aged cases over 270 days 10%   9% 

 
 

FY 2015 

Performance Measures: Target: Outcome: 

Percentage of complainant/respondent satisfaction with the overall 
quality of HRD’s intake and mediation services 

80% 95% 

Complaints formalized and presented to the complainant for signature 
with 5 business days 

90% 94% 

Improve scheduling and utilization of mediation services 90% 92% 

Decrease the number of aged cases over 270 days 10% 11% 
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