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Compliments and Complaints

During the period under review, the EOC received 38 written
compliments and 17 service complaints from members of the
public, which were made verbally or in writing. The Commission

o WA E R TR T 15RB IR

Hig

concluded investigations into 15 of these service complaints.
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Most of the 15 concluded service complaints related to
unfriendly staff attitudes, the discrimination complaint
handling procedures and the EOC'’s decisions not to conduct
investigations due to the cases lacking in substance or
exceeding the time bar for handling discrimination complaints.
Of these 15 service complaints, nine were lodged through the
Ombudsman, with one found to be partially substantiated. In
this case, as advised by the Ombudsman, the EOC provided a
further explanation to the complainant on the rationale for not
handling her complaint.

The constructive criticisms spur the EOC to constantly improve
and work towards the fulfilment of the Commission’s vision. At
the same time, compliments received from the stakeholders on
different areas of work give the EOC a boost, and encourage
the Commission to use its best efforts in striving to achieve its
mission.
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I am grateful for your effort in resolving the case successfully and satisfactorily. I am relieved
and have been devoting myself to caring for my children. Life is now meaningful and joyful.
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The EOC Equal Opportunities
Casebook is well written and has
a good compilation of actual
case studies. This casebook will
serve as an excellent resource
and promotional aid to
promote equal opportunities in

| think the EOC Roadshow was perfect. The sharing
by the two guests was very helpful to build up an
intercultural understanding among members of the
ethnic minority communities.
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They were impressed by the mechanism for addressing
~discrimination issues here in Hong Kong. Your delivery
g was so engaging that students have greatly benefited
from it.
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Thanks a lot for your very informative
and useful talk, with interesting case
illustrations. Many staff members liked the
talk.
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I am very indebted to you and the EOC’s
timely action as a mediator to settle the
TLER & complaint. Thank you very much.
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The EOC Named a Caring Organisation

The EOC has been named a Caring Organisation since 2011/12
by the Hong Kong Council of Social Service for its commitment
to caring for the community, employees and the environment.
The Caring Organisation and Caring Company Logos are awarded
to organisations for their efforts to promote corporate social
responsibility. The EOC is proud to be recognised for its effort in
these aspects, and will further its mission and values through good
corporate citizenship.

Corporate Social Responsibility
Staff Volunteer Programme

The EOC supports and encourages staff’s involvement in voluntary
services. The EOC volunteers had an outstanding year in 2012/13.
Joined by their families and friends, the volunteers performed
nearly 1,200 hours of service to the community in 2012, almost
double that of the previous year. As a result, the EOC was awarded
a Gold Award for Volunteer Service by the Social Welfare
Department. In addition, five volunteers were individually awarded
Gold, Silver and Bronze Certificates for having done over 200,
100 and 50 hours of community service respectively during the
whole calendar year. The EOC’s volunteering activities included
organising and participating in the Stargaze Camp, which attracted
more than 1,500 participants from Hong Kong, Guangzhou
and Macau; taking students with severe mental disabilities to
a theme park and a number of other outings; and participating
in fundraising and flag-selling activities of non-governmental
organisations.

Through these activities, the |
EOC volunteer team has put
into action the Commission’s
values and mission of “creating
a pluralistic and inclusive
society”.
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Fundraising Activities

In 2012/13, the EOC staff members, acting as volunteers,
participated in nine fundraising events, including flag-selling for
various NGOs, selling cookies, Dress Casual Day, Oxfam rice sale
and World Sight Day.
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Environmental Protection Measures

The EOC strives to maintain and incorporate environmentally-
friendly practices in its operations. The Commission has
implemented a number of measures to reduce waste and promote
recycling. Apart from the continued use of environmentally-friendly
paper and recycling of waste paper, the EOC also launched the
electronic Performance Management System in May 2012 with the
hope of improving efficiency and reducing the use of paper.

The EOC participated in the Sectoral Awards of the 2072
Hong Kong Awards for Environmental Excellence and was
granted a Certificate of Appreciation for its continued pursuit of
environmental initiatives. The EOC will continue to pursue other
environmentally-friendly measures to ensure that the Commission is
doing a part towards a greener world.

Staff Development and Staff Retention

Staff is the greatest asset of the EOC. To retain staff, the EOC
has implemented a number of measures, including practising
transparent management; establishing open communication
between management and staff; holding regular staff consultative
meetings; providing continuing education and training; and
instituting an Employee Assistance Programme.
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On the development front, the EOC was accredited as one of
the “ERB Manpower Developers” (2013-15) by the Employees
Retraining Board’s Manpower Developer Award Scheme, in
recognition of the Commission’s achievements in promoting and
cultivating a corporate culture focusing on manpower training
and development. The EOC, as well as other participating
organisations, were assessed on five different aspects of operations,
namely “Leading a Learning Culture”, “Resources Planning”,
“Training and Development System”, “Performance Management”,
and “Corporate Social Responsibility in Manpower Development”.
It is the united effort of EOC Members and colleagues that enabled
the EOC to be recognised as one of the manpower developers.

Management with Transparency

To increase transparency and understanding of the work of different
divisions, regular meetings were held among senior management
staff, with the discussions and decisions made known to all EOC
employees. In addition, regular divisional and unit meetings were
held to ensure effective communication.

During the year, staff members had the opportunity to participate
in an outing and other informal gatherings, which helped enhance
their communication outside daily work routines.
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Staff Consultative Group (SCG)

The SCG, which comprises a management representative appointed
by the Chairperson, and staff representatives elected by the staff,
provides a recognised and direct channel of communication and
consultation on issues that affect the interests of EOC staff. The
Group also serves to promote a spirit of co-operation in securing
and improving the EOC’s efficiency in delivering services to
clients, and enables employees to have a better understanding
of the EOC’s policies and procedures. SCG meetings are held
regularly and notes of meetings are posted on the EOC Intranet for
the perusal of all staff members.

Intranet

The Intranet is a key communication platform for EOC staff, which
offers information and updates from various divisions/units of the
EOC. Some examples include the EOC Activities Calendar, which
lists the major functions and activities held and attended by the
EOC, such as committee meetings, EOC-funded activities, the
in-house training schedule, and visitors to the EOC. In addition
to reference materials, it also provides staff with easy access to
download commonly used or administrative forms.
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Staff Training

To empower staff members and facilitate their career development,
continuing education and training are provided throughout their
employment in the EOC, from an orientation programme for the
new hires to various in-house or external training and development
programmes during the course of employment.

During the year, various seminars by external speakers were
organised on different topics to enhance the EOC staff’s work-
related knowledge and widen their exposure to new information.
Staff engagement seminars were also arranged with EOC Board
Members as speakers.

Skill-specific training is arranged for staff of different functions
and levels. For example, the EOC arranged for senior managers
to attend leadership development programmes organised by the
Civil Service Training and Development Institute and The Hong
Kong University of Science and Technology. There were also
other soft-skill training activities covering topics such as effective
communication and time management.

The EOC encourages life-long learning through an established
policy on sponsoring courses under the Continuing Education
Fund.

Employee Assistance Programme

The EOC attaches great importance to the physical and mental
well-being of staff members. In 2012/13, the EOC continued to
engage an external consultant to provide an Employee Assistance
Programme for staff. The programme aims to help staff manage the
diverse needs of their work and personal life in order to achieve
good work-life balance. It includes a 24-hour hotline which
provides professional counselling services and various resources
and information to staff. Three wellness seminars were held during
the year on various topics covering health, parenting and work.
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