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Accountability and Transparency

As a statutory body using public funds, the EOC not only complies
with stringent corporate guidelines and regulations, but also
continuously strives to improve its governance and manage with
transparency. In 2017/18, the EOC undertook a number of measures
for upholding accountability and transparency, including:

e  Presented the EOC's annual work plan to the Legislative Council
Panel on Constitutional Affairs in April 2017 and February 2018;

e  Posted minutes of the EOC Board meetings, as well as the
attendance records of EOC Board and Committee meetings, on
the EOC website; and

o Kept stakeholders and the public informed about its latest
work through different channels and mediums, such as media
briefings, the EOC website and social media pages, as well as
publications such as the EOC journal Equality Perspectives and
the e-news.

Financial Control

The EOC has all along exercised great care and diligence in managing
its finances, with stringent internal control system, appropriate
reporting mechanism and proper procedures and processes in place.
These checks and balances ensure that the EOC expends its resources
in an efficient and value-for-money manner.

Office Relocation

With a view to reducing rental expenses and turning around the
deficit situation, the EOC moved its office to 41 Heung Yip Road,
Wong Chuk Hang in November 2017, which is in close proximity to
the MTR Wong Chuk Hang Station.
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During the preparation stage, a professional design cum project
management consultant was engaged to set up the new office
that would not only ensure price competitiveness in the fitting-out
works, but also comply with the “Design Manual: Barrier Free Access
2008”. Through an open tender exercise, a works contractor was
subsequently identified and approved by the EOC Board to carry out
the fitting-out works, including the installation of appropriate barrier-
free facilities that cater to the specific needs of service users and staff
members. The works were completed on schedule in October 2017.

Before the move-in exercise on 4 to 5 November 2017, several rounds
of pre-move briefings, and familiarisation visits for staff members
(including colleagues with disabilities) were arranged. An indoor air
quality assessment was carried out to ensure occupational safety and
a healthy environment for both staff members and service users. In
addition, the EOC sought the assistance of the MTR Corporation to
put in place bilingual directional signage and map directory guiding
EOC visitors from MTR Wong Chuk Hang Station to the new office.
The Southern District Council and related Government departments
also took steps to improve the road-crossing facilities near the EOC's
office premise, so as to enhance the accessibility to EOC visitors,
particularly those travelling on buses and mini-buses.

The relocation exercise was completed smoothly and public service
was unaffected. The total cost of the entire relocation project was
also contained within budget as planned.
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PR 7% = 58 Performance Pledge

FreHFEF T —ENLERREEER The EOC has in place a set of standards, which are expressed
RiGEE AT G R E(LRBEKFE - generally in terms of responding times, to measure and quantify its
e 201718 EEEFAB T ERE A  performance. In 2017/18, the EOC achieved all the major standards in
HhihEEZ - BMOBEBEEAEEBRIR its performance pledge, excelling in some of the targets. The details
HEEHN TR are shown in the following table.

S A2017/18E B W AR ¥ & EOC's Performance Pledge in 2017/18

:—_%
RBREEF
Performance BERKRR
target Actual performance
REEE (EENBEIL)
Service (% Meeting (A7tk) (BF)
standard standard) (Percentage) (Number)
5
Enquiry
ERAKEADEBEEESH B B 95% 100% e 7,912
Answer telephone enquiries during office | Immediately Total:
hours ERK 7,912
Met:
REK 0
Not met:
ERIMEREANAL 309 8N 95% 100% B 219
Interview a walk-in enquirer at EOC office | Within 30 Total:
minutes K 219
Met:
RIERK 0 =
Not met: {.H;
CEEMNEEEH 14 THERA 95% 100% e 1,070 R
Reply to written enquiries on complex Within 14 Total: §
issues working days ERK 1,070 ;%
Met: Dr_;u
RIER - o £
Not met:
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Performance BERKRR
target Actual performance
RBEE (EENBEIL)
Service (% Meeting (A7 k) (B=F)
standard standard) (Percentage) (Number)
& &
Complaint
HEMRFIEL T @R 3THERA 100% 100% B 710
Initiate action on a written complaint Within 3 Total:
working days ERK 710
Met:
RIERK 0
Not met:
REAZHE HAERRERFHN S5TIERIA 95% 100% e 1
AL Within 5 Total:
Interview a prospective complainant working days ERK 1
asking for an appointment Met:
ANIEK - 0
Not met:
e K Bz 1B 1% 5 M & 61E A A 75% 83% BmE 542
Conclude a complaint case Within 6 Total:
months ERK 451
Met:
REMX : 91
Not met:

BB
Legal assistance

EHERBNRFLRERFE
Make a decision and inform an applicant
of the outcome of application for legal
assistance

318 A K
Within 3
months

85%

100%

e 41
Total:

EK 41
Met:

RIERK : 0
Not met:
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RERRBE
Performance BERXR
target Actual performance
REFEE (EENBIL)
Service (% Meeting (A7 k) (B=F)
standard standard) (Percentage) (Number)

DRYEREHE

Public education and promotion

CHERTERERELENNERE | 6EEHA 95% 100% B 397
Meet requests for talks on equal Within 6 Total:
opportunity issues and legislation weeks ERK 397
Met:
ARIERK 0
Not met:
BRETRABTHERSARR 3THERNA 95% 100% e 131
g Ty Within 3 Total:
Meet requests by mail or fax for EOC working days ERK 131
publications Met:
RNIEK 0
Not met:
(o] f& [ 88 R 5 23K 5TERA 95% 100% BE: 15
Meet requests for guided group visits Within 5 Total:
working days ERK 15
Met:
RERK : 0
Not met:
BRRTEESHEY 1218 A A 80 activities 100% e 118*
Convene major promotional events Within 12 Total:
months ERK 118*
Met: ﬁ
AREPK - 0 ®
Not met: %
2 0E BT e RBIR e E RS B 80% 99.6% e 10,246 g
R 2w = Satisfactory Total: &
Participants satisfied with the training ERK 10,200 é
services provided by the EOC Met: <
REK : 46
Not met:

*E 2017F4A1HE2018F3A3NBRMNEREZEEE A11878
*Note: The actual number of activities convened from 1 April 2017 to 31 March 2018 is 118.
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Enhancement to Services

Telephone Recording System

During the year in review, the EOC made plans to introduce an
automated telephone recording system for frontline staff members
who handle public enquiries and complaints made through telephone
calls. The main purposes of the system are to enhance service quality,
protect both external parties and EOC staff from unwelcomed,
harassing, threatening or obscene words or language in calls,
and enable the EOC to deal with situations involving disputes or
complaints from external parties against the EOC and/or its staff. To
facilitate the implementation of the telephone recording system in
May 2018, the EOC developed a policy and procedures on telephone
recording, and arranged training sessions for staff members.

Process Review

In 2017/18, the EOC embarked on a review of its governance and
management structure. The focus of the review is to assess the
effectiveness of the EOC management structure introduced in 2015.

In addition, the EOC initiated a review of its complaint-handling
process to assess whether the current procedures are the most
efficient and effective in fulfilling the EOC's statutory role and
functions, taking into account feedback received from service users,
legislative councillors, NGOs and the community. The review also
covers the organisation of the Complaint Services Division and the
Legal Service Division.

Both reviews were in good progress, and a review report is expected
by the end of 2018.

Stakeholder Engagement

The EOC continued to engage and build rapport with community
groups, the academia and NGOs during the year. The Chairperson
and EOC staff had meetings with different community groups
and NGOs to exchange views and hear their suggestions on equal
opportunities issues, and attended several community events and
functions. Dialogue and exchange were also maintained with the
consular communities, and Mainland and international organisations
and officials.



