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The EOC is committed to maintaining high standards of
corporate governance, as underpinned by its comprehensive
control and reporting mechanisms, regular engagement with
stakeholders and the community, high level of transparency
and stringent financial control.

e  Engagement — In 2019/20, the EOC continued to engage
and build rapport with community groups, the academia
and NGOs. The Chairperson, upon assuming office in April
2019, embarked on a programme of stakeholder
engagement, meeting different community groups and
NGOs, the consular communities and other organisations.

e  Transparency — Different channels and mediums were
utilised to keep the public informed about the work of the
EOC. For example, meeting schedules and minutes of the
EOC Board were posted on the EOC website, and
attendance records of the EOC Board and Committee
meetings included in the Annual Report. In addition,
presentation on the Commission’s annual work plan is
made to the Legislative Council Panel on Constitutional
Affairs every year.

e Financial control — Stringent internal control system,
appropriate reporting mechanisms, and proper procedures
and processes are in place to ensure that the EOC expends
its resources in an efficient and value-for-money manner.

Performance Pledge

The EOC has in place a set of service standards, which are
expressed generally in terms of responding times, to measure
and quantify its performance. In 2019/20, the EOC achieved
the majority of the service standards in its performance pledge
and excelled in most of the targets. The details are shown in
the following table.
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P N201920F E ARG &  EOC's Performance Pledge in 2019/20

RERRBE BERRR
Performance target Actual performance
AR 7 1 % (EENBEI )
Service (% Meeting (BZ k) (&% H)
standard standard) (Percentage) (Number)
=3H
Enquiry
ERAREANDEEREN BB 95% 100% e 4,888
Answer telephone enquiries Immediately Total:
during office hours i 4,888
Met:
TER: 0
Not met:
ERIMEREEANAL 30 88 A 95% 100% e 113
Interview a walk-in enquirer at Within 30 Total:
EOC office minutes i 113
Met:
NER 0
Not met:
CEEMNEEEN 14ETERA 95% 100% e 1,810
Reply to written enquiries on Within 14 Total:
complex issues working days i 1810
Met:
T 0
Not met:
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R#BREEFE BERXRE
Performance target Actual performance
BR % 15 % (EEMNBEI L)
Service (% Meeting (A7 L) (BA8)
standard standard) (Percentage) (Number)
g
Complaint
HEBMRFIEL MR 3 TAERA 100% 100% B 1,072
Initiate action on a written Within 3 Total:
complaint working days . 1072
Met:
NER: 0
Not met:
gENZE BREERY SETERA 95% 100% me 29
RHFHALT Within 5 Total:
Interweyv a prospectlve working days i 29
complainant asking for an Met:
appointment '
TER: 0
Not met:
TR EIERF = o o AR
€ B B B % 1A 2= 618 A A 75% 81% B 1,244
Conclude a complaint case Within 6 Total:
months EiE 1,010
Met:
TER: 234
Not met:
ERE B
Legal assistance
BRI ERLEE 3fE A A 85% 76%* mE 37
G B Within 3 Total:
ﬂgﬁ; Make a decision and inform months i )8
¢ an applicant of the outcome Me:
of application for legal '
assistance TERZ: 9
Not met:

#i: AREREM THEFTEEZRMEABMHEEZBYNRE UBERERHEANRDET 76% M HF -
# Note: Owing to the complexity of the cases, further time was needed for consideration of the applications for legal assistance. Hence the EOC was only able to
respond to 76% of the cases within the specified time.
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ARBEBEREE

Public education and promotion

THERTERERER
A Y 5 B

Meet requests for talks on
equal opportunity issues and
legislation

BREMRUABEFHERETA
RECFHEE Y

Meet requests by mail or fax
for EOC publications

CEBEERD EXK
Meet requests for guided
group visits

BRTEEFED
Convene major promotional
events

20E g E RN E
AR 75 =% B &

Participants satisfied with the
training services provided by
the EOC

PR 7% 12 %
Service
standard

618 2 8 A
Within 6
weeks

3R TERA

Within 3
working days

S5ETERA

Within 5
working days

1218 A ™
Within 12
months

mE

Satisfactory

RBRRE R

Performance target

(EEMNE L)
(% Meeting
standard)

95%

95%

95%

80TEE &) *

80 activities*

80%

BRRR

Actual performance

(Bo k)

(Percentage)

100%

100%

100%

100%

99.6%

(8 H)

(Number)

&
Total:
T
Met:
TR
Not met:

HRE
Total:

EE
Met:
TR :

Not met:

CEE
Total:
i
Met:
TR -
Not met:

mE
Total:
ERE
Met:
T

Not met:
mE
Total:
EE
Met:
TERE
Not met:

263

263

108

108

117

17

5,639

5,615

24

OB FAEREZ2019F481HE2020F3 31 HERNESEHE1178 -

*Note: This is an actual target. The total number of activities convened from 1 April 2019 to 31 March 2020 was 117.
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Corporate Governance

Process Review

The EOC embarked on a review of its governance, management
structure and complaint-handling process in the latter half of
2017. The review was conducted by a three-member Review
Panel comprising current EOC Member Mr Mohan DATWANI
and former EOC Members Dr Trisha LEAHY and Dr Maggie
KOONG. To ensure a well-rounded assessment with due regard
to different perspectives, the EOC also invited former High
Court judge Prof Anselmo REYES to conduct an additional,
independent review and compile a report on a pro bono basis.

The Review Panel Report, which contained the report by Prof
Reyes, was released in December 2019. As well as issuing a
media release to publicise the report, the EOC uploaded the
report onto its website for public viewing.

The report listed a series of recommendations geared towards
enhancing the EOC'’s governance and complaint-handling work
to optimise its efficiency. Among the recommendations were:

(@ The victim-centric approach, which seeks to recognise and
pay special attention to the needs of victims at all stages
of the complaint-handling process, while managing their
expectations and adhering to principles of fairness and
impartiality to both parties in a complaint, is a prudent
approach for the EOC to adopt in handling complaints;

(b) The handling of complaints must be in a holistic manner
insofar as the collection of facts and evidence is
concerned; and

(¢)  The Chairperson is in the overall commanding role, to be
ably assisted by EOC Board Members and the professional
management team.

The EOC has already put in place a string of measures during
the review to address concerns among stakeholders and the
public regarding the EOC’s complaint-handling process. Based
on the findings and recommendations of the Review Panel
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Corporate Governance

Report, the EOC made plans to reform the Commission’s
management structure and communicated with the
Government on the feasibility, funding and other related issues.
At the same time, the EOC continued to stay closely in touch
with stakeholders in its continuous pursuit of service
enhancement.

Stakeholder Engagement

The EOC continued to engage and build rapport with
community groups, academia and NGOs during the year. The
Chairperson and EOC staff had meetings with different
stakeholder groups and attended several community events and
functions. Dialogue and exchange were also made with the
consular communities, and Mainland and international

organisations and officials.

As part of the exchange, the Chairperson led a delegation of
EOC staff to visit the Greater Bay Area (Dongguan and
Guangzhou) on 25-27 November 2019. The main purposes of
the visit were to enhance mutual understanding between the
EOC and relevant organisations in the Greater Bay Area on
each other’s work and promote sharing and opportunities for
collaboration on topics of equal opportunities relevant to the
Greater Bay Area and Hong Kong. During the visit, meetings
were held with different government departments and non-
governmental organisations, such as those promoting the rights
of women and persons with disabilities.
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