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Compliments and Complaints to the EOC

During the period under review, the EOC received 30
compliments, four complaints and concluded the investigation
of three complaints from members of the public.

The EOC is devoted to maintaining good relationships with
people from different walks of life. Many stakeholders have
given us valuable suggestions after cooperating with us or
using our services. Their compliments give us a boost and
encourage us to make every effort to fulfil our mission. Their
well intentioned criticism spurs us to improve constantly and
work towards the fulfilment of our vision.

The above mentioned three concluded complaints were
lodged via the Ombudsman and expressed dissatisfaction
with the handling of discrimination complaints and procedures.
All three complaints were found to be unsubstantiated after
investigation, and no follow-up action was required.

Staff Development

Staff Retention

Our practices to ensure staff retention included the following:
e Management by transparency

e (Good communication between management and staff
Regular staff consultative meetings

e Continuing education and training
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Management with Transparency and
Communication

Staff Consultative Group meetings were held regularly
between management and staff representatives to discuss
matters such as office accommodation, staff welfare and
office efficiency. The agenda and minutes for each meeting
were uploaded to the intranet to increase transparency.
Monday Group Meetings were held among senior
management staff, and the discussions and decisions
were made known to staff to increase transparency and
understanding of the work of different divisions. Regular
divisional and unit meetings were held to ensure effective
communication.

An annual staff outing and other informal gatherings were
held to enhance communication among staff outside daily
work routines.

Staff Training

Continuing education and training is provided throughout
each person’'s employment in the EOC, from an orientation
programme for new staff to various in-house or external
training and development programmes during the course of
employment.

Skill-specific training is also arranged for staff performing
different functions: e.g. mediation practice for Operations
staff, legal seminars for Legal Service staff, and technology
training for IT staff. Various seminars by external speakers
were organised on different topics for staff enrichment, for
example, complaint handling and procurement procedures.
The EQOC also encourages life-long learning through
an established policy on sponsorship of courses under
Continuing Education Fund.
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Corporate Social Responsibility

Fund-raising Activities

EOC staff participated in over 10 fund-raising events by NGOs
this year, such as flag-selling, cookie selling, rice selling, Dress
Special Day, and Skip Lunch Day.

Staff Volunteer Programme

The EOC staff provided voluntary service to children with
intellectual disability aged 6-16 of a boarding school operated
by a local non-profit making organisation. A variety of activities
were held during visits to the school, from having dimsum,
to shopping and bowling with the children. Five visits to the
school were arranged during the year.

Environmental Protection Measures

The EOC strives to maintain operational standards and
practices which respect the protection of the environment.
We have implemented a number of measures to reduce
waste and promote recycling, and to operate as a more
environmentally-friendly organisation. These efforts included
using a Document Management System to reduce the use of
paper for filing; encouraging staff to print only when necessary
and on both sides of paper; purchasing environmentally-
friendly papers; arranging the recycling of used paper; and
participating in a phone-recycling campaign.
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In addition, the EOC also stepped up energy-saving measures,
which resulted in a 5.3% reduction in energy charges. The
EOC will continue to pursue other environmentally-friendly
measures to ensure that we are doing our part towards a
greener world.

Internal Transparency
Staff Consultative Group (SCG)

This group consists of management representatives,
appointed by the Chairperson, and staff representatives,
elected by the staff. Its purpose is to provide a recognised
and direct channel of communication and consultation on
issues that affect the interests of EOC staff. It also aims to
promote a spirit of co-operation in securing and improving
the efficiency of the Commission in its services to clients and
to enable employees to have a better understanding of the
Commission’s policies, aims and reasons for its decisions.
SCG Meetings are held regularly to achieve these aims.

Intranet

This consists of information and updates from the various
divisions/units of the EOC. Some examples include the
EOC Activities Calendar, which lists the major functions and
activities held by the EOC, including committee meetings,
EOC funded activities, the in-house training schedule, visitors
to the EOC, etc. Reference materials are also available on the
Intranet to give staff information and updates on the work
of other divisions which could be of useful reference. It also
provides easy access for staff to download commmonly used
or administration forms.

Email

This is used as another means of communication with
staff both to increase efficiency and to reduce paper use.
Email is used, among other things, to inform staff of the
Commission'’s press releases, staff volunteer programmes,
staff activities, publicity and outreach events that are open to
the general public, and media coverage in relation to the EOC,
as well as other administrative and personnel issues that
require staff attention.
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