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Corporate Governance: Delivering Service Excellence
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The EOC is committed to maintaining high standards of
corporate governance. Comprehensive control and reporting
mechanisms, detailed documentation, and extensive
administrative and financial policies and procedures are in place
to ensure compliance with internal and external requirements
at all levels, and that the EOC expends its resources in an
efficient, effective and value-for-money manner.

The EOC utilises different channels and mediums to keep
the public informed about its work. For example, meeting
schedules and minutes of the EOC Board are posted on the
EOC website, and attendance records of the EOC Board and
Committee meetings are provided in the Annual Report. In
addition, a presentation on the Commission’s annual work plan
was made to the Legislative Council Panel on Constitutional
Affairs in February 2024.

Performance Pledge

The EOC has put in place a set of service standards, which are
expressed generally in terms of the response time, to measure
and quantify its performance. In 2023-24, the EOC achieved all
of the service standards in its performance pledge. The details
are shown in the following table.
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In 2023-24, the EOC achieved all of the
service standards in its performance pledge.

J

102 | FZ#&ZSEEQUAL OPPORTUNITIES COMMISSION



A=

Corporate Governance

SE e A2023-24 F E RIS EOC’s Performance Pledge in 2023-24
pig

R RE BHEXREBR BEBRRE
Service Performance target Actual performance
standard (EENEI ) (B7tk) (B8)
(% Meeting standard) (Percentage) (Number)
&3 Enquiry
ERABEADEEEES B O & 95% 100% 4% Total: 6 233
Answer telephone enquiries  Immediately Z1Z Met: 6 233
during office hours PEFZENot 0
met:
ERBBHEEEANAL 307N 95% 100% BB Total: 147
Interview a walk-in Within 30 EIZE Met: 147
enquirer at EOC office minutes
TNERENot 0
met:
EERENEEEN 1418 TERIA 95% 100% 4% Total: 1137
Reply to written enquiries Within 14 12 Met: 1137
on complex issues working days TNETR Not 0
met:
#%F Complaint
HEERFFARRIITE BETIERA 100% 100% 4% Total: 1136
Initiate action on a written Within 3 EEZ Met: 1136
complaint working days TIZFE Not 0
met:
RENZE BERESREERNR SETHEXA 95% 100% B Total: 2
MAL EIE Met: 2
Interview a prospective Within 5 TELR Not 0
complainant asking for working days met:
an appointment
EEREENRFERTEME 6EAR 75% 90% 4% Total: 1074
AATREENER
Concluded cases completed Within 6 ZIZ Met: 967
within six months months TEFE Not 107
met:
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Service Performance target Actual performance

standard (EEMBE D) (B2tE) (#H)
(% Meeting standard) (Percentage) (Number)

3:121#% B Legal assistance

B ARG NRFELEDE 3EARN 85% 100% Total: 17
B
Make a decision and inform Within 3
an applicant of the outcome  months Met: 17
of application for legal Not met: 0
assistance
NBYBEREE
Public education and promotion
ZHEBTERERERELN 6AEHA 95% 100% % Total: 384
Meet requests for talks on Within 6 ZEIZ Met: 384
equal opportunity issues weeks
and legislation TZFE Not 0
met:
BEETRUABTREELSARZR 3ETHEXA 95% 100% e Total: 18
FHETY
Meet requests by mail Within 3 ZEIZ Met: 18
or fax for EOC publications working days TEZE Not 0
met:
EEZ BB ER S5ETERA 95% 100% B Total: 2
Meet requests for guided Within 5 ZE1Z Met: 2
group visits working days TZFE Not 0
met:
EMTEREBIHNRH 1218 AR 6018 100% % Total: 64
Convene major promotional Within 12 60 activities
events months EIE Met: 64

NZFE Not 0

met:
HYRERIIRERRRENS mE 80% 99.9% 1% Total: 5744
hn#&
Participants satisfied with the Satisfactory #Z1Z Met: 5 736
training services provided by TERZ Not 8
the EOC met:
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Strategic Retreat and Strategic Plan 2024-
26

On 6 October 2023, the EOC held a one-day Strategic Retreat,
which brought together Board Members, the management
team and senior staff members to map out a new strategic
plan. Through small group discussions, the retreat enabled in-
depth exploration of the EOC’s strategic directions and work
priorities for the next three years. The comments shared during
the retreat, along with views collected from stakeholders, were
subsequently consolidated as the Strategic Plan 2024-26 (the
Strategic Plan), which was submitted to and endorsed by the
EOC Board in December 2023.
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Taking into account the anticipated social, economic and
political trends in Hong Kong, along with the challenges and
opportunities they present, the EOC outlined in the Strategic
Plan six strategic goals and detailed 19 work priorities under
five thematic areas. Details of the strategic goals and work
priorities are outlined in the ‘About Us’ section. The full version
of the document is available on the EOC website: https://
www.eoc.org.hk/en/about-the-eoc/what-is-eoc/our-strategic-
plan-2024-2026
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Stakeholder Engagement

The EOC continued to engage and build rapport with
community groups, academia and NGOs throughout the
year in review. The former Chairperson and staff members
met different stakeholder groups and attended a number of
community events and functions. Dialogue and exchanges
were also held with various consulates, as well as Mainland
and international organisations and officials.
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For example, on 19 April 2023, the EOC welcomed a
delegation consisting of representatives from the Legislative
Affairs Commission and the Social Development Affairs
Committee of the National People’s Congress and the
China Disabled Persons’ Federation. The visit strengthened
cross-border collaboration to protect and promote the rights
and wellbeing of persons with disabilities.

Capitalising on Hong Kong’s integration with the Greater Bay
Area, the EOC participated in the Second Greater Bay Area
Forum on Synergistic Development of Disability Rights and
Welfare at Shenzhen University from 17 to 19 November 2023.
The EOC delegation exchanged views with organisations
and experts specialising in disability affairs from Hong Kong,
Macau and the Guangdong area. The EOC also delivered a
presentation on its work in tackling disability discrimination, as
well as shared its experience in promoting universal design in
Hong Kong.
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During the period in review, the EOC continued to engage
and share its expertise with relevant organisations from the
global community. For example, in October 2023, the EOC
met Singapore’s Tripartite Alliance for Dispute Management
to share its experience and procedures in handling complaints
and facilitating conciliation.

Safeguarding National Security Ordinance

In March 2024, the Safeguarding National Security Bill was
passed by the Legislative Council. The enactment of the
Ordinance under Article 23 of the Basic Law means that
Hong Kong can more effectively safeguard national security,
and provide a stable and safe environment for the social and
economic developments of the city and the livelihoods of
the residents. The EOC welcomed the passage of the Bill,
and undertook to do its utmost to support and facilitate the
effective implementation of the Safeguarding National Security
Ordinance by the Hong Kong SAR Government, so as to
safeguard national security and protect the interests of Hong
Kong residents.

Amongst others, section 8(3) of the Ordinance stipulates that
if the law of the HKSAR confers any function on a person,
the function is to be read as including a duty to safeguard
national security; and accordingly, any person, in making
any decision in the performance of the function, must regard
national security as the most important factor, and give
appropriate consideration to it accordingly. Section 8(3) applies
to the EOC in its discharge of the functions stipulated in the
four anti-discrimination ordinances. Under Section 19 of the
Ordinance, the Chairperson or a member of the EOC, or a
person employed or engaged by the EOC under the SDO
is considered as a “public officer”. In order to exercise its
duty to uphold the law, the EOC included the requirement to
comply with the Safeguarding National Security Ordinance
in its procurement and service contracts, employees’ code
of conduct, the Guidelines on Funding under the Community
Participation Funding Programme and other documents
relevant to the performance of the functions of the EOC.
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