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

The EOC utilises different channels 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 report was
made to the Legislative Council Panel on Constitutional Affairs
on 17 February 2025.

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 2024-25, 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 2024-25, the EOC achieved all of the
service standards in its performance pledge.
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EOC’s Performance Pledge in 2024-25

R % R RRE R BRI
Service Performance target Actual performance
standard (EZENBE ) (BotE) (&Aa)
(% Meeting standard) (Percentage) (Number)
&3 Enquiry
ERLARBADEEEREN R [ 78 95% 100% % Total: 4 714
Answer telephone enquiries Immediately ZE1Z Met: 4714
during office hours NERE Notmet: 0
EREGHSETHNAL 307N 95% 100% 4% Total: 186
Interview a walk-in Within 30 EIE Met: 186
enquirer at EOC office minutes TNZHZ Not met: 0
CERENERES 14{E THERA 95% 100% 4% Total: 1159
Reply to written enquiries Within 14 ZE1Z Met: 1159
on complex issues working days NZFE Not met: 0
#23F Complaint
HEERFFARREITE BETIERA 100% 100% 4% Total: 1125
Initiate action on a written Within 3 E1Z Met: 1125
complaint working days TEIZE Not met: 0
RAEHNZY ERASRES SETIVERA 95% 100% 422 Total: 1
REFHAL EIR Met: 1
Interview a prospective Within 5 TER Not met: 0
complainant asking for working days
an appointment
B R EE N IRFERT 618 AR 75% 91% #E Total: 1117
1618 A AT EEER Z1Z Met: 1 020
Concluded cases completed  Within 6 TR Not met: 97
within six months months
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Service Performance target Actual performance

standard (EENBE L) (BZtE) (®A8)
(% Meeting standard) (Percentage) (Number)

3:#21%Bb Legal assistance

ERER BB NRELLEE 3EAR 85% 100% 2 Total: 12
B EIZ Met: 12

Make a decision and Within 3 PERNotmet: 0
inform an applicant of the months

outcome of application for
legal assistance

RBHBEREE

Public education and promotion

THERTEHRERERESN 6EAEHR 95% 100% 482 Total: 388
(Y 38 B #1Z Met: 388

Meet requests for talks on Within 6 NEZHR Not met: 0
equal opportunity issues weeks

and legislation

BEETRUBFIEESRE IEIEXRA 95% 100% BE Total: 18
BE#E Y E#IZ Met: 18
Meet requests by mail Within 3 TEAR Not met: 0

or fax for EOC publications working days

EELHERITGHNER S5ETIERA 95% 100% 4R EL Total: 1
Meet requests for guided Within 5 #1Z Met: 1
group visits working days TEHRE Not met: 0
ERFITHRBETHNRE 128K 6018 100% 4% Total: 62
Convene major promotional  Within 12 60 activities 1R Met: 62
events months K%@Tﬁ Not met: 0
HYHEEIRBERTREN WE 80% 99.2% 42 Total: 9 868
2m& ZE1Z Met: 9792
Participants satisfied with  Satisfactory TR Not met: 76

the training services
provided by the EOC
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Stakeholder Engagement

The EOC continued to engage and build rapport with
community groups, academia and non-governmental
organisations throughout the year in review. The EOC
Chairperson and staff members met different stakeholder
groups and attended a number of community events and
functions. Dialogues and exchanges were also held with various
consulates, as well as Mainland and international organisations
and officials.

On 14 October 2024, the EOC Chairperson and the
management team visited the Ebenezer School & Home for
the Visually Impaired. The delegation learnt about Ebenezer’s
services in the areas of education, rehabilitation and career
development. The EOC delegation also held a discussion
with representatives from Ebenezer on ways to tackle the
educational and employment challenges faced by people with
visual impairments.

On 8 November 2024, the EOC hosted a visit from a delegation
representing the China Disabled Persons’ Federation (CDPF).
The delegation met with the EOC management team and held in-
depth exchanges on the welfare of people with disabilities and
efforts to promote equal opportunities. The EOC Chairperson
shared milestones the EOC has achieved since its establishment
in the areas of law enforcement, research, policy advocacy and
public education. The CDPF delegation introduced their role
and explained how they protect the legal rights of people with
disabilities.
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From 9 to 10 November 2024, the EOC Chairperson led a
delegation comprised of 16 EOC staff members to participate
in the Third Guangdong-Hong Kong-Macao Greater Bay Area
Exchange Forum on Synergistic Promotion of Disability Rights
and Services held at Shenzhen University. The two-day forum
was co-hosted by the China Disability Research Society and
Shenzhen University, while the EOC was one of the supporting
organisers. With a focus on exploring innovative pathways and
strategies for disability services, the forum deepened the EOC’s
collaboration with Mainland organisations on the promotion of
equal opportunities and rights of people with disabilities. EOC
representatives introduced the procedures for handling disability
discrimination complaints and conducting conciliation in keynote
speeches, and discussed the EOC’s efforts to promote universal
design in a parallel forum. The event also included visits to a
rehabilitation education base and a care centre in Dongguan.

During the period in review, the EOC continued to share
its expertise with relevant organisations from the global
community. For example, in July 2024 and March 2025, the
EOC welcomed delegations from Singapore’s Ministry of
Manpower and the Daini Tokyo Bar Association respectively
to exchange insights on conducting conciliation and handling
complaints.
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Enhancing Cybersecurity

As part of the Commission’s commitment to safeguarding
information security, the EOC conducted a comprehensive
information security risk assessment in 2024-25. Based
on the recommendations of the assessment, the EOC has
been implementing a range of measures to strengthen the
organisation’s protection against both internal and external
threats. Among the measures is enhancing staff’s cybersecurity
awareness and knowledge through training.
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