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The EOC is committed to maintaining high standards of corporate governance. Comprehensive
control and reporting mechanisms, as well as well-documented office, 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 the work of
the Commission. 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 were
provided 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.

B e Revamp of the EOC Website

BHEIMHeOEBII R S REE The EOC started to revamp its official website in 2020. The

ESMIZ AT ARuL Al B - <2 702020 objectives were to promote the EOC’s corporate branding,

FEHBBHALY BH T ERESHERE enhance user experience and improve usability of the

o DIENERULLERE - BEH RIheE - 1 website. The scope of the revamp included: enhancing

BB VINEE  ARFEASEFHE the architecture and design of the website, improving its

IEER R B ERET o functionalities, introducing simplified Chinese webpages, as
well as adding mobile and responsive web designs, among
other works.
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On 25 October 2021, the EOC formally launched the
revamped website. Featuring a clean and modern design,
the website has a comprehensive degree filter to streamline
searches by website visitors according to their needs,
making it easier to navigate and more user-friendly. Other
enhanced functionalities included: a responsive web design
which enables the screen size to adjust automatically
according to different mobile devices, printer-friendly,
and a simplified Chinese character version which aims at
enhancing the accessibility of the Commission’s website to
Chinese communities.
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The EOC conducted a review in January 2022 to assess
the performance of the revamped site. Overall the number
of new users, engaged sessions and event counts all went
up significantly. There were more people visiting the EOC
website, especially those making use of mobile devices and
tablets, and they interacted with the content more actively.
Furthermore, the EOC website enjoyed better search engine
optimisation, with the pages appearing more frequently in
Google search results.

As at end-March 2022, the EOC website recorded 1 819 152
users and 51 428 973 hit rate.

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 2021-22, the EOC
achieved all of the service standards in its performance
pledge. The details are shown in the following table.

AR % 3 rE 2 AR EAR

Achieved all service standards
in performance pledge
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EOC's Performance Pledge in 2021-22

AR5 2 IR R B R BERRR
Service
standard Performance target Actual performance
(EEMBEIL) (B7tE) (HAB)
(% Meeting standard) (Percentage) (Number)
& Enquiry
ERLAREARBEEFER BEs 178 95% 100% 428 Total | 6863
Answer telephone enquiries Immediately #1Z Met : 6863
during office hours T EHZ Not met 0
ERBGREEEANAL 307 $EN 95% 100% @8 Total : 100
Interview a walk-in enquirer ~ Within 30 Z#1Z Met: 100
at EOC office minutes EZZ Not met : 0
EEEENEEES 14ETIERA 95% 100% @8 Total ;866
Reply to written enquiries Within 14 #1Z Met . 866
on complex issues working days T EHZ Not met 0
#&F Complaint
HEERFRBRIRTE A ZVERA 100% 100% #a2K Total 1 1004
Initiate action on a written Within 3 Z#1Z Met : 1004
complaint working days NEZZ Not met : 0
RENZHE BEREERYE SEIEXRA 95% 100% B Total : 2
RIFHAL Within 5 ZIZ Met 2
Interview a prospective working days TEE Not met 0
complainant asking for
an appointment
EREEBRFER 6fE A A 5% 87% 42Z Total : 989
Conclude a complaint case Within 6 #1Z Met: 863
months TZZ Not met: 126
&1 B Legal assistance
EHEERHNBRFLEESR 3EANR 85% 100% M Total : 17
EE Within 3 ZIE Met: 17
Make a decision and months TEZ Not met 0

inform an applicant of
the outcome of application
for legal assistance
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Performance target Actual performance
(ZEMNBEDL) (A7) (®AB)

(% Meeting standard) (Percentage) (Number)

AR E KR EHE Public education and promotion

ZHERTERERER EE 95% 100% g Total : 397
S5 fB1 B9 8 B Within 6 #1Z Met: 397

Meet requests for talks on weeks T EHZ Not met 0
equal opportunity issues
and legislation

EETRABEFR 3ETIERA 95% 100% B Total . 46
BEAXZNTEHETY Within 3 EIZ Met: 46

Meet requests by mail or working days NEZ Not met : 0
fax for EOC publications

EEZHERIFHER 58 T{ERA 95% TiE H #BE Total : =

Meet requests for Within 5 N/A EIE Met =
guided group visits working days TEE Not met -

ERFTERBTHNRE 1218 AR 6018 100% % Total: 60

Convene major promotional  Within 12 60 activities ZIZ Met: 60
events months ELZ Not met 0

HYBETIRBERT mE 80% 99.7% #E Total : 7155
WENSmE Satisfactory 1Z Met : 7136

Participants satisfied with
the training services
provided by the EOC

TERZ Notmet . 19

BN EBE

FHRENFAREETRAR 2RF
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HeEXTRIMBERTETRBHERES
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Stakeholder Engagement

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