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Corporate Governance
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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.

96 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.

=AY, Revamp of the EOC Website

THe@UEERARERNEREE  Given the importance of the EOC website as a channel for
& FF#ER2020-21FE£E  communicating with the public, the EOC embarked on a major
B R WEREREZ - BiEckE revamp of the website in 2020-21. The scope of the revamp
ML AETE K RET RS E - included enhancing the architecture and design of the website,
AR R e T N e E AR5t o introducing simplified Chinese webpages, as well as adding
TEHRFT L R 2021-22F F N4 ¥ mobile and responsive web designs, among other works. It is
HRLAE - expected that the revamped website will be ready by the latter
half of 2021-22.



R % A& Performance Pledge

FHeHlE T —ENCERREGTE  The EOC has in place a set of service standards, which are
HIRRFGIZE®E - AT M 810IRFE/K  expressed generally in terms of responding times, to measure
oo @ PA2020-21FEEHREE  and quantify its performance. In 2020-21, the EOC achieved all of
YR EGEE  MASHEEEAR  the service standards in its performance pledge and excelled in
HERR - FFEHNTE - most of the targets. The details are shown in the following table.

AR 3% H(GE 2 3B IZ IR

Achieved all service standards
in performance pledge
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T2 A2020-21FE EH  EOC’s Performance Pledge in 2020-21
PR 7% A 5%

RFFEE
Service
standard

IRFERBEBE BRRE

Performance target Actual performance

(ERMED) (BoL) (%8)
(% Meeting standard) (Percentage) (Number)

#:8 Enquiry

ERARMALEEEENR B 61 78 95% 100% 42 Total : 4 839
Answer telephone enquiries | Immediately Z1Z Met : 4 839
during office hours TER Notmet: 0
ERERIEREANAL 307 &R 95% 100% % Total : 64
Interview a walk-in enquirer Within 30 EIE Met: 64
at EOC office minutes FEZE Notmet: 0
CEEENERSH 14ETERR 95% 100% #82) Total : 2234
Reply to written enquiries Within 14 E1Z Met : 2234
on complex issues working days REZ Notmet: 0O
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RFSEEE
Service
standard

RREBE

Performance target

HERRS

Actual performance

(EEMBEI) (BAL) (#8)
(% Meeting standard) (Percentage) (Number)
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#%sF Complaint

HEMEFFIBFETTED
Initiate action on a written
complaint

IR ZEE  HERERRD
RFBAL

Interview a prospective
complainant asking for
an appointment

TERKBRIB IR FF 2=
Conclude a complaint case

SIETHERA
Within 3
working days

SfETERA
Within 5
working days

6fE AR
Within 6
months

100%

95%

75%

100%

100%

84%

48 Total = 901
ZEfE Met : 901
TEZ Notmet: 0

42 Total 2
E1Z Met
TZEFZE Not met :

[@ RN\

@8 Total : 912
ZERZ Met : 769
T#Z1Z Not met : 143

%1218} Legal assistance

FHER BN RF L @ E
B

Make a decision and
inform an applicant of the
outcome of application
for legal assistance

3EAR
Within 3
months

85%

100%

% Total 14
ZIZ Met 14
TEZE Notmet: 0




RF5EE
Service
standard

IRFSRIRE R HR=E

Performance target Actual performance

(EEMNBEDHL) (BoLL) (%8)
(% Meeting standard) (Percentage) (Number)

A B E R E{& Public education and promotion

LHERATEREREN 6IEZHA 95% 100% @% Total : 277
SEPIHY A e Within 6 weeks Z1Z Met = 277
Meet requests for talks TEZ Notmet : 0
on equal opportunity
issues and legislation
BEMRNBTFNEES | MEIERA 95% 100% 4% Total : 53
A=A e Ty Within 3 ZiZ Met : 53
Meet requests by mail or | working days TNERR Notmet : 0
fax for EOC publications 99
B 2B R EK S{ET{ERA 95% NEA g Total : -
Meet requests for guided Within 5 EIE Met -
group visits working days TERR Notmet : -
BT EHEIREBHRK 128 AR 8518 100% g Total © 99
Convene major Within 12 80 activities EIE Met: 99
promotional events months TEFE Notmet: 0
HE e IIREERT~m ip= 80% 99.8% #agr Total : 3 698
ZH2NE Satisfactory E1E Met : 3 692
Participants satisfied with TEZ Notmet: 6
the training services
provided by the EOC
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Restructuring of Management Structure

With due regard to the findings and recommendations in the
report on the EOC’s Governance, Management Structure
and Complaint-handling Process (Process Review Report)
released in December 2019, which recommended that the EOC
should adopt a victim-centric approach as an integral part of
its corporate culture, the EOC reorganised its management
structure in May 2020, having secured the necessary funding
from the Government.

Under the restructuring, the two enforcement divisions —
Complaint Services Division and Legal Service Division — were
placed under the overall command of an Executive Director (at D2
level). As for the other administrative and operational divisions i.e.
the Policy, Research and Training Division, the Corporate Planning
and Services Division, the Corporate Communications Division,
the Ethnic Minorities Unit, as well as the newly established
Anti-Sexual Harassment Unit, they were placed under another
Executive Director, also at D2 level.

The organisational change is inductive to achieving greater
synergy and closer collaboration between the two enforcement
divisions. Since the Chief Operations Officer post at D3 level was
taken out of the new management structure, the total number of
directorate posts (comparable to those in the civil service) in the
EOC remained at five (including the Chairperson).

In addition, the EOC created two Chief Equal Opportunities Officer
posts to supervise the Policy, Research and Training Division
and the Legal Service Division respectively. These newly created
posts were pivotal to divisional management and conducive to the
overall succession planning of the EOC. Together with the newly
established ASHU, the new structure strengthened the capacity
of the EOC in delivering its statutory roles and duties.
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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 EOC staff 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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