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Accountability and Transparency

As a statutory body using public funds, the EOC is aware of the
importance of upholding accountability and transparency in its
daily operation. Besides adhering to stringent corporate guidelines
and regulations, the EOC maintains regular communication with
stakeholders, keeping them and the general public informed
about its latest work through different channels and mediums,
such as media briefings, the EOC website, social media pages, and
publications such as the EOC journal Equality Perspectives and
the e-news. Further transparency measures include presenting
the EOC’s annual work plan to the Legislative Council Panel on
Constitutional Affairs, and posting minutes of the EOC Board
meetings, as well as the attendance records of EOC Board and
Committee meetings, on the EOC website.

Financial Control

The EOC has all along exercised great care and diligence in managing
its finances, with stringent internal control system, appropriate
reporting mechanisms, and proper procedures and processes in
place. These checks and balances ensure that the EOC expends its
resources in an efficient and value-for-money manner.

Performance Pledge

The EOC has in place a set of standards, which are expressed
generally in terms of responding times, to measure and quantify
its performance. In 2018/19, the EOC achieved all the major
standards in its performance pledge, excelling in most of the
targets. The details are shown in the following table.
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THEN2018/19FE AR EOC's Performance Pledge in 2018/19

A
RIFRTEE BRI
Performance target Actual performance
RIFEE (GEEMNESL)
Service (% Meeting (ESEL) (#8)
standard standard) (Percentage) (Number)
=
Enquiry
ERAREARBEEEN EIES 95% 100% RE 6,046
Answer telephone enquiries Immediately Total:
during office hours N
A ! EX 6,046
Met:
RERK 0
Not met:
ERIMEREANAL 309 8ER 95% 100% wmeEy 140
Interview a walk-in enquirer at Within 30 Total:
EOC office minutes -
EX 140
Met:
REMK : 0
Not met:
EEEHNERENR 14E TER A 95% 100% wmey 521
Reply to written enquiries on Within 14 Total:
complex issues king d .
p working days R =i
Met:
RIEK : 0
Not met:
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Complaint
HEERFELNLEE

Initiate action on a written
complaint

RIEHLRE  ERBERRY
BRI AL

Interview a prospective
complainant asking for an
appointment

Y ARSI FES
Conclude a complaint case

L2 Bh

Legal assistance

bz e Rl AT
A

Make a decision and inform

an applicant of the outcome

of application for legal
assistance

RIFEE
Service
standard

AT ERA
Within 3
working days

SETERA
Within 5
working days

61E A A
Within 6
months

3E A A
Within 3
months
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RFEFRIREE
Performance
target

(ZEEMNERLL)
(% Meeting
standard)

100%

95%

75%

85%
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BRI
Actual performance
(ESEL) (8H)
(Percentage) (Number)
100% wE 1,059
Total:
EK 1,059
Met:
RERK 0
Not met:
100% ey 7
Total:
K 7
Met:
REMK : 0
Not met:
81% wE 941
Total:
EX 758
Met:
RIERK : 183
Not met:
100% BER 45
Total:
ERK - 45
Met:
RIEK : 0
Not met:
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RBRFEBE
Performance BRI
target Actual performance
RIFEE (GEEMESEL)
Service (% Meeting (EEL) (#H)
standard standard) (Percentage) (Number)
ABYERER
Public education and promotion
ZHRBFEHE SOEMIR EEY 95% 100% e 411
A Within 6 Total:
Meet requests for talks on months e
equal opportunity issues and LB—? : 411
legislation Met:
RNEK : 0
Not met:
BRETRABTHERETN | 3EILERA 95% 100% B 139
RECTHEE T Within 3 Total:
Meet requests by mail or fax | working days SR
for EOC publications P - 139
Met:
REERK 0
Not met:
(o] & [ 88 R 5h 2 3K SETERA 95% 100% B 10
Meet requests for guided Within 5 Total:
roup Visits orking days —_—
oo Horng gy R 10
Met:
RIEMK 0
Not met:
BREIREEED 12{8 A A 80TH & & 100% R 114*
Convene major promotional Within 12 80 activities Total:
events months e
EX 114*
Met:
REERK 0
Not met:
20E H e 2R e il s 80% 99.6% B 10,621
RIS REERE Satisfactory Total:
Participants satisfied with the e
training services provided by %EZ ‘ 10,574
the EOC Met:
RIEMX 47
Not met:

*3T: 2018F4A1HE 201963 A3 BRI ERESHE A4
*Note: The actual number of activities convened from 1 April 2018 to 31 March 2019 is 114.
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Enhancement to Services

Telephone Recording System

In May 2018, the EOC introduced an automated telephone
recording system for frontline staff members who handle public
enquiries and complaints made through telephone calls. The
main purposes of the system were to enhance service quality,
protect both external parties and EOC staff from unwelcomed,
harassing, threatening or obscene words or language in calls,
and enable the EOC to deal with disputes or complaints from
external parties against the EOC and/or its staff in a fair and
effective manner.

The EOC developed two sets of policy and procedures for the
EOC staff members and service users respectively, with reference
to the Personal Data (Privacy) Ordinance, relevant Codes of
Practice, Guidelines and Guidance Notes issued by the Office
of the Privacy Commissioner for Personal Data and advice from
the Office. Relevant Questions-and-Answers (Q&A) were also
developed for staff's reference.

A review of the telephone recording (“review"”) was conducted
in November 2018 to gather applicable staff's feedback by way
of focus group discussions. The purpose of the review was to
further improve the policy and procedures and the operation of
the telephone recording system. Overall, the implementation of
the telephone recording received positive feedback:

e No service users raised objection to the automated recording of
their telephone conversations with the EOC staff nor sought to
communicate over the telephone without recording;

e  Staff members did not raise particular concerns about the
telephone recording;

e The telephone recording did not affect the daily work processes of
the staff members concerned; and

e The policy and procedures including the associated Q&A were
found effective and sufficient.
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As at 31 January 2019, a total of five records were retrieved,
arising from three service users’ complaints against the EOC
staff. After listening to the recording, all the allegations made by
the service users concerned were found unsubstantiated.

In response to applicable staff's feedback and suggestions as
gathered in the focus group discussions, the EOC made various
improvements, such as providing system support to the staff
members concerned and adding an option for service users to
skip listening to the pre-recorded message about the purpose of
telephone recording if they already listened to the information in
their previous calls to the EOC.

Guide on Providing Assistance to Service Users
who have Difficulties in Writing and/or Reading
Written Information when Communicating with
the EOC

Besides the telephone recording system, the EOC also introduced
a "“Guide on providing assistance to service users who have
difficulties in writing and/or reading written information when
communicating with the EOC” in 2018/19. This guide aims to
provide broad principles and key steps for staff members when
assisting service users who have difficulties in writing and/or
reading written information, with a view to offering better and
more effective services for the public.

Process Review

The EOC embarked on a review of its governance, management
structure and complaint-handling process in the latter half of
2017, with a view to examining and enhancing the effectiveness of
the EOC’s services. The review was supervised and conducted by a
three-member Review Panel consisting of current EOC Member
Mr Mohan DATWANI and former EOC Members Dr Maggie KOONG
and Dr Trisha LEAHY. The Review Panel also prepared the report.
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To ensure a well-rounded assessment with due regard to different
perspectives, the EOC invited former High Court judge Prof
Anselmo REYES to conduct an additional, independent review
and compile a report on a pro bono basis. The review exercise
was completed in February 2019, and the Review Panel Report,
to which Professor Reyes’ report was attached as an annex, was
endorsed by the EOC Board in the same month. The Review Panel
Report is expected to be published in the fourth quarter of 2019.

Meanwhile, the EOC put in place various enhancement measures
to the complaint-handling process, even during the review.

Stakeholder Engagement

The EOC continued to engage and build rapport with community
groups, the academia and NGOs during the year. The Chairperson
and EOC staff had meetings with different community groups
and NGOs to exchange views and hear their suggestions on equal
opportunities issues, and attended several community events
and functions. Dialogue and exchange were also maintained
with the consular communities, and Mainland and international
organisations and officials.
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