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Our Chinese home page is available also

http://www.info.gov.hk/ct/

CUSTOMERS’ NEEDS

The Registry always values the comments received about its
services and tries to ascertain the needs of the customers
through various means. Regular visits are paid to the Registry's
major customers to collect opinions. Comments on and
clarification of existing services, proposed activities and new
policies are exchanged with members of the Companies
Registry Customer Liaison Group (CRCLG) which comprises
representatives of the Hong Kong Institute of Company
Secretaries, the Hong Kong Association of Banks, the Law
Society of Hong Kong and the Hong Kong Society of
Accountants, and some principal customers. Four meetings
of the CRCLG were held in 1998-99.

The annual independent customer survey, which was
conducted in May 1998, also helped to identify some areas
that needed improvement. Together with staff's other
initiatives, the following improvements have been
implemented during the year —

e a computer terminal screen-print service has been
introduced for information retrieved during company name
and document index search;

e the procedures for processing applications under section
21 of the Companies Ordinance have been streamlined
and simplified so that the processing time required for such
applications has been much shortened;

e in order to maintain a complete record of company names
in the Registry's computer system, a special exercise was
conducted to trace the pre - 1988 old and dissolved
company names (about 60,000) which were not included
in the current computer system when it was implemented
several years ago. Over 95% of the cases have already
been converted and released for use during 1998-99; and

° aplan to expand the database further to include liquidators'

particulars in respect of companies in liquidation.

COMMUNICATION CHANNELS

With a view to improving communications with its customers,
the Registry launched the Chinese version of its home page
on the Internet in July 1998. The Registry's home page is
used frequently by customers to obtain updated information
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The new enquiry hotline
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Answering enquiries in the Small &
Medium Enterprises Exhibition
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and download the specified forms. The number of viewers
has now grown to an average of about 3,500 per month.

In order to provide a better telephone enquiry service, the
Registry installed an interactive Companies Registry Enquiry
Hotline in November 1998. This is an automated telephone
enquiry system which provides a 24 hours service to the public.
Callers may choose to listen to the pre-recorded messages
concerning various kinds of services, application procedures
and general information about the Registry in three
different languages, namely Cantonese, English and
Putonghua. They may also request certain information
by fax or choose to speak to the operators during office
hours. Since implementation, a monthly average of
2,500 calls and 380 fax requests have been received.
Special messages will be added by the Registry to draw
the attention of customers to
new arrangements and

policies.

The Registry now has 14
information pamphlets
covering various services
such as company formation,
filing requirements,
company search facilities,
etc. Two of these pamphlets
regarding the purchase of
specified forms and the new
enquiry hotline were added
during 1998-99. In addition,
the Registry has also further
improved the contents of existing pamphlets wherever
appropriate. The pamphlets are regarded as a useful means
of helping our customers understand the services that are
available to them.

FEERARENERMEF
Customer making use of our
information pamphlets

In October 1998, the Registry produced a 10-minute
promotional video introducing the department's organizational
structure, operations, services provided and development plan.
Those customers and visitors to the Registry who need to have
an overall understanding of the department within a short
period of time will be shown the video.

The Registry participated in the Small and Medium Enterprises
Exhibition in February 1999. The exhibition aimed to promote
the services and facilities provided to those enterprises by
various government departments, support organizations,
higher education institutions, and industrial and trade
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Visit by some of the overseas speakers and
participants in the International Company
Secretaries Conference on Corporate
Governance
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organizations. Apart from replying to counter enquiries about
the Registry's services and giving demonstrations regarding
the search of company names and document indices on the
Internet and the search of operational information in the
Registry's website, over 1,800 information pamphlets and
forms were distributed to visitors.

Frequent visits from local institutions were also organized by
the Registry throughout the past year. The ideas and
experiences exchanged during these visits are very useful in
improving our services and enhancing mutual understanding.

INTERNATIONAL LIAISON

Apart from receiving local visits, regular contacts with other
jurisdictions are also maintained. This enables the Registry to
objectively assess its standards and performance, and share
experiences regarding the provision and development of
services in other countries.

During the year, the Registry was visited by 11 groups of visitors
from outside Hong Kong, including one government
department and four professional institutions from the
Mainland, and six government departments from foreign
countries, namely the USA, New Zealand, Thailand, Japan,
Samoa and South Africa.

In February 1999, the Registry's Strategic Change Plan Study
Team visited Companies House in the United Kingdom in order
to obtain a better understanding of its operations and the latest
developments in electronic filing to assist in the drafting of
the department's Strategic Change Plan.

In November 1998, in cooperation with the
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Companies Registry and the Institute of Chartered
Secretaries & Administrators, the Hong Kong
Institute of Company Secretaries organized the
International Company Secretaries Conference
on Corporate Governance in Hong Kong. The
key note and plenary session speakers came from
all round the world and are leading figures in
the field of corporate governance in their
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Visit by participants in a training programme

capacities as academics, businessmen,
practitioners and regulators. Overall, the
Conference was a notable success in terms of

SALTHARR organized by the PRC State Council's Office of Hong ~ organization, professional content and public
T ELH o Kong and Macao Affairs Research Institute relations. The stall managed by the Registry

aroused a general interest in our services.






