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Customers’ Needs

We are committed to providing our customers with efficient
and cost-effective services. The Registry always values the
comments received about its services and tries to ascertain
the needs of the department’s customers. We pay regular
visits to our major customers to collect views and opinions.
Regular contact with our customers is also achieved through
the Companies Registry Customer Liaison Group 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. The Group met
four times during the year and is a useful vehicle for exchanging
ideas and views on the Registry’s existing and proposed
activities. In May 2001, we conducted an annual independent

customer survey to identify areas for further improvement.

During 2001-02, we achieved the following service

improvements: —

¢ The standard time for registration of new oversea companies
was shortened from 29 working days to 25 working days.

e The standard time for deregistration of companies (issue of
approval letter) was shortened from 7 working days to 5
working days.

e The standard time for registration of general documents for
local and oversea companies (including updating the
Registry’s database) was shortened from 9 working days to
8 working days.

¢ The Interactive Voice Response System has been enhanced
to entertain more calls and fax requests.

* New enhanced features were added to the Companies
Registry On-line Public Search System including a new
service for delivering microfiches to customers through
couriers.

e The contents of all the prevailing Companies Registry
External Circulars have been made available for downloading
from the Registry’s website.

e The shroff and search hours have been extended to provide

better service.
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Communication Channels

The Registry’s homepage on the Internet provides a very
effective communication channel with our customers. The
number of viewers has now grown to an average of about
14,600 per month. We regularly update and enhance the
contents of the homepage, and add special messages from
time to time to draw the attention of customers to new
arrangements and policies. In addition, customers can
download, from our homepage, specified forms and all external

circulars issued by the Companies Registry.

The Companies Registry Enquiry Hotline (2234 9933) provides
With the

enhancement to the hotline in April 2001, the number of calls

an around-the-clock service to the public.

received has increased by about 8% during the year, averaging

some 7,200 per month.
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Information pamphlets on the Registry’s services
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COMMITMENT TO CUSTOMERS

The Registry now has 15 information pamphlets covering
various topics such as company formation, filing requirements
and company search facilities. We will continue to update the
contents of pamphlets wherever appropriate. The pamphlets
have proved to be very useful in helping our customers to

understand the services that are available to them.

The Registry revised its promotional video in November 2001
to include the most up-to-date information including the
corporate governance review and strategic change plan. The
video also introduces viewers to the organisational structure,

services and latest development of the department.
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Participating in the SME Market Day 2001 organised by the Hong Kong Trade Development Council
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The Registry was awarded a Merit Award by the Civil Service
Bureau in the Customer Service Excellence Award 2001-02
competition in which 28 departments took part. The Award
was to promote a customer-oriented service culture in the civil
service and to give recognition to the efforts of bureaux/
departments in promoting their culture and enhancing their
services to members of the public. On 1-3 and 5 February 2002,
the Registry set up a booth at the Exhibition Gallery of Hong
Kong Central Library
to display its
achievements on

customer service.
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Winning the Merit Award in the competition for the Customer Service Excellence Award 2001-02

The Registry participated in the Serving the Community Festival
2002 by organising a quiz to promote public interest in its
services. The Serving the Community Festival was a fortnight-
programme organised by the Government to showcase the wide
range of good quality services that Government provides, and
to highlight the importance the civil service attaches to

delivering excellent customer service to the community.

During the year, representatives of the Companies Registry
gave talks on registration of oversea companies and
incorporation of local companies at briefing sessions organised
by Invest Hong Kong and the Commerce and Industry Bureau
for a Mainland Private Enterprise Delegation, and by the Hong

Kong Economic and Trade Office in Guangdong respectively.
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Frequent visits from local institutions were also organised by
the Registry during the year. The ideas and experiences
exchanged during these visits were very useful for improving

our services and enhancing mutual understanding.

The Registry values communications with our customers and
all persons who are interested to learn about the department’s
activities. Our Annual Report aims to present a succinct and
comprehensive assessment of the Registry’s position and
future developments, and we attach great importance to the
quality of our reporting. We are very pleased that our efforts
in this area were recognised; our 1999-2000 Annual Report
received an ‘Honourable Mention’ in the 2001 Hong Kong

Management Association Best Annual Reports Awards.
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This is to certify that
the above organization has been awarded
Honourable Mention  of the

Best Annual Reports Awards 2001

organized by
The Hong Kong Management Association
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Receiving an ‘Honourable Mention’ in the 2001

Hong Kong Management Association Best Annual Reports Awards




