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Members of the Customer Liaison Group

Customers’ Needs

With customers’ needs in mind, the Registry continuously reviews
its services and facilities to enhance efficiency and quality. We
have been implementing the Strategic Change Plan (SCP) to fully
re-engineer and computerise our operations in order to meet the
changing needs of our customers. The department values all
customers’ feedback, be they compliments or complaints. We
have well-established channels to collect views and opinion from
different customer groups with a view to improving the quality
and scope of services offered to them. We also pay regular visits
to our major customers. The Companies Registry Customer Liaison
Group (CRCLG), which was established in 1991, comprises
representatives of the Law Society of Hong Kong, the Hong Kong
Institute of Certified Public Accountants, the Hong Kong Institute
of Company Secretaries and the Hong Kong Association of Banks,
and some principal customers. The Group, which met four times
during the year, is a useful vehicle for exchanging ideas and views
on the department’s existing and proposed activities.
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ATHEEPHNBE  IREFEE-—DINX To gauge customers’ expectations and identify areas for further
ENT  AEEXBUBBIFET R improvement, we appoint an independent agent to conduct a
EFRERAE - —ZEZ=FHANAELER customer survey on an annual basis. The results of the survey

HRTHE -

conducted in May 2003 are shown in the chart below.
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Companies Registry Customer Satisfaction Survey 2003
Level of Overall Customer Satisfaction
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REN S Improvements to Services

H-ZZZZZNEE FARERTIRE During 2003-04, we achieved the following service

NERBER - — improvements: —

o WMEAMARNENEBNEERERHH e The standard time for changing the company names of local
IBEIEXRERZSB/MIMER o companies was shortened from 9 to 8 working days.

o HREHEHEBEIMADRNEMEA e The percentage of meeting the standard time for processing
EAE EIEERERBNESXH 5% applications for deregistration of solvent private companies

2% 96% o

was increased from 95% to 96%.

o HHBARRERERFEZANIIEH e 25 new specified forms for filing information were introduced
"AE o WIEFT 25 RBBEMIBHARE - and 25 existing specified forms were revised.
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Communication Channels
The Registry’s homepage (http://www.info.gov.hk/cr/) provides a

very effective communication channel with our customers. During
2003-04, a total of 375,717 viewers visited our homepage and
the average number of viewers is now about 31,310 per month,
an increase of 42% compared to 2002-03. Customers can
download, from our homepage, specified forms, publications such
as the Companies Registry Annual Report, Reports and
Consultation Papers of the Standing Committee on Company Law
Reform, and external circulars issued by the department. We
regularly update and enhance the contents of the homepage.
Two new thematic sections, namely “Ordinances Administered”
and “Related Sites” and the statistics on the summonses issued
have been added to our homepage since June and October 2003
respectively.

The Companies Registry Enquiry Hotline (2234 9933) provides an
around-the-clock service on enquiries concerning services provided
by the Registry. During the year, the number of calls received
was 72,319, averaging 6,027 per month.

The Registry has 20 information pamphlets covering various topics
such as company formation, filing requirements and company
search facilities. We will continue to update the contents of the
pamphlets whenever appropriate. The pamphlets have proved
to be very useful in helping the customers to understand our
services and their statutory obligations.
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Participating in the SME Market Day

In February 2004, the Registrar of Companies gave a presentation
on Company Law and Corporate Governance Reform in Hong
Kong at the meeting of the British Chamber of Commerce Business
Environment Group. During the year, representatives of the
Registry gave talks to members of professional bodies such as the
Hong Kong Institute of Company Secretaries, the Law Society of
Hong Kong, the Hong Kong Association of Banks and the Society
of Chinese Accountants and Auditors on the Companies
(Amendment) Ordinance 2003.

To showcase our latest development and services, we participated
in the SME Market Day — a Market Day for small and medium-
sized enterprises (SMEs) in June 2003, and the CEPA SME Expo
in December 2003, which aimed at helping Hong Kong SMEs
capture the opportunities presented by the Mainland and Hong
Kong Closer Economic Partnership Arrangement for exploring the
Mainland market. Both events were organised by the Hong Kong
Trade Development Council.

o.gav.hﬁ_.’ er/
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FR - AERBFEFIFNRBEE - BL Frequent visits from local institutions were also organised by the
KETEGTHBEAERREANER B Registry during the year. The ideas and experiences exchanged
RERERBRITERLNTHE  FEEMH - during these visits were very useful for improving our services
and enhancing mutual understanding.
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