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Briefing to Registry’s staff on Customer Service Excellence

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 launch of the e-Search

Services marked a new chapter in the department’s provision of

efficient, high quality and cost-effective services to 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 CRCLG, 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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Companies Registry Customer Satisfaction Survey 2004
Level of Overall Customer Satisfaction

�� !"#$%&
Members of the Customer Liaison Group

To gauge customers’ expectations and identify areas for further

improvement, we appoint an independent agent to conduct a

customer survey on an annual basis.  The results of the survey

conducted in May 2004 are shown in the chart below.
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Improvements to Services
During 2004-05, we achieved the following service

improvements: ––

● With the launch of the e-Search Services, customers around

the world can enjoy online access to current data of registered

companies and over 80 million pages of image records of

documents registered and kept by the Registrar of Companies

over the internet anytime, anywhere.

● Free searches including Company Name Search, Document

Indices Searches and Register of Charges Searches are offered

under the new e-Search Services.

● Information on all documents lodged with the Registry and

pending registration have been included in the Document

Index for public search.

● Electronic payment methods, i.e. VISA/MasterCard, PPS and

JETCO for online searchers and Octopus and EPS for onsite

searchers have been introduced to suit different customers’

needs.

● A Help Desk Support Service is available round-the-clock to

assist customers in using the e-Search Services.

● The time span in which documents are registered and made

available for public search has been significantly shortened

from 16 to 8 working days.

● The shroff and onsite search hours have been extended

(including lunch hours) to provide a better service.

● The Public Search Centre has been refurbished to facilitate

the provision of electronic search services and provide

customers with a better service environment.

● Acknowledgement slips in respect of submission of no-fee

documents are generated by ICRIS and issued for the records

of customers.
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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 2004-05, a total of 442,434 viewers visited our website,

an increase of 18% compared to 2003-04.  Customers can

download, from our website, 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 our website.  In

this respect, three new thematic sections, namely “Customer

Suggestions”, “Customer Satisfaction Survey” and “Electronic

Search Services under ICRIS” have been added during the year.

The Companies Registry Enquiry Hotline (852) (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 70,585, averaging 5,882 per month.

The Registry has 18 information pamphlets covering various topics

such as company formation, filing requirements and company

search.  The pamphlets have proved to be very useful in helping

customers to understand our services and their statutory

obligations.  We will continue to update the pamphlets whenever

appropriate.

� �  ! " # $ % & ' # (�� �  

ÜííéWLLïïïKáåÑçKÖçîKÜâLÅêL��� !"#$%

�� !"#$%&'()*+,-../

�� !"#$%&'()*+,-.

QQOIQPQ�� !"##$%#&'()*

NUB�� !"#$%&'()*+,-.

���� !"#$%&' !()*+,-

�� !"#$%&'��� !"#$%&

�� !"#$%&'()*+,-./!

�� !"#$%&'(�� !"#���

�� !"#$%��� !"#$%&'

�� !"#$%&�� !"

�� !"#$%&'(�URO��OOPQ=VVPP�

�� !"#$%&'()*+,-./0

�� !"#$%&�'() TMIRUR�� 

�� !" RIUUO��

�� !" NU�� !"#$%&'()*

�� !"#$%&'()*+,-./0

�� !"#$%&'()*+,-./0

�� !"#$%&'()*"+,-./

�� !"#$%&'()*+,-./0

�� !"#



36 � �  ! "

�� !""#$�� !"#$ OMMQ��� !"#
The Registrar of Companies giving a presentation at the Corporate Governance Conference 2004

In October 2004, the Registrar of Companies gave a presentation

on “The Government’s role in enhancing corporate responsibility”

at the Ethical Corporation Asia Conference held in Hong Kong

and on the “Companies Registry’s role in ensuring good

governance” at the Corporate Governance Conference 2004

organised by the Hong Kong Institute of Company Secretaries.

During the year, representatives of the Registry gave talks to the

Dongguan Private Enterprise Investment Study Mission on

“Procedures of setting up a company in Hong Kong”, staff

members of the Buildings Department on “Hong Kong Company

Law & Prosecutions”, and the Commercial Crime Bureau, Hong

Kong Police on  “Companies Registration”.
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Participating in the World SME Expo

To showcase our latest development and services, we participated

in the World Small and Medium-sized Enterprises Expo, organised

by the Hong Kong Trade Development Council in November

2004.  The Registry has participated in similar exhibitions since

1999 to introduce its services to interested parties from different

parts of the world.

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.
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Marketing Conference
to launch the
Companies Registry
Electronic Search
Services

To promote the e-Search Services, a Marketing Conference was

held on 31 January 2005 to brief our customers on the new

services.
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The Registrar of Companies giving a speech at the Companies Registry Electronic Search Services
Launch Reception

The Companies Registry Electronic Search Services Launch

Reception, which was held on 8 April 2005, gave us an excellent

opportunity to network with our customers and obtain their

feedback on the new services and exchange views on our future

development.  The launching ceremony was officiated by the

Secretary for Financial Services and the Treasury.
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The Secretary for Financial Services, the Registrar of Companies and the Managing Director of
Hewlett-Packard HKSAR Ltd. marking the launch of the Companies Registry Electronic Search Services
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The Secretary for Financial Services and the Treasury attending the Companies Registry Electronic Search
Services Launch Reception
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The Registry receiving an ‘Honourable Mention’
in the 2004 HKMA Best Annual Reports Awards

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

development, and we attach great importance to the quality of

our reporting.  We are very pleased that our efforts in this area

have been recognised by the Hong Kong Management Association

(HKMA).  Our 2002-03 Annual Report received an ‘Honourable

Mention’ in the 2004 HKMA Best Annual Reports Awards.  This

was the third time that we have received this award.
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