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Customers’ Needs

The implementation of the SCP has fully re-engineered and
computerised the Registry’s operations and brought significant
improvements in filing, processing, storing and disseminating
information and enabled the Registry to provide efficient, high
quality and cost-effective services to customers. The Registry will
continuously review its services and facilities in order to enhance
efficiency and quality and meet the changing needs of customers.
We value customers’ feedback, be they compliments or
complaints. We have well-established channels to collect views,
ideas and opinions from different customer groups to facilitate
business process review and consideration of service improvement
initiatives. We maintain regular contacts and pay courtesy visits

to our major customers.
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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 Chartered Secretaries
and the Hong Kong Association of Banks, and some principal
customers. The CRCLG, which met four times during the past
year, is a useful vehicle for exchanging ideas and views on the
department’s existing and proposed activities.

To gauge customers’ expectations and identify areas for further
improvement, we also appoint an independent agent to conduct
a customer survey on an annual basis. The results of the survey
conducted in June 2005 are shown in the chart below.
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Companies Registry Customer Satisfaction Survey 2005
Level of Overall Customer Satisfaction
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Improvements to Services

During 2005-06, we achieved the following service
improvements:—
¢ The standard time for registering new oversea companies has
been shortened from 22 to 18 working days.
¢ The target of meeting the standard time for submission of
documents (queuing time only) and supply of hard copies of
search result at the Public Search Centre have been increased
from 80% to 90% and 85% to 90% respectively.

¢ The Registry’s website has been completely revamped to make
it more informative and user friendly.
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e A new electronic news subscription service has been
introduced on the Registry’s revamped website. Customers
can obtain first hand information on the Companies Registry’s
new services or legislative changes by subscribing to the
electronic news service.

¢ Aset of filing tips and frequently asked questions and answers
on the Registry’s main services have been posted on the
website for the easy reference of customers.
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o NEIFEMEEFEBAAFIEIES M ¢ The Registry’s enquiry hotlines relating to general enquiries,
B - AR R & XA R A F] registration of documents for local companies and company
EMHTHEAER - THE XA 1823 K searches are now handled by the 1823 Citizen’s Easy Link.
FERREOABRE - (R THEEERAD This hotline service is available to customers during normal
REATFIEHIRBEIN ZBRER office hours and extended until 10 p.m. on Monday to
B—ZRNELERRGEBR 1+ - Saturday.

AEEABEEBERERN TR F The Registry was awarded the Second Runner-up of the Service
NI EEE RIS EEN G 8 | S E R Enhancement Award (Small Department) in the “Civil Service
2 (/NERPIMER) FF - xRNSR R Outstanding Service Award 2005" competition organised by the

B - EHEABEURRRNEE R X Civil Service Bureau. The aims of this award scheme are to promote
£ RIBEPIRHE B THE S ER A a culture of quality service and customer-oriented approach in
BRBAEAKE - ARBEIEFIRES the civil service, to recognise the efforts and achievements of
I rEscE AT REHORE - —2ZTH departments in the pursuit of service excellence and to motivate
FHERBITEIR BRI - HAF 45 EFRFT departments and their staff to pursue continuous improvement
IEARERR 130 IHIER © in the delivery of public service. This year, the award attracted

over 130 entries from 45 departments.
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Communication Channels

The Registry’s website (www.cr.gov.hk), available in traditional
Chinese, Simplified Chinese and English versions, provides a very
effective communication channel with our customers. In 2005-
06, there were 814,874 visits to our website, a significant increase
of 84% compared to 2004-05. 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 November 2005, we
launched the revamped website to provide a common look and
navigation features with other websites of the Government.
Furthermore, five new thematic sub-sections, namely “Companies
Registry News Subscription”, “Filing Tips”, “Committee
Members” (Standing Committee on Company Law Reform),
“Frequently Asked Questions” and “Enquiry” have been added.
Customers may subscribe to receive updates on the Registry’s
new services or legislative changes electronically.

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 70,476, averaging 5,873 per month.

In 2005-06, the Registry issued two external circulars on
“Implementation of shareholder remedies-related provisions of
Companies (Amendment) Ordinance 2004" and “Implementation
of Companies (Amendment) Ordinance 2005"”. The external
circulars were distributed to professional bodies and major
customers and posted on the Registry’s website.

The Registry has published 18 information pamphlets covering
various services 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.
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In April 2005, the Registrar of Companies gave the opening
address at the Independent Non-Executive Directors Forum held
in Hong Kong. Subsequently, in March 2006, he delivered a guest
lecture on “Company Law Reform in Hong Kong"” to the
undergraduate students of the School of Accountancy of the
Chinese University of Hong Kong.

The Registry participated in the Sixth Annual Corporate and
Regulatory Update organised by the Hong Kong Institute of
Chartered Secretaries in April 2005. Presentations on “New
Provisions relating to Minority Shareholder Rights in the
Companies (Amendment) Ordinance 2004" and “Amendments
to Part Xl of the Companies Ordinance and Streamlined Procedure
for Incorporation of a Local Company in the Companies
(Amendment) Ordinance 2004" were given.

During the year, representatives of the Registry gave talks to a
variety of organisations on a spectrum of topics including “Tips
for Completion and Filing of Forms and Use of Electronic Search
Services”; “Compliance and the Prosecution Policy of the
Companies Registry” and “Completion and Filing of Forms and
Use of CR Electronic Search Services”. We also gave talks on
topics relating to the incorporation of Hong Kong companies to
the private enterprise mission from Beijing and the delegation
from Hunan organised by the Trade Development Council;
attendees at an Experience Sharing Forum on the Investment
Environment in Hong Kong organised by the Hong Kong Economic
and Trade Office in Guangdong. Talks to other government
departments including the Intellectual Property Department on
“Company Registration” and the Commercial Crime Bureau of
Hong Kong Police Force on “Hong Kong Company Law and
Prosecution” were also organised.



BT RIAABEN&MERMRS - B2 To showcase our latest development and services, we participated
MTRFRIREE ST RFNARNN in the Innovation Expo 2005 organised by the Innovation and
[BIFTIEE22005) BEESERBAE Technology Commission in September 2005, the World Small and
—ETZRF+—HERN P NEEERET Medium-sized Enterprises Expo organised by the Hong Kong Trade
SHER] - UERBZEBRFHRPIE_Z Development Council in November 2005, and the exhibition

ZRF-HAEMN [RMEBRER | RIS “Science in the Public Service” jointly organised by various
HREEE - government departments in January 2006.

FA - REKLEEFD GRS - 5 Frequent visits from local institutions were also organised by the
LB S BRI E AN E IR E LA Registry during the year. The ideas and experiences exchanged

5 o B0OE AR RS MR E R UL A T AR during these visits were very useful for improving our services
JEEBEM - and enhancing mutual understanding.
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