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The 80’s* Developing'complterisationand taxpayer services
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Computerisation

Alongside the development of its computer systems, IRD
set up its own Computer Centre in the office at Windsor
House in Causeway Bay in 1981. The Integrated
Database System was also fully implemented in the same
year to support the work in relation to Profits Tax, Salaries
Tax, Property Tax, Personal Assessment and Employer’s
Return and enhance operational efficiency.

At that time, taxpayers’ information such as tax returns
and assessment records was stored in paper form. If the
taxpayers’ files were not available, officers could not give HFBEHTE 1981 FIE AR PRV P 10
immediate replies to taxpayers’ enquiries made over the IRD set up its own Computer Centre in 1881
telephone or in person. To improve services and enhance

efficiency, in the late 80°s the IRD formulated a long-term

strategic direction of digitization, automation and going

paperless through the use of information technology. The

Salaries Tax computer system was then redeveloped and

the related database expanded to enable more

automation of work processes.
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Tax assessments and other related work were
mainly processed in batch mode. Data were
captured into computer through magnetic tapes.
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Developing taxpayer services

With the passage of time, service culture changed. Citizens' demand and
expectation for public services also increased. Following the changes
closely, IRD started to cultivate a customer-centric culture. Back in
January 1978, it had already set up a Complaints Section to handle Handiing somplaintaiica
complaints in a positive manner. Through the handling of complaints T e
proactively, work processes and services were continually improved.
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IRD believes that helping taxpayers understand their tax
duties can improve their compliance. Proper handling of
enquiries becomes an important aspect of taxpayer services.
Our experience showed that the majority of the enquiries were
of a simple nature that could be processed centrally.
Therefore, in April 1988, a Central Enquiry Counter was set up
on the first floor of Windsor House to answer simple enquiries
and provide receipt and dispatch service for general
documents, obviating the need for visitors to go to different
groups. This enquiry counter was the prototype of the Enquiry
Service Centre in the following decade.
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The Enquiry Counter established in 1988 and the
colleagues responsible for handling general enquiries




