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Entering the 21st Century, the Department implemented a second 5-year
Information Systems Strategy Plan, By making use of the information in the
database and Implementing different computer applications, most of the
assessment nolices can be automatically processed and issued through a
system known as "Assess-First-Audit-Later™, thus speeding up the assessment
work, reducing manpower and improving efficiency. Investigation works are also
facilitated through the use of the large database and advanced analysis tools.
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Following closely the development of Internat and
P T el T [T ree— e-Government, IRD also implemented a wide

ey ug range of electronic services to meet the
T — e challenges of the new digital era with improved
st - efficiency, effectivenass and service quality.
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e-Filing of Tax Returns [Introduced in 2001)
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Interactive Tas Enguiny Sendco {Introduced in 2007) Application lor Business Fegistration (introduced in 2001)
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Proparty e-stamping (ntroduced in 2004)
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Another important project under the Information Systems Strategy Plan is the
implementation of the Document Management System. Paper returns and
documents are converted into digitized images so that staff of different posts
can have onling access to the documents through the computer terminals at
their desks for assessment work and handling
of enquiries concurrantly, The systam has not
only enhanced the operational efficiency but
also  furthered the development of a
‘paperless office’ extensively. At the same
time, a Workflow Management System has
also been developed to automate the
distribution of tasks relating to tax
assessment objections and applications for
holdover of provisional tax, and to control and
moniter the flow of work so as to ensure that
performance pledge targets are met and to
improve the overall responsiveness o
requests from the public,
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The Document Management System will capiurg image of the rotums
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The Taxpayer's Charter

The Department launched The Taxpayer's Charter in 2000 to help
taxpayers understand their rights and obligations. The Charter enables the
taxpayers to fulfill their obligations more confidently and at the same time
assists the Department to improve its service efficiency.
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Customer-centric Services

To further enhance customer services, the Central Enquiry Counter was refurbished in 2003.
Improvements include the introduction of an electronic quewing system, the addition of
seals, the fitting of inductive loop hearing device for people with hearing impairment as well
as the setting up of designated counters to provide priority service to the elderly. The launch
of the Department’s Intranet and General Enquiry Knowledge Database assists the staff to
provide prompt and accurate answers 1o public enquiries.
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The Department’s efors in improving cuslomers” service wers recagnized and

head weon the awards of champion in the Gounter Service Team Award and second
Funner-up in 1he Depasiment Avward 0 the 2003-04 Chil Serace's Dulstanding
Customer Service Awards Compatition. It broka the desting that tax collection and

payment enforcemant g leg could nover generate satiplied customens and

browght graal encouragemant 1o &l Sl of the Department
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