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TRANSPORT DEPARTMENT'S VISION,
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VISION
We will provide the world’s best transport system which is safe, reliable, efficient, environmentally friendly and

satisfying to both users and operators.

We will —
e excel in our key roles of planner, regulator, service provider and manager.

e take the initiative with our partners — in Government,among transport operators and the public.

VALUES
We will —
e bring out the best in people
e be fair,open and caring
e take responsibility
® be proactive

e strive for excellence
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The “Putting Our Hearts into It” programme which commenced in 2001 has gained momentum during 2002.
“Putting our Hearts into It” is all about our determination to do our best, in harrﬁony with our colleagues,
customers and partners. It is about treating people with care and attention and getting the best results which
meet real needs. It is about making a positive difference. The “Hearts” spirit has become a cornerstone to achieving

our vision, mission and values.

In pursuance of this “Heart” spirit, our Licensing Section and Driving Services Section adopt a positive attitude to
communicate and maintain a harmonious relationship with the customers, and endeavor to improve service

guality continuously to meet the genuine needs of the customers.

The Licensing and Driving Services Customer Liaison Group (CLG) has all along been an important bridge of
communication between Licensing Section /Driving Services Section and the customers. The CLG was established
in 1993*. Through regular meetings and visits to different institutes and facilities every year, we brief CLG members
about various activities and policies of licensing and driving services, so that they can have a better understanding
and give comments on our services. This enables us to understand the needs of our customers and develop

service policies to meet their requirements.

The CLG has entered its 10th years of operation in 2003. In the past 10 years, CLG members have made invaluable
contributions to licensing and driving services by offering constructive comments and suggestions, with which we
were able to make continuous improvement to these services to keep abreast of the times. In future, we will
continue to actively communicate with CLG members and the public and work towards the objective of providing

the world’s best transport system.

*Note: The Licensing Division was recorganized in October 2001 to become the Licensing Section and the Driving Services Section.
Consequential to the reorganization, the Licensing Division Customer Liaison Group has been retitled “Licensing and Driving Services

Customer Liaison Group”
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During the period from January to December 2002, several
1. 28 February 2002

“Lcensing Section and Driving Services Section - Best Customer
Service Award 2002”

meetings were held and various activities were organized by the
CLG.
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The “Lcensing Section and Driving Services Section - Best Customer Service Award 2002" was
held from 21 to 25 January 2002. The objective of the award was to give encouragement and
recognition to the frontline staff who provided high quality services for and fulfilling the
performance pledge of the Department to the public. Representatives of the CLG also served as

observers for counting of votes. CLG members also participated in the award presentation

ceremony held on 28 February 2002 to show their support.
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2. 8 March 2002
The 30th meeting

CLG members participated in our 30th meeting held on 8 March 2002. At the
meeting, Miss Amy CHOW, Principle Executive Officer/VALID & Licensing, briefed
members on the latest development of the work of Licensing Section and Driving
Services Section. Representatives of Licensing and Driving Services Sections
also reported the work progress of their Sections in 2001 and introduced the

future plans to be carried out in the coming year.
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3. 10 August 2002
The 31st meeting

CLG members attended the 31st meeting held on 10 August 2002.
To strengthen communication between TD and the public and

improve the licensing and driving test services, discussion on these

two aspects of services were carried out between representatives of
Licensing Section and Driving Services Section and CLG members. At the meeting, CLG

members put forward a number of suggestions that would help enhancement of service

quality.
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IV. 14 December 2002
The 32nd meeting

In order to give CLG members a more thorough understanding of the Driver Improvement
Scheme introduced in September 2002, we invited Ms WONG Chi-mei and Mr TANG Kwok-fai,
assistant director and instructor of the Hong Kong Federation of Trade Union Occupational
Retraining Centre* respectively, to brief members on selected topics of the driving improvement
course at our meeting held on 14 December 2002. The CLG members also made valuable

suggestion on the contents of the course.

*Note: Hong Kong Federation of Trade Union Occupational Retraining Centre is one

of the four schools currently running the Driving Improvement courses.
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CLG members provided many constructive

comments and suggestions in respect of licensing

and driving services, which were very helpful in our
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In the old nomination form for “Best Customer Services Award’, nominators

could only choose from a few pre-set nomination reasons which might not fully

reflect the performance of the officers nominated.

In the “Best Licensing Service Award 2003” and “Best Driving Test Service Award 20037 new nomination

forms were designed. Blank space was provided in the form for the public to fill in the reasons of

nomination so that they could express their views precisely. The nominated officers would also know

why they were being appreciated. This would result in greater encouragement. Inspired by the ideas of

CLG members, Licensing Section introduced "Customer Appreciation Form” and “Customer Suggestion

Form” at the end of 2002. These forms are available at the
service counters in various Licensing Offices. After making
licence applications at the counters, members of the public can
immediately reflect their views on the service they received or
the overall performance of the licensing office. As a matter of
fact, after the introduction of the new arrangements, the
number of appreciations received by our colleagues increased

significantly, which reflected the customers’ recognition of our

front-line service quality and efficiency.
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CLG members suggested that the publicity on application procedures for various
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services should be strengthened, so that the public may obtain the information

more conveniently and efficiently.

E EE\ B TRAFZBBEHEME www.info.gov.hk/td FEAF LR 1823E18 K315 B3

BEANENSESENER  RATIATEEFELR ) UBRTEEESLEEMNE - LEHTLE At present, the public can obtain most information in connection with licensing and driving services
through TD’s homepage wwwv.info.gov.hk/td and 1823 Citizens' Easy Link. Such information will be

T2002F » HMEE T ERFTHOERRIEURKEBESED II' e ik updated from time to time to ensure that the public will have correct information.
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HBEAFIENSEEREIANEKZR L EMREE :I In 2002, we introduced 5 new licensing forms to replace eleven old forms. We tried our best to simplify

EREXRE EERANENERIERFNG l the form and set out clear guidelines to facilitate the public in making various applications. Apart from

Beolbth BATETRERSZ THEE e this, we produced an information booklet “How to Apply for a Driving Licence” in 2002. This booklet
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sets out in detail the application eligibility and procedures for various driving licences. The booklet is

distributed at various Licensing Offices and the Public Enquiry Services Centres of District Offices.
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CLG members suggested upgrading the facilities at

Licensing Offices and Driving Test Centres.

Upon the relocation of Kowloon Licensing Office to Kowloon Government Offices in 2000, Shatin Licensing
Office was also relocated to Shatin Government Offices in April 2002. The new Shatin Licensing Office is hot
only more spacious but also equipped with more advanced information display facilities. The new office

provides a more comfortable environment for the public.

The renovation of the waiting hall of the Hong Kong Licensing Office was
completed in October 2002. The design of the waiting hall aims at providing 3
our customers with a modern and user-friendly environment, such as

providing customized queuing system and additional areas for form filling.

As for driving test centres, So Kon Po Driving Test Centre underwent several improvement works during

the period between the end of 2001 and February 2002. As a result, it provides better customer service for the
candidates and improve the colleagues’ working environment. Improvements include demolition of the old
office and reconstruction of a new and refurnished one with the provision of air-conditioned seating areas for
candidates and installation of new PA system, close circuit TV and soft drink vending-machine in the driving

test centre. In October 2002, two new washrooms were also installed for the use of colleagues and candidates.
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Membership Composition of Customer Liaison, Group
£ Z2002F 12 H31H - Asat 31 December 2002
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Chairman
Ms.Zina WONG
B 2 ER) Assistant Commissioner for Transport (Administration
and Licensing)
&
B ZE2002F12831H
AR B LS
BAYITEE :

 BEE S/ NERBE26 Members

BHKE - BB LT T As at 31 December 2002, there were 26 CLG members
who have come from various walks of life. A

breakdown of CLG members by industrial sectors is as

follows:

=
A"

Others Motor Trade

B/ B8, RA Ty TRy

Financial/ Insurance

BT

Government

&, v,

Transportation

BAH

Education

5,12, 5,8

Driving Instruction
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Dr.Katherine YAU Mr.WAN Kam On Mr.WONG Chung Sang Mr.Rathaphattaya Sumphand Mr.NG Fong
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Mr. NG Kwok Wai, Eric Mr. CHEE Wai Choi Mr.HO Chi Wai Mr.NG Wing Ki Ms CHOW Shan Shan
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Mr.LAU Ping Lam Mr.LAU San Keung Ms CHOI Hok Ying Mr. LAl Man Kam Mr. LAl Ka Sai
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Mr. SIU Hei Lam, Ellick Mr.LAW Siu Hung, Paul Mrs LAW Ling Lai Yung, Grace Mr. FONG Shue Fai Mr. CHAN Hak Lun
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Members of CLG Newsletter/ Annual Report Editorial Panel
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Mr, LAM King

BOW RE

M, LAW Siu Hung, Pau

D Enzy
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Senior Directorate in the Transport Department

L E 20028128 31 A + As at 31 Decamber 2002

1. BY &5
A, Robert Footman

2. RN &t
Mirs. Judly LI

3. WEN Kt
bAr, Thamas Thumb

4 WET T%
M, Zina WONG

5. mER RE
M, Alex YEUING

6 BIX RS
Mr, Stephen IP

T. MW kE
hr, Brian W Grogan

B XMW It
s, Caroling YR

9. FME EE
Br, LI 5hu Ming

10. R R&
Mir. Pertar LUK
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ENEEE
Commissioner for Transpart

EANERNER (AHENEERLEE)

Deputy Commissianer for Transport [Transpart Services and Management)
EANEREE (NP REURE)

Deputy Commissioner for Transport [Planning and Technical Services)

ERELEER (fTERRA)
Assistant Commilssioner for Transport (Administration and Licensing)

ENELEER (BURE
Assistant Commissioner for Transport (Technical Senvioes)

ENELESER (FERMDEE)
Assistant Commissioner for Transport (Management and Paratransit)

EREUEER (WE)
Assistant Commissioner for Transport (Mlanndng)

ARNEUEER (B RS
Assistant Commissioner for Transpost (Bus and Raitway)

ANELEER (HE)
HAssistant Commissioner for Transport (Urban)

ENELEER (FR)
Assistant Comrmissioner for Transmort (New Territories)
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Senior Management Handling Licensing and Driving Services

HiREE &t
Ms.Zina WONG

I iR ERE Rt &l

ARF &t
Ms. Amy CHOW

HKIE &

Mr. Samuel WONG

HEE 4+
Ms. Loretta YAN

BES «t
Ms. May LAW

BHRE &
Mr.Vincent FAN

WEEE k4
Mr.PS.YIU
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Telephone Numbers for General Enquiries on Transport Matters

EHZ2002F12H31H - Asat 31 December 2002

ITBI B h#E8F]  Administration and Licensing Branch
EHEZYEER (TTBURAMER)

Assistant Commissioner for Transport (Administration & Licensing)

BFETHEE (RRERETE - RRERSREE)

Principal Executive Officer (VALID, Licensing and Prosecution)

BITHEE (MRETR)

Chief Executive Officer (Licensing)

BRITBEE (BER)

Senior Executive Officer (Licensing)

ERITREE (RS RATER)

Senior Executive Officer (Vehicle Inspection and Records)
Il. BB ETELH  Driving Services Section

HEEEE (BRER)
Chief Transport Officer (Driving Services)

EARITBEE (BEER)

Senior Executive Officer (Driving Test)
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JEHIZE Transport Department

1823 BLAFELAR 1823 Citizens’ easy Link
MRBREFLEE Licensing Offices: &8 Hong Kong

AHEH Public Vehicles:

JLEE Kowloon

#IE KwunTong

Z>HE ShaTin

E =+ Bus

A F/NE Public Light Bus
FAZR/NE  Private Light Bus

Bt Taxi

HFHITEE Hire Car

IBISEEHH Cross Boundary Vehicles

2B Z A BEHA Driving Test Appointments
EER24AE  Auction of Registration Marks
O R IIEEER  Vehicle Records Office

IRIEEE & T/ Environment, Transport and Works Bureau

RiEIREFAE Transport Complaints Unit

1823
2804 2636
2150 7728
2775 6835
2606 1468
2804 2574
2804 2500
2804 2263
2804 2450
2804 2577
2543 2114
2804 2584
2867 4721
2867 4691

2889 9999

- IREREEFE R AR IEER - KRBEBEFE4H  VALID, Licensing & Prosecution Division - Licensing Section

21



BRRITHRERR
EME R R RS E RS

Licensing and Driving Services Customer Liaison Group
Transport Department

The Government of the
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Members of 2002 CLG Annual Report Editorial Panel

BEs Mt

Dr. Katherine Yau

FRE ©E
Mr. Wan Kam On

MLE nE
Mr. Law Siu Hung, Paul

HER K&
Mr. Lam King Chung



