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HIGHLIGHT

Registration of land documents and search of land registers/land records increased 26.3% and 25.7% respectively
as compared with 2008/09.

The number of RIS Online Services subscribers reached 818 with 66 new customers since reduction of the

application fee and minimum deposit for subscriber account on 1 October 2009.

More service improvements infroduced including the launch of enhanced e-Memorial Form, enrichment of computer

database with Chinese sfreet names and revamp of Interactive Voice Response System.
1,036 commendations received from customers, a significant increase of 167% from 2008,/09.

Received the First Runnerup of the Service Enhancement Award (Small Department category) in the Civil Service
Outstanding Service Award Scheme 2009, and the Public Organisation Award in The Ombudsman’s Awards
2000.

(a)

Services and Workload

The major services provided by the land Regisiry are:

. registration of land documents;
*  search of land registers and supply of copies of imaged documents and other land records; and
. regisfration of incorporation of owners under the Building Management Ordinance.
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()  Registration of Land Documents
Documents affecting land are delivered to our Customer Centre af Queensway Government Offices for

registration.

In 2009/10, 749,342 land documents were delivered for registration, an increase of 26.3% when
compared with 2008/09.

No. of Land Documents Delivered for Registration

No.
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Maijor types of documents received include sale and purchase agreements [SPAs), assignments, mortgages/
legal charges and their respective receipts/discharges/releases which collectively accounted for about 82%

of all documents received during the vear.

Distribution of Land Documents Delivered for Registration in 2009/10

131,796 156,109
(17.6% (20.8%)
B Agreements for Sale & Purchase
4,941 :
07% 4L B Assignments
B Mortgages/legal Charges
Receipts/Discharges/Releases
150,343
[20.1%)
168,838 B (eases/Tenancy Agreements
(22.5%)
Others
137,315
(18.3%)
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Among the SPAs of all building units delivered for registration in 2009/10, the number of SPAs of
residential units and its fotal consideration were 131,877 (+74.7% from last year] and $495936 million
[+89.8% from last year] respectively. The number of these agreements is generally regarded as a key

indicator of the level of activity in the property market.

No. and Consideration of Sale and Purchase Agreements of

Residential Units Delivered for Registration
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—m— No. —@— Consideration (HK$ million)

Remark:  The figures are derived from SPAs of residential units delivered for registration in the Land Registry for the relevant periods. Sales of
residential units refer to those SPAs with payment of stamp duty. The statistics do not include sales of units under the Home
Ownership Scheme, the Private Sector Participation Scheme and the Tenants Purchase Scheme except those after payment of

premium.

2009 - 2010 Annual Report - The Land Regisiry Trading Fund Hong Kong 35



M B PR R EPPIENE Customer Services and Operations

ZPREAIMPIENR

Customer Services and Operations

200/10FENABOEEBTFTRS

5
=
#
(@}
[©]
Em#

2008 L2 BREEFERLY -

REERESENEERFEESHORE

R

60,000 —

50,000 —

40,000 [~

30,000 |—

20,000

10,000 .'

; ol
DT 05 52 LR10 108 A E
eI (EEET)

2007,/08 . 2008,/09 ‘ 2009/10

2007/08 2008/09 2009/10

3 L %
N 19,020 139 9,579 12.7 10,076 7.6
124052 50,003 36.5 30,434 40.3 48,629 36.9
2E D3 23,716 17.3 13,905 18.4 25,878 19.6
KES0/ ) 23,248 169 11,384 15.1 26,507 20.1
5EDRI0 13,768 10.0 6,278 8.3 13,210 10.0
1086 A 7,409 54 3,898 5.2 7,577 57
B 137164 100.0 75,478 100.0 131,877 100.0

e BARTUBRAIRE - @5 HEE DX EF LR ER100% °

36 mmiunmEEEE: —FTTAE-T-TFER



M B PR R EBFIZELE Customer Services and Operations

%P % A PIENR

Customer Services and Operations

Similar to previous years, the majority of the land transactions in 2009/10 were within the consideration

range of one fo two million dollars.

No. of Sale & Purchase Agreements of Residential Units
by Range of Consideration

No.

60,000 —
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40,000 —
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Less than 1 Ttolessthan 2 2tolessthan 3 3tolessthan 5 5 to less than 10 10 or over

Range of Consideration (HK$ million)

2007,/08 . 2008,/09 ‘ 2009/10

Range of Consideration 2007/08 2008/09 2009/10

(HKS million) No. % No. % No. %
less than | 19.020 139 9579 12.7 10,076 7.6
1 to less than 2 50,003 36.5 30,434 40.3 48,629 36.9
2 to less than 3 23,716 17.3 13,005 18.4 25,878 19.6
3 to less than 5 23,248 169 11,384 15.1 26,507 20.1
5 to less than 10 13,768 10.0 6,278 8.3 13,210 10.0
10 or over 7409 54 3,898 52 7,577 5.7
Total 137164 100.0 75,478 100.0 131,877 100.0

Note:  Figures in percentage for individual items may not add up to 100% due fo rounding
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(i)  Search Services
land records are maintained by the land Regisiry primarily for the purpose of providing a property-related

information platform to enhance transparency and facilitate property transactions.

In 2009/10, the tofal number of searches of land registers and supplies of imaged copies and
photocopies of land records were 5,819,397 (+25.7% from previous year) and 720,351 (+11.1% from

previous year) respectively.

No. of Searches of Land Registers &
Imaged Copies and Photocopies of Land Records Supplied

No.
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= Imaged Copies and Photocopies of @ Searches of land Registers
Land Records Supplied
Year 2005/06  2006/07  2007/08  2008/09  2009/10
Searches of land Registers 4,504,151 4,392,580 5396269 4,628,256 5,819,397
Imaged Copies and Photocopies
of land Records Supplied 670,771 648,326 704,873 648,206 720,351
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Since February 2005, the land Regisiry has been providing search services over the Internet via our RIS
Online Services af www.iris.gov.hk for 16 hours a day, seven days a week. The public can conduct
searches on either an ad hoc or a subscription basis. Searches conducted online constituted about Q0% of
the tofal search volume. The remaining 10% were conducted over the counter. Counter search service is
available at our Customer Centre in Queensway Government Offices and the New Territories Search
Offices (NTSOs) in Tai Po, Yuen long and Tsuen Wan disfricts.

No. of Searches of Land Registers
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—@— Counter searches. —— Online searches —#— Tofal

To further promote the IRIS Online Services, the application fee and minimum deposit for subscriber
accounts were reduced with effect from 1 October 2009. As a result, the number of subscribers increased

by 66 (+8.8%), reaching a record of 818 by March 2010.

(iii) Owners’ Corporation Services
The land Registry is responsible for registration of incorporation of owners and search of owners’
corporation records under the Building Management Ordinance. The Ordinance, which falls within the
policy jurisdiction of the Home Affairs Bureau, aims to enable owners of multistorey buildings to esfablish

owners' corporations to deal with building management matters.

In 2009/10, 315 new owners' corporations have been formed. The fotal number of owners’ corporations
in the territory reached 9,041.
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(b) Performance Pledges
The Land Registry launched the performance pledges since 1993, which are reviewed annually. In 2009/10, we
exceeded dll the performance pledges and infroduced further enhancements in our pledges or service standards.
In particular, we introduced a new performance pledge for registration of re-submitted stopped deeds in 16
working days. We also enhanced performance target in the supply of certified copies of computerised land
registers and imaged copies without oversize plans over the counter from 96% to 97%, and enhanced service
standard in the delivery of Monthly Memorial Information on Mortgage Transactions data files from five to four

working days. We will continue our commitment to improve the quality and efficiency of services.

() Customer Services

Service is at the core of the land Registry's mission. Our aim is to deliver valueformoney quality services to our

customers, and fo foster partnership of frust with our existing and prospective customers. To this end, we
strengthened our dedicated Management and Cusfomer Services Division during the year to meet the growing

expeciation of customers.

(i)  Customer Feedback
In 2009/10, the Lland Registry received 1,036 commendations through the cusfomer service hotline, Land
Regisiry’s homepage, comment cards, letters and emails. This represents a significant increase of 167% from
2008/09.

The chart below shows the customer satisfaction rate drawn from feedback through comment cards:

Customer Satisfaction Rate

Per Cent
100 — 843 88.5 7
-
15 1= 32
10.4
10 — 8.7
5 —
] 45 0.8
5 0.50.5 | o 03 | 0.2 0 g |
2007,/08 2008/09 2009/10 Year
Very Satisfied Satisfied Average . Dissatisfied . Very Dissatisfied

We also received 13 suggestions and 25 complaints in 2009/10. All the suggestions and complaints were

promptly addressed and fully responded to help us strive for continuous service improvements.
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(i)  Civil Service Outstanding Service Award Scheme g% <) ¥ F ST FESA0E B
!_'!': 'QE ‘::!1.;". 'S.'Er'v':!.-.":c.-: L

2009 r
In recognition of the land Registry's achievements
and continuous efforts in providing quality services
fo the public, the department was awarded the First
Runnerup of the Service Enhancement Award (Small
Department category) in the Civil Service
Outstanding  Service Award Scheme 2009

organised by the Civil Service Bureau.

(iii) The Ombudsman’s Awards 2009
The land Registry received the Public Organisation Award in the Ombudsman’s Awards 2009. The award

was a recogniion of the department's positive and supporfive stance fowards the Ombudsman'’s
investigations of complaints, which helped bring about improvements in service quality and promote fairness

in public administration.

(i) Customer Management Assessment Framework (CMA 101)
CMA 101 is a structured self-assessment programme launched by the Efficiency Unit to help departments

identify potential improvement areas and support confinuous enhancement in custfomer management.

As one of the pilot participating departments, the land Registry completed the exercise in July 2008 and

drew up a high level action plan for monitoring implementation of enhancement inifiatives.

The initiatives delivered in 2009/10 included ‘validation and updating of customer records” and
"categorisation of customer feedbacks” which assisted in promoting a customer centric culture and effective
handling of the suggestions and responses of the customers. We would further work on the remaining itfems

according tfo the action plan.

(vy  Customer Service Survey
A customer service survey was conducted in March 2010 fo gauge the customer satisfaction level of Land

Regisiry’s services and for identifying areas for enhancing the services.

About 450 customers' opinions were collected. The overall satisfaction rate of our services is over 84%.

Results on the maijor service areas are listed below:

Overall Satisfaction Rate (%)

Service Provision of Service Staff Performance

lodgement of Deeds 890 20.0
Counter Search 4.1 95.0
IRIS Online Services 82.5 Not Applicable

The survey also fapped customers’ views on eMemorial Form and title registration system. Comments

received provided valuable information for planning the projects.
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(vi) Interactive Voice Response System (IVRS)
The functions and capacity of the IVRS of the land Registry’s customer service hotline (3105 0000) was

further improved in 2009/10 to enhance system security and add convenience to customers:

e fax requesfs from callers without callerIDs displayed disallowed so as to strengthen the security of the
system;

®  number of service telephone lines doubled from 12 to 24; and

e call flow streamlined by moving popular options such as “talk to operator” forward in the menu.

(viij Liaison with Customers

Customer Liaison Groups
Two Customer Lliaison Groups, one for private secfor cusfomers and one for Government departments and

public bodies, have been set up for regular liaison and communication with our stakeholders.

The objectives of the Cusfomer Llicison Groups are:

* o improve the Land Regisiry's understanding of customers' needs and expeciations;
®  fo improve customers’ understanding of the land Regisiry’s policies, services and procedures; and
® {0 exchange views on operational and service delivery issues.

The private sector group comprises representatives from the legal community, professional bodies and trade
associations while the public sector group comprises of representatives from major user departments.

Membership of the private sector and the public sector groups is af Annexes (a) and (b).

Customer Liaison Group (Public Sector) & P Bt 4% /N4l (1A & ##)

land Registry Joint Standing Committee

The land Regisiry Joint Standing Committee, comprising the land Registrar, her senior management team
and representatives of the law Society of Hong Kong, meets regularly to discuss and exchange views on
land registration matters, the land Registry’s services provided to the legal practitioners and implementation

of title registration system. Membership of the Committee is at Annex [c).
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Visitors
The land Regisiry maintains close fies with its counterparts in all parts of the world for crossfertilisation.
Through meefing visitors from overseas and the Mainland, we infroduce our services and promote the value

of the land Registry as well as learn from our counterparts’ best practices in other jurisdictions.

In 2009/10, we received two delegations comprising 36 visitors from Beijing, Shanghai and Shandong

who were interested in our work and the land registration system in Hong Kong.

Reaching Out to Customers
To enhance users' knowledge of land records and understanding of the reports-ondille services, four "Meet

the Clients” sessions for the Buildings Department, Planning Department, Hong Kong Police Force, Home

Affairs Department and Fire Services Depariment with a total of 200 participants were held during the

year.
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In addition, seven briefing sessions with 225 participants from private and public sectors were held in
February and March 2010 tfo infroduce the enhanced features of the IRIS Online Services, and provide
updates on progress in implementation of a new search system and enhanced functions of the e-Memorial

Form.

Both activities had provided an effective platform for sharing work knowledge and experience, exchanging

views and identifying means fo streamline work procedures, and collecting views on our services.

land Registry Open Day
As part of our efforts fo promote better understanding of the role and functions of the land Regisiry, we
arranged a series of wellreceived guided tours to the Customer Centre, the Central Imaging Centre and

the Land Registry Archive for 170 visitors in March 2010.

Historic and rare land records, such as Memorial No. 1 registered in 1844, deeds registered during the
Japanese Occupation and the Street Index published in 1894, were showcased. The event bore wimess to

transformation of the land Registry over the years as Hong Kong developed into a world-class economy.
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(viij Communication Channels
The land Registry makes use of a wide spectrum of communication channels to promote and update its
services, to receive feedbacks from customers on service quality, and fo identify improvement areas,

including:

land Registry Circular Memoranda
In 2009/10, we have issued five Land Registry Circular Memoranda to update stakeholders of the changes
in land registration related policy, operations, practices and procedures, and the new initiatives and

services.

land Registry News

Two issues of the land Regisiry News on updated events, new service inifiatives and service enhancements

were published in 2009/10.

Information leaflets
Three new information leaflets were produced during the year to complement the information pack on the

land Registry’s full range of services.

Customer Service Hofline
Through our collaboration with the Efficiency Unit's 1823 Call Centre, the customer service hotline is

extended fill closure of IRIS Online Services at 00:30 hour next day.

lond Registry’s Homepage
During the year, there were over four million visits (70% on the Chinese language and 30% on the English

language] to the lond Regisiry's homepage, representing an increase of 25% when compared with

2008/09.

IRIS Website
To facilitate communication with the users of the IRIS Online Services, broadcast messages are posted on

the IRIS website to nofify users of any service enhancements or changes in a timely manner.

(d) Development Projects and New Services
(i)  E-Memorial Form for Lodgement
In July 2009, the land Regisiry released an enhanced version of the e-Memorial Form. It has raised the
usage rate by about 50% to account for about 45% of the lodgements. With a 2-dimension barcode
embedded in the new form, the conventional data entry work by registration staff is significantly reduced.

The automation has greatly improved the efficiency and accuracy of updating the land registers.

To make the e-Memorial Form a powerful tool for preparing memorials, we are designing new functions
such as bulk input and autofilling up of address by using Property Reference Number. The enhancements

are expected fo be available for frial use in the first half of 2011.
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(i)  Enriching the Computer Database with Chinese Street Names to Enable Land Search by Chinese
Address
When RIS was implemented in 2005, it inherited a legacy dafabase containing only street name
information in English. To enhance its userfriendliness, the land Regisiry has been enriching the database
with Chinese street names. Searchers can now enjoy the convenience of using Chinese address information

for searching land registers.

(iii) Standard Terms Document
The lond Regisiry will propose amendments to the land Registration Ordinance, as a consequential
amendment under the land Tifles (Amendment) Bill, o enable the deposit of standard terms documents in

the Land Regisiry. The proposed provisions will reduce the bulk of documents presented for registration.

(iv) Inter-departmental Projects
The land Registry is providing the Rafing and Voluation Department with up-to-date address information and
land records, and rendering assistance in its data alignment work for implementation of the Property

Information Online service.

The concerted interdepartmental efforts have enhanced the transparency of the property market as members

of the public can now obtain property information in a more comprehensive and efficient way.

(e) Future Plan 45
()  Enhanced Performance Pledges for 2010/11
The deeds registration process comprises two main  working procedures:
updating of land registers and imaging of registered land documents. To further
improve our service, the service standard for updating of land registers will be
enhanced from 12 to 11 working days and the fotal working days for registration

will be reduced from 16 to 15.

(i)  Customer Service Survey 2010/11
In keeping with our customer centric culiure, we plan to conduct a large-scale customer service survey in
the first quarter of 2011. This aims to benchmark progress since the last survey and to identify priorities for

improvement and areas for future development.

(iii) Extension of Service Hours of Customer Service Hotline
As part of our continuous improvement efforts, we plan to extend the service hours of the customer service
hotline round the clock to align with the extension of online search hours from 16 hours to 20 hours a day

by the launch of the new search systfem in the third quarter of 2010.
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