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GOVERNANCE FRAMEWORK ——— =

The Land Registry strives to achieve the best in corporate governance. To this end, we have established
performance standards based on the cornerstones of accountability, integrity and transparency.

Accountability

The Land Registry is accountable to the
Development Bureau and the Financial
Services and the Treasury Bureau on its
business and financial performance
respectively. We submit a Medium Range
Corporate Plan-cum-Annual Business Plan
to the two Bureaux for approval each year.
The Corporate Plan sets out the blueprint for
the department's development in the next
five years, while the Business plan serves as
the basis against which our annual
performance is evaluated. We meet regularly
with the Development Bureau to review our
business performance. The Development
Bureau also provides policy steer on our new
initiatives. In addition, we maintain regular liaison with the Financial Services and the Treasury Bureau,
which monitors our financial performance.

Integrity

Under the Trading Funds Ordinance (Cap. 430), we have the flexibility to respond to service needs and
enhance operational efficiency through autonomy in capital investment and the use of resources.
Underpinning this flexibility is the duty to uphold integrity in discharging our responsibilities. All Land
Registry staff conduct their daily business in a proper manner by complying with the departmental
guidelines and the relevant Government rules and procedures. The Registry Manager is the Ethics
Officer of the Land Registry overseeing the integrity management work in the department. Apart from
organising training courses and workshops, relevant guidelines and circulars on integrity management
are promulgated and re-circulated to staff reqularly to raise their awareness.
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Transparency

The Land Registry’s operation is also guided by the principle of transparency. As provided under the
Trading Funds Ordinance, the Trading Fund’'s annual report together with the financial statements
audited by the Director of Audit are required to be tabled in the Legislative Council each year. To help
keep the public abreast of our work and the latest situation in the property market, we publish statistics
on land registration and search on a monthly basis.

We maintain close contact with our private and public sector customers through our regular Customer
Liaison Group meetings. The LTO Steering Committee convened by the Land Registrar serves as an
important forum for major stakeholders to consider key issues in preparation for the implementation of
the title registration system.

' PERFORMANCE PLED

As part of our continuing commitment to improve the quality and efficiency of services, we have been
conducting review of our performance pledges annually since 1993. In 2011/12, we exceeded all the
performance pledges and introduced further enhancements. In particular, we enhanced the performance
targets for returning calls within designated time for our telephone enquiry services from 92% to 93%.
We also enhanced the performance target for achieving the prescribed service standards for amendment
of registered data of simple cases and registration of withheld deeds re-delivered for registration from
90% to 92%. Annex | (a) sets out the pledges and our performance for the year.

To further improve our service in the coming year, we will implement an enhanced performance target
for amendment of registered data of complicated cases in April 2012. The new set of performance
pledges for 2012/13 is at Annex | (b).
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CUSTOMER FEEDBACK ~ ——— ==

In 2011/12, the Land Registry received 420 commendations through the customer service hotline, Land
Registry’s homepage, comment cards, letters and emails.

Customer Satisfaction Rate

Per Cent
100

~O
—
o

86.0 86.0

80
60

40

\

20 — 13.7

0.2 gg 0.1

03 00 00 03 0.0 0.0

Year
2009/10 2010/11 2011/12

@ Very Satisfied Satisfied @ Average Dissatisfied @ Very Dissatisfied

We also received 17 suggestions and 16 complaints in 2011/12. All the suggestions and complaints were
promptly addressed and fully responded to.
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- R K &2 STRUCTURE AND MANAGEMENT ~—

Tt AR IEE (Bl 22012963 A311H)
Organisation Chart of the Land Registry (as at 31 March 2012)
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MANAGEMENT STRUCTURE

. Headed by the Land Registrar, the Land Registry is organised into three functional branches each
led by a directorate staff.

e The departmental grade of Land Registration Officer (LRO) forms the backbone of the Land Registry
overseeing various operational functions and the provision of public services.

e The Land Registry is also supported by legal, financial and IT professionals, and general grades
staff.

BRANCH AND DIVISION

Deeds Registration and Departmental Services Branch

Registration Services Division
e To provide services for the registration of documents affecting land under the Land Registration
Ordinance (Cap. 128].

Search & Departmental Services Division
e To provide search services, to handle applications for registration of owners’ corporations and to
provide reports-on-title to Government departments.

Management & Customer Services Division

e  To manage and develop the LRO Grade; to plan and deliver customer services and respond to their
needs; and to develop human resources through comprehensive training and development
programmes to meet the business needs of the Land Registry.

Title Registration Operation Division
e To develop operational practices and design new registration processes for the Title Registration
System (TRS) and to plan and implement related publicity and education programmes.

U To provide administrative support to the implementation of the TRS and secretariat support to
major committees concerning the LTO.

Information Technology Management Division

e To manage and oversee the daily operation and on-going enhancements of the Integrated
Registration Information System and the new search system; to develop computer systems to
support the TRS; and to provide IT support for various services in the Land Registry.

General Support Services Division

. To plan, manage and review human resources, office accommodation and administrative systems
and to provide general support services to the department.
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Legal Services Branch

Legal Services Division
e  To provide legal advisory and support services relating to the Land Registration Ordinance.

e To provide legal advisory and support services in the preparation for implementation of the LTO, to
conduct review of the LTO and to prepare the Land Titles (Amendment] Bill (LT(AB).

Financial Services Branch

Financial Services Division

e To prepare and control budgets and manage financial accounts; to evaluate costing, fees and
charges; to review accounting procedures and financial systems; and to manage departmental
supplies and stores.

Project Development Division

e To plan and implement new management initiatives for improvement of service quality of the Land
Registry.
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