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_ REGISTRATION OF LAND DOCUMENTS——— —

Documents affecting land are delivered to our Customer Centre at Queensway Government Offices for
registration.

In 2011/12, 573,104 land documents were delivered for registration, representing a reduction by 33.3%
when compared with 2010/11.
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Major 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 81% of all documents received during the year.

Distribution of Land Documents Lodged for Registration in 2011/12

103,102 99,724
(18.0%) (17.4%)
. Sale and Purchase Agreements
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123,905
([ Leases/Tenancy Agreements (21.6%)

([ Others 132,852

(23.2%)

108,605
(19.0%)

Note: Figures in percentage for individual items may not add up to 100% due to rounding

Among the SPAs of all building units delivered for registration in 2011/12, the number of SPAs of
residential units and its total consideration were 74,363 (-43.4% from last year] and $411,978 million
(-27.2% 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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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.
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The majority of the transactions in residential units in 2011/12 were within the consideration range of
two to three million dollars. There was a significant drop in such transactions with consideration of less

than two million in 2011/12.

No. of Sale & Purchase Agreements of Residential Units by Range of Consideration
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5to less than 10 13,210 10.0 17,922 13.6 14,411
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Total 131,877 100.0 131,377 100.0 74,363 100.0

Note: Figures in percentage for individual items may not add up to 100% due to rounding
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SEARCH SERVICES

Land records are maintained by the Land Registry for the purpose of providing an information platform
on property ownership to facilitate property transactions.

In 2011/12, the total number of searches of land registers and supply of imaged copies and photocopies
of land records were 5,181,527 (-18.8% from previous year) and 803,689 (-1.0% from previous year)
respectively.

No. of Searches of Land Registers &
Imaged Copies and Photocopies of Land Records Supplied
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Since February 2005, the Land Registry has been providing search services over the internet via our IRIS
Online Services at www.iris.gov.hk for 16 hours a day, seven days a week. With the successful launch of
the new search system in August 2010, the stability and resilience of the system was enhanced and
search hours of the online search service were extended to 20 hours daily, i.e. from 7:30 a.m. to 3:30 a.m.
the next day. The public can conduct searches on either an ad hoc or subscription basis. Currently,
searches which are conducted online constituted about 90% of the total search volume. The remaining
10% are 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.

No. of Searches of Land Registers
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The number of subscribers increased by 53 (+5.8%), reaching a record of 969 by March 2012.

The Land Registry publishes the Street Index and the New Territories Lot/Address Cross Reference
Table (CRT) annually to help users correlate property addresses and building names with lot numbers in
the territory. To facilitate online search service, an online version of the 43rd edition of the Street Index
and the 12th edition of the New Territories Lot/Address CRT has been made available for free browsing
on the Land Registry’'s website or through the hyperlink on the IRIS Online Services since 27 June 2011.
Over 42,000 visits were recorded up to 31 March 2012.
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The Land Registry is responsible for registration of owners’ corporations and provides search service 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 multi-storey buildings
to establish owners’ corporations to deal with building management matters.

In 2011/12, 169 new owners’ corporations were formed. The total number of owners’ corporations in the
territory reached 9,520.

The Management and Customer Services Division of the Land Registry is dedicated to the planning and
coordination of customer services for promoting service excellence to meet rising public aspirations. We
make use of various channels to liaise and communicate with our customers for improving our services.

Liaison with Customers

Land Registry Joint Standing Committee
The Land Registry 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 the title registration
system. External membership of the
Committee is at Annex Il (a).
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Customer Liaison Groups

The Land Registry maintains regular
liaison with customers through two
Customer Liaison Groups [private and
public sectors] to facilitate customers’
understanding of the department’s latest
policies, services and procedures, to
exchange views on operational and
service delivery issues, and to respond to
customers’ feedback.

The private sector group comprises
, representatives from the legal
FEBEE(RERE) community, professional bodies and trade
Customer Liaison Group (Public Sector) L . .
associations while the public sector group
comprises representatives from
Government departments and public bodies. External membership of the private sector and the public
sector groups is at Annexes Il (b) and (c].

Visitors

The Land Registry maintains close relationship with its local, Mainland and overseas associates. In
2011/12, we received four delegations comprising 73 visitors from Hong Kong, Mainland China, Korea
and the USA. During the visits, we introduced our services and operations and shared experience with
our visitors. We made good use of the opportunities to gain knowledge on best practices elsewhere.

Seminar on “Common Reasons for Withholding Instruments from Registration”

The Land Registry delivered a seminar on “Common Reasons for Withholding Instruments from
Registration” for the Law Society of Hong Kong on 26 May 2011. The seminar included a discussion on
the points to note to avoid common errors in preparing memorials and a briefing on the "Memorial Form
Easy Guide” and the use of the e-Memorial Form. The seminar offered a valuable forum for sharing of
experience on land registration practices between the Land Registry and the practitioners.

Talk on "Title Registration in Hong Kong”

A talk on “Title Registration in Hong Kong” was delivered to the Hong Kong Institute of Housing on 10
June 2011. The talk introduced the special features of the existing deeds registration system under the
Land Registration Ordinance and the future title registration system under the LTO and provided updates
on the developments since the enactment of the LTO. It also covered the public information and
education programmes that had been organised in preparing for the implementation of the title
registration system. The talk provided a good opportunity for both the participants and speakers to
exchange views on the LTO.
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Seminar on “IRIS Online Services and Its
Enhancements”

The Land Registry delivered a talk to over 300
estate agents at a seminar on 6 July 2011
organised for the Estate Agents Authority. The
talk included a presentation on the functions
of IRIS Online Services and its latest
enhancements. The enhanced functions and
the new free browsing service of the online
version of the Street Index and the New
Territories Lot/Address CRT were
demonstrated. The seminar has proved to be
a useful platform for updating practitioners
and collecting views on our services.

Communication Channels

Land Registry Circular Memoranda
In 2011/12, we issued two Land Registry Circular Memoranda to update stakeholders of our new
initiatives and the launch of improved services.

Land Registry News
The 2011/12 issue of the Land Registry News was released, in electronic format, to keep our customers
updated on the Land Registry’s events, improvement initiatives and service enhancements.

Information Leaflets
Two information leaflets were updated during the year to provide latest information on our services.

Press Releases

We issue press releases to announce the Land Registry’s latest service updates and the regular
statistics of land registration and land search to keep the public abreast of the Land Registry’s services
and the property market conditions.

Customer Service Hotline

Our Customer Service Hotline equipped with an Interactive Voice Response System (IVRS) offers a whole
range of information through the recorded messages and manned operator service. Through
collaboration with the Efficiency Unit's 1823 Call Centre, our operator enquiry service is provided 24
hours a day.

Land Registry’'s Website

During the year, there were over five million visits (70% in the Chinese language and 30% in the English
language) to the Land Registry’s website.
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Customer Service Survey 2011/2012

With a view to gauging customer satisfaction level of the Land Registry’s services and collecting views on
new service initiatives, the Land Registry commissioned a consultant to conduct a comprehensive
customer service survey during September to October last year. The survey included telephone
interviews, field surveys and postal questionnaires. The feedback from respondents was positive and
encouraging. The overall satisfaction rate for our services is 87%. Results on the major service areas are
as follows:

Overall Satisfaction

Rate (%)
100 98.6 T
. \- 86.0 85.6
N | || H B
N | || || ||
R | || || \l
. \l || || ||
0 Service
Customer Counter Search IRIS Online Lodgement of
Centre Services Services Deeds Service

Awards

Civil Service Outstanding Service Award Scheme 2011

The Land Registry was honoured with the Bronze Award of the Service Enhancement Award (Small
Department category) of the Civil Service Outstanding Service Award Scheme 2011 organised by the Civil
Service Bureau. Our commitment to promoting a quality service culture and pursuing continuous service
improvement has once again been recognised.

The Ombudsman’s Awards 2011

The Land Registry shared the joy of our Customer Service Manager, Mr. POON
Fai-yiu, Kenneth for having been honoured with the Ombudsman’s Awards 2011
for Officers of Public Organisations. We are proud of Mr. Poon’s dedication and
professionalism in delivering high standard of customer service and fostering a
positive service culture in the department.
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The Secretary for the Civil Service’s Commendation Awards 2011

The Land Registry extended our warmest congratulations to our Clerical Officer, Miss NG Lai-ling, who
was awarded with the Secretary for the Civil Service’'s Commendation Awards 2011 for her consistently
outstanding performance and firm commitment towards customer service.

International Mercury Awards 2011/12

The Land Registry Trading Fund Annual Report for 2010/11 won the Bronze
Award in the category of Government Agencies & Offices of the 25th
Anniversary International Mercury Awards. There was a total of over 790
entries from 21 countries. The award is an acknowledgement of our
achievement and serves as a positive motivation for our continual pursuit of
quality in our annual report production.

E-Memorial Form

The e-Memorial Form is an electronic form provided by the Land Registry for free downloading from our
website. Our customers can use this automated alternative instead of the conventional pre-printed form
in preparing memorials for registration. The e-Memorial Form accounted for over half of the lodgements
received by the Land Registry in 2011/12.

To further improve efficiency and accuracy in completing the form, the Land Registry launched an
enhanced e-Memorial Form and a brand-new e-Memorial Form (Data Import] in January 2012. The
enhanced e-Memorial Form has a special auto-fill function which enables users to retrieve through the
internet property particulars from the Land Registry’'s computer system for reference while they are
filling in the memorial form. For users handling a series of transactions or property projects with the
same set of basic information, the e-Memorial Form (Data Import] enables transfer of the relevant
information from a computer spreadsheet to multiple memorial forms in one go.

Inter-departmental Projects

The Land Registry has been facilitating the Rating and Valuation Department in implementing the
Property Information Online (PIO) Service through supplying and aligning address information. The
initiative provides the public with an efficient means to obtain comprehensive and up-to-date property
information. Hyperlinks have been added to connect the PIO and IRIS Online Services together to further
enhance convenience in property records search.

Standard Terms Document

The Land Registry will propose amendments to the Land Registration Ordinance, in the form of
consequential amendments under the LT(A]B, to enable deposit of standard terms documents in the
Land Registry. The proposed provisions aim at reducing the bulk of mortgage documents presented for

registration.
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