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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
(DEVB) and the Financial Services and the Treasury Bureau
(FSTB) for its business and financial performance respectively.
We submit a medium range corporate-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 DEVB to review our business performance.
The DEVB also provides policy steer for our work. In addition,
we maintain regular liaison with the FSTB, which monitors our
financial performance.

Integrity

Under the Trading Funds Ordinance (Cap. 430) (TFO), 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 daily business in a proper manner
in compliance with departmental guidelines and the relevant
Government rules and regulations. The Registry Manager is
the Ethics Officer of the Land Registry overseeing 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 regularly to raise their awareness in this
regard.
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Transparency

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

We maintain close contact with our customers of the private
and public sectors through our regular Customer Liaison Group
meetings.

Performance Pledges

As part of our continuing commitment to improving the quality
and efficiency of services, we have been conducting review of
our performance pledges annually since the establishment of
the Trading Fund in 1993. In 2015/16, we exceeded all the
targets set in our performance pledges. Annex | (a) sets out the
pledges and our performance for the year.

To further improve our service in the coming year, we will
implement enhanced performance targets for our telephone
enquiry services. The new set of performance pledges for
2016/17 is at Annex | (b).

Customer Feedback

In 2015/16, the Land Registry received 48 commendations and
3 suggestions through various channels, including our customer
service hotline, the Land Registry’s homepage, comment cards,
letters and emails.

FiB LM EZE S THE LAND REGISTRY TRADING FUND HONG KONG



JJ:J.LE/I:

CORPORATE GOVERNANCE
ERREEE
Customer Satisfaction Rate
Attt
Per Cent
100
94.2 92.8
89.6
] M) =
80
60
40
| | |
20
>/ 2 03 = 2.2
0.1 0.0 0.0 r Vo 0.0 0.0 <2 00 0.0
0 = o R FE Year
2013/14 2014/15 2015/16
EEHE HE — THE . FETHE
[j Very Satisfied ' Satisfied ' Average {j Dissatisfied E Very Dissatisfied

A ATIEEREAIKRE, NIMAESNESERFEFAESET100%,
Note:  Figures in percentage for individual items may not add up to 100% due to rounding.

AN, BATIRKE| AL R S22 There were also 18 complaints received by us or referred to
REMBTEIISHES WP ST us by other Government offices or the Legislative Council
HI18IR 1F, FRBEEIFIRIFYIESR  Secretariat. All the suggestions and complaints were promptly
MR B R N B AL IR, addressed and fully responded to.

B TEARERE, =—ETOFA
HEMRS, BFFEFET.

Customer: The passionate staff provided
a meticulous search service
which is worth appreciation.
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Customer: The staff of the Land Registry

explained registration matters
in detail and with excellent
service manner.
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