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(@) 2018/19% £ ARk 55 & 1%

B4 1
ANNEX |

Performance Pledges 2018/19

RS ER N 3
(RERS AR (RERSIFEN
Bot) BA)
FR 55 #7 Performance Actual
Service Standard Target Performance
PR %5 3% 5l THEX o (% meeting (% meeting
Service Type Working Day(s) Minutes  service standard) service standard)
1. HELHIETEMR 15 (a+h) 92 99,702 See Note 2
Registration of land documents
@ BAUIIXPERESIMOXHBEN L (a) 11
LM AR
From receipt of an instrument to updating
the land register with the registered
instrument (See Note 1: gng
b)) TAFHALERFHESIMOXHBEE (b) 4
&Y antal
Completion of imaging and return of the
registered instrument to the lodging party
(See Note 1)
2. EEMEAIHECH 15 97 99.8
Counter search of land registers
3. RUIHLRFEULERR
Supply of imaged copies of land records
(a) #EHEMLER
Over the counter
() TEIREN 15 97 99.5
Without oversized plans
(i)  BE S ARED 5 97 100
With oversized plans
(b) ZETM LIRS ITH
Order via online services
() FEHHM
Collection in person
o AEFHEEN 1 97 100
Without coloured plans
o MhEHEERN 3 o7 100
With coloured plans
o IhHEMKEN 5 97 100

With oversized plans

IR ANNUAL REPORT 2018-19

125



B4 1

ANNEX |
RS ER K&
CREI RS mER) (R3] AR &S #r 0 #)
B BAt)
fR 55 47 Performance Actual
Service Standard Target Performance
RS THERX vl (% meeting (% meeting
Service Type Working Day(s) Minutes  service standard) service standard)
(i) HBEFSHHEERAEE
Delivery by post or courier
o AEFHEEN
Without coloured plans
—  TF6eREITE 1 97 100
Orders placed before 6 pm
- TFeNFRELEN 2 97 100
EBBRRARBEHITH
Orders placed after 6 pm or
on Saturdays, Sundays &
public holidays
o HhEHEERN 3 97 100
With coloured plans
o IhHEMKEN 5 97 100
With oversized plans
4. RETHLFIANER
Supply of certified copies of land records
(a) THELDE
Over the counter
() THEIEH 35 97 99.3
Land registers
(i) FEIRENAHZELEER 35 97 99.6
Imaged copies without oversized plans
(i) PN RENSFELIEEAR 5 97 100

Imaged copies with oversized plans

(b) ELW LIRS ITH
Order via online services
() FEFAE
Collection in person
o THLEIRM 1 97 100
Land registers
o FRAEEIR

Imaged copies

- PELKREN 3 97 100
Without oversized plans
- HEIAREN 5 97 99.5

With oversized plans
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Service Type

;3
Service Standard
TEX ki
Working Day(s)  Minutes

B #F 1

ANNEX |
R EH KR &R A
CRBI RS R (R3] AR &5 4 1)
Bot) BA)
Performance Actual
Target Performance
(% meeting (% meeting

service standard) service standard)

5.

(i)

B0 25 3 fhy 12 8 A Ak
Delivery by post or courier

THEiLH
Land registers
—  TF6RIATITIE
Orders placed before 6 pm
— TFeEEsEEHS  EHAR
AR
Orders placed after 6 pm or
on Saturdays, Sundays &
public holidays
EESVPNSNIEEA- S SRR
Imaged copies without oversized plans
iStSOPNSIIE A S 1S LN
Imaged copies with oversized plans

HEIMWERS

Sale of Memorial Day Book (MDB)
HEIMBEBEL BB
Approval of MDB applications

(a)

b) FEIMBEEERHEER
Delivery of MDB data files
HERBIMBEAS

Sale of Monthly Memorial Information
on Mortgage Transactions (MMIM)
HRZEBIMHEATHORE

(a)

(b)

BEEHRS

Approval of MMIM applications

FREBIMBEAERHER
Delivery of MMIM data files

Telephone enquiry services
DA BEREEE

(a)

(o)

Voice mail left during office hours

FHoeEREES

Voice mail left after office hours

Y 2|88 5 5400 # A E 2
Return calls within 40 minutes
after receiving the voice mail

T—MIEXFLI0NFIEE
Return calls before 10 am
on the next working day

97 100
97 100
97 100
97 100
98 100
98 100
98 100
98 100
94 98
94 100
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RS
Service Type

RS EH KRR A
CRBI RS R (R3] AR & #r 0 #)
Bot) BAt)
ey Performance Actual
Service Standard Target Performance
THEX vl (% meeting (% meeting

Working Day(s) Minutes  service standard) service standard)

8. BiltERBMESR
Amendment of registered data
(@) —HRIREREIMFHERNEE L HEILMH)
Simple cases (i.e. Rectification of land registers
based on Memorial information)
b)) EHFIER
Complicated cases

9. ABXAEM I EM D E TR
Registration of withheld instruments redelivered
for registration
(8) AKABRMIMMPEIMXBERRE

EAMMXPEIEXLHELH: AR
From receipt of a withheld instrument redelivered
for registration to updating the land register with
the registered instrument; and

b) FTATHALERFHESIMAXHEE
REANTL
Completion of imaging and return of the
registered instrument to the lodging party

10. LEBEY /R
Handling of suggestions/complaints

= PEEEEIREERIETME S
Note 1: Excluding complicated cases and instruments wi

3 94

10 93

16 (a+h) 92
(@ 12
(b) 4

AR 2EWE RN SR KG -
BT RNEE - R ARE
EXREMNFRIER
BoETNFSEE -
Replies to suggestions or
complaints will be sent within
10 calendar days of their
receipt. If this is not possible,
an interim reply will be sent
within this period.

thheld from registration

E2 ERRABRBEBEEMNAZEF —IPIERBEEMHOXPERDRRZALEITE
Note 2: The actual performance is measured by the registered documents dispatched to the lodging parties on the last

working day of each month
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(b) 2019/20%F & AR 55 & #% (£ 2 B #A 5920195F4A10 i)
Performance Pledges 2019/20 (with effect from 1 April 2019)

R 55 18 #%
(8 B AR 55 41 A Y
Bt)
R 55 4% & Performance
Service Standard Target
PR 55 2€ 5l T{EXR 53 (% meeting
Service Type Working Day(s) Minutes service standard)
1. HE L EEM 15 (a+b) 92
Registration of land documents
@ HBEIXHEREDLEIMOHXPEI LI (@) 11
BEADMOEY 5 BA K
From receipt of an instrument to updating
the land register with the registered instrument
(See Note 1); and
(o) TATEABIEFHIELETMEFHEE (o) 4
X E A A0
Completion of imaging and return of the
registered instrument to the lodging party
(See Note 1)
2, FEENERLTHZILH 15 97
Counter search of land registers
3. RUHIHILITFHRLERR
Supply of imaged copies of land records
(a) EHENLER
Over the counter
(i EISAKEN 15 97
Without oversized plans
(i) P KRB 5 97
With oversized plans
(b) E LR ITH
Order via online services
() FEHGE
Collection in person
. TEme RN 1 97
Without coloured plans
J B 2 20 2 B’ ) 3 97
With coloured plans
o [MhEIAKEN 5 97

With oversized plans
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PR 55 18 #r
CREIR S bR AR
Bt)
BR 55 % /& Performance
Service Standard Target
Bk %5 25 5l THEX Sl (% meeting
Service Type Working Day(s) Minutes service standard)
(i) HBEF S HILEARIEIE
Delivery by post or courier
o TEHE RN
Without coloured plans
—  TFeR AT 1 97
Orders placed before 6 pm
—  THemFExREEHN - 2 97
EHARARXEBEITH
Orders placed after 6 pm
or on Saturdays, Sundays &
public holidays
e fhEHEEN 3 97
With coloured plans
e fhELAKEN 5 97
With oversized plans
4., R THLFINEE
Supply of certified copies of land records
(a) 7TEHEML)E
Over the counter
iy LHEIEM 35 97
Land registers
(i) ESKENA R &AL 8 35 97
Imaged copies without oversized plans
(i) BT KB &) 32 4 b 22 Bl AR 5 97

Imaged copies with oversized plans

(b) EZ ML RS ITH
Order via online services
() FEHFAW
Collection in person
o T E LM 1 97
Land registers
e TERLEEIR

Imaged copies

- PTEIKEN 3 97
Without oversized plans
—  MrEREN 5 97

With oversized plans
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PR 55 18 #r
(3R 3 AR 55 41 B9
BHtk)
BR 55 % /& Performance
Service Standard Target
PR %5 25 &l ITHEX 53 (% meeting
Service Type Working Day(s) Minutes service standard)
(i) HEEFHAIEBEAFIER
Delivery by post or courier
o -+ Hb & 10 At
Land registers
—  TFeRAIiTH 1 97
Orders placed before 6 pm
—  TFerESEZHIN 2 97
EHARARXBEITHE
Orders placed after 6 pm
or on Saturdays, Sundays &
public holidays
o FEIKENSFELE IR 3 97
Imaged copies without oversized
plans
o fhELAKENEZELER AR 5 97

Imaged copies with oversized plans

5. HEIMWERRE
Sale of Memorial Day Book (MDB)
@ HMETIMHEAENRIE 2 98
Approval of MDB applications

() FBIMBEBERBEE 1 98
Delivery of MDB data files

6. HERBIMBERE
Sale of Monthly Memorial Information
on Mortgage Transactions (MMIM)
@ HMEARBIMBEAENRIE 2 98
Approval of MMIM applications

(b)) FBRIBIMBEAERHEE 4 98
Delivery of MMIM data files

7. BEZHARS
Telephone enquiry services
@ DANEWEIES WEBEF400HRNEE 94
Voice mail left during office hours Return calls within 40 minutes
after receiving the voice mail

) FHAREREBEST T—PIERE 108 AT EE 94

Voice mail left after office hours Return calls before 10 am
on the next working day
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R 55 18 #%
(R B AR S5 47 £ BY
BHtk)
BR %5 % /& Performance
Service Standard Target
PR %5 25 &l ITHEX 53 (% meeting
Service Type Working Day(s) Minutes service standard)
8. #BiltuZEicMER
Amendment of registered data
@ —MAREIBEIMBERHEE T 3 94
Zic )
Simple Cases (i.e. Rectification of land
registers based on Memorial information)
) EBEEIR 10 93
Complicated Cases
9. NEBEXXMIEMAE L EM A EEM 16 (a+b) 92
Registration of withheld instruments
redelivered for registration
@ BRIBIMEMOFRIEERXPERE (@) 12
EIMEI X BE AR R LB AR
From receipt of a withheld instrument
redelivered for registration to updating the land
register with the registered instrument; and
() FTEAFEILEREFFIEDIMOXHIED (b) 4
REANL
Completion of imaging and return of the
registered instrument to the lodging party
10. WEVRZEFARS
Owners’ corporation services
@ DB E T RIEFFE MO 30 90
Registration of owners’ corporations (See Note 2
(o) Rl ETREALFEAR 30 90
Supply of copies of owners’ corporation
records
1. REBERBYRIF RS W R E WK
Handling of suggestions/complaints KRIFENTRXAZE - iR

TR EXREANFRIEE
oL FHLOEE -
Replies to suggestions or
complaints will be sent within
10 calendar days of their
receipt. If this is not possible,
an interim reply will be sent
within this period.

A1 PEEERIELEPIEIMEOH

Note 1: Excluding complicated cases and instruments withheld from registration

A2 TEEERIRLTEREMINIERAXH I RIE

Note 2: Excluding complicated cases and applications that require further supporting documents for processing
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