s 4+
ANNEXES P—zﬂ
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(a) 2019/20 F E R 55 &%
PERFORMANCE PLEDGES 2019/20

BRS5 4Rt

Service Standard

THEX
Working

Day(s)

RSS2 5

Service Type

o
Minutes

B4 |
ANNEX |

SKERRI
B (KBRS
(REIRSIE BB ) =D
WAEDE) Actual
Performance Performance
Target (% meeting
(% meeting service
service standard)
standard) (See Note 1)

1. JPEE 4 i SO EMR

Registration of land documents

(a) BRI X B ERFBEIMHIXBER (a) 11
THEE G F2 AR
From receipt of an instrument to
updating the land register with the
registered instrument®ee Note 2- 3nd

(b) SER AR AL R IR FF FH R E VE M A X H
PP CIEoE N it
Completion of imaging and return
of the registered instrument to the
Iodglng party(See Note 2)

15 (a+b)

(b) 4

2. EEMNMER L HEICMH 15
Counter search of land registers

3. Rt L FEBRLERIF
Supply of imaged copies of land
records
(a) EHE FE R
Over the counter
(i) xR E N 15
Without oversized plans
(ii) B2z 33 K I U 5
With oversized plans

(b)EL P_L AR 1T
Order via online services
(i) 25 SE
Collection in person
o TEEERN 1
Without coloured plans
o [EEERN 3
With coloured plans
o FffEAREN 5
With oversized plans

92 85.3

97 97.3

97 98

97 100

97 100

97 100

97 100
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B4 | ANNEX |

KERER I

REElR (CRBIRSIE
(KRR RSIE BBEDE) D
WBEDE) Actual
REWRE Performance Performance
Service Standard Target (% meeting
TEXR (% meeting service
R&EZ5 Working  44bh service standard)
Service Type Day(s) Minutes standard) Eee i )
(ii) BB 27 sk 1% 156 X Rl
Delivery by post or courier
o TEEERN
Without coloured plans
— THF6RTATITE 1 97 100
Orders placed before 6 pm
- TFeRaEEH. 2 2 97 100
B R AR EREAITE
Orders placed after 6 pm
or on Saturdays, Sundays &
public holidays
o [hEEERN 3 97 100
With coloured plans
o [hESKEN 5 97 100
With oversized plans
4. BT L FINER
Supply of certified copies of land
records
(a) ZHEL 0
Over the counter
(i) THZE 1M 35 97 99.3
Land registers
(EPESVPN=IEGA- TSR 35 97 98.9
Imaged copies without oversized
plans
(DLEPESTPN=INESEA- T ISEFRN 5 97 97.8

Imaged copies with oversized
plans
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SKERER I

REER  (RBIRSIRE
(KRR RSE BIBEDE) D
WEDE) Actual
REWRE Performance Performance
Service Standard Target (% meeting
T{EXR (% meeting service
R&EZE5 Working  4y4bh service standard)
Service Type Day(s) Minutes standard) (oo Wai )
(b)iZES L RS 1T
Order via online services
(i) %5 SE
Collection in person
o THIEICH 1 97 100
Land registers
o TBERAIZEIR
Imaged copies
- TESAKEN 3 97 100
Without oversized plans
L SUPNEI 5 97 95
With oversized plans
(ii) BB 27 sk 1% 1% ) Rl
Delivery by post or courier
o THIEICH
Land registers
- TH6RAIITE 1 97 100
Orders placed before 6 pm
- THemEsEE BN, 2 97 100
BB R AR
Orders placed after 6 pm
or on Saturdays, Sundays &
public holidays
o TNEGKEMEZARLIE R 3 97 100
Imaged copies without oversized
plans
o [hEI KRN ELIZRIAR 5 97 99.3
Imaged copies with oversized
plans
5. HEIMWERE
Sale of Memorial Day Book (MDB)
(a) DI E B EHBIF 2 98 100
Approval of MDB applications
(b) KB M E B ER L E 1 98 100

Delivery of MDB data files
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KERER I

REER (RFRSIRE
(K% HH&flﬁTvﬁ BB ) Y
SEEA=D) Actual
REWRE Performance Performance
Service Standard Target (% meeting
TEXR (% meeting service
R&EZ5 Working  44h service standard)
Serwce Type Day(s) Minutes standard) Eee i )
6. HERBIMBEARE
Sale of Monthly Memorial
Information on Mortgage
Transactions (MMIM)
(a) LR ENBE A LR H1E 2 98 100
Approval of MMIM applications
(b) I IR M E A SRR 4 98 100
Delivery of MMIM data files
7. BiIEERRS
Telephone enquiry services
(@) AR EIWEIE = WERIE = /E405 94 99.3
mEE
Voice mail left during office hours Return calls within
40 minutes after
receiving the voice
mail
(VEZN: &l —MIERF L 94 100
108 RTEE
Voice mail left after office hours Return calls before
10 am on the next
working day
8. &iT £ i & ic A% 8t
Amendment of registered data
@ MBI (BBREFEIMBERHEE 3 94 94.2
THEEICAT)
Simple cases (i.e. Rectification of
land registers based on Memorial
information)
(b) EZA % 10 93 91

Complicated cases
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KEREH
WSEn  (RERSE
CEEIRSIE BB L) 02D

BB DL) Actual
REWRE Performance Performance
Service Standard Target (% meeting
TER (% meeting service
RS Working 4% service standard)
Service Type Day(s) Minutes standard) (e Mot )
9. NBRMEMB P ILEMICBHEEM 16 (a+b) 92 87.5

Registration of withheld

instruments redelivered for

registration

(@) AR B BRZMEMBFIIMXHZE (a) 12
BIEE M E) X HEFHEX 510
it AR
From receipt of a withheld instrument
redelivered for registration to
updating the land register with the
registered instrument; and

(b) EREER AR HIED I EMHIX S (b) 4
PACIEYE Y N
Completion of imaging and return
of the registered instrument to the
lodging party

10.)0b F 7 SEFA AR S5
Owners’ corporation services
(a) 3Rl 3 57 Z KB O 30 90 100
Registration of owners’
corporationsee Note 3)

(b) IRl 7 X AL FEIAK 30 90 100

Supply of copies of owners’
corporation records
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SRR I
Bk %5 #6845 GREIBRSS bR
CRBIRSHE MBS ) D

MBE D) Actual
REWRE Performance Performance
Service Standard Target (% meeting
TER (% meeting service
R Working 4% service standard)
Service Type Day(s) Minutes standard) ez (Mo 1)
MLABEY’IF
Handling of suggestions/complaints 75 4k £ 7£ U 21| 32 1Y - -
FRIFEH RN
EE, mRTA e
EXREARNIFRE
g, R/ TUF
EE,

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 RK2019B RESHALXYT AN, 202062 838 E3 831 BAERAITIELH MYERHAREN LR HRS, Mil
I B #93EBR AR %5 R ULA i X B R

Note 1: The actual performance of individual items was affected given that public services were provided on a limited scale under
the special work arrangement from 3 February 2020 to 31 March 2020 to reduce the risk of the spread of COVID-19 in
the community

E2:  ABREEFRNERBH IS

Note 2: Excluding complicated cases and instruments withheld from registration

A3 PEBEEEANRATBRMAM INERX G RIE
Note 3: Excluding complicated cases and applications that require further supporting documents for processing
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(b) 2020/21FERSAE (X HE 2020548 1H#2)
PERFORMANCE PLEDGES 2020/21 (WITH EFFECT FROM 1 APRIL 2020)

AR5 fE#R
(IR B AR S5 R0k
WAEDE)
R&#r & Performance
Service Standard Target
PR %525 3 THER o (% meeting
Service Type Working Day(s) Minutes service standard)
1. JPER £ 3 SO X 15 (a+b) 92
Registration of land documents
() BB X HERBEE EMACPHEFH i (a) 11
B AR
From receipt of an instrument to updating
the land register with the registered
instrument®ee Note V- and
(b)TEA B IR A E 2 )T X Pox IR (b) 4
2 A 02D
Completion of imaging and return of
the registered instrument to the lodging
party/see Nete 1)
2. EEEF L i =2 A 15 97
Counter search of land registers
3. Rt LB FEERLERIR
Supply of imaged copies of land records
(a) EFEL FE
Over the counter
(i) P AREN 15 97
Without oversized plans
(i) B2 KB 5 97
With oversized plans
(b):Z12 P _L AR S5 1T I
Order via online services
(i) 3% & ER
Collection in person
o MEAERN 1 97
Without coloured plans
o [hEHERN 3 97
With coloured plans
o [hESAEN 5 97

With oversized plans

4] ANNUAL REPORT 2019-20

133



B4 | ANNEX |

Bk 55 $E 45
(BRIRS PR
MBD)
RSSH5RE Performance
Service Standard Target
BR 552K 51 THER ek (% meeting
Service Type Working Day(s) Minutes service standard)

(ii) BB EF B A 15 1% N AlIE %
Delivery by post or courier
. FEFHRE@EN
Without coloured plans
- TH6RIATITI 1 97
Orders placed before 6 pm

- THemEELH. EHAR 2 97
AR
Orders placed after 6 pm or on
Saturdays, Sundays & public
holidays
o MhiEEEEN 3 97
With coloured plans
o izt KR 5 97
With oversized plans
4, R HLEFRINER
Supply of certified copies of land records
(a) E1E (L 70 22
Over the counter
(i) =Mt 35 97
Land registers
(ii)) %23 KB N Y AR AL IR Bl A 35 97
Imaged copies without oversized plans
(i) Bt % 53 K B U B S8R A 32 Bl R 5 97

Imaged copies with oversized plans

(b)iZ32 P _L AR5 1T I
Order via online services
(i) %5 SnEX
Collection in person
o THIEICHH 1 97
Land registers
o TRALIEEIN

Imaged copies

- TMEISKEN 3 97
Without oversized plans
- P KR 5 97

With oversized plans
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AR 55 fE#R
GRB RS
WBEDL)
RS E Performance
Service Standard Target
BRS52K 51 TEXR o (% meeting
Service Type Working Day(s) Minutes service standard)
(ii) BB BT S 15 1% A RlIE %
Delivery by post or courier
o THEEICH
Land registers
- TH6RTATITE 1 97
Orders placed before 6 pm
- THemEsELEHK. EHER 2 97
ANARBEAITE
Orders placed after 6 pm or on
Saturdays, Sundays & public
holidays
o MEMAERNEEAIZRAR 3 97
Imaged copies without oversized
plans
o [hEIARMBZELIZRAR 5 97

Imaged copies with oversized plans

5. HEIMBERE
Sale of Memorial Day Book (MDB)
(a) I M A E B L RE 2 98
Approval of MDB applications

(b) = i#E EMTEE A ER LS 1 98
Delivery of MDB data files

6. HEREBEBIMBEARE
Sale of Monthly Memorial Information on
Mortgage Transactions (MMIM)
(a) RIS ETM A E A ER BB 2 98
Approval of MMIM applications

(b) 3F B I T M E A E AR 4 98
Delivery of MMIM data files
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AR 55 fE#R
(R B AR 515
WBED)
RSSH5RE Performance
Service Standard Target
BR 552K 51 THER paRi (% meeting
Service Type Working Day(s) Minutes service standard)
7. BEERERS
Telephone enquiry services
CRIVNEE &= WEIB S F400 s EIE 94
Voice mail left during office hours Return calls within 40 minutes
after receiving the voice mail
(b) N RS EIE = TP IEXRE L1086 RIRE 94
Voice mail left after office hours Return calls before 10 am on the
next working day
8. 1&1T L b & iC A& &
Amendment of registered data
(@) — AN R(AREIMBERREEL S 3 94
1EM)
Simple Cases (i.e. Rectification of land
registers based on Memorial information)
(b) EFANR 10 93
Complicated Cases
9. N BRAEME L EM B EM 16 (a+b) 92

Registration of withheld instruments

redelivered for registration

(@) BB BRMAEME P IETM B ERTE (a) 12

EEME X BEFEX L EICH UK

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

(b) TR BRI FF I E I M X HiEE (b) 4
REAL
Completion of imaging and return of the
registered instrument to the lodging party
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AR S5 tE R
(R B AR 515
WBEDL)
PR &5 FR & Performance
Service Standard Target
BRS52K 51 TER 43kt (% meeting
Service Type Working Day(s) Minutes service standard)
10k == 7 A H RS
Owners’ corporation services
(a) 73R F 7 FOR BT A 22 30 90
Registration of owners’ corporations(see Note 2)
(b) TRl £ 7 FRVEH 2 F B AR 30 90

Supply of copies of owners’ corporation
records

1MEBE2Y &]iF

Handling of suggestions/complaints

R EWEN W SHRIFEH T
ARNEE, MRDAEEXRH
MIFRIEE, oL THIFEE,
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.

pa NEEEENR R IDIME B

Note 1: Excluding complicated cases and instruments withheld from registration
2 PEEEZRANRATE ZIRMM INERR S R IE

Note 2:

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