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ANNEX |

(a) 2019/20 F E R 5 &%
PERFORMANCE PLEDGES 2019/20

ERKRR
i it (GED RIGIZE
(ZERRBIZE WBESLL) ®D
MBD) Actual
RIEEE Performance Performance
Service Standard Target (% meeting
TER (% meeting service
BR 7 38 5B Working 9$& service standard)
Service Type Day(s) Minutes  standard) (See Note 1)

1. PHIE L h SCEE R 15 (a+b) 92 85.3

Registration of land documents

(a) BB NEEZRBELAMOXEERN (@) 11
T E R D AR
From receipt of an instrument to
updating the land register with the
registered instrument®ee Note 2 and

(b) TR R EEREFWIEEFAMAXE  (b) 4
KB R A+ D
Completion of imaging and return
of the registered instrument to the
|Odg|ng party(See Note 2)

2. EENVER T HELH 15 97 97.3

Counter search of land registers

3. Rt AR BREERL
Supply of imaged copies of land
records
(a) EHE (7 FEX
Over the counter
(iy TEEKER] 15 97 98
Without oversized plans
(ii) PR3 38 KB A 5 97 100
With oversized plans

(b)ZEBH LR LT B
Order via online services
(i) %55 <8H
Collection in person
o TEEEEEER 1 97 100
Without coloured plans
o [KEEAEER 3 97 100
With coloured plans
o M AEER| 5 97 100
With oversized plans
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BRRE
RBERE  CEIRBRE
(ZFIRBGERE ADL) &Y
BB D) Actual
i5Ey 2R Performance Performance
Service Standard Target (% meeting
TYEXR (% meeting service
PR %% %8 5 Working  7$% service standard)
Service Type Day(s) Minutes standard) e i )
(ii) B2 S B FIE R FBAR
Delivery by post or courier
o TEEEEAR
Without coloured plans
- TF6RATETIE 1 97 100
Orders placed before 6 pm
- THeREHIEEHRS -2 2 97 100
HA kAR REE B
Orders placed after 6 pm
or on Saturdays, Sundays &
public holidays
o fffiEEaEE R 3 97 100
With coloured plans
o [ifiE@AER 5 97 100
With oversized plans
4, REITBLHFRER
Supply of certified copies of land
records
(a) £ 1BV HFE
Over the counter
(i) & s 35 97 99.3
Land registers
(i) TEBAE R R B IR &I A 35 97 98.9
Imaged copies without oversized
plans
(iii) Pf 322 368 X B 1) ) =2 £ BR 38 Bl AR 5 97 97.8

Imaged copies with oversized
plans
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BRRE
REEERE  CEIRBGRLE
CERRRBIZE BEDH) &Y
B DL) Actual
iy 2R Performance Performance
Service Standard Target (% meeting
TER (% meeting service
PR %% %8 B Working  7$# service standard)
Service Type Day(s) Minutes standard) (e i 1)
(b):BEBALIRFEETIE
Order via online services
(i) %25 <EH
Collection in person
o THEECAH 1 97 100
Land registers
o TBREIEEIN
Imaged copies
- TEBEKNEAR 3 97 100
Without oversized plans
- HEEAE A 5 97 95
With oversized plans
(ii) B ZF Sk EE R RIXRIE
Delivery by post or courier
o T EFCM
Land registers
- THeRAIETHE 1 97 100
Orders placed before 6 pm
- TFeREIEEHN - 2 97 100
EHARARBRIE
Orders placed after 6 pm
or on Saturdays, Sundays &
public holidays
o NEBABRINZEREIERIAR 3 97 100
Imaged copies without oversized
plans
o [fHEBAERINZEREEEAR 5 97 99.3
Imaged copies with oversized
plans
5. HEEMBERR
Sale of Memorial Day Book (MDB)
(a) HBIT MM EBFHRFE 2 98 100
Approval of MDB applications
(b) FEEMFE B HmEFHESR 1 98 100

Delivery of MDB data files
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BRRE
BREEERE  CEIRBGIRLE
(ZERRBZE B L) &Y
BB D) Actual
i5Ey 2R Performance Performance
Service Standard Target (% meeting
T{EXR (% meeting service
PR %% %8 5 Working  7$% service standard)
Service Type Day(s) Minutes standard) (See Note 1)
6. SHERBEIMB/EAR
Sale of Monthly Memorial
Information on Mortgage
Transactions (MMIM)
(a) HEBIIRIBEM R E AW B R 2 98 100
Approval of MMIM applications
(b) BB EMEE A HEFHESR 4 98 100
Delivery of MMIM data files
7. EFEARE
Telephone enquiry services
(a) AR BT WEIE S840 88 94 99.3
EIR
Voice mail left during office hours Return calls within
40 minutes after
receiving the voice
mail
(b) 3EM AW EIE T T—EIEXTE L 94 100
1085 AT A&
Voice mail left after office hours Return calls before
10 am on the next
working day
8. &RT L B M & K
Amendment of registered data
(@ — &A= (AREFMHEEZEHELE 3 94 94.2
T b &)
Simple cases (i.e. Rectification of
land registers based on Memorial
information)
(b) EFEME S 10 93 91

Complicated cases
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{E3)
BYEE  GEIRBEE
(EEIRWBIZE MEHL) E)

MBADL) Actual
PRAEEE Performance Performance
Service Standard Target (% meeting
TER (% meeting service
PR %% %8 B Working  7$# service standard)
Service Type Day(s) Minutes standard) (Gt Mot 1)
9. AEXRMNEMMP LML ERETM 16 (a+b) 92 87.5

Registration of withheld

instruments redelivered for

registration

(a) BB BRMNEMAOPIEFMXERE (a) 12
BIEE M A X E B #EA e
fit : A
From receipt of a withheld instrument
redelivered for registration to
updating the land register with the
registered instrument; and

(b) TR EREERFIIEEZMAOIXE (b) 4
KA R A+
Completion of imaging and return
of the registered instrument to the
lodging party

10. XXV REE RS
Owners’ corporation services
(a) IR R T 37 SR B REM 30 90 100
Registration of owners’
corporationssee Note 3)

(b) 3R 7 ZEB 40 8 Bl AN 30 90 100
Supply of copies of owners’
corporation records
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L E3]
BMEE  CERRBEE
(EEIRIGIZE MHESL) &)

MmBESL) Actual
RIEEE Performance Performance
Service Standard Target (% meeting
TYEXR (% meeting service
PR %% %8 5 Working  7$% service standard)
Service Type Day(s) Minutes  standard) (see Note 1)

N.EEES KRR
Handling of suggestions/complaints 7~ iz & £ Ui 21 i :% - -

FEFEH T RA
EE' - MR F e
EERR A EE
B -hehbTOH
[E7& -

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.

21 RRE2019ERESHRALRBARNER - 20202 A3BE3 B31 BAERAITIELE MEAFAREN R HRE - E5
HENERRBRRAMIEIZE -

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

fE2 0 PEREEMERRRT LE R XE

Note 2: Excluding complicated cases and instruments withheld from registration

3 TEREEMERSHEZIREM INEAX R R E

Note 3: Excluding complicated cases and applications that require further supporting documents for processing
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(b) 2020/21FE R AL (X HE 520205481 H#E)
PERFORMANCE PLEDGES 2020/21 (WITH EFFECT FROM 1 APRIL 2020)

AR5 51
(ED| AR BARAE
WA D)
FRIG R ZE Performance
Service Standard Target
PR 7% %8 5 TYEXR HiE (% meeting
Service Type Working Day(s) Minutes service standard)
1. BRI £ it SO 15 (a+b) 92
Registration of land documents
(@ BHKIIXEEREEFMAIXEEH LM (@) 11
EraofED s Uk
From receipt of an instrument to updating
the land register with the registered
instrumentsee Note V- gnd
(b)FTER T EEREEFWIEEFMONEXBR (b) 4
2 A D
Completion of imaging and return of
the registered instrument to the lodging
party/see Nete 1)
2. EEUER LB H 15 97
Counter search of land registers
3. RET AR BREERR
Supply of imaged copies of land records
(a) E1B FEE
Over the counter
(iy NEBAEAR 15 97
Without oversized plans
(i) M2 3@ AR E Al 5 97
With oversized plans
(b) BB LR ETHE
Order via online services
(i) # 5 <EE
Collection in person
o TEEBEER 1 97
Without coloured plans
o [ffiEEaEE R 3 97
With coloured plans
o [ifEBAE R 5 97

With oversized plans
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RIS 51
CGERRBARE
WAL
IRIE IR Performance
Service Standard Target
PR 7% %8 5 THER niE (% meeting
Service Type Working Day(s) Minutes service standard)

(ii) FEF KM EE LR FIXRIE
Delivery by post or courier
o TEEEEEA
Without coloured plans
- TF6RFATET IS 1 97
Orders placed before 6 pm

- NFeRENEESN  EHAR 2 97
NIRRT
Orders placed after 6 pm or on
Saturdays, Sundays & public
holidays
o MxEEAEE A 3 97
With coloured plans
o MHEBAER 5 97
With oversized plans
4. R HLBEIAFTE
Supply of certified copies of land records
(a) E1B (U HHEE
Over the counter
(i) THE A 35 97
Land registers
(i) TEBAE RN EREIE BN 35 97
Imaged copies without oversized plans
(iii) 38 38 K Bl Al Y 5215 BR 32 Bl AN 5 97

Imaged copies with oversized plans

(b)ZEBHY L IREETiE
Order via online services
(i) HRH
Collection in person
o THIEFCM 1 97
Land registers
o TEBRERIEEIAKN

Imaged copies

- FEAAEE 3 97
Without oversized plans
- HMHEBEARER 5 97

With oversized plans
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Service Type

R REE

B4 | ANNEX |

R EE
(ERIRBIZAE
MBEDL)
Performance

Service Standard Target

TEXR
Working Day(s)

08 (% meeting
Minutes service standard)

(ii) FEF KM EIE R FIXRIE
Delivery by post or courier

T & EE R

Land registers

TF6RFAIR] BB

Orders placed before 6 pm
THeRBk LM  EHAR
NIRRT R

Orders placed after 6 pm or on
Saturdays, Sundays & public
holidays

PEBAE R R 5R BRI Bl A
Imaged copies without oversized
plans

fit A B R AR IR &8l
Imaged copies with oversized plans

5. HEEMBERR
Sale of Memorial Day Book (MDB)
(a) BB M E B S5 B 5E
Approval of MDB applications

(b) ZEFMAHE B FERER
Delivery of MDB data files

. HERBEMBEEARR

Sale of Monthly Memorial Information on

Mortgage Transactions (MMIM)
(a) #LBIL B MM E AFRRE
Approval of MMIM applications

(b) KRBT M E A ERHER
Delivery of MMIM data files

97

97

97

97

98

98

98

98
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RIS 51
GERIRBGIRE
WAL
PR 7% 1R 25 Performance
Service Standard Target
PR %% %8 5 THER niE (% meeting
Service Type Working Day(s) Minutes service standard)
7. EREHRE
Telephone enquiry services
(@) BAKRRHWRE S WEIE S840 EARITE 94

Voice mail left during office hours

Return calls within 40 minutes
after receiving the voice mail

(b) FEM AR R EIRE = T—EI{ERF L10KFIEE 94
Voice mail left after office hours Return calls before 10 am on the
next working day
8. BT L &M E R
Amendment of registered data
(@) — AR BIBREIMBEEEHE ELHE 3 94
o)
Simple Cases (i.e. Rectification of land
registers based on Memorial information)
(b) EREEZ= 10 93
Complicated Cases
9. ABXEMA A LE M E PR TR 16 (a+b) 92

Registration of withheld instruments

redelivered for registration

(a) BB B R FEMEF IEFM X EZRE
ERMEXEEMEELMERLM AR
From receipt of a withheld instrument
redelivered for registration to updating
the land register with the registered
instrument; and

b) TR EREREREFIIEEFTMAXEZXE
REANE
Completion of imaging and return of the
registered instrument to the lodging party

(b) 4
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Service Type

P 7 15 22
Service Standard
THEX 88
Working Day(s) Minutes

B4 | ANNEX |

R EE
(ERIRBIZAE
MBEDL)
Performance
Target
(% meeting
service standard)

10. XXV REEBRH
Owners’ corporation services
(a) P13 £ ST 2R E I 2

30

Registration of owners’ corporations(see Note 2)

(b) IR EE T REZE LRI
Supply of copies of owners’ corporation
records

MEBES RF

Handling of suggestions/complaints

1 TEEEMEARRES EERNXE

30

REgrl B ERsRFENT
RAEE - MR A e ERH
NHBIEE - 18R TUTEE -
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.

Note 1: Excluding complicated cases and instruments withheld from registration

2 T EEEMERSFEEIREMINFEAX R R E

90

90

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