. T
,.r}

B &k — © 2014/154F BEAT 8O PR 1 B %

Appendix II: Achievement of the Administration’s

Performance Standards 2014/15

137

)

Enquiries

PR 7% $8 5 EIR ERER

Service type Standard Results

o7& & Response to enquiries

o BHEEH e Telephone enquiries ¢ 1EAI{ERA' o Within T working day'  99.99%
(BsES) [voice mail messages)

o EHEH * Written enquiries o TEI{ERR’ e Within 7 working days’  100%

EREH

Qualifying Examinations

BR 7 48 5 BB ERE
Service type Standard Results
B4R Issue result slips® ZHEM141E Within 14 working days 100%
e’ THERA after the examination

&R

Licensing

PR 75 %8 51l IR ERX

Service type Standard Results

FRIEFTIREEE  Process new licence W B RSS2 BY Within 10 working days for  99.80%
applications T0EIZERR" new applications®

B IR B 8 R 5 Process renewal BB R R E 1B Within 20 working days for  99.98%
licence applications 7920 1& L 1ER A renewal applications

R T R Refund of application 101B THERA® Within 10 working days® 100%

MR EUHMR  fees for rejected/

B B A cancelled applications

| EERWIRREH—EER- !
TOBBERET EIERMBE - !

¢ EERERFAEZARIZRERERER .
ZRMKAERANERBTEZARAZBEL -

O ARAEERUEZIEREAE MBEEARXMHZT Y
—ETEREER  EBBIER EEFBEHBE
(BIfE R AT B2 B) A1k - MIERAFAR
HEERMREZBSEZRFFTAZENOATE
MEE AEIREREMERER WREE
BRANER - B BRI IR REFE - AR
RHARE=F(PINREEEE FHALE
BER)EABEAE  FRIEER T RIR
TERELIEBAE -

O HEUHSNERSRFZT —@AIERET WE  C
WEME AARIFEEERZELETAER
Z N AT ERER -

WENEEER 2014/15F®

The EAA’s working days are from Monday to Friday.
From the next working day following receipt of the enquiry.

Issued by the Hong Kong Examinations and Assessment Authority,
authorised by the EAA to administer the examinations.

From the next day following the receipt of an application, the required fee
and documents to the day the licence/statement of particulars of
business is issued [i.e. the day the licence is available for collection). This
service target does not apply to applications which require the EAA
Licensing Committee to determine whether the applicant fulfills the “fit
and proper” requirement and other licensing requirements as prescribed
under the EAO. A longer duration is needed for such cases for the EAA to
make enquiries and for the applicant or any third party (such as the
Official Receiver's Office, trustees-in-bankruptcy or the Police] to
respond before the EAA approves or rejects the application.

From the next day after an application is cancelled or rejected; for
bankruptcy cases, from the next day following the receipt of instructions
from the Official Receiver’s Office or the trustee-in-bankruptcy.
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Complaints and Enforcement

AR 75 28 5 BT EIZER
Service type Standard Results
R EIEEFF A Acknowledge receipt 5T ERNA Within 5 working days 100%

B & E IR R of written complaints

W B 2 % 35 B Provide a written response 151 T {EX A Within 15 working days 100%

X & MZEF A to complainants upon
ELEAERE receipt of sufficient
supporting documents

TR TERAETERRMEER:
Complete investigation of non-compliance cases by the Operations Division®:

o HRER{EAZR e Fast Track Cases 31E AR Within 3 calendar months ~ 100%
(REBRD (Cases involving no
& NEW  witnesses and
=AM B R concerning allegation(s)

NIBIRERER of the Eight Specified

EHEAER) Breaches under the New
Scheme for Disciplinary
Cases only)

e ETEMEZE e Normal Cases 61 AN Within 6 calendar months 7~ i A
GERREZ (Cases other than Fast N/A
NIB2OL N Track Cases concerning
TZR2IE not more than 2
B EZR) allegations)

e BWHEZR e Complex Cases 91E A A Within 9 calendar months 7~ 3@
(BRI REZRE K (Cases other than Fast N/A
EREREES track cases and
LASNEY & 26) Normal Cases)

BAEZFAFALE  Notify complainants of the 1018 T {EXR K Within 10 working days 99.29%

EHR outcome of the case

A5 R A Notify complainees 1018 TER A Within 10 working days 99.70%

(FRRARAE (licensees) of the outcome

FEES of the case

IR A E @B R 2014FE 1M B248 8 2% ¢ This performance pledge was introduced on 24 November 2014 and is

EENKRFREARZEERNERBER- applicable to complaint cases received or non-compliance cases
IhE Z2015F3ANB 2 EBERREHER - detected on or after 24 November 2014. For Normal and Complex Cases,
WARBEFHEREERE - it cannot be measured as at 31 March 2015 yet.
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MR
Disciplinary Proceedings

PR 7% $8 5 EIF EIRER
Service type Standard Results
BITER Conduct the first 5K 8 & 18 5 Within 90 working days 98.01%
4R disciplinary inquiry 90 & T VER A after completion of

hearing of a case investigation

BHEERER

Continuing Professional Development (“CPD”)

BR 75 48 5 EIR ERE
Service type Standard Results
TREEEE Process applications 2018 T 1E R Within 20 working days 100%
EXREBED for endorsement of

R R R CPD activities

BHIHEIEE] Issue certificates of 301 TVER A Within 30 working days 100%
TMEER attendance for

BRI E EAA-organised CPD

EXEEBED activities

COESTZUN
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