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Our Vision
We will be the foremost immigration service in the
world in effectiveness and efficiency.

Our Mission
We will contribute to the security and prosperity of
Hong Kong by:
exercising effective immigration control
facilitating the visit of genuine travellers
keeping out undesirables

preventing and detecting immigration-related
crimes

issuing to residents highly secure identity cards
and travel documents

providing efficient civil registration services for
births, deaths and marriages

We will provide quality service without discrimination
and treat each member of the public with respect,
consideration and compassion, irrespective of
disability, sex, marital status, pregnancy, family
status, race, nationality and religion.

Our Values
Integrity and Impartiality

We will faithfully apply our policies and practices
with impartiality and honesty, and will uphold our
high standards of integrity at all times.

Courtesy and Compassion

We will treat each member of the public with
respect, consideration, courtesy and compassion.
We will be empathetic, appreciative of different
perspectives and flexible in the application of policies
to meet specific needs.

Care and Cohesion

We will adopt people-based management to care
for our staff's need and development, enhance
communication, cultivate harmony and trust, and
build a professional team with high morale and
cohesiveness to serve the public.

Alertness and Awareness

We will remain sensitive to ever-changing social,
economic and political environment, assimilate
trends and realign our business strategies and
operational procedures to meet new challenges.

Improvement and lllumination

We will continuously strive for excellence in
whatever we do and seek to be the role-model for
other immigration services worldwide.
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Preface

This booklet tells you about the standard
of service which you can expect from the
Immigration Department. It also tells you
the steps you can take if you want to
make any suggestions or comments on the
service you receive or to complain about
the way the service has been handled.
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1. Review on Achievement
of Targets Set for 2011

The Immigration Department Users’
Committee, chaired by the Director of
Immigration with representatives from
various trades and industries concerned,
was established in September 1993
to monitor and review the fulfilment
of performance pledges; to receive
and consider reports on suggestions
by members of the public in regard to
performance pledges; to advise the Director
of Immigration on areas which may require
improvements for Immigration Department
users and help determine level of resources
required to achieve the standards set.

The Committee has reviewed the
achievement of targets set in the
performance pledges for 2011, which
covered services delivered at immigration
control points; births, deaths and marriage
registries; registration of persons offices;
issuing offices of travel documents, visas
and permits.

Results of the review show that in 2011,
all the control points were able to fulfil
the Department’s aim to clear 98% of
residents within 15-minute waiting time.
As for visitors, Airport Control Point was
able to fulfil the Department’s aim to clear
95% of visitors within 15-minute waiting
time. Macau Ferry Terminal, China Ferry
Terminal, Tuen Mun Ferry Terminal, Lo Wu,
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Hung Hom, Lok Ma Chau Spur Line, Man
Kam To, Sha Tau Kok, Lok Ma Chau and
Shenzhen Bay control points were also able
to fulfil the Department’s aim to clear 95%
of visitors within 30-minute waiting time.

We were able to achieve most of our
performance targets for the issue of travel
documents, visit permits and entry visas.

The performance standards set for handling
nationality-related applications, processing
registration of births, deaths and marriages
and registration of persons were generally
achieved.
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2. Services Covered

The performance pledges for 2012 cover
the following services :

* immigration clearance at control points
* nationality-related applications

e registration of births, deaths and
marriages

* registration of persons
* issue of travel documents

* issue of visas and permits

3. Performance Standards
and Targets

The Department is committed to providing
efficient and courteous service to members
of the public while at the same time
maintaining effective immigration control.
The table at the back of this booklet sets
out the standard processing time and due
date we aim to achieve for a wide range
of services. These standards, however, may
not be achievable during certain daily peak
hours or peak periods or in complicated
cases.

4. Effective Monitoring

The performance pledges are published
annually. The Director of Immigration
and the Users' Committee meet half
yearly to monitor the performance of
the Department in comparison with the
pledges made.
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5. Service Enhancement

Immigration Clearance

In view of the ever-increasing passenger
and vehicular traffic, the Automated
Passenger Clearance (APC) and Automated
Vehicle Clearance (AVC) systems have been
introduced in phases at control points. Both
systems provide an advanced information
technology solution to the mounting traffic
needs at control points by leveraging the
smart identity card and the fingerprint
recognition technology. Up to November
2011, a total of 378 passenger e-Channels
and 80 vehicle e-Channels are installed at
all control points.

At present, the e-Channel service has been
extended further from permanent Hong
Kong residents to certain categories of non-
permanent residents holding smart identity
cards. With effect from March 3, 2009,
the Department commenced the pilot
scheme on Express e-Channel at the Lo Wu
Control Point. Hong Kong residents aged
18 or above who are existing e-Channel
users and have successfully enrolled may
use the Express e-Channel. Under the
Express e-Channel, the users will complete
the clearance within 8 seconds and is
30% faster than the general e-Channel.
In view of the favourable feedback, the
Department has provided 10 more Express
e-Channels at Lo Wu Control Point since
January 2011 and will extend the Express
e-Channel service to other control points.



B 75 A v

Performance Pledge

RE—FHE-ERYE  HAEEFEN
AfEMe-BEEMHARERERLE - B
“ZEENFNALBRANR  REBERE
RAC2RERTFNMERR MR
MRTEEESER/HIRE - R #
LRAE TR Bk Fe-E- H_FT
NE+-—ATBRE  GEBRFIKAML
BEREELERT  AEBRTHGEKL
B R ES SR E B U e e BB -
MmZzREME —F——F L ANBEE
REHFIFERE - = ([EF5HE Hluh
ERARETN\BRMERS Te-8 -

UREAEBENT EREe- BT
BN AT RBREE - RRE b
WH—ET ) N\F=AM%K TR
g RERSEARE EMEHART
B —TTNEFN\R PEABEHUEI
HEITAER A EREt 8 -

REFHEARBRETIREEE RN DA
BR% - AERN_F——F T _HARMK
FEABBAMIKREIIEE R e- BNER
RS - RINBRMKEAIR T ——F
—ARE  ERBEAMEE D ERE e-
B ZEE B e- 8 1BR -

To further extend the e-Channel service,
frequent visitors can also enjoy e-Channel
facilities. With effect from September 7,
2009, the service has been extended to
visitors holding Frequent Flyer Programme
Membership Card issued by airlines which
have joined this arrangement. At present,
there are 10 Frequent Visitor e-Channels
installed at Airport Control Point. Starting
from December 10, 2009, successfully
enrolled Macao permanent residents can
also use the e-Channel service at Macau
Ferry Terminal and China Ferry Terminal
control points. Macao resident e-Channel
service has been extended to Tuen Mun
Ferry Terminal since July 6, 2011. There are
18 Macao resident e-Channels installed at
these three sea control points.

To facilitate cross-boundary students, the
number of designated e-Channels at Lo
Wu Control Point was increased to six
for facilitation. A trial scheme to clear
cross-boundary students on board cross-
boundary coaches has been introduced
at Man Kam To Control Point since March
2008. From August 2009, Sha Tau Kok
Control Point also introduced the same trial
scheme.

To provide better clearance service to
Mainland frequent visitors, the Department
started to provide e-Channel enrolment
service to eligible Mainland visitors
in December 2011. After successful
enrolment, they may use the designated
e-Channels at various control points as
from January 2012.
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To provide greater convenience for cross-
boundary passengers, since July 1, 2009,
the daily operating hours of Sha Tau Kok
Control Point have been extended from
0700 — 2000 hours to 0700 — 2200 hours.

To improve our service at sea, the Pre-
arrival Clearance (PAC) Scheme is well
received by the vessel operators. Under the
scheme, vessels may apply for advanced
clearance 24 hours prior to the ship’s arrival
in Hong Kong. When the application is
approved, the vessel may proceed to its
berth directly for business activities without
having to wait for immigration clearance
at the anchorage. Currently, ocean-going
vessels and Mainland river or coastal trade
vessels benefit under this scheme.

With the successful rollout of e-Channels
at all control points, the Department
has enhanced its performance pledge
and increased target passengers by 3
percentage points from 2010. The new
pledge is to clear 98% of residents within
15 minutes at all control points and 95%
of visitors within 15 minutes at Airport
Control Point or within 30 minutes at other
immigration control points.
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Personal Documentation

Starting from January 2, 2010, the
standard processing time at counter for
the registration for Hong Kong identity
card was shortened from 90 to 75
minutes. Besides, the bookable period of
appointment booking for applications for
Hong Kong identity card at registration of
persons offices has been extended from 12
to 24 working days with effect from June
21, 2010.

Online application for HKSAR passport has
been available to eligible applicants aged
18 or above since late 2007. It was further
extended to applicants aged 11 to 17 on
November 30, 2009.

With effect from November 30, 2009, the
Department has extended its appointment
booking service to collection of travel
documents. Applicants applying for a
travel document are required to choose
a collection office upon submission of
their applications. These offices include
the Travel Documents (Issue) Section
at the Immigration Headquarters and
six Immigration branch offices. On the
day following the date of issue of the
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Collection Notice, applicants may make an
appointment to collect the travel document
through the Internet or the Telephone
Appointment Booking System. Besides, the
appointment booking service for applying
for HKSAR passport has also been extended
from the existing six Immigration branch
offices to cover the Travel Documents and
Nationality (Application) Section at the
Immigration Headquarters.

With effect from June 21, 2010, the
appointment bookable period for
application for travel documents has
been extended from 12 to 24 working
days to provide greater convenience to
appointment makers.

The normal processing time within the
Department for refund in respect of travel
document applications is 20 working days.

With effect from March 9, 2010, all
parents applying for birth registration of
their newborn babies have to make prior
appointment booking through the Internet
or by telephone. The new arrangement
facilitates parents to choose their most
preferred time-slots for the registration
service and be served timely, hence
shortening their waiting time.

With effect from December 6, 2010, the
public may register their outbound travel
information through MyGovHK to receive
updates on Outbound Travel Alert and
related public information from the HKSAR
Government.
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Visas and Permits

With effect from May 26, 2010, eligible
non-permanent Hong Kong residents may
submit their applications for extension of
stay online.

With effect from July 12, 2010,
applications from foreign domestic helpers
for extension of stay sponsored by the
same employer can be made by post, drop-
in, or online. In addition, such applications
can be submitted within eight weeks
before the expiry of the domestic helper’s
limit of stay. The number of supporting
documents required is further reduced.

The Working Holiday Scheme was extended
to the Republic of Korea on January 1,
2011. Participants in the scheme are
allowed to stay up to 12 months in the
host country/territory for holiday and to
take up short-term employment during
their stay.

With effect from April 27, 2009, holders
of “Mainland Travel Permit for Taiwan
Residents” may visit Hong Kong up to
seven days without the need to possess
a valid entry-exit endorsement for the
Mainland. With effect from September
1, 2011, the period of stay in Hong Kong
for holders of “Mainland Travel Permit for
Taiwan Residents” has been extended from
seven days to 30 days.

With effect from November 14, 2011,
holders of biometric passports of the
Republic of Serbia (except holders
of Serbian passports issued by the
Coordination Directorate in Belgrade) may
visit Hong Kong visa-free for a stay up to
14 days.



BMARBRE

RESHFIRKNEBERFTZBER
ARBER  FER-_ZE—TFLHEE
M AIFIETTT BN ENRESR R
el - ABIEMPFIRK T FHNEMES
Fig o MRERNES AR
——Fie  EFRBIBEREZTNS
EIE R A IE B EITRIITIERTE - BAR
ERBHETEMER -

EREIRIBESE KB FREFTEIER
—ZEENF+-_AEZEHET  ERHEE
1big - EA] AR S B AT MECER o
%?Eﬁﬂjét T AIEREREER © UK
B O IREBITE BEEE
M ERBRBEESREA -

Information Systems Strategy

To cope with the long-term business
development needs including service
enhancement, the Department engaged
an external consultant to conduct the
third review of Information Systems
Strategy (ISS-3) in 2010 for the purpose
of formulating an information systems
strategy for the next decade. As
recommended by the consultant, the
Department has started to carry out
feasibility studies on the recommended
information systems projects by phase
starting from 2011 with a view to deciding
if the projects are to be implemented.

The Application and Investigation Easy
System (APPLIES) and Electronic Records
Programme have been fully implemented
since December 2008. With instant retrieval
of digitised records, public services on the
registration of births, deaths and marriages;
applications relating to visas, permits, travel
passes; and nationality matters have been
enhanced.

1
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Members of the public can access the
following e-services via GovHK website
www.gov.hk to:
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apply for search and copy of birth/
death/marriage certificate

make appointment for birth registration

make appointment for giving of notice
of intended marriage and submit
information required for registration of
marriage

make appointment for registration of
Hong Kong smart identity card

apply for verification of eligibility for
permanent identity card and submit
supplementary documents

change or enquire about appointment
for document verification relating to
verification of eligibility for permanent
identity card

enquire about the status of application
relating to verification of eligibility for
permanent identity card

apply for HKSAR Passport (for applicants
aged 11 or above)

make appointment for applying for
HKSAR travel documents

make appointment for collection
of HKSAR Passport or Document of
Identity for Visa Purposes

make appointment for applying for
extension of stay (except visitors and
some application types)


www.gov.hk
www.gov.hk，使用以下的入境處服務：
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apply for extension of stay and submit
supplementary documents (except
visitors and some application types)

enquire about the status of application
relating to Hong Kong visas

file notification of pre-mature
termination of employment contract of
foreign domestic helper

report immigration offences

apply for access to information of
Immigration Department

Besides, the public can access the
Registration of Outbound Travel
Information service through the MyGovHK
portal to receive updates on Outbound
Travel Alert and related public information
from the HKSAR Government.

13
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6. Suggestions and
Comments

At our registries and offices, we have
posted notices to set out our performance
standards and channels of communication
with customers. We welcome any
suggestions or comments on the way in
which our services are delivered. These
should be addressed to Immigration
Department at Immigration Tower,
7 Gloucester Road, Wan Chai, Hong Kong
or e-mail at enquiry@immd.gov.hk.

There will be occasions when, despite our
best efforts, we are unable to provide the
services within the specified standards.
In such cases, you may ask for a full and
prompt explanation. If you want such an
explanation or if you feel that your case has
not been dealt with adequately, you may:

* raise it on the spot to the officer-in-
charge; or

* telephone our Customer Services Unit
during office hours on 2829 4141 or
28294142 ; or

° write to Chief Immigration Officer
(Management Audit)

- by mail at Immigration Tower,
7 Gloucester Road, Wan Chai,
Hong Kong ; or

- by e-mail at enquiry@immd.gov.hk;
or

- by fax at 2827 0662
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Wherever possible, the Department will
respond immediately. All complaints,
whether written or oral, will be dealt with
expeditiously and an interim reply will be
given within 10 days at the latest.

If you feel that your suggestions or
comments have not been dealt with
adequately, you may write to the Director
of Immigration at the mailing or e-mail
addresses given above.

7. Enquiries and Website

Further information on our services can be
obtained through:

* enquiry hotline: 2824 6111;

Information and Liaison Section,
Immigration Department,
Immigration Tower,

7 Gloucester Road, Wan Chai,
Hong Kong;

* mail:

e e-mail: enquiry@immd.gov.hk;
o fax: 2877 7711; or

e website: www.immd.gov.hk

15
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Immigration Clearance

BARBER — A K AR E Bk

BREZREFE (248)
STANDARD WAITING TIME (MIN)

Hong Kong Resident - All Immigration Control Points 15
E — HISE I 15
Visitor - Airport Control Point
R — B ASRE ik 30
Visitor - Other Immigration Control Points

EERERERIERRE (588)

HEEE

Nationality Matters

FRIREFEEE
Declaration of Change of Nationality

STANDARD PROCESSING TIME AT COUNTER (MIN)

(MBEFE  AFASESHEMMNRESEERZEER
SR o)

(Applicants will be advised, if necessary, of the time to
wait before their applications are processed.)

30

B BN A AP B B FE K2 18 B BIE Y FR
Application for naturalisation as a Chinese national and
restoration of Chinese nationality

BRR T B BN RS

Application for renunciation of Chinese nationality

HA -~ BT RIBRERC

Registration of Births, Deaths and Marriages

AR
Birth Registration

ERERHEERERR (288)

STANDARD PROCESSING TIME AT COUNTER (MIN)
(NMBFE  HFEASESAEMMANRESIERZEER
Z DR )

(Applicants will be advised, if necessary, of the time to

wait before their applications are processed.)

30

T EF
Death Registration

30

BB EIEBRAE
Giving Notice of Intended Marriage

30

B - LTSRS
Search of Birth or Death Record

10

FREA RCEASOZERAR (WEEABESLEE)
Issue of certified copy of birth or death certificate
(if search of record is not involved)

10

FREA AT ERASHZFER (WERELE)
Issue of certified copy of birth or death certificate
(if search of record is involved)

10

FEIEAC SR [ /S B B IR R B AR RN
Search of marriage record and/or issue of certified copy
of marriage certificate

16
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TARGET
BRZNT N\RRE

98% of travellers

BAZNTRRKRE

95% of travellers

BOZNLTHEAKRE
95% of travellers

HRBHOHR (R BREIHE)

DUE DAY FOR ISSUE (UPON RECEIPT OF ALL NECESSARY DOCUMENTS)

R AR B 28
Confirmation letter will be issued on the same day

BOZN\tHBRFRE= A AEETE

80% of the applications will be finalised within 3 months

BDZ/\ TR AT M E B A IR 2

80% of the applications will be finalised within 2 months

HEBH R (eus2BREHE)

DUE DAY FOR ISSUE (UPON RECEIPT OF ALL NECESSARY DOCUMENTS)

(THEXREEH—ZEHT  2REBHERI <)
(Working days denote Monday to Friday excluding General Holidays.)

NETIER (BB HASI LT LB ERAEMLYE - AMEENIEEAETOEANRE)
9 working days (Issued within 10 minutes if the birth or death records concerned have been
converted into computer records)

NETER (BB ASIFTLEHEEIRAEICH - AMRENZENETHERER)
9 working days (Issued within 10 minutes if the birth or death records concerned have been
converted into computer records)

TIETER (B R H A T 408 E B AE A - RIAR2NESAIHE THENERE)
14 working days (Issued within 10 minutes if the birth or death records concerned have been
converted into computer records)

JETHER
9 working days

Remarks : These standards may not be achievable during certain daily peak hours or peak periods or in 17
complicated cases



ABER

Registration of Persons

BREMEESNF
Registration for Hong Kong Identity Card

HRAT R4

Travel Documents

BERRTREER

EEROEEERERR (28)

STANDARD PROCESSING TIME AT COUNTER (MIN)
(NMBFE  BFASESAEMANRESIERZEER
2 DRERE ©)

(Applicants will be advised, if necessary, of the time to wait
before their applications are processed.)

75

EERNEERERRE (28#)

STANDARD PROCESSING TIME AT COUNTER (MIN)

gﬂjﬁgﬁg ') HEASEENEMMNRFESERE ZAE SR
DIFRE ©

(Applicants will be advised, if necessary, of the time to wait

before their applications are processed.)

HKSAR Passport 30
ERFIMTHEREESNE 30
HKSAR Document of Identity for Visa Purposes

BB RTE R OB E 30
HKSAR Re-entry Permit

BEBEFNE 30

Hong Kong Seaman’s Identity Book

18 3 ERLEEBEFECHE - XAMEERSRERER - ARSI EE -



PR %% 7 R

Performance Pledge

BREHAHR

DUE DAY FOR ISSUE

(THEXREEH—ZEHT  2REBHERI <)
(Working days denote Monday to Friday excluding General Holidays.)

+EIIEX -
10 working days

FWRIHNVHAR (Ewa 2 MBI H%)

DUE DAY FOR ISSUE (UPON RECEIPT OF ALL NECESSARY DOCUMENTS)
(EEESXFBEARUTRBEER  BEAERBNPEEERTRSE  EEAEBH T \BUTEHEBALT
FEERMBRENEBWY THE  URKITEHSERHER )

(This standard does not apply to applications involving doubtful claim to Chinese Nationality,
uncertain claim to custodial rights over applicant under 18, lost or damaged travel documents.)

(THEXEEHR—Z28F - DRBER )
(Working days denote Monday to Friday excluding General Holidays.)

(a) BRI RIIREER - TEILEXR
Application for first or replacement of passport : 10 working days

(b) KR T—EMAERIFAEEAKALERSADBNZERBZES TR EER :
+HEETEX -

Application for HKSAR passport for children under 11 not holding a Hong Kong permanent
identity card : 14 working days

TEIIER
10 working days

HI=E s
Issue on the same day

HI=E s
Issue on the same day

Remarks : These standards may not be achievable during certain daily peak hours or peak periods or in 19
complicated cases.



AR 3% 28 5

SERVICE TYPE

BEKAE

Visas and Permits

RBIRBEAIR BB M A

Entry Visas and Permits for Visit

KA TEARRE MR

Entry Visas and Permits for Employment

B AN AT S B AR A E

Entry Permits under the Admission Scheme for Mainland Talents and Professionals

IﬂszXHﬂ £33 :u.
Working Holiday Visas

Hth NIR 558 M ATRI 8
Other Entry Visas and Permits

M8 T AFFA]

Entry Permits for Mainland Fisherman Deckhands

B LERE

iPermit

SRERBB= RO E

Visit Permits for Taiwan Residents for a stay of 30 days

BEEBTE  pEEENAEEEERNS RAAEFTAIE
Multiple Entry Permits issued to Chinese Residents of Taiwan Working, Studying or Residing in HK

BERFRTTHE IREEATTE
HKSAR Travel Pass

BERRRTHRELEERE
HKSAR Certificate of Entitlement to the Right of Abode

20 i ERLFCRRSEICHE - XS ERS REEER « BIRMSATUEE o



B %5 5 5

Performance Pledge

B (ERB2BHEH%)
TARGET (UPON RECEIPT OF ALL NECESSARY DOCUMENTS)

(THEXEEH—ZE8HE - ARBABRSI )
(Working days denote Monday to Friday excluding General Holidays.)

PR BR R AT AE PO 2 BN R IR e &

100% of the applications will be finalised within 4 weeks

DZNTEERFEAENEE BAREE TR

90% of the applications will be finalised within 4 weeks

BOZ T ERE A EE NEIE TR

90% of the applications will be finalised within 4 weeks

FiA BRI E M E 2 Bl iR 2

100% of the applications will be finalised within 2 weeks

BOZNTHRBAIENEE ARG TR

90% of the applications will be finalised within 6 weeks

DZNTENBRFAEREIERNERETE
95% of the applications will be finalised within 5 working days

FRE RSB AIER R REIE TR W IEERBARF

100% of the applications will be finalised with results made known to the applicants on
the day of application

FrE R EME TERAER TSR
100% of the applications will be finalised within 2 working days

FrE BB A EREIERAEETE
100% of the applications will be finalised within 5 working days

FiA FR B Al U fE 2 Bl 3R 522

100% of the applications will be finalised within 4 weeks

DZNTEBRBRE=EANEETE
90% of the applications will be finalised within 3 months
(EENERRATRBER : B ARERISNBEERSBEINERFSE )
(This standard does not apply to applications involving doubtful claims on parent/
child relationship or doubtful information.)

Remarks : These standards may not be achievable during certain daily peak hours or peak periods or in
complicated cases.
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