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1 INTRODUCTION

This manual has been devised with the intention of assisting anyone not familiar with the various aspects that make up the work of the Customer Service Centres. Obviously, the manual will need updated on a regular basis as the work in the Customer Service Centres is constantly changing. If anyone thinks any part of the manual requires updating or amended please contact Alan Raeburn (ext 6404).
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2 CUSTOMER SERVICE CENTRE ROLE PROFILES

2.1  Customer Service Centre Manager

Role Title:
Team Leader 1  Customer Service Centre Manager

Reporting To:
Head of Customer Relations

Role Purpose:
To organise and co-ordinate the team and its work to achieve the agreed levels of service, output, turnaround targets and performance standards cost effectively. To take a full part in the development and implementation of new initiatives/income streams within the Centre. To manage change resulting from Agency / Section initiatives and developments

Main Activities and Accountabilities 
Key Elements/Tasks

1.

Business Planning


· To plan and manage the tasks and activities of the team to contribute to the Business Plan objectives

· To assist the Business Manager in the formulation of the Unit Business Plan

· Review, monitor and report to the Business Manager the progress of any new initiatives/income streams. 

· To plan and manage the teams resources to secure achievement of team targets within budget

· To contribute to the formulation of the Unit’s Efficiency Plan with suggestions for efficiency improvements

2.

Financial Management
· To assist the Business Manager in the preparation of business cases and cost benefit analysis to support requests for  resources

· Review, monitor and report to the Business Manager the progress of any new initiatives/income streams

· To act as Sub-Accountant and ensure Finance guidelines are adhered to in relation to the generation of invoices for Office Copies, Substitute Certificates, customer enquiries and copy deeds.

· Authorised signatory for cancelling / amending invoices

· Future - Responsibilities for account enquiries relating to Registers Direct

· Authorised signatory for stationary orders and minor purchases

· Authorised signatory for NAO invoices for copy deeds service

· To negotiate and agree fee structures with private customers for one off projects handled by the CSC

· Authorised signatory for issuing substitute certificates free of charge as necessary

· Authorised signatory for Overtime forms in relation to CSC projects

· To implement the Efficiency Plan for the team

3.

People Management
· To appraise, manage, motivate and develop staff and ensure that any TL2’s undertake same.

· To secure the achievement of the teams objectives and targets

· To provide or arrange, the provision of professional guidance  and supervision to ensure the teams adherence to quality standard

· To practice and promote a mentoring style of management to ensure the full realisation of the potential of the team

· To collaborate with other Team Leaders and Business Managers to identify and apply best practice across the Agency

· To successfully manage the implementation of change in team practices and processes

· Agrees with each team member their contribution into the Business Plan

· Agrees and monitors, directly or indirectly, performance standards and takes remedial action as required

· Provides team members with the appropriate support mechanism for referrals and work related problems

· Agrees the training needs of team members under the Performance and Development System and monitors it’s provision

· To appoint section cashiers to operate the Centres invoicing and cashing-up procedures and to manage the same

· To act as reference point for all staff in the CSC 

· To deal with referrals from staff within the CSC

4.

Customer and Quality Management


· To contribute to the formulation of the team’s standards and to implement and monitor the standards 

· To manage the delivery of the team’s service to customers in accordance with Agency standards

· To identify opportunities for new business and quality improvement and communicate these to the Business Manager

· In collaboration with other Team Leaders determine best practice for the delivery of team services

· To identify opportunities for job enrichment and in consultation with the Business Manager  implement  agreed changes

· To ensure consistent customer service levels are being practiced and report any results of customer service surveys to Business Manager 

· To manage the organisation of customer ‘events’ e.g. student visits

· To deal with referrals of difficult customers visiting the CSC

· Monitor customer satisfaction through surveys and letters of complaint/praise and to liaise with marketing section regarding evidence relating to Service First 

· To manage the agency’s complaints procedure, acting as one of the agency’s published contact points in this regard

5

Corporate

Responsibility
· To implement and promote, by example, the Agency’s objectives and values

· To implement and promote Agency strategies and plans  within the framework of collective management responsibilities

· To act as a representative of the Agency at official  functions demonstrations and events

6.

Technical Responsibility

for CSC
· To ensure members of the team have access to all systems in order to fully carry out their job

· To ensure systems including Registers Direct are fully functioning on a daily basis and to liaise with ISDS 

· To liaise with ISDS regarding current and any future requirements for the Centre

· To implement and manage telephone systems used within the Centre

· To monitor the section in relation to Health and Safety requirements

· To organise IT equipment for CSC events 
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2.2  Customer Service Centre RO1

Role Title:
Registration Officer 1 - Customer Liaison Officer

Reporting To:
Head of Customer Relations

Role Purpose:
To process Post Registration Enquiries, whether written or by telephone and manage the Customer Complaints procedure providing an efficient and effective service to satisfy customer needs. To act as a technical reference point for the CSC, and to process Land Register data amendment. 

Main Activities and Accountabilities
Key Elements/Tasks

1.

Customer Enquiries
· To deal with complex Post Registration letter and fax enquiries from agents and members of the public.

· To deal with Post Registration telephone enquiries from agents and members of the public.

· To liase with agents regarding recording/registration dues payable on multiple applications.

2.

People Management

/Referral point


· To act as a reference point for all staff in the section.

· To deal with referrals from all staff in the section.

· To quality assure a random selection of letter enquiries completed by the RO2s’ in the Section.

· To ensure the RO2 turnaround times for both letter enquiries and Substitute Certificates are met.

3.

Customer Quality Management
· To manage the Agency’s complaints procedure, acting as one of the Agency’s published contact points in this regard.

· To deal with difficult customers visiting the Agency. 

· To act as the Lost and Found Deeds Officer for the Agency.

4.

Data Amendment
· To correct errors in the Application and Title Sheet workdesks highlighted by the Private Searchers. 

· In association with the Data Amendment Unit, correct errors highlighted by Agency settlers and Registers Direct users and maintain a log of same. 

5.

Financial Management
· To act as Sub-Accountant and ensure Finance guidelines are adhered to, covering  the 4 separate areas which generate invoices within the CSC

· Authorised signatory for cancelling/amending invoices.

· Authorised signatory for stationary orders and minor purchases.

· Authorised signatory for NAO invoices for copy deeds service,

· Authorised signatory for issuing Substitute Certificates free of charge as necessary.

· Authorised signatory for overtime forms in relation to Customer Services Centre projects.
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2.3 Customer Service Centre TL2

Role Title:
Team Leader 2 - Customer Service Centre

Reporting To:
CSC Manager

Role Purpose:
To supervise the Intake and Prepayment Section for Sasine deeds to ensure that incoming fees are receipted as quickly as possible and that all personal presentment applications are taken on that day. 

To supervise the Copy Deeds service and Prepayment Helpdesk to ensure that turnaround times are adhered to and that the quality of service and information given is of a high standard. 

In addition, the issuing of DA1S, Office Copies, Forms, Extracts and Land Vals comes under the responsibility of this role.

Main Activities and Accountabilities
Key Elements/Tasks

1.

General Management


· To ensure each days requests for Copy Deeds, Office Copies etc. are taken on to the relevant system and actioned on day of receipt

· To ensure the product is delivered to the Customer within appropriate turn-around time - 48 Hours whenever possible

· To ensure daily completion of quality assurance audit checks on the Prepayment System 

· To ensure Land Vals are sent out to customers within 2 to 3 days of receipt from Reprographic.

· To ensure that DA1s are responded to within four hours.  

2.

People Management


· To appraise, manage, motivate and develop staff, under guidance  

· Supervise staff, both in CSC and at NAO giving direction when required

· Ensure staff are utilised to optimum effect

· Develop staff to substitute in other areas 

· Co-ordinate with other Intake Managers to ensure continuity of procedures 

· Agree with each team member their contribution into the Business Plan

· Agree and monitor, directly or indirectly, performance standards and take remedial action as required

· To provide team members with the appropriate support mechanism for referrals and work related problems

· Agree the training needs of the team members under the Performance and Development System and monitor it’s provision

· To successfully manage the implementation of change in team practices and processes

· Frequently review staffs performance with constructive feedback

3. 

Processing Work
· Deal with referrals, making decisions whether application is acceptable

· Investigate fee enquiries and authorise any refunds

· Ensure fee invoices received from NAO are accurate and authorise payment

· Act as a referral point for letter and DA1 enquiries, referring to TL1 if technical advice is required
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2.4 Customer Service Centre RO2

Role Title:
Registration Officer 2 - CSC -All legal and plans enquiries

Reporting To:
CSC Manager

Role Purpose:
To process all legal and plans enquiries, both internal and external, whether written, telephone or in person, providing an efficient and effective service to satisfy customer needs.

Main Activities and Accountabilities 
Key Elements/Tasks

1.

 Dealing with Customers
· To conduct searches of databases for customers

· Discuss requirements of search with customer.

· Deal with searches by letter, fax and e-mail.

· Deal with telephone searches.

· Deal with telephone enquiries from agents and members of the public from 8.30am until 5pm.

· Complete invoice for customers and pass to receptionist for details to be added to spreadsheet.

· Deal with private searcher enquiries.

· Deal with miscellaneous enquiries from other areas of the Agency (i.e. Finance).

· Balance cash book and liaise with Finance on a daily basis.

· To act as a reference point and deal with any complex plans related enquiries.

· Liaise with Customer Services at George Square/ Erskine House

· Assist with letter enquiries relating to post registration enquiries, referring complex queries to section RO1 (TL1 in GSQ).

· Participate in various Agency projects as required.

2.

Correspondence
· To sift through mail passed on by the Support Officer 2,s, adding details to the letters book (dealt with by TL2 in GSQ)

· To order copy fiche if necessary and allocate letters to relevant “mail in” tray or refer on (e.g. to SLG or Pre Reg) as required (dealt with by TL2 in GSQ)

· To ensure that letter and fax enquiries from agents and members of the public are dealt within a ten-day turnaround time. (dealt with by TL2 in GSQ)

· Completes invoice for customers entering details in cash book (dealt with by TL2 in GSQ) 

· Balances back of house cash book daily (dealt with by TL2 in GSQ).

· Compiles figures for weekly report (dealt with by TL2 in GSQ).

· Assists in dealing with enquiries from personal callers and Sasine personal presentments, where necessary.

· Assists with telephone enquiries.

· Acts a reference point and deals with any complex plans related enquiries.

· Liaises with Customer Services at George Square/Erskine House.

· To participate in various Agency related projects as required.
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2.5  Customer Service Centre SO1

Role Title:
Support Officer 1 - CSC 

Reporting To:
CSC Team Leader 2

Role Purpose:
First point of call for all Agency external customers and Private Searchers.  Acts as cashier for CSC. Processes copy deeds and Office Copies. Deals with DA1 enquiries and is order point for Agency forms. Takes on any personal presentments presented at the CSC.

Main Activities and Accountabilities 
Key Elements/Tasks

1.

Agency Visitors
· Greets visitors and informs staff of their arrival

· Directs visitors to their destination

· Signs for courier deliveries and informs staff of their arrival

· Answers general enquiries

2.Cashier
· Cashier for all customers to Customer Service Centre

· Stamp CSC as paid and identify method of payment- cash, cheque, v or credit card 

· Operate EPOS (credit card) machine for EHO and GSQ

3.

Copy Deed

Requests

(Private Searchers)


· Interrogate the LRS to check if the deeds are with a live application or on fiche.

· Liaise with the Private Searchers if details on requests are inaccurate.

· If on fiche, decide if copies can be issued. 

· If copies can be issued request is taken to Reprographic

     If copy requested is part of a live application;-

· Contact relevant districts to arrange casebags for uplift

· Collect casebag from relevant district and copy deeds

· Prepare Fee Paper and issue to Private Searcher.

· Enter the invoice details in the cash book.

· Add details to Copy Deeds Log.

4.

Copy Deed

Requests

(Letters)
· Check letters to assess if copy deeds requested could be issued and if request will generate a fee.

· If request in letter is unclear or copies cannot be issued the Agent is contacted by telephone to offer alternatives.

· Contact the relevant district by telephone to arrange casebags for uplift

· Collect casebag and copy deeds

· Deeds on Fiche are requested from Reprographic

· Prepare a Fee Paper if required and issue to Agent with a covering letter and add details to Copy Deed Log.

· If Agent requires deeds to be returned, collect from the relevant District, issue ‘Stand over’ instructions to the Production Area and send deeds by recorded delivery to Agent.

· Adds details to Copy Deeds Log.

5.

Copy Deeds

(National Archive Office)
· Obtain book and folio numbers from Abridgements.

· Creates NAO Order Slip on the PC.

· Take customer requests to NAO. Request relevant fiche or record volume from NAO staff.

· While waiting for volumes, checks previous copy deed requests are correct.

· Associate request when volumes arrive.

· Return volumes to Messengers for copying.

· On receipt of copies, return copies to Customer Services Centre.

· Create and complete the fee invoice on the PC.

· Sends copies and fee paper back to Agent.

6. Office Copies
· Create office copy  / land certificate applications on LRS

· Check Register of Inhibitions

· Seal / Bind / Despatch office copies to agents

· Deal with agent enquiries by phone and letter

· Liaise with Production sections

· To accurately process office copy applications within 5 days of receipt

· To maintain informative and up-to-date records of office copy applications  (e.g. using log-in book, fee book, LRS notes etc.)

· Feeing office copy applications using CSC Invoice

· Obtaining accurate dates for office copy to be updated to

· Obtaining Plans / Order plans from Plans section

· Order / Collect paper copies of deeds from microfiche/EAS 

· Send completed application correspondence to Archive/Despatch



7.

DA1 Enquiries
· Interrogates LR system for required information

· Contacts section holding casebag if information not available on LR system

· Replies to customer within 4 hours from receiving DA1

8. Personal Presentments
· Checks Forms, Deeds and Fees

· Enters details onto CFACS system

· Enters details of Land Register application onto LRS system

· Refers complex applications to TL2
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2.6 Customer Service Centre SO2 

Role Title:
Support Officer 2

Reporting To:
CSC Team Leader 2 

Role Purpose:
To ensure LR forms are sent out within 48 hours of receipt and maintain stock levels of Land Registration and Books of Council & Session forms. To ensure that mail is acknowledged in CSC and redirected to relevant departments if necessary.  

Main Activities and Accountabilities 
Key Elements/Tasks

1.

Land Register form requests
· LR form requests received by cheque must be checked for signature, date and correct amount

· Issue forms with customer copy of invoice stamped acknowledging payment

2.

Mail/

Miscellaneous Duties


· Opens, sorts and counts mail, interrogating the LRS to ascertain whether the letters relate to a live application and distributing items to relevant districts/individuals (with application details noted thereon) or to the CSC Mail In tray.

· Sends acknowledgements to Agents for letters that contain enclosures and notes on letters that acknowledgement sent.

· Covers Main Reception when Receptionist is on breaks for tea, lunch or on leave.

· Assists copy deeds SO1 by ordering relevant casebags and collecting and returning them when required. 

· Ensures that all dead letters are filed away in date order
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3 CUSTOMER SERVICE CENTRE SERVICES

3.1 SEARCHES

Searches can be conducted in person at either Customer Service Centre, by post, by e-mail or by fax and in certain circumstances by telephone. The search will be made on the Registers-Direct on-line system from which the customer would receive a print out of the title to the relevant property(s), subject to a successful outcome of the search. A typical search fee i.e. one house, would not usually exceed £10.00 + VAT. This fee would be payable regardless of the success of the search.
Top
3.1.1 Personal Customers

Both Customer Service Centres are open to personal customers between 08.30 to 16.00 Monday to Friday.

The customer would be greeted by the receptionist immediately on arrival and would complete their details on a CSC1. An RO2 would then greet the customer within 10 minutes of the customer’s arrival and introduce themselves. They would then ascertain exactly what information the customer requires. They would complete the search on Registers Direct, explain the results, supply any print outs that were required and ensure that the customer was satisfied and had all the required information. The RO2 would then fee the CSC1 and take the customer to reception to pay the invoice. The RO2 would also ensure that any customers visiting the Customer Service Centre for the first time had the opportunity to complete a Customer Comments Form.

Both Customer Service Centres can conduct a search over any property in Scotland. 

Top
3.1.2 Searches by letter, fax and e-mail

All searches by, letter, fax, e-mail or via the ROS website are date stamped and logged in the search log and dealt with by the appropriate RO2. The searches are carried out in date order and replied to within 8 working days and sent out together with an invoice. The customer is automatically informed if the search will cost more than £10 to check whether they wish to proceed with the enquiry. 

There are three standard templates that are used to deal with most searches.

The first is called About Us that details the service we provide. This would be sent out to customers that requested details of how to conduct a search and the cost involved.

The second is called About You that provide a form for the customer to supply us with the details of the search he wishes to be carried out.

The third is called Specific Response and can be used to insert the results of most searches. It uses jargon-free language so that the information is accessible to all customers.

All three templates can be found in Section 6.

There are times when the results of the search cannot be inserted onto the Specific Response template. On such occasions the RO2 will issue their own response dependent on the nature of the search.

Glasgow Customer Service Centre deals with searches for the counties dealt with by SVS production and Edinburgh Customer Service Centre deals with the rest.
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3.1.3  Telephone Searches

When a customer wants a search done quickly they can phone in to CSC. The RO2 assesses the search. Only single searches to individual customers are suitable for telephone searches. One of the following criteria must be met before a telephone search can be undertaken.

· Customer has unique full postal address. If the property is a flat without a unique address, the search should only be completed in an emergency situation such as flooding. In all such cases a flat position is required.  

· Customer has full name of proprietor

· Customer has Title Number

· Only one property search per call

If suitable, the RO2 would take customer details, search details and payment details and note them on the template for telephone searches. The template can be found in Section 6.4.

Payment must be made by credit card, but cannot be made by using an American Express card. The estimated cost and timescale of the search is also agreed. The timescale will usually be under 48 hours, however, many searches are completed within 24 hours. The request is logged onto the Telephone Searches log.

If the search were considered unsuitable for a telephone search the RO2 would give the customer the option of any of the search options in Sections 3.1.1 and 3.1.2.

Top
3.1.4 Property Price Searches

Customers can access property prices directly online – either by accessing www.scotlandshouseprices.gov.uk  or through the Agency’s website. Customers will pay for the search online using their credit or debit cards. Any enquiries relating to property price searches should be directed towards the online service in the first place. The advantages for the customer are that they get the results immediately and that they get to see the list of properties that have sold before they pay.

If the customer cannot or does not wish to use the online service the CSC can still undertake a search.

Each search can be accessed through Registers Direct under Business Apps. In order to complete a search we require either a street name and town/city or a post code. The post code requires at least the first four digits (eg EH8 7). 

The cost of a property price search is £4 plus VAT for each six month period searched. The search will show all applications received for the Land Register over the specified period.
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3.2  ENQUIRIES

The Customer Service Centre receives a wide variety of enquiries about all aspects of the Registers of Scotland. If the enquiry is how to conduct a search we can advise them by offering the options highlighted in Section 3.1. Any other enquiry should be dealt with in the following ways.

Top
3.2.1  Telephone Enquiries

The Customer Service Centre is the initial point of contact that the telephonists use for any general enquiries. The phone must be answered within 10 seconds and the person taking the call must state their name and section. 

The type of calls the Customer Service Centres receive is very varied but can be categorised into the following types –

· Pre-registration Enquiry. If the enquiry concerns an impending First Registration not yet sent to the Registers of Scotland for registration the query can be passed to Pre-Registration Enquiries (Ext 3154). When transferring the call, ensure that the officer should wait on the line to briefly explain what the call is about and where it has come from.

·  If the enquiry concerns an existing Title Number, Customer Service Centre should deal it with. This includes enquiries about impending TPs and DWs,  enquiries about current applications and enquiries about applications that have been completed. If it is appropriate the appropriate Production area should deal with the matter, transfer the call to the relevant STL, again waiting on the line to briefly explain the situation.

· Sasine Enquiry. The Customer Service Centre should deal these with, unless it is appropriate that Sasine Production deal with the matter, in which case the call should be transferred to the relevant STL.

This list is by no means exhaustive, but if there is any doubt about what advice to give, the officer should take the callers number and seek advice before calling back.
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3.2.2  Enquiries by letter, fax and e-mail

The main type of enquiry Customer Service Centre deals with of this type is post-registration enquiries. These must be dealt with within 8 working days. All these enquiries are date stamped and logged before being dealt with by the appropriate officer. Dependent on the nature of the enquiry it will be dealt with either by an RO2 or RO1/TL1. Any referral should go through the RO1 who then may refer it to Senior Legal Group or Registration Services. 

Any complaints should be referred to the Complaints Manager (see Customer Service Contacts).

Customer Service Centre also receive a variety of miscellaneous enquiries. Examples of these enquiries are agents claiming never having received their Land Certificate or seeking clarification on why an application has been cancelled. Again such enquiries must be dealt with within 8 working days.
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3.3  COPY DEEDS

There are four types of copies Customer Service Centre provides – Office copies, copies from the National Archives of Scotland (NAS), Sasine Extracts and Books of Council and Session Extracts. 

Top
3.3.1  Office Copies

Office copies are provided to agents on receipt of a Form 15 or written request. Requests can be received by letter, fax or e-mail. The turnaround time is 5 working days and the fee is 50p per page, £6 handling, £4 authentication, £5 (per page) colour plan plus Vat.

Process: -

Enter request in Office Copy log.

Check that there are no pending applications

If there are pending TPs, a date of issue is obtained from TP group. 

If there are pending DWs the date of issue will be the day before the earliest DW

If there are no pending applications the date of issue is the previous day

Print title plan (if more than 1 page send to map base maintenance to be bound)

Create application on LRS, updating date, adding to notes and instructions who the office copy will be despatched to, and print flysheet.

Search the Register of Inhibitions to the date of issue

If there are disclosures, check with the RO2 and if necessary, the minute may have to be shown on the B section of the office copy title sheet.

Print out title sheet

Seal all with office copy seal

Bind with white office copy cover

Send request, flysheet, ROI to archive

Update log

Send out office copy to agent with an invoice
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3.3.2 Non-NAS Extracts. ( Edinburgh CSC only)

Copies and extracts of deeds which have not yet been transmitted to NAS are dealt with at MBH (Sasine deeds) and EHO (C & S deeds and Inhibitions).

Sasine Extracts are authenticated copies of sasine deeds. An extract is produced, sealed and bound in an extract folder together with a flysheet. The fee charged is £6 handling, £4 authentication, £4.50 for the first page and 50p per page plus Vat per deed. The turnaround time is 72 hours and under.
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3.3.3  NAS copies ( Edinburgh CSC only)

Copies or Extracts of Sasine Deeds, deeds registered in the Books of Council and Session and copies of deeds registered in the Register of Inhibitions are obtained daily from the National Archives of Scotland (NAS).

Requests are received by e-mail, fax and letter. Although there is a specific form for the ordering of these deeds, any written request is acceptable. If the recording date of the deed is not known, a search will have to be done in order to get the book and folio/ fiche and frame. The request would then be treated as a letter enquiry, passed to the RO2 and returned to the SO1 to order the copy with letter to agent from RO2 if applicable. If the recording date is known, the book & folio can be obtained from the abridgements.

Sasine deeds are ordered from the National Archives by completing the NAS copy order form. After completion of this form, order slips are generated.  These order slips are handed in daily at the NAS and a corresponding slip is kept at EHO together with the agent’s request. The copy is obtained from the NAS and returned to EHO to be invoiced.

The NAS copy order form is completed to show how many pages there are in each deed. When the form is complete it is then handed in at the NAS in order that they can invoice us.

Requests for copies/ extracts of deeds registered in the Books of Council and Session or deeds registered in the Register of Inhibitions are either searched on Registers Direct, or manually by using the indexes at the NAS. The deeds are then ordered as above.

The charges are: -

Charge per Copy: £11 plus VAT

Sasine Extracts: £15 plus VAT

Searching fees may also be added if applicable.

The invoices are generated through the copy deeds finance system, which is accessed through the Intranet. 4 copies of each invoice are generated. 1 is kept by CSC, 1 is sent to finance together with the daily invoice printout and 2 are sent to the agent.

The turnaround times for copies are 48 hours and 8 days for extracts. 

We do have a premium service which will deliver straightforward copies within 24 hours and extracts and more unusual copies (eg Burgh Register deeds) within 48 hours. The cost of the premium service is an additional £20 plus VAT per deed.

Customer Service Centre can also supply copies of Sasine deeds that have not yet been transmitted to the NAS.
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3.4 PERSONAL PRESENTMENTS

Sasine and Land Register personal presentments are received into Erskine House and George Square. The party presenting must present the application between the office opening hours of 08.30 – 16.00. They must also remain in the office for the time it takes to process the application before they are given a Form 4 or copy of the CPB2 form as receipt of the date of presentment. 

If the presenting party is not prepared to wait they will be given a receipt stating that the application has been received that day. These presentments along with any other presentments received into the Customer Service Centres are treated as post and can be taken on if resources allow. Otherwise they are forwarded to the relevant Intake Section. The application must be taken on the same day as it is received.

The relevant TL2 is the referral point for certain types of application and for any advice the SO1 requires on taking on the application. 
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3.4.1 Sasine Personal Presentments 

The first stage is to check to see if the fee and warrant of registration are correct. If they are not the application will be returned to the presenting party.

If they are correct, the details of the Sasine presentment are entered onto the CFACS system and a daily running number is obtained from Sasine Intake. The presenting party is then given a copy of the CPB2 form as a receipt. A further copy of the CPB form and the backing of the deeds being presented are faxed to Sasine Intake. The CPB form and deed are then forwarded to Sasine Intake.
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3.4.2  Land Register Personal Presentments

The first stage is to check to see if the correct forms and fees have been submitted. If they are not the application will be returned to the presenting party.

If they are correct the details of the application are entered onto the CFACS and LRS

Systems and a Form 4 handed to the presenting party as receipt. 
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3.5 OFFICE OF ACCOUNTANY IN BANKRUPTCY – SEARCH PROVISION

Searches are to be conducted by Customer Services Centre staff as part of a managed service for the Office of the Accountant in Bankruptcy.

A typical search will comprise one or two properties to be searched. When a search is requested on one of the standard forms shown in Section 6, it will be emailed to the Customer Services Centre mailbox. Responses can be typed onto the form. When carrying out the search the following instructions should be carried out, viz.


1. Ownership of the property should be confirmed. Does the named party on the form own it, have they ever owned it or who is the previous proprietor?

2. The previous proprietor information should go back seven years from the date of the search. In some instances this will require the LR archive to be examined. It should be made clear on the form that this has been done.

3. Print outs of the Search Sheet or Title Sheet will be supplied for each property.

4. Details of the consideration and creditor will be annotated on the form. 

5. The results listing of the name search will be submitted as background documentation. OAIB will consider and advise whether any further properties deriving therefrom should be searched.

6. The ROI result print will be included. There is no requirement to take a disclosure print, which would result in interpretation of the information.

7. The turnaround time for delivery of the service will be 48 hours.

8. The results will be transmitted by Legal Post unless otherwise instructed

A standard cost of £27.00 plus VAT has been negotiated for the search where there is no requirement to access the LR archive.

Where the LR archive has to be accessed an additional cost of £2.00, a handling charge of £6.00 plus VAT should be applied.
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3.6 REGISTERS DIRECT WORKSHOPS

The Customer Service Centres provide a service to Registers Direct customers who require additional training on using Registers Direct. Any customer who requests a Registers Direct workshop should be referred to Marketing. They will forward to Customer Service Centre a list of customers that are eligible for the workshops.

These workshops usually take place in the evening. There is a script available to follow which shows a variety of different searches. The customer may have examples they wish to follow. 

After the workshop is complete the customer should be given the opportunity to complete a feedback form which is forwarded to Marketing.
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3.7 ASSYT (REGISTERS DIRECT NAVIGATION ENQUIRIES)

Registers Direct customers log any problems through the RD helpdesk which is based in the IT section. IT e-mail all navigation enquires to Customer Services. Here the enquiry is dealt with, the customer contacted and the e-mail is sent back to IT who log it as complete.
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3.8 FORM ORDERING SERVICE (Edinburgh CSC only)

Requests for all Land Register, Sasine Register and C & S forms are dealt with by the SO2. They are logged, ensure that a cheque for the correct fee is received and an invoice is written out. A copy of this invoice is sent out to the customer, together with the forms, as a receipt.
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3.9  BRAILLE TRANSCRIPTION SERVICE

The service is operated by the RNIB [Royal National Institute for the Blind] at their premises at

The Marine

17 Gullane Street

Partick 

Glasgow

G11 6AH

Tel: 0141 337 2955



Email glasgowtrans@rnib.org.uk

When a request is made for a Title Sheet, Sasine Search Sheet, a copy deed or any other document to be transcribed, the urgency of the request should first be ascertained with the customer

The service offered by the RNIB will be dependent on the volume of work currently to be processed and the type of document submitted. Electronic documents are quickest to process because they do not require to be converted to this format to allow the transcription to take place. Photocopies and images will need to be converted by the RNIB and due consideration should be given to this when discussing the requirements with the customer. Indications are that an electronic document, such as a simple Title Sheet, will take around 2 days to process, but urgent requests can be accommodated, subject to discussion and agreement with the RNIB.

The RNIB calculates 400 words as 3 pages of braille as an indicator of the work involved in transcribing. It may be appropriate to edit e.g. a copy deed to limit the information to the subject of the enquiry or to be able to reduce the timescale for the RNIB to deliver the braille document. The appropriate Customer Service Centre manager should be consulted in all such cases.

The Agency will not make a charge for this service
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Procedure

Complete the customer’s enquiry and identify the document(s) to be transcribed.

Determine with the customer if the need for the braille document is urgent

If it is urgent, take into account the volume of work involved and the possible need to convert to electronic format. It may also be appropriate to contact the RNIB to discuss whilst the customer waits.

If it is not urgent, give an indicative timescale for delivery.

Collect the document(s) to be transcribed, ordering from the NAS as required. Ensure that Search Sheets are produced from the CSS system and annotated where appropriate to clarify ambiguities in e.g. burdens or handwritten entries. CSS Search Sheets are larger scale and will be easier for the transcribers to read than those produced by Registers Direct.

Call the RNIB transcription service on 0141 337 2955, contacts are Hazel Martin, Jake Jackson or Jamie Cuthbertson and advise that work is on its way, the estimated volume and the expected timescale for return. Advise the customer if any delay is anticipated.

Electronic documents such as Title Sheet or Application Record information can be emailed to glasgowtrans@rnib.org.uk via the Registers Direct system functionality. Please note that, although Search Sheets can also be emailed via Registers Direct they are imaged documents and will still have to be converted to electronic format by the RNIB prior to transcription. Otherwise post the document to the address noted above.

Enclose a compliments slip with your name, contact number and email address.

When the transcribed document is returned post out to the customer.
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4  CUSTOMER SERVICE CENTRE DUTIES

There are a number of duties carried out by the Customer Service Centres, which support the services detailed in Section 3.

Top
4.1 Receptionist Duties

The receptionist greets all customers on arrival and ascertains their needs. If the customer is presenting deeds, she alerts an Intake SO1 for Land Register presentments but checks and records Sasine presentments when required. The Sasine presentment is then passed to an Intake SO1 to be taken on to the CFACS System. If the customer requires a search to be completed, they briefly explain the search fees and asks them to fill in a CSC1 form. She then asks a RO2 to deal with their enquiry. When the search is complete she takes payment and gives the customer a customer comments form.

The receptionist keeps a log for Finance, which gives details of invoice no., customer name, fee and method of payment. The log is balanced at the close of business by an RO2. It is also the receptionist duty to ensure that there is enough of change in the till and there are plenty of CSC1 forms.
The receptionist also ensures that there enough information leaflets in stock and completes any monthly invoices from account customers.

In Edinburgh CSC the receptionist updates the Telephone Search log, in Glasgow this is completed by a designated RO2.
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4.2  Cashier Duties 

At the close of business each day the daily cashbook is balanced. And the log is checked against the invoices to ensure that all the information has been entered correctly. This is then checked against the money in the till. A copy of the cashbook, the white copy of the CSC1 and the income are sent to finance early the following day. The float is checked to ensure that it is correct and that there is enough change for the following day. Change is ordered weekly from Finance. This is held in the reserve float, which is kept in the safe. The cashier also ensures that any miscellaneous payments (eg. For a copy deed) are logged and sent to Finance.
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4.3 Mail Duties

All mail received by the Customer Service Centre should be date stamped and acknowledged if required. The mail should then be sorted.

Any searches should be passed to the appropriate officer to be logged.

If the mail is a Title Number query, the LRS should be interrogated in order to find if there is an outstanding application. If there is, the mail should be sent to the appropriate section. If not, the mail should be passed to the officer responsible for logging post-registration enquiries. The same principle applies to Sasine mail – ie if there is an outstanding application pass it to Sasine Production, if not pass it to post-registration enquiries.

Top
4.4  Sasine Abridgement Duties 

Glasgow Customer Service Centre at George Square hold the Sasine abridgements for GLA, REN, DMB, INV, ARG, BUT and NRN. Edinburgh Customer Service at Erskine House hold the Sasine Abridgements for all the other counties. 

Details of corrections to be made the Minute Book (the most recent version of the Abridgement) are regularly received from Sasine Production. The minute book is amended (using a fountain pen) and initialed.

The Customer Service Centres may also be contacted from other Sections requiring information from the abridgements (usually book and folio numbers).
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5 CUSTOMER SERVICE CENTRE CONTACTS

5.1 Glasgow - for the counties of Argyll, Bute, Inverness, Nairn,  Dumbarton, Glasgow, Renfrew, Ross & Cromarty, Sutherland and Caithness

Service
Contact
Extension
Fax
Room

Personal Presentment and Mail Supervisor
Gordon McLaren
6435
6424
G.01 GSQ

Book and Folio Requests
Dougie Jamieson or Marian McLeod
6590
6424
G.01 GSQ

Post-Registration Enquiries
Stephen Hickman
6445
6424
G.01 GSQ

Office Copies
David McDonald or Lorraine Givens
6597
6424
G.01 GSQ

Complaints Officer/Freedom of Information contact point
Alan Raeburn
6404
6424
G.01 GSQ

CSC Manager
Alan Raeburn
6404
6424
G.01 GSQ
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5.2 Edinburgh - all other counties
Product
Contact
Extension
Fax
Room

Post Registration Enquiries
Harry Murray / Elaine Brownlee 
5677

5306
 3932

3932
G.01 EHO

G.01 EHO



Sasine/CAJR Copy Deeds and Extracts
Lee Calder
5665
3932
G.01 EHO







Office copies
Emma Riddell
5007
3932
G.01 EHO

Book and Folio requests
Audrey Dixon
5495
3932
G.01 EHO

Manager – Sasine and CAJR  copy deeds & extracts, office copies & personal presentments 
Ruth Webster
5133
3932
G.01 EHO

Personal Presentment Supervisor
Marie Power/ Jo-anne Smith
5146
3932
G.01 EHO

Complaints Officer/Freedom of Information Contact point
Marcus MacKenzie
5940
3932
G.01 EHO

CSC Manager
Marcus Mackenzie
5940 
3932
G.01 EHO
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6 CUSTOMER SERVICE CENTRE TEMPLATES/FORMS

There are a number of letter templates and forms the Customer Service Centre use in order to ensure that a standard service is provided to all customers.

About Us is found on page28/29

About You is found on page 30/31

Specific Response is found on page 32

Telephone Searches Template is found on page 33

OAIB form is found on page 34/35
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About Us

The information we can provide on property searches

Current proprietors

Registration date

Price paid

Outstanding loans

Property description (this is dependant on the information given in title deeds). Information supplied in title deeds may include postal address, extent, boundaries and conditions.

In order to carry out the search, useful information may include present or previous owners, plans and details of property. 

How it can be obtained

Information can be requested by: -

e-mail.         customer.services@ros.gov.uk
          fax.     0131 200 3932  (Edinburgh Office)

                   0141 306 4424  (Glasgow Office)

letter.           Registers of Scotland  

                     Customer Service Centre 

                        Erskine House            or                            9 George Square

               68 Queen Street                                     Glasgow

               Edinburgh EH2 4NF                                    G2 1DY

Telephone searches.    Searches can be made via the telephone with a credit card.  Only straightforward searches for single dwelling will be accepted by this method.

Edinburgh direct line 0845 607 0161

Glasgow direct line   0845 607 0164 

In person    Information can be obtained from either of the above offices.

                   The opening hours are Monday – Friday from 8:30am until 4pm      

Enquiries made in person will be dealt with while you wait. We aim to complete all other enquiries within 10 working days.

Our telephone number is  0131 659 6111 

The fee will normally be under £10.00 per property searched. If the fee should exceed this figure, you will be contacted before proceeding further. Vat is payable on all searches. Fees are payable immediately if the search is done in person. You will be invoiced on all other occasions.  
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About you

Please complete all relevant boxes

Your name


Your  address


Your daytime telephone no.


Your e-mail address


Your fax no.


About the property you are interested in 

    Please complete as many boxes as possible

If you have an address

What is the address?


If a tenement flat give flat position i.e. 1st floor north (use compass points if possible) 


House name


Any previous house name


Approximate age of property


If you know anything about it’s ownership.  Please provide full names if possible including middle names 

Who do you think owns the property? 


Previous owners names 


When did they own the property?


If you do not have an address

Please provide a plan – you may wish to email this as an attachment, or send it by post


If possible give location (eg. adjacent to A93 on south side of road to Guildtown) 


Please describe the use of the property (e.g. is it derelict or undeveloped)


Is there a building on the land? If so what type?


Please give postal addresses of any properties which may border the property


Describe the sort of information you are looking for, it may be helpful if you tell us the reason for your search.



Signature (if by post)

.

I refer to your letter/e-mail regarding xxxxxxxxxxx

The information you require is detailed below.

Reference (Title No./ SS No.)

Current Proprietors:                                                                                                                                                                     

Registration/ Recording Date:                                                                                                                      

Price Paid:                                                                                                                                                 

Outstanding Loans:                                                                                                              

An invoice for £xxxx + Vat will follow in respect of our services.  

I trust this is sufficient for your purposes, but if you require further information please do not hesitate to contact me quoting the above reference. I can also be contacted by telephone, fax, letter or in person.

Telephone - 01411 306 4400Ext xxxx

Fax - 0131 306 4424

Address – 9 George Square, Glasgow G2 1DY


Name
Date 
Tel.

Email
Ref.

Enquiry details

Name


Subjects


County


Additional information



Search results (To be completed by ROS) 

Date of search


Title No./SS No.


Address


Infeft proprietors


Recording date


Execution date


Consideration


Security details


Lender
amount
Recording date

1




2




Personal search
Names as above
5 year ROI search

Date of search
See attached printout

. 
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7 MESSENGER SERVICES

ERSKINE HOUSE

Service to be introduced from 12 November 2001

The service is provided to open, sort, distribute and uplift mail within EHO. In conjunction with this the existing courier service will be replaced by a van service operated by the messengers 5 times daily.

The following provides guidelines for the operation of this service.

Leaves MBH
Arrives EHO
Notes

7.30am
7.45 – 8.00am
DX & Royal Mail will already be in EHO.  Messenger will bring LP and any other post.  Messenger will open, sort and distribute all mail.  

9.30am
9.45 – 10.00am
Mail sorted by Intake will arrive and be distributed within EHO. Messenger will travel back to MBH at this stage however there is an option for the messenger to stay until the next trip from MBH.  Local management to organise and communicate.  

11.00am
11.30am
Drop off and pick up only



13.30pm
2.00 – 2.15pm
This trip will include a pick up of deeds from the NAS for delivery to EHO Copy Deeds section. 

15.30pm
16.00


Departs no earlier than 16.10pm

Local pick-up and drop off points will be introduced within CAJR and Data Amendment areas.

GEORGE SQUARE

Mail is delivered to/picked up from the George Square Office at the following times:

9.30

11.00

13.30

15.15

Please note that these times are approximate and delivery/pickup could be slightly earlier or later. To ensure mail is sent out to external customers for next day delivery it should be ready for the 13.30 pickup.
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8   REGISTERS DIRECT CONTINGENCY PROCEDURES

The need for contingency will be determined by the IT Support Manager, The Customer Services Operations Manager and the appropriate Account Manager(s). The decision to move to contingency will be based on the volume of users for whom the service availability is business critical and the perceived duration of the Registers Direct downtime.

The Customer Service Centres will process requests for information received from customers, in person, by telephone, fax or email via the production systems. In a contingency situation Customer Services staff will deal with requests on a priority basis in accordance with the following table:

Priority 1
Existing enquiries requiring an urgent response



Priority 2
Urgent (time-critical) enquiries from Registers Direct Customers (e.g. information required to complete Form 11/13 Reports)



Priority 3
Counter Enquiries



Priority 4
Additional (non-urgent) enquiries from high volume Registers Direct Customers



Priority 5
General letter/fax/e-mail enquiries



Priority 6
Additional (non-urgent) enquiries from low volume Registers Direct Customers



Priority 7
All other CSC activities



The Customer Services Managers will co-ordinate this activity.

For many users, who are not able to visit either of the Customer Services Centres, this will be the only contingency available. 

For other large volume users for whom access to the Agency’s data is business critical, the Agency will endeavor to provide terminal access to the CSR, CSS and SSI production systems. Access to terminals is allocated on a pro rata basis linked to the size of the company’s operation.

This contingency is supplemented by access to the two Customer Service Centres in Erskine House in Edinburgh and George Square in Glasgow. For customers who have no knowledge of the Agency’s production systems, Customer Service Centre staff will carry out searches and provide services on the basis of the priority table noted above. The level of access within these locations for customers who are able to operate the production systems will be determined by the number of available seats, taking account of staff leave and public terminals. 

Contingency Co-ordinators have been appointed in MBH, EHO and GSQ to facilitate implementation of the contingency. The Account Manager will advise the Contingency Co-ordinators that contingency is to be implemented.

The Co-ordinators will be apprised throughout the period of contingency of progress with the problem affecting the Registers Direct service and will remain in close contact with the Account Manager until Registers Direct is restored.

The Co-ordinator’s objective, at all times, will be to ensure that the contingency is implemented with the minimum of fuss to both the customers using the contingency and any other customers using the Customer Service Centres services.

When advised that contingency is likely to be implemented, the Contingency Co-ordinator will be responsible for the following actions:

Liaise with local managers to identify the number of available machines for use and their location. 


Liaise with the Account Manager to determine how many customers can be accommodated at EHO.


In conjunction with the other co-ordinators, allocate the appropriate NT logons and, if necessary logons for CSR/CSS or other systems as appropriate. 


Switch on the machines and log them on ready for use as soon as customers arrive.


Source extension leads.


Meet customers as they arrive and assess any additional requirements they may have, such as the need to plug in laptops or sit adjacent to each other, and allocate the seats.


Assist with signing on to the various applications.


Advise of the facilities available to the customers, location of toilets, drinks machines or access to canteen/mess areas as appropriate.


Advise of the location/extension number on which customers can contact him/her.


Respond to additional requests from customers in relation to access to FAX machines, photocopiers etc., in conjunction with the CSC Manager or Account Manager as appropriate.


Liaise with customers throughout the period of contingency.


Advise the Account Manager of the number of customers using contingency in EHO and the names of the Firms they represent.


Keep the Customer Service Centre Manager informed of progress throughout the day.


Advise customers when the Registers Direct service has been restored and the next course of action, e.g. return to their own offices.


Shutdown the machines used for contingency and return extension leads or other equipment.
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9 CUSTOMER SERVICE CENTRE SECURITY

9.1  Risk Assessment

9.1.1 Summary

Prior to the occupation of the Agency’s two dedicated Customer Service Centres at Erskine House (EHO) and George Square (GSO) a risk assessment on Agency staff dealing with personal callers was undertaken in May 2000. A summary of the assessment is as follows.

Question
Glasgow
Edinburgh





Has there been any particular or substantial difficulties with customers?
Rarely.  4 or 5 times in past 3 years.
Staff have experienced difficulties with customers, varying from persistent telephone callers to personal callers unhappy with the results of a records search.





What is the nature of any difficulties?
Mostly verbal.  Only once was a member of staff threatened with physical abuse.   Controlled easily by staff in section.
No instances of violence.   Two occasions of verbal intimidation.





What are the arrangements for handling money?
Adhere to Finance guidelines.  To be re-assessed.
As for Glasgow.

A risk assessment review was undertaken in October 2001 in liaison with the Customer Service Manager and staff, Facilities Management and Health and Safety.
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9.1.2 Foreword

Concerns over personal safety can arise in any workplace at any time, although there are some duties where there is a greater likelihood of concern.   Staff principally at risk are those who deal with the public in an enforcing role.   By the nature of the Agency’s business we offer an information service to the public and we do not generally come into contact with personal callers noted for their anti-social, or criminal behaviour.   All Agency premises are considered low risk.
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9.1.3 Customer Service Centre Risk Assessment

RISK MANAGEMENT – (Regulation 3 of Management of Health and Safety at Work Regulations 1992)

Activity:
All Office tasks, including dealing with personal callers and handling money

Person(s)/Group(s) at risk:
Employees, Customers, Contractors, Agents and Consultants

Locations: Erskine House, Edinburgh and George Square, Glasgow

Date:




October 2001

INJURY/CONCERN
POSSIBLE CAUSES
CONTROL MEASURES  





Verbal abuse;

Threats of physical violence;

Racial or sexual harassment;

Physical attacks
Dissatisfied customer(s);

Customers with mental disabilities or behavioral problems;

Attempted theft;

Inability of staff to deal with 

difficult situations;

Inability to provide quick and accurate information to the Customer;

Lack of customer training for employees;

Inadequate front desk security.

Access to staff in centre outwith public hours
All Customer Services staff given a customer care course which included a session on dealing with customer relations problems;

Staff also given a short

Course on deaf awareness to address the requirement for disability awareness;

Customer Service

Layouts are designed to offer comfortable meeting and refreshment areas;
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INJURY/CONCERN
POSSIBLE CAUSES
CONTROL MEASURES

Verbal abuse etc..

Agency’s Customer Care policy creates a positive and professional environment;

Reception counters (barriers) are included in the layouts;

Staff adhere to Finance guidelines for handling money;

Front desk security/commissioner attendance in both buildings;

See further recommendations.





Injuries associated with trips/slips/falls
Poorly maintained flooring/stairs;
Day to day monitoring by line managers and staff;


Blocked access routes;

Trailing cables;
Periodic checks by Facilities Management;


Personal belongings out of place;

Case bags left on floor;
Issue and display of accident prevention notices; and


Badly stored materials;

Cabinet or desk drawers left open; and poor room layouts.
Accident reports and investigation.



See also Display Screen Equipment (DSE) individual assessments i.e. trailing cables and ergonomics of room layouts and job design.   Ongoing assessments and impending re-organisation of work areas planned.

INJURY/CONCERN
POSSIBLE CAUSES
CONTROL MEASURES

Eye Strain/headaches
Inadequate/too bright lighting;

Glare /flicker on screen

Tension; and
Individual DSE assessments should highlight instances and concerns;


Incorrect spectacle prescription.
Eyesight testing is available under DSE regulation; and 



If sick leave involved return to work interview may identify problems.

Work related upper limb disorders (WRULD)
Poor posture/incorrect seating;

Poorly designed workstations;

Incorrectly sited DSE; and lack of change of work/pauses/exercise.
All covered in DSE assessment checklist; 

Agency has arrangements whereby special seating can be considered.





Stress
Environmental factors such

as temperature, humidity etc.;

Poor office layouts;

Lack of management support/badly designed job;

Interpersonal difficulties; and

Concern about job prospects.
DSE checklist;

Managers guidance/training re ergonomics;

Follow up interview from sick leave;

Occasional health referrals; and

Quality/training initiatives.





Cuts and abrasions
Unguarded machinery;

Sharp edges on furniture/equipment; and

Storage racking and case bag straps.
Accident report and investigation; and

Day to day monitoring.
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INJURY/CONCERN
POSSIBLE CAUSES
CONTROL MEASURES

Backache/strain
Poor manual handling technique and poor posture.
Accident reports and investigation; and

Training and guidance on lifting.

See also DSE checklist.

Agency will seek OH assessment, if necessary.





Burns
Fire due to faulty wiring/overheated equipment; Clothes/paper stored too close to heaters etc.;

Fire doors propped open;

Fire exits blocked; and

Cleaning/maintaining hot equipment.
Safety checks and inspections;

Testing and inspection of all electrical equipment; and

Accident reports.





Electric shock
Faulty equipment or loose

wiring; and

Static
Testing and inspection and accident reports.





Respiratory irritation
Dust, fumes - paint etc.
COSHH assessments and accident reports.
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9.1.4 Evaluation of Recommemdations 

Recommendation
Comments

Written instructions to staff on how to call for assistance, also to include existing security arrangements and contact  numbers.


Agreed.

Door to public offices locked outwith public hours
EHO

The main street door is open from 7am to 8pm, Monday to Thursday and 7am to 7pm Friday with a Commissionaire at reception.   Not open Saturday or Sunday.  The door to the ROS centre is secured (not locked) automatically at 6pm and is opened from the outside by a fob held by each member of staff or a press button release from the inside.  As a fire door it will open automatically in the event of the alarm sounding.   There is no evidence from a safety point of view to support the recommendation that the door be locked (or secured) at closing hour (4pm).   In line with Customer Care policy the Agency may wish to retain some flexibility to accommodate late arrivals.   In this event, the mechanism for securing the door could be adjusted to a time to be agreed locally, say 4.30pm or 4.45pm.

GSQ

The Commissionaire locks the door shortly after 6pm.   The premises are manned 24 hours.  if there is anybody working overtime, he will be informed before hand and will lock up when staff leave.   The door is opened at 7am.   The doors at GSO need not be locked as any member of the public has to pass in front of the reception desk and the Commissionaire would inform them of the closing time.   If the situation required it the Commissionaire would telephone one of the Customer Services staff.   To agree procedure with the Commissionaire. 



Recommendations
Comments

Improved signage regarding public hours.


Agreed.   Also to introduce set arrangements for the display and removal of any portable signs.

Additional training on dealing with verbal aggression and aspects of security for certain customer service staff.
Specification already submitted to Training and Development Section.




Visit by crime prevention officer to GSO and EHO.


Agreed.   Already in hand by FM.

Installation of a panic button at the reception desk.


Premises already assessed as low risk and there is no evidence to support fitting this type of equipment.   However, the written instructions to staff should clearly state the action to take and who to contact in the event of an incident.   FM should clarify the role of the reception desk personnel in each building.

Customer service staff to wear uniforms.
The Agency has no plans to consider the wearing of uniforms by staff.   In view of the nature of the Agency’s customer base and business this is not considered necessary.
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9.2 Command and Control Procedure in the Event of the Receipt of a Suspect Package

The Emergency Procedures Guide instructs staff on whom to contact and what to do in the first instance if anyone has suspicions about a letter or package.  This is supported by security instructions available on the Intranet on Screening Postal and Other Delivered Packages for Explosive, Chemical and Biological Devices.

In the event of such an incident, the primary contact points who will assume the role of Incident Control Officer (ICO) are:

MBH/SMH           Accommodation Manager (FM)

EHO                    Marcus Mackenzie

SVS                     Keith Miller / Colin Mitchell

GSQ                    Alan Raeburn 

Managers may wish to allocate additional staff to this function as local conditions and availability require, but in all cases it is essential that any nominees are fully aware of their responsibilities and are conversant with procedures to be followed.

For MBH & SMH, the ICO role will remain within FM and in the absence of the above will be taken in order of availability by Carole Tait or Andrew Boner or Callum Glen or Douglas Watson or Alison Chisholm.  Only in their absence, will this role be carried out by the Security Supervisor.

At all other locations, the ICO will be either of the persons named above who is on the spot and is best placed to make decisions appropriate for local conditions and in conjunction with other tenants.  However, it is imperative that FM and Management are made aware of any incident at the absolute earliest, to allow the proper level of HQ involvement to be maintained.

The ICO will instigate the following procedures:

· verify the nature of the incident, and whether it should be treated as a genuine emergency and if so, to:

· allocate individuals to policing or information tasks

· inform the Police who will co-ordinate other emergency services

· inform H&S (ext 3155) and Welfare (ext 3605)

· inform higher management regarding likely media interest

· keep those affected, informed about what is happening

· decide what to do about moving other staff out of the vicinity or to other floors

· inform the local authority public health department and medical services (see security instructions)

· record the names of all staff present and details of their proximity to the incident

This list is not in any predetermined order and may not be comprehensive depending upon the prevailing circumstances.  It will be the function of the ICO to make priority judgements and to take whatever additional action he/she deems appropriate at the time.
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9.3 Evacuation Procedures in Customer Service Centres 
<Link to intranet page to be inserted here>
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10. FREQUENTLY ASKED QUESTIONS (FAQs)

10.1 Fees

Q What is the fee to register a lease/assignation of lease in the Land Register?
A 10 times annual rent plus any consideration paid, also if VAT is applicable the VAT must be added to the consideration and the fee is then based on combined amount.

Q I am presenting a disposition where the consideration also has VAT, what is the fee based on?

A The fee is based on the consideration and VAT. 

Q A discharge is being submitted on its own to the Sasine/Land Register what is the fee?
A Fee is based on the amount of the original loan.

Q If a discharge is submitted with a Disposition/Conveyance to the Land Register will it get an abated fee?
A Yes, fee - £22
Q Will a discharge submitted with a Disposition/Conveyance to the to the Sasine Register get an abated fee?
A No
Q What is the fee to register a Contract of Excambion?
A Where an excambion if effected by more than one deed, a fee will be
charged for each deed on the value of the subjects therein, and where an
excambion if effected by one deed, the fee will be calculated on the total value of the subjects therein and £22 for a second application.

Q I have more than one standard security and discharge being submitted with a Disposition for the same subjects to be registered in the Land Register, will they all get an abated fee?
A Yes
Q What is the fee for a Notice of Title?
A Where a Notice of Title is on behalf of a local authority as statutory successor to a previous local authority a fee of £44 is charged. Where a Notice of Title is recorded along with another deed feuing or leasing or granting a servitude over the whole or any part of the same subjects a fee of £22is charged.

Q I have an application with more than one title number, what is the fee?
A A main fee is charged for the first title number and £22 for each additional title 
number.

Q What is the fee for a voluntary registration?
A Full registration fees are charged for voluntary registrations
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Q I have a Disposition with a consideration consisting of both heritable and goodwill, what is the fee?
A The fee is based on the heritable only.

Q What is the fee for a Deed of Restriction?
A £22
Q What is the fee for a Local Authority Feu Disposition/Disposition?
A The fee is based on the consideration.
Q What is the fee for a Deed of Variation?
A £22
Q What is the fee to register a Certificate of Registration of Charge?
A £22
Q Is there a fee to submit an unrecorded link with an application to the Land Register?
A No
Q What is the fee to register a Liferent interest in the Land Register?
A £22
Q What is the fee to register a Disposition evacuting the special destination?
A £22
Q What is the fee to register a Deed of Conditions?
A £25
Q What is the fee for a global transaction?
A Any requests regarding the above should be submitted in writing to either Customer Service Centre,.
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10.2 Intake/Fees

Q Will a Deed of Servitude induce a First Registration?
A No
Q What form do I use to submit a Deed of Servitude to the Land Register?
A Form 2.
Q I have a property recorded in the Sasine Register and I want it added to an existing Title in the Land Register, what is the procedure?
A Submit deed with a Form 1 and also include a covering letter (quoting the
relevant Title Number) asking for the subjects to be added to this Title.

Q Could I have a list of deeds which induce First Registration?
A. See Attached list.

Q I have a property which is recorded in Sasines and registered in the Land Register, I want to register a discharge over the property, what forms do I use and what are the fees?
A CPB2 Form for the Sasine Register and a Form 2 for the Land Register (also 2
fees are required - full fee for 1 register and abated (£22) for the other register.

Q I want to submit a Section 19 Agreement, what forms do I need and what are the fees?
A Form 2's for both interests and 2 fees (£25 and abated £22)

Q Do I submit a Form 8 for a Discharge to update a Land Certificate?
A No, a Form 2 (and also the full fee)

Q What form do I submit with a Ranking Agreement for the Land Register and what is the fee?
A A Form 2 for each creditor can be submitted and the fee is £22, also one Form 2 quoting all the creditors may be submitted (if the submitting Agent is able to answer the questions on behalf of all the creditors) and a fee of £22. 

Q What form do I submit to register a Liferent interest in the Land Register and what is the fee?
A Form 2 and £22

Q I am submitting a First Registration where Husband and Wife are selling to Wife with stamp duty exemption category H, what is the fee and what deeds do I have to submit?
A The fee is based on the full market value of the property as the whole property is being registered in the Land Register. If a Deed of Variation is being submitted, a Form 2 and £22 will be required. The original Standard Security which had been registered in the Sasine Register must be also be registered in the Land Register with a Form 2 and £22.
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10.3  Matrimonial Homes

Q I am purchasing from two (or more) people who are not married to each other, what Matrimonial Homes evidence will have to be submitted?
A Where two (or more) people are jointly entitled to occupy a property, the Keeper does not require Matrimonial Homes Act evidence for a dealing entered into by both (or all) parties ( See Section 6(2) (b) of the 1981 Act).

Q I have a Matrimonial Homes Note 2 i.e., (The Keeper is satisfied that there are in respect of the subjects in this title no subsisting occupancy rights, in terms of the Matrimonial Homes (Family Protection) (Scotland) Act 1981, of spouses of persons who were formerly entitled to the said subjects, except ………….. who ceased to be entitled on ………and in respect of whose entitlement no evidence of the non- existence of an occupancy right has been produced.) on a Land Certificate, how do I get it removed?
A The evidence should be submitted on a Form 5 and a fee of £22.

General Enquiries
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10.4  General Enquiries

Q How do I do a search to find out who owns a certain property, and what is the fee?
A There are various options available. You can come in person to either the
Customer Service Centre in Edinburgh or Glasgow. The Edinburgh address is Erskine House, 68 Queen Street, EH2 4NF and the Glasgow Address is 9 George Square Glasgow G2 1DY. 
You can also write, fax or e-mail with the request. Any written enquiries should be directed to either of the above addresses. 
The fax no. 0131 220 3932 (Edinburgh) or 0141 306 4424 (Glasgow). 
The e-mail address is
customer.services@ros.gov.uk
The fee for a search is the same whichever way you choose, the fee does not usually exceed £10 per property, any more and we will contact you
and ask for your permission to proceed. Please also include a daytime telephone number.
Please note all enquiries are taken in the order they are received.
Q Has the Keeper already seen the prior writs for a house/development?
A A Form 10 Report will indicate whether the prior writs need to be submitted.
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11 Checklist for dealing with students at CSC

Occasions can arise when a student approaches CSC to ask to use RoS facilities.

In line with Charter Mark, we are happy to encourage links with education by accommodating their research providing:

· their research is academic

· it will not be used now or in the future for commercial purposes

· confirmation of the above is brought in writing when the student makes their visit.  The letter is passed to Marketing.

The timescale to undertake the research should be reasonable and agreed in advance.

Once a date is set for the student to visit CSC, a member of CSC should phone IT to arrange for an RD sign on and password.

When the student arrives at CSC, a member of CSC staff, usually a specifically allocated one, will instruct her or him on the use of RD.  Thereafter, the student will be left to work alone only using CSC staff as a point of reference.

When the RoS part of the research has been completed and the student leaves CSC, the allocated member of CSC staff should inform IT so that the password and sign on can be disabled.

In return for the use of RoS facilities, the student should be asked to write a letter addressed to the CSC manager, acknowledging the service provided by RoS CSC.




SEARCH ID No.  E/Tel/            


Name of person taking the call


�
Searchers name�
�



Date�
Time�
�



Customer Name (full name of customer named on Card)


�
�



Address (full address of person named on card)


�
�



Card Number & Type


(visa/mastercard/Switch)�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�
�



Expiry Date


�
�
�



Issue Number (Switch only)


�
�
�



Contact Details


Tel/Fax/Email





�
�
�



Address to be searched (must be unique address)








�
�



Other relevant information





�
�



Indicative cost agreed�
£10 + VAT�
Up to £20 + VAT�
�
Timescale for completion agreed�
24 hours�
48 hours�
Under 5 days�
Under 10 days�
�
�
�
�
�
�
�
Fee�
Date & Time of response�
�




































Once search is completed, fill out CSC1 with customer’s details, including Credit Card/Switch Card details, and pass to cashier to process payment.  Post out the Customer Copy of the CSC1 together with the receipt, a compliments slip, and any copy Search Sheets or Title Sheets.  It will not normally be necessary to enclose a covering letter.








