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Market research over a number of years has highlighted those elements of
registration that are of the greatest importance to customers, in particular

(1) Speed of Service and
(2) Accuracy of Land Certificates.

This Update provides information on our progress to date and of our plans to
realise further improvements in these key aspects of Customer Service.

UPDATE:12

1. Speed of Service
The following table highlights the average turnaround times in working days for our main
registration products over the past 10 years:

Year Sasines Dealings Domestic First Registrations*

1995 34 53 -

1996 33 44 -

1997 48 76 -

1998 37.7 515 -

1999 19.5 45.9 -

2000 41.1 46.1 40.5% within 200 days

2001 31.7 37.7 75.5% within 200 days

2002 22.1 27.3 63.8% within 100 days

2003 13.4 16.6 97.8 days, with 75% completed
within 125 days

2004 11.6 16.7 103.9 days, with 74% completed
within 105 days

* Domestic First Registrations are defined as mainly residential property which does not include
commercial or large rural registrations.

Over this period, we have seen substantial increases in the total number of applications for
registration, reflecting the high levels of activity in the housing market, re-mortgaging and the
inevitable shift from Sasines to the Land Register:

Year Sasines | Dealings with Whole | First Registrations Transfers of Part
1995 335,115 58,253 26,132 9,442
2004* 134,000 232,900 77,000 25,600

* Projected figures for 2004

Sasines

It was originally anticipated that the number of ~ We have progressively —adopted this

deeds to be recorded on the Sasine Register ~ methodology across the Sasine Register to

would decline as counties transferred to the
Land Register. This has been true to some
extent, but re-mortgaging has resulted in
intakes remaining relatively high.

To improve Sasine turnaround times, we
introduced the concept of Real Time Working
in April 2001 to coincide with the transfer of the
county of Midlothian to the Land Register.
(Real Time Working is defined as the
quickest and most efficient way to process
applications through the various stages of
registration without accruing backlogs.)

the extent that deeds are now recorded and
returned within an average of 11.6 working
days.
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