
Best Customer Experience Award - How the leaders in this category have answered in the past 

Can you provide an urgent\expedited search 
or do you need to deal with searches in strict 
submission order?

When making changes to fees and/or 
turnaround times, at what point do you 
notify the NLIS Hub?

If you reject a search or use the NLIS Hub 
negotiate facility, do you always provide a 
detailed explanation?

Do you provide copy documents freely and 
easily? If you do need to charge for 
documents, how much do you charge?

Do you provide extra information at the 
point of search return?

○ Yes, expedited searches are actioned 
within 24 hours 
○ All requests are processed within 24 hours, 
searches are dealt with in strict order
○ We can handle up to XX expedited search 
requests per day
○ We have cover for key posts to ensure 
consistency of turnaround times during 
periods of staff shortages or increased 
workloads. 
○ We do our best to expedite searches, but 
are reliant on our County Council.
○ Although we do not offer an expedited 
service we will expedite searches (upon 
request) where possible.  

○ We closely monitor fee approvals enabling 
us to notify NLIS at the earliest opportunity.
○ Keeping customers informed of changes 
to fees and or our turnaround is key and 
reduces wrongful submissions, delays and 
disappointment, we therefore inform NLIS of 
upcoming changes and again immediately 
when they are confirmed.
○ We inform NLIS and other users as soon 
as we can

○ We offer a customer tracker app. (details 
provided)
○ We provide copies of TPO's and other 
items such as local plans, we will also provide 
legal agreements where relevant.
○ Yes, we do. We attach what is known as an 
'associated note’ to searches if there is extra 
information we feel the customer should 
know about. Notes include; Street Naming 
and Numbering notifications, Curtilage Listed 
Buildings, Enforcement information. We pride 
ourselves on being helpful, friendly and 
approachable and feel this is key to a good 
customer experience
○ We provide informatives and details on the 
local plan and conservation areas as well as a 
guide to listed building where applicable
○ We provide a range of information about 
the council and the services on offer, along 
with local information about refuse collection, 
libraries and schools in the area.

○ The Council publish most documents on 
our website so the public can view and/or 
download items for themselves.
○ Documentation relating to Planning, 
Building Control, etc., can be provided by 
LLC staff as an added value, chargeable, 
service. 
○ Yes we provide copies of any documents 
revealed in a search within 24 hours where 
possible.
○ We charge a small copying fee 
(dependent on the volume of pages in the 
document), the documents are sent out the 
day the fee is received with a covering 
letter/receipt.

○ Full details are always provided to the NLIS 
Hub as to why a search has been rejected, to 
ensure the customer can quickly resolve and 
submit any outstanding/ additional 
information. 
○ We produce a detailed fee structure to 
ensure our charges are clear.
○ We always provide details of the 
outstanding fees required along with an 
explanation
○ We provide clear informatives so that the 
client can see what is required and why, e.g. 
number of parcels involved.  



Are you accessible to receive calls throughout 
the working day?

Do you batch searches or deal with them as 
soon as they arrive?

Tell us about any other ways in which you go the extra mile to make a lawyer's life easier

○ To address the numerous enquiries arising from customers and the public who want to 
confirm the progress of their search, a website application has been designed which 
automatically provides information to customers in live time. (further details provided)
○ We regularly review email enquiries to establish if there are continual themes which 
could be resolved if we added or amended elements to our search report and supporting 
information. 
○ We offer a value for money service (cost recovery) to assist conveyancers in keeping 
their costs down and we will send out copies of mispaced searches at no extra charge.
○ We are a friendly approachable team with a wealth of knowlege and experience, this 
enables us to assist with any queries that might arise. We always try to get searches back to 
solicitors on time.
○  If there is a query we ring the solicitor, or NLIS Hub (depending upon submission 
method) to discuss the issue rather than returning/rejecting the search to ask for 
clarification.  
○ We provide a number of web liniks in our search report to enable solicitors to find out 
extra information if they wish.  
○ We are always at the end of the phone to assist/discuss any queries and if we are not 
able to assist, we will point the solicitor or NLIS/TM in the right direction and supply contact 
details. 
○ We open at 7am and close around 5pm, buying a house is a stressful time and our aim 
is to help the public/solicitors and intermediaries as much as we can. There is always a 
happy voice on the end of the telephone.  
○ We actively promote our NLIS connection to those who submit paper searches. The 
more electronic searches we receive the faster and hopefully cheaper our service should 
become.   
○ We will always contact a solictor, NLIS with any queries rather than rejecting the 
application. We feel that this doesn't hold up the search and keeps an open dialogue with 
whoever has requested it. 
○ We have excellent communication with our local solictors and NLIS etc., and we will do 
anything we can to get a search completed acurately and in a speedy manner.

○ Websites are checked numerous times a 
day and searches are processed onto the 
system as soon as they are received and 
accepted as valid.
○ All searches are dealt in a timely fashion 
each day (it is assumed this means searches 
are processed as they arrive)
○Searches are batched in the morning and 
the CON29 data requests are circulated, in the 
afternoon where all CON29 data has been 
received we complete the LLC1 search and 
despatch the response. 
○ Search requests (unless urgent) are dealt 
with in the morning as we need to send 
County the Highways enquiries by 11ish
○ We book searches in during the morning, 
and the majority of the time send them back 
in the afternoon or next morning. In the 
afternoon we get any searches received after 
we finish booking in ready for the next day 
to speed the process up.

○ Yes staff provide cover within the office 
from 8:30am to 5pm Mon – Fri
○ As there is only one dedicated member of 
staff an answerphone is available when the 
office is empty - e.g. during lunch times - we 
aim to respond to voicemails within 2 hours 
(where possible)
○ Yes, my phone number is linked to other 
team members so if I am unable to answer 
the call, the call is automatically re-routed
○ Yes, we have a member of staff in the 
office from 8.00am until 5.15pm every day, 
we have excellent communication with our 
local solictors, NLIS and TM. If for whatever 
reason a voicemail is left we will respond 
same day.


