ON CALL

Our customer service team
are always on hand to deal
with any queries you may
have. You might have

spoken to them at some
point, so it’s time for us to
introduce them properly...
Each month our customer services team

take an average of 3,500 calls. The team
members include Liz Willet, Steven Newbury,
Christine Smith, Corina Wharmby and Arren
Wharmby (see above clockwise from left).
They're a friendly bunch, and they're always
happy to offer advice. Plus their statistics are
pretty impressive too:

ON AVERAGE:

= They make 2,282 outgoing calls per month

= 95.93% of calls are answered within
five seconds

= 92.48% of calls are resolved at point
of contact (beating the target of 80%)

Now you've put faces to names, don't hesitate
to give them a call on 0115 9627269 if you
have any questions.

Severn Trent
Searches

PO Box 6187, Nottingham NG5 1LE.
DX 723860 Nottingham 43

Tel: 0115 962 7269

Fax: 0115 962 7132

searches@severntrent.co.uk
WWW.severntrentsearches.com

Box 1: What percentage of our search reports
are sent by email?

75% (P)

20% (D)

50% (M)
Box 2: On average, how many calls do our
customer service team take per month?

2,100 (T)

5,014 (V)

3,500 (A)

Box 3: Who supplies our recycled paper?
The Green Company (1)
Xerox (L)
Inkjet (O)

Box 4: What area does Q23 of the new

CON29DW Drainage and Water Enquiry
relate to?

The area around the individual property (L)

The water supply zone (S)

The county (M)
Box 5: How many people are in our customer
service team?

13 (D)

10 (F)

5 (N)

To be in with a chance of winning, all you
need to do is answer the questions below

(all the answers can be found in this issue).
Then for each one, write the letter that appears
after your answer in the grid. When you're
done, simply rearrange the letters to spell out
the name of a search you can order from us.

Email the mystery search name, your name,
the name of your firm and a contact telephone
number to events@severntrent.co.uk, or post
your answer to ‘Searchlight 11 competition’,
Severn Trent Searches, PO Box 6187,
Nottingham, NG5 1LE, before 31st January
2008. We'll notify the winner in February and
announce them in the next issue.

Good luck!

Box 6: What two ways are suggested for
improving a home’s energy rating?

Better draught proofing and thicker loft
insulation (H)

Closing all the windows in summer (1)
Installing new kitchen appliances (B)
Box 7: How many trees have we saved this

year by using recycled paper?
167 (S)
276 (E)
895 (0)
Box 8: Since when have Home Information
Packs been required for three-bedroom homes?
10th September 2007 (C)
1st August 2007 (2)
10th August 2007 (A)

Box 9: What does EPC stand for?

Energy Priority Certificate (C)

Energy Performance Chart (2)

Energy Performance Certificate (R)
Box 10: Approximately how many searches
do we supply every year?

1,800 (T)

180,000 (A)

18,000 (E)
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HIPS FOR ALL HOMES

Since 1st August this year, owners of properties
with four bedrooms or more have been legally
required to have Home Information Packs (HIPs)
produced when they put their homes on the
market. From 10th September, this was
extended to three-bedroom homes.

The Government has now announced that Home
Information Packs (HIPs) will be rolled out to include
one and two-bedroom properties from Friday 14th
December. Plus it's also been announced that the
temporary provisions on first-day marketing for all
properties has been extended from 1st January to
1st June 2008.

Housing minister Yvette Cooper says: “first-time
buyers of one and two-bedroom homes will be

the main beneficiaries as they’ll now get important
information about their new home for free.
Information such as searches, for which they would
previously have had to pay, will now be included

in the HIP — paid for by the seller. This reduces the
costs of the first step onto the property ladder.”

Mark Jarvis, Severn Trent Searches General Manager,

says: “we support the Government’s decision to
press on with a full rollout of HIPs. Our experience
shows us that the market is bedding in quite nicely,
and extending HIPs to make them compulsory for all
homes will definitely benefit consumers, particularly
first-time buyers.”
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REVIEWING OUR RECORDS // WIN A WINTER HAMPER

Extending our services

With the introduction of the packs, we extended our
offering at Severn Trent Searches to provide all our
usual searches, as well as full HIPs including Energy
Performance Certificates (EPCs). With our extensive
experience and a reputation for providing reliable
searches, we've found there’s been huge demand for
these new services.

Since launching the new services in August, the
number of orders has shot up dramatically. In fact,
between August and September our order numbers
increased three-fold.

In August and September, around half of our HIPs
were ordered with a personal Local Authority search,
with the rest having an official LLC1 and CON 29.
This shows that our customers like to have a choice
over where they source their Local Authority reports
from — a choice not offered by the majority of other
HIP providers.

Speedy turnaround times

We've been working hard to provide fast turnaround
times, and as a result we've had some brilliant
feedback from conveyancers. Diane Nary from
Kenneth Curtis and Co says: “so far I'm very pleased
with the service for HIPs, the staff who look after
them are very quick to come back to us if there are
any problems, and the end product looks great.”

nligr

A WINTER HAMPER
WORTH £200!

Our HIP offering

We're well established, supplying around
180,000 searches a year to the conveyancing
market. This means we have the right
technology in place so we can deliver HIPs in
the turnaround times you need.

Our easy-to-use web-based ordering system
gives you a number of options to choose from:

= HIP compliant required and authorised
searches so you can create a HIP yourself

= All the searches you need plus an Energy
Performance Certificate

= Afull HIP, with the option of including
additional searches

< HIP without an EPC

We can create tailor-made HIPs to meet your
specific requirements — plus there are different
branding options to choose from. This gives
you the opportunity to brand the pack with
your own logo.

Joanne Parsons from Hall Pratt Pritchard says:
“we've had no problems at all with the Severn Trent
Searches HIP service, and we've been impressed
with their efficiency when it comes to contacting
clients and keeping us informed.”

Online ordering

To make requesting HIPs even easier, we introduced
a new online ordering site in August. This allows
conveyancers to order the packs, track their progress
and download them on completion. To access

the site you'll need a user name and password.

You might have been sent this in the post already,
however, if you'd like to request one, simply email
hip@severntrent.co.uk.

Once you have a password, go to http:/hip.
severntrentsearches.com to order or track HIPs.

Just click on the conveyancer zone button, and enter
your login details. Then just follow the instructions on
screen. It's easy!

For more information, visit our website at
www.severntrentsearches.com or email
hip@severntrent.co.uk

Severn Trent

Searches




THE LATEST ON CON29DW

The CON29DW drainage and
water enquiry is a compulsory
element in the new Home
Information Packs, so we’ve
launched an enhanced version of
the search that’s compliant with
the standards set out in the new
HIP regulations.

As one of the most trusted search providers in the
business, we provide an extensive portfolio of high
quality, reliable searches. So with the introduction of
Home Information Packs we've extended our search
offering to include full HIPs and Energy Performance
Certificates, as well as all our existing searches.

In line with the new regulations, we've made

some enhancements to our CON29DW drainage
and water enquiry. These changes should provide
homebuyers with more information, guarantees and
protection than ever before.

We've added in lots of extra features, while still
offering the same fast and accurate service. Severn
Trent Searches’ general business manager Mark
Jarvis says: “the revisions and additions to the
CON29DW Enquiry will really benefit consumers
by giving them even more information on which

to base their decisions.”

The new CON29DW drainage and water enquiry
consists of 25 questions, instead of the 11 asked
previously. These have been drawn up by a
working group including the Consumer Council for
Water, the Department of Communities and Local
Government and the Law Society. The great news is
you'll get all this extra information for the same price
as before — £42.77 (£36.40 + VAT).

Reviewing
our records

Here at Severn Trent Searches,
we’re committed to making
our online ordering service
even better for you...

The extended search includes new information
about a number of key areas:

RISK OF FLOODING

This will indicate whether a property is at risk of
internal flooding from overloaded public sewers,
and will detail the actions that can be taken to
reduce or remove the risk.

RISK OF LOW WATER PRESSURE OR FLOW

This will assess whether a property is at risk of
problems with low water pressure.

LOCATION OF NEAREST PUBLIC
SEWAGE WORKS

This will reveal the distance and direction to the
nearest sewage treatment works from the property,
and therefore the risk from odour or insects.

WATER QUALITY ANALYSIS

The current regulations ensure that water is safe
to drink and aesthetically acceptable. However,
the new search will go further, indicating whether
the water in an area meets the standards set out
in the regulations.

With so much experience in providing searches,
we have the right technology and infrastructure
in place to make sure we can deliver accurate
searches and HIPs in the turnaround times you
need. In fact, around 95% of our searches are
returned within five working days. Plus, you'll
be pleased to know that all our searches are
guaranteed — so if anything goes wrong further
down the line, we'll be there to put things right.

We know how important it is
to look after the environment,
so we’re taking steps to make
sure we get greener every day.

We always aim to provide a high-quality service too,
so all our staff are trained to offer comprehensive
online and telephone support services, as well as
after-sales support. And even better, if you're having
problems with your new search reports, you can come
along to one of our free CPD accredited seminars for
account customers. These are specifically aimed at
understanding and interpreting CON29DW reports.

To find out more about our CON29DW drainage
and water enquiries, call 0115 962 7269 or visit
www.severntrentsearches.com today.

In the past, sending out search reports meant
printing and posting documents to customers. But
with developments in technology, we're now sending
around 75% of our searches by email. That means
less wasted paper and a faster service.

We're now trying hard to boost this figure up to
100%, and you can help. If you're an account
customer and you don't yet use the online service,
you can request to receive searches online. All you
need to do is email searches@severntrent.co.uk or
call our customer service team on 0115 9627269.

We've also started using recycled paper in our
offices, supplied by Xerox. This year we've used
4,680 reams of recycled paper, and as a result,
we've saved a total of 276 trees. Plus we've
also put recycling bins in every office, and we're
recycling ink cartridges too.

Make sure you do your bit. For environmentally
friendly ideas, visit www.direct.gov.uk/en/
environmentandgreenerliving/index.htm

Searchlight has been printed on recycled paper.

THE SEVERN TRENT
SEARCHES PANEL
ANSWER YOUR
QUESTIONS

A. Tap water in the UK is subject to some of
the tightest quality controls in the world, and
Severn Trent is committed to meeting these.
In fact, during tests in 2006, 99.98% of our
tap water met these standards.

On a rare number of occasions, question 23
of the new CON29DW will say a sample has
failed to meet these standards. The good
news is that this is unlikely to relate to your
particular property.

Question 23 relates not to an individual
property, but to every property in a water
supply zone. These zones include several
thousand properties, and the answer to this
question lists every failure in the zone.

Water quality is normally tested at the kitchen
tap, as this is where a home’s drinking water
usually comes from. However, a failure can be
due to a problem with the water supply. Where
there are only a small number of failures in a
zone, they’re usually caused by problems in the
private supply pipe leading from the public main
to the tap. Should there be any problems with a
particular property, or the water supply presents
a potential danger to human health, customers
will be advised by letter and the problem
rectified as soon as possible.

We’re aware that this question can be
confusing, and to clarify things on the search
we have added the text ‘pass’ or ‘see details’
to this question. Where a sample has failed,
where possible we’ll explain what has caused
the failure. You'll also find some explanatory
text beneath the question giving general
information about water quality.

A. If you've ordered your search directly from
Severn Trent Searches, just give us a call and if
we've made a mistake, we’ll refund your order
and endeavour to put it right straight away.

For full details of our complaints procedure,
visit www.severntrentsearches.com. If you've
ordered through a third party, such as NLIS,
please contact them and they’ll raise a query
on your behalf.

A. Normally, we’ll compile all elements of a HIP
on your behalf. However, we do not have an in-
house legal team, so if the property is leasehold
or unregistered we’ll come back to you for the
additional documentation required, then include
this in the HIP.

A. The energy efficiency classification works
on an A-G ratings system, similar to that
used for domestic appliances such as fridges,
where A is the most efficient rating. It’s been
brought to light that more than half of all
homes in the Midlands will score a rating of
E or lower, and this has worried homeowners
that the Energy Performance Certificate in
their Home Information Packs could affect
the value of their homes.

According to Mark Jarvis, General Manager

at Severn Trent Searches, this is a common
problem in older properties. These tend to be
less energy efficient and have higher running
costs than new homes (which typically have a C
rating). Mark says: “a low rating may well affect
the price buyers are prepared to pay, however,
relatively simple and inexpensive improvements
will mean a better rating that could add
thousands to the value of a home.”

LIGHT

He continues: “better draught proofing or thicker
loft insulation can pay for themselves by moving
an older property towards a C rating.”

The good news is that Severn Trent Searches
have a team of fully trained Energy Assessors
who can carry out inspections and provide useful
advice on how to improve a home’s rating. For
more information, visit www.severntrentsearches.
com or call 0115 9627269.

A. A plan will be required for all commercial
properties, however for residential properties
plans will usually only be needed if the property
is rural, a new build, a plot of land, has an
unusual boundary or is hard to find.

A. Yes, this charge is included in the home’s
annual water bill.

Got a question you'd like us to

cover in the next issue? Email us at
searches@severntrent.co.uk or write to us
at Ask the Experts, Severn Trent Searches,
PO Box 6187, Nottingham, NG5 1LE.

This newsletter contains information of
general interest about the industry and our
products, but does not give legal or other
professional advice.




