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Hello and welcome to 
our 2018 newsletter.
Since our last Journal update in 2017, 
we’ve been busy across all of our services – 
residential, lettings, insurance, building 
surveying and commercial – and we’re 
looking forward to building on last year’s 
success across the business. 

We’re bringing in spring with the launch of our 
newly-refurbished Edinburgh office. The fresh 
new look, which follows on from the successful 
revamp of our Glasgow west end premises last 
year, has given the Clifton Terrace branch a new 
lease of life and we’re very pleased with the result. 

It’s so important that we continue to invest in 
our offices. Alongside our customers, our staff 
are at the heart of the business, so it’s vital that 
their working environment is comfortable and 
contemporary. 

In terms of making things easier for customers 
and clients, we’re very pleased with the evolution 
of two technological introductions in recent years. 

The ‘Your Portal’ section of our website is working 
well and we’ve had good feedback on how easy it  
is to use. It makes it so much easier for customers 
to get the job done – whether that’s paying a bill  
or asking us a question. 

Our menu-operated telephone system continues 
to be successful too. It’s now much easier for 
customers to get to speak to the right person first 
time, which reduces frustration and saves time. 

The automated payment line, introduced as part  
of the phone service two years ago, continues to  
be used regularly by customers and we’ve had  
a lot of positive feedback. 

Since our last update, Ross and Liddell has also 
continued to seamlessly adjust to changes across 
the board, including the switch from the Private 
Rented Housing Panel (PRHP) and Homeowner 
Housing Panel (HOHP) to the all-new First-tier 
Tribunal for Scotland (Housing and Property 
Chamber).

As a business with a strong presence across 
Scotland, it’s important for us to have our finger 
on the pulse of the industry at all times, and be 
ready to respond to changes in regulation  
when required. 

In this newsletter, you’ll learn more about lettings 
registration and what’s now required from 
property management companies. 

The 2018 Journal is also packed with news on the 
2017/2018 community bursary and our Love Your 
Neighbourhood campaign. 

We look forward to working with you again for  
the remainder of the year. 
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Love Your Neighbourhood
No matter where you live, it’s so important to have a sense of community. 

We’re very proud to announce that we will soon be launching our Love Your Neighbourhood 
campaign – a programme of activities aimed at encouraging community spirit. 

We’re keen to link up with a national charity and to start a programme of fundraising and 
sponsorship activities. 

Everything we do as part of the campaign will be built around community support and looking  
out for one another – and we can’t wait to get started. 

We’ll be keeping you updated with news via our website ross-liddell.com.

WE ARE HERE TO HELP

If you have any lettings 
related issues please 
contact:

ANN MCMASTER
0141 334 3670

PROPERTY FACTOR REGISTRATION NO: PF000196
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The Ross & Liddell Web Portal

HOW TO USE 

Your Portal has been available for over two years now. Over that period a 
significant number of our clients have become very comfortable with using  
this online facility. The main uses being checking account information,  
updating account preferences and making card payments on their account. 
To use this facility, click the Your Portal link at the very top of our website. For existing registered users, 
simply enter your username and password, however, if you haven’t yet registered, you will have to follow  
the registration process before you can start using this tool.
After logging on to your account you will land on the main home page tab. This is where the main  
summary of your account is displayed – your name, account number, address and current account balance. 
On the righthand side of your screen you can also make payments to your account, which will be updated 
immediately, while at the bottom righthand side of the screen you will also see your property manager  
main contact details.

WANT TO GO PAPERLESS OR UPDATE YOUR 
MAIN CONTACT DETAILS
If you want to change your Account Settings, you must go to the main button just 
above the Ross & Liddell logo and click that box. A dropdown menu will appear, 
and from here you can then select the following options, account settings, 
change password, or log off from the site. 

To change your account settings to receive paperless correspondence in  
future only, or update your main telephone contact details, then please tick  
the relevant boxes.

ACCOUNTS
If you click onto the Accounts tab you will be able to view the activity on your 
statement of account, you will see your common charge invoices and any 
payments made, each invoice can be viewed, printed or downloaded. It is also 
possible for you to drill down on each invoice item and get copies of the original 
tradesman invoices which have been charged on your invoice.

DOCUMENTS
Under the Documents tab you will find any relevant property factoring 
information, which your property manager has made available for display.  
We have created the following main folders where each item will be displayed, 
i.e. – Title Deeds, Insurance, Proposed Works, Owners Association Meetings  
and General. For example, your insurance certificates will be displayed under  
the Insurance folder by clicking on the down arrow, and can be viewed,  
printed or downloaded at any time.

PROPOSED WORKS
In this tab you will be able to view any current proposed works listed at your 
development. By clicking on each one an overall summary of the project will be 
displayed, i.e., your option to vote for or against this project is available on the 
left-hand side and your vote updates us electronically immediately. The summary 
also shows you how many votes in total there are for and against this project,  
the total amounts collected so far and so on. 

You will also be able to pay your share at any time by clicking the link to make 
your payment under this section.
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ROSS & LIDDELL Spring 2018

The process of letting a 
property can be a daunting 
one for homeowners. That 
is why we are committed to 
taking our clients through 
the process step by step, 
providing expert advice on 
the potential pitfalls and 
many rules and regulations 
which must be adhered to.

With more than 30 years’ experience 
of the Scottish market, our business 
manages a wide portfolio of 
properties across the central belt  
and is already advising hundreds  
of landlords.

The sector is always changing, and it 
is important for us to stay up-to-date 
with the latest developments. 

One significant change has been the 
introduction of the Scottish Lettings 
Agent Register, set up in January  
this year. 

All those currently carrying out 
letting agency work (as defined by 
section 61 of the Housing (Scotland) 
Act 2014) must have applied to join 
this register by 1 October 2018.

The register, which will operate hand 
in hand with the Letting Agent Code 
of Practice that all landlords must 
understand, has been introduced 
with the express intention of driving 
up standards and accountability – 
protecting landlords and tenants 
alike.

This generally means:

•  Work carried out for a private 
landlord who wants to let their 
property out to a tenant

•   The management of a property 
(including collecting rent, 

inspecting the property and 
arranging for repairs and 
maintenance) which either is 
currently or is planned to be  
rented out to a tenant

As a letting agent which manages 
properties and arranges repairs 
and maintenance, Ross and Liddell 
is required to comply with this 
regulation. 

Every individual who wants to be 
added to the Scottish Lettings Agent 
Register must undergo training and  
a ‘fit and proper’ person test to 
ensure they meet the requirements. 
Ross and Liddell employees are 
required to undergo this training  
and to ensure they’re keeping up- 
to-date with developments.

Themes covered in training include: 

•  Legal obligations relating to  
letting agency work

•  The rights and responsibilities  
of landlords and tenants

•  Handling landlords’ and tenants’ 
money

•  Arranging, managing and ending  
a tenancy

•   Managing repairs to and 
maintenance of a property 

•  Customer communications and 
complaints handling

•  Equality issues 

Legislation like this is vital in 
the industry, and to that end, all 
members of staff who will be 
carrying out this type of work at  
Ross and Liddell will be registered  
by October 2018.

LETTINGS NEWS
DATA  
PROTECT
As you may be aware, General Data 
Protection Regulations will apply in  
the UK on and from 25th May 2018. 
The GDPR introduces changes to the 
UK’s data protection regimes and 
as a client of Ross & Liddell Limited, 
information received about you will  
be processed and stored. 

This personal data will be held solely for the 
purposes of performing our duties as Managers 
of your property. From time to time, certain 
elements of this information may be provided to 
other directly interested third parties, where we 
are lawfully permitted to do so, and where such 
disclosure is made by us to meet our obligations  
as property managers.

You have a right of access to personal information 
held by this company about you. You may correct 
factual errors in such information by sending a 
request to us that credibly shows the error.

Applications for information should be made in 
writing to:

DATA SUBJECT REQUEST

Ross & Liddell Limited
60 St. Enoch Square
Glasgow 
G1 4AW.

Ross & Liddell Ltd collects personal data, 
including names and addresses, in a number of 
different ways in order to perform its day-to-day 
business. We are committed to maintaining your 
personal information in a manner which meets 
the requirements of the General Data Protection 
Regulations and will take all reasonable steps 
to ensure that your personal data is kept secure 
against unauthorised access, loss, disclosure  
or destruction.

In order to respect your privacy, we manage 
personal data in accordance with the Principles  
in Article 5 of GDPR, namely:-

•  Personal data shall be processed lawfully,  
fairly and in a transparent manner

•  Collected for specified, explicit and legitimate 
purposes

•  Adequate, relevant and limited to what is 
necessary

• Accurate and, where necessary, kept up to date

• Retained only for as long as necessary

•  Processed in an appropriate manner to  
maintain security

Any personal data which you inform us is 
incorrect will be amended or deleted, as 
appropriate.
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ROSS & LIDDELL Spring 2018

Ross and Liddell has offices in Glasgow, 
Dundee and Edinburgh and these areas will 
always be a focus for us. 

But, as a successful business which operates 
Scotland-wide, we’re keen to get to know 
more about what’s happening in all of the 
communities we serve. 

Our community bursary scheme, which 
is now going into its eighth year, raises 
awareness of the amazing organisations out 
there, supporting individuals and families 
all over Scotland, and helps us find out more 
about the great work that’s taking place. 

Since its inception in 2011, we’ve awarded 
more than £75,000 to more than 160 groups 
the length and breadth of the country. 

Funding is provided to groups who 
can demonstrate they’re making a vital 
difference in their communities. There’s no 
lengthy application process: groups simply 
have to show how they’re making life better 
for individuals and families. 

Our property managers are currently visiting 
successful groups to present cheques and 
to speak about how the funding will benefit 
families. Recipients this year include a 
children’s charity in Inverclyde, a seniors 
group in Paisley, extreme climbers in 
Aberdeen, and disabled swimmers in Perth 
– and we’re already hearing some fantastic 
success stories. 

As we approach the launch of the 2018/2019 
scheme, we’re really looking forward to 
seeing the applications flood in. We’re 
anticipating even more applications this  
year and we can’t wait to find out more 
about good causes. The scheme will be open 
for applications again from August 2018. 

Groups can apply via our website at: 
www.ross-liddell.com/community-bursary

UPDATES TO OUR  
TELEPHONE SYSTEMS 

In last year’s journal we discussed our menu operated 
telephone system, the improved service levels the system has 
delivered since implementation and the high level of take up 
for automated payments. 

Since the spring journal of 2017 the automated payment system has gone on  
to further surprise us with increased levels of take up by our clients, so much 
so, that we have further invested into the system to expand its capacity and 
increase its flexibility. 

The first update involved increasing the system’s bandwidth, which means 
more people can now use the system at the same time. This has cut down 
waiting times during busy periods and high demand points during the day,  
such as lunchtimes. 

The second update is to make the automated payment system available 24  
hours a day, 7 days a week. With this added flexibility our clients can keep  
their account up to date any hour of the day, any day of the week. 

Whilst we have done the updates, we have retained the same simple menu 
system;

MENU OPTIONS:
Option 1 –  Payments, including  

Direct Debit set up

Option 2 – Property Repairs

Option 3 – Payment Difficulties

Option 4 – Insurance Department

Option 0 – Any other enquiries 

QUICK TIP

When using the system always listen to the 
instructions in full. This is especially true 
for the automated payment line, customers 
are required to use the # key after entering 
information, without this, the system will 
not complete the transaction and direct the 
call to the operator.

IMPORTANT INFORMATION
INSURANCE CERTIFICATE
You should by now have received your Certificate of Insurance which will detail 
your sum insured and the premium for the forthcoming year. This document  
will also detail any additional terms that have been applied to your property 
including increased excesses or cover restrictions.

INSURANCE NEWSLETTER
All property owners should now have received our Insurance Newsletter.  
Please read this document carefully as it provides you with a simple guide to  
your insurance cover and information on any cover restrictions applying  
to both unoccupied and tenanted properties.

You can also obtain copies of the newsletter and policy wording from our website 
and can find out more about the additional covers and optional extensions 
available to you. Alternatively, you can contact our insurance department on  
0141 221 9266 – Option 4.

SERVICE LEVEL AGREEMENT
Our Service Level Agreement has been updated as at April 2018, this can be 
viewed at: www.ross-liddell.com. Printed copies can be provided on written 
request.

This is the first changes since February 2017, therefore, we have outlined  
where all the differences are on our website and Webportal.

We ask clients to note that the document is the subject of review from time  
to time, and that the most up-to-date agreement will always be found on  
the Ross & Liddell website or Webportal.


