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INTRODUCTION
The Property Registration Authority (PRA) is the State organisation responsible for the
registration of property in Ireland. Our role is to provide a system of registration of title
(ownership) to land, which is comprehensive and readily accessible, through the management
of the Land Registry and the Registry of Deeds. Further information about the services
provided by the PRA is available on our website www.prai.ie.
The Property Registration Authority is committed to providing you, our customer, with an
excellent service which is easily accessible through a range of channels, including:

o
o
o

online services available through our websites www.landdirect.ie and www.prai.ie.
personal attendance at our public offices in Dublin, Waterford and Roscommon.
post, email and telephone.

Our Customer Charter sets out the standards of service which we will endeavour to provide for
our customers, in accordance with the 12 Principles of Quality Customer Service 1. It also
provides information on issues such as complaints procedures, services provided through the
Irish language and Freedom of Information.
Our Customer Action Plan, which forms part of this document, develops the commitments and
standards set out in our Charter. It also provides information on how the PRA intends to ensure
that those commitments and standards are met, by setting out the initiatives that the PRA will
be pursuing to meet the targets and objectives set out in the customer charter, as well as more
general measures to enhance the services provided to customers.
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http://www.per.gov.ie/en/qcs-initiative/
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CUSTOMERS OF THE PRA
With regard to property registration, the main customers of the PRA are solicitors who lodge
applications for registration to the Land Registry and/or the Registry of Deeds. In addition,
customers in this regard also include other professionals, such as surveyors, architects and
estate agents, as well as personal applicants who lodge applications.
In addition to the act of property registration, the PRA is also committed to providing quality
services to a wider customer base regarding more general information on property register
issues in Ireland, through searches for information on properties and the provision of spatial
data. This includes a broad range of stakeholders – the general public, professionals, public
representatives and other State organisations, who may be seeking information, clarification or
requesting copies of relevant documents.
This Customer Charter and Action Plan is intended to set out the commitments to all of the
PRA’s customers, as well as the strategies and actions to meet those commitments and to
improve services.
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DATA PROTECTION
The PRA is committed to treating personal data with respect and in line with Data Protection
legislation, as well as the legislation governing property registration in Ireland and the PRA’s
Data Protection strategies and policies.

ONLINE SERVICES
The PRA has invested significantly in developing systems to enhance the delivery of our
services.

LANDDIRECT.IE
Landdirect.ie is the PRA’s online search facility which provides access to our extensive digital
register allowing users to conduct map searches, view details of all property registered in
Ireland and order official copy documents. Landdirect services can be accessed either as a
registered business account holder or as a Guest.
Customers are strongly urged to use the Landdirect.ie service where possible, in order to:

o
o
o
o

view and search Land Registry maps.
view and print folios2.
request copy folio/title plans online.
business account holders may also avail of additional online services from both the Land
Registry and Registry of Deeds.

Further information on these services can be seen on our landdirect.ie page.

PRAI.IE
The PRA’s website PRAI.ie is a key communication and information tool for the organisation.
We are committed to providing useful, relevant and up-to-date content to our customers on
our website.

ONLINE CONTACTS
The PRA also maintains electronic/online contact points for customer information purposes:
o Customer Support:
info@prai.ie
o landdirect.ie Helpdesk: landdirect@prai.ie
o Twitter:
@PRA_Ireland
2

The folio is a part of the register with its own distinct number on which details of the property, its ownership and any
burdens affecting it appear
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CUSTOMER PREPARATION
To facilitate efficient service, customers (lodging parties / solicitors) should:

o

o
o
o

ensure that applications are correctly presented for registration. In order to assist lodging
parties / solicitors in preparing applications for registration, we have provided a suite of
instructional videos which are available on our website. Customers are also encouraged to
refer to our Practice Directions.
ensure that maps lodged for registration are compliant with the Mapping Guidelines
available on our website.
retain copies of documents lodged.
before phoning or visiting us, please have any relevant reference numbers (folio no,
application no) to hand.
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SERVICE DELIVERY COMMITMENTS
We will endeavour to meet the following service delivery targets:

WHEN YOU MAKE AN APPLICATION TO THE LAND REGISTRY:

o
o
o
o
o
o
o
o

100% of electronic applications (eDischarges of mortgages and eNursing Home charges) to
be completed within two working days.
75% of cases, not requiring mapping, that are in order for registration, to be completed
within 10 working days.
100% of Ground Rents Consent cases, that are in order, to be completed within 20 working
days.
95% of copy folios/title plans requested via landdirect.ie to issue by post within 24 hours of
receipt of the application.
90% of official mapping searches to be completed within five working days.
Reference numbers for dealings lodged to be available online within two working days of
our receipt of the application.
Names index searches may be completed instantaneously through landdirect.ie for Business
Account Holders.
Receipt of Ground Rents applications to be acknowledged within two working days of
lodgement.

Where the completion of an application in a particular case is urgent, you should write to us
explaining the reason underlying the urgency and we will make every reasonable effort to
facilitate your request.

WHEN YOU MAKE AN APPLICATION TO REGISTRY OF DEEDS:

o
o
o
o
o

90% of all correct Application Forms to be registered within 5 working days.
All vacates/satisfactions to be recorded within three working days.
All abstract details of Application Forms to be available online within two working days of
registration.
90% of Official Searches to be completed within three working days.
90% of all Copy Memorial Applications to issue within three working days of receipt.

6

Customer Charter 2018-2020

WHEN YOU PHONE US:

o
o
o
o
o

We will be available to answer your calls from 9.00 a.m. to 5.00 p.m., Monday to Friday,
excluding public holidays.
We will answer calls to Customer Support promptly and we will be courteous and helpful in
dealing with your enquiry.
We will try to answer your query straight away. If we cannot do this, we will take the
details of your enquiry and call you back within 2 working days with a reply.
Any callers who must be transferred will be advised of the reason for the transfer and the
area or individual to whom they are being transferred. All staff will identify themselves
when answering, giving both their name and section.
Voicemail messages will be monitored regularly. Staff will respond to voicemail messages
as soon as possible. Where staff are out of the office, this will be reflected in the voicemail
greeting message.

WHEN YOU WRITE TO US:

o
o
o
o

We will respond to all correspondence relating to general enquiries within 3 working days.
Correspondence addressed to individual members of staff will be dealt with by the staff
member as quickly as possible.
Where the correspondence relates to an ongoing application, this will be replied to as soon
as possible by the officer who is dealing with the application.
Emails to individual staff email addresses will be responded to as soon as possible. Staff
email addresses will display an "out of office" message when the staff member is not in the
office.

WHEN YOU VISIT US:

o
o

o

We will endeavour to maintain safe and accessible public offices. We will ensure that our
public offices are fit for purpose and enable our customers to conduct their business in an
effective and secure manner.
Because of their age and design, our offices in Chancery Street and Henrietta Street have
limited physical access. However, if you have particular accessibility requirements and wish
to attend these offices, please contact our Access Officer by telephoning 01-8048146 in
advance of your visit.
If you should wish to meet with a specific member of staff, we would ask that you make an
appointment in advance to ensure that the staff member is available to meet with you.
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COMPLAINTS AND APPEALS
All staff of the PRA are committed to delivering a high quality customer service. If you have a
complaint in relation to any of our services, please bring it to the attention of the staff in the
office concerned.
We are committed to:

o
o
o
o

dealing with complaints in a courteous, expeditious and efficient manner.
resolving complaints, where possible, at the first point of contact.
correcting any incorrect or inappropriate action on our part as soon as possible.
learning from mistakes to ensure that any errors that may occur are not repeated.

To read more about making a complaint, please see the PRA complaints procedure 3.
In matters regarding registration of title, any person aggrieved by an order or decision of the
Property Registration Authority may appeal to the Courts (Section 19(1) of the Registration of
Title Act 1964).

3

http://www.prai.ie/pra-complaints-procedure/
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AVAILABILITY OF INFORMATION
While we cannot provide specific legal advice on individual applications, information regarding
PRA Practices and Procedures is available on our website. We will continue to revise and
update the information on our website and all key publications will be available online.
We will ensure that the website is continuously reviewed to ensure its accuracy of information
and also to ensure that it allows customers to access information in the most effective way. We
will keep it updated regarding the various services provided by the PRA.
Our website complies with standard content accessibility guidelines which conform to at least
Level AA of the W3C4.
We will continue to notify legal practitioners of new developments by advertising in the Law
Society Gazette and through publication on our website.

SERVICE THROUGH THE IRISH LANGUAGE
As an organisation, the PRA is committed to providing quality services in both Irish and English.
We will comply with the Official Languages Act 2003 and any Regulations made under the Act.
Details of our commitments in relation to the provision of Irish language services are set out in
our Irish Language Scheme which is available on our website.

4

Level AA Conformance to Web Content Accessibility Guidelines 2.0
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COMMUNICATING WITH CUSTOMERS
We will consult with our customers, from time to time, by way of customer surveys and invite
your comments on our services through our website. We will use this feedback to improve our
services to meet customer needs on an ongoing basis.
We will continue to liaise with customers via the Customer Focus Group, the PRA’s external
stakeholder representative forum, and other suitable fora.

PUBLIC SECTOR EQUALITY AND HUMAN RIGHTS DUTY
Under Section 42 of the Irish Human Rights and Equality Commission Act 2014, all public bodies
have an obligation to fulfil the Public Sector Duty which seeks to eliminate all forms of
discrimination, to promote equality and protect the human rights of customers, staff and
service users and everyone affected by their policies and plans.
The PRA is committed to meeting this requirement in preparing our strategic plans by assessing
and identifying the human rights and equality issues that are relevant to our functions. We will
also identify the policies and practices to address these issues. In our annual reports we will
report in a manner accessible to the public on our developments and achievements in this
regard.

STATUTORY OBLIGATIONS
The PRA is also committed to fulfilling all other relevant statutory obligations and best
practice in relation to:

o
o
o
o
o
o
o

Data Protection.
Freedom of Information.
Safety, Health & Welfare at Work.
Ethics and Standards.
Protected Disclosures.
Prompt Payment of Accounts.
Lobbying.
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COMMITMENT TO CUSTOMER SERVICE
The Property Registration Authority (PRA) is fully committed to providing the best possible
service to our customers. This Customer Action Plan sets out how we will endeavour to meet
our service commitments, as well as other initiatives to improve service delivery.

CONSULTATION AND ENGAGEMENT
The PRA is committed to consulting with our customers on a regular basis in a variety of ways,
not least through regular meetings of the Authority itself, which comprises representatives
from a range of stakeholders.
The PRA will also ensure that it consults with its stakeholders on an ongoing basis across a
range of issues, particularly through its Customer Focus Group, as well as with other groups as
required.
Another source of feedback will be the PRA’s customer surveys. The most recent survey took
place in November 2017 and served to identify some aspects of our services as being in need of
improvement or modification.
In early 2018, the PRA will develop a new Stakeholder Engagement and Communications
Strategy, which will strive to improve how we provide important information to our customers,
as well as how we can improve our engagement to receive feedback on our services.
It is also worth mentioning that, in addition to external engagement, the PRA also has its own
internal Ideas Scheme, which regularly yields good ideas for administrative and service
improvements.
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STRATEGIES AND ACTIONS
Expanding on the consultation and engagement channels set out above, the PRA has identified
specific strategies and actions to improve service delivery and to meet our commitments to our
customers. These can be summarised as follows:

STRATEGIC ACTIONS
1. Development of a new PRA Stakeholder Engagement and Communications Strategy in early
2018 in line with the public service reform agenda outlined in Our Public Services 20205
2. Launch and development of the PRA’s social media strategy, to better share information.
3. Review of customer service commitments and achievements on an annual basis, as part of
the PRA’s annual report.
4. Review of the PRA’s electronic services in 2018, with a view to improvement of existing
services and identification of potential new services.
5. Commitment to the Public Sector Equality and Human Rights Duty, for our customers and
staff.
6. Ongoing assessment of services by the PRA’s Diversity Committee, to ensure that our
services are designed and delivered with all customers in mind.
7. Review the PRA’s existing Official Languages Scheme in 2018, and implement a revised
scheme for services through the Irish language.
8. Review of the PRA’s approach to quality management and development of an action plan to
implement a comprehensive framework for all aspects of case processing in the PRA.
9. Ongoing assessment of the PRA’s spatial and other data, to identify further opportunities
for re-use, sharing and open data options.
10. Continue to raise the profile of the PRA with the general public, including awareness of our
role and functions as well as the services offered and the benefits of registering title for
property.

CUSTOMER CONSULTATION AND ENGAGEMENT
1. Regular meetings of the Authority of the PRA.
2. Quarterly meetings of the PRA’s Customer Focus Group.
3. Engagement with our public service partners (particularly our parent Department and Tailte
5

http://ops2020.gov.ie/
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Éireann partners) to identify opportunities for improved and integrated delivery of public
services.
4. Discussions with representative bodies through our groups and networks, including external
groups.
5. Extensive surveys of our customers, at least once every two years.
6. Briefing and educational sessions (for staff and external bodies).
7. Proactive commitment to Public Service Reform and Our Public Services 2020 initiatives,
particularly in relation to service delivery elements.
8. Engagement with legal practitioners to improve understanding of PRA application processes
and to improve the efficiency of registration processes.
9. Consideration of further opportunities to enhance the PRA’s guidance for customers to
assist in the application process, including through further development of videos and
checklists on our websites.
10. Other consultation on specific issues, as required.
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MEASURING PROGRESS - PERFORMANCE INDICATORS
The impact of the above initiatives will be measured in a variety of ways, including:

o
o
o
o
o
o
o
o
o
o
o
o

Regular and effective participation by stakeholders in the Authority’s Customer Focus Group
meetings.
High levels of customer satisfaction, based on ongoing feedback and customer surveys.
Increased use of analysis and statistics to assess performance.
Level of achievement of customer charter targets and divisional business plans priorities.
Increasing uptake of our electronic services.
Delivery of services as required in the Irish language in line with the agreed scheme.
The delivery of regular information to the public through a broad range of channels.
Effective representation of the PRA at appropriate national and regional events.
Extension of the range of information available.
Increased and more diverse usage of the PRA’s data (the digital land register) as the
authoritative source of property ownership in the state.
Consistent reduction in the percentage of cases which need to be queried and rejected.
Increased use of Landdirect.ie by the citizen and professional user.
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CONTACTS AND USEFUL LINKS
PROPERTY REGISTRATION AUTHORITY
Tel:
email:
Twitter:

0761 001610 or 051 303000
info@prai.ie
@PRA_Ireland

CUSTOMER SERVICE OFFICER & COMPLAINTS OFFICER
Anne Heneghan
Corporate Services
Property Registration Authority
Chancery St, Dublin 7, D07 T652
+353 (0)1 804 8125
anne.heneghan@prai.ie

DISABILITY ACCESS OFFICER
Kiera Smylie
Corporate Services
Property Registration Authority
Chancery St, Dublin 7, D07 T652
+353 (0)1 804 8154
kiera.smylie@prai.ie

FOI OFFICER
Kiera Smylie
Corporate Services
Property Registration Authority
Chancery St, Dublin 7, D07 T652
+353 (0)1 804 8154
foi@prai.ie

PRA WEBSITES
o www.landdirect.ie
o www.prai.ie
EXTERNAL WEBSITES
o Public Sector Duty - www.ihrec.ie/our-work/public-sector-duty/
o Transparency International Ireland - www.transparency.ie
o Freedom of Information - www.foi.gov.ie
o Data Protection - www.dataprotection.ie
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