Standard Registration Form - Guidance Notes

USER OPTIONS

The grey text and boxes are optional and can be altered or omitted by the operator according to their own policies.  These are mainly the name of the centre and customer details intended for contacting them or to be used for marketing purposes.  On the Condition of use, the rule about quick draws is optional because different centres operate different policies.  An operator can modify any of the documents as they wish but the proposed standard format is intended to represent best practice.  Adding additional information shouldn’t reduce the effectiveness of the registration process.  If each centre’s form looks different then customers are more likely to read them.

DATA PROTECTION

There is no question on the form asking the customers permission to use their details to contact them.  The Data Protection Act allows that, once a customer has given a business their contact details, as they do on the registration form, that business can contact them whenever they like for the purposes of furthering their own business.  What the Data Protection Act prohibits is the business selling or passing on customer details for another organisation to use.  If you want to do that then you have to get the customer's permission.

Many companies ask customers if they want to receive newsletters or promotional offers from them.  This is a courtesy to avoid annoying customers, rather than something that's required by law.  Each operator will have to decide on their own policy.

COMPLETING THE FORM

Minimum requirenmet

Name, address and date of birth should be recorded by all customers using the form because this is the minimum information required to legally identify a person.  All the customer questions must be answered and the declaration must be signed by the customer.

Yes/No Questions

1. Customers must write “Yes” or “No” to each of the questions.  Ticks or crosses should not be accepted.

2. Staff should not prompt customers or tell them what answers are required.

3. Once a customer has completed the form they should be told if they have not given satisfactory answers, and an explanation should be given.

4. If, after the explanation, the customer wishes to change their response, then they must make the changes.

5. Any changes a customer makes must be initialled by them to show that the operator hasn’t altered the form afterwards.

6. Operators should only accept a form if they are confident that the customer has understood the questions and has given honest answers.  They should not accept the form if they think the customer has only changed the form so they will be allowed to climb.

Sample questions

The sample question isn't a test of competence; it just gives some confidence that the customer has read the Conditions of Use and Rules.  The main point is that the customers should think that they're going to be asked a question when they fill in the form.  Staff should be trained to ask a sample question for each registration.  If the customer can’t answer the question then they should be asked to find the answer in the Conditions of Use and Rules.  However, a registration form should not be considered invalid if a question isn't asked.  As long as most customers are asked a question then there is an expectation from each new customer that they will be asked a question and the process has served it's purpose.  Operators should pick their own questions.  Ideally they should be ones that are simple but not immediately obvious if you haven't read the conditions and rules.  The BMC website can provide some examples.

Receptionist Part

This should always be completed and signed immediately by the member of staff accepting the registration.  This is partly a reminder to staff but also proof that the necessary checks were made at the time of registration.

DOCUMENT NAMES

The Microsoft Word documents each have the ‘Document Name’ and ‘Save Date’ inserted as fields in the footer.  It is important that every document issued to a customer contains this information so that the operator is confident that everyone has seen the same version.  Subsequent versions should have different names (issue numbers).  Documents can be password protected as "read only" when they're finalised so that changes can't be made accidentally.  Care should be taken when printing the documents that the file name isn't missed off because the document margins don't match the printer!

LOGOS

The standard form contains the BMC and ABC logos to show that the documents are endorsed by both organisations.  If operators use the documents in their basic form or add to them then the logos may be used.  However, if parts of the documents, other than those in grey, are omitted then the logos should not be displayed.

HELMETS

The documents are intended for experienced adult climbers so they do not address the subject of helmets in the Conditions of Use.  Novice Forms should have a statement to the effect that it is the responsibility of the supervising climber to select the appropriate equipment for a novice under their supervision as well as making it clear whether or not harnesses, belay devices and helmets are available for hire.

GOOD PRACTICE NOTICES

Good Practice Notices are intended to add detail and clarity to the Rules and Conditions of the centre and should be displayed in the specific areas to which they refer.  They are referred to in the Conditions of Use and Rules so operators should produce their own relevant, site specific Good Practice Notices.  The members area of the ABC web site contains some examples but it makes sense for each centre to develop their own and for them to look different from other centre’s notices so that customers notice them.
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