
Title Description Reporting 

Period 

Target 

Timeliness 

of fault 

reporting to 

owner/ 

maintainer 

To ensure the 

owner/ maintainer 

and public map is 

notified of CP fault 

by the most 

appropriate form of 

communication 

within 30 minutes of 

fault being reported 

Monthly 95% 

Timeliness 

of incident 

verification 

Incident details 

verified on fault 

management 

system within 30 

minutes of incident 

being identified or 

notified 

Monthly 95% 

Timeliness 

of incident 

verification 

To ensure that the 

CPS web site (and 

app should this be 

appropriate) is 

updated within 30 

minutes from initial 

identification or 

notification of the 

Unplanned Incident 

or change to 

Unplanned Incident 

or Emergency 

Incident 

Quarterly 95% 



Title Description Reporting 

Period 

Target 

Timeliness 

of incident 

updating 

To provide an 

update on repair 

progress to the 

fault management 

system and the 

public at minimum 

every 24 hours 

after the initial 48 

hour period during 

a fault 

Monthly 100% 

Timeliness 

of incident 

updating 

All tickets open for 

48 hours to be 

flagged for 

escalation to owners 

and reported to 

Transport Scotland 

Monthly 100% 

 



CPS Fault Notification Process (Excerpt) 
 
In line with the criteria set by Transport Scotland for the operation of the 
ChargePlace Scotland (CPS) network, any fault that has not received a 
supplier or host response within 48 hours must be escalated. Automated 
acknowledgements do not count as a valid response for this purpose. 
 
All fault-notification emails stored in the “Day of the Week” folders within the 
Community-CPS mailbox must be reviewed 48 hours after they were originally 
sent. 
 
For example, if today is Wednesday, the emails in the Monday folder must be 
checked and escalated where necessary. 
 
Where a response has been received, the email can be moved to the “Checked 
after 48hrs” folder. If escalation is required, complete the escalation first by 
emailing the supplier, site host, and Transport Scotland, then file the email in 
the “Checked after 48hrs” folder to confirm that the check has been 
completed. 
 
The escalation process requires following up on the original fault-notification 
email by requesting an update from both the supplier and the site host, while 
also adding Transport Scotland (cpsfaults@transport.gov.scot) to the 
escalation chain. This ensures all relevant parties are informed and able to act 
where a response has not been received within the required 48-hour 
timeframe. 
 
All escalation emails must be sent from the community-cps@swarco.com 
mailbox to maintain continuity and traceability. The community-
cps@swarco.com mailbox must also be included as a Bcc recipient, ensuring 
a complete record of the escalation is retained, as shown below: 
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