
   

 

 

 
 
 
 
 
 
 
 
 
 
 
 

 

 
 
 
 
Reply to:   Edinburgh Office  
Department:  Senior Management   
Contact:  Jennifer Henderson  
Telephone:  0131 659 6111 
Email: Jennifer.henderson@ros.gov.uk  
DX: 555400, Edinburgh 15 
Date:   08 February 2019

 
 
Dear Convener  
 
Economy, Energy and Fair Work Committee Appearance - Registers of Scotland  

 
I was grateful for the opportunity to appear in front of the Economy, Energy and Fair 
Work Committee with my colleague Janet Egdell on Tuesday 29 January 2019. 
 
I agreed to follow up on a number of items, as follows:-  
 
Status and accountability  
 
The Committee asked how many public sector bodies there were of same or similar 
status.  I can confirm that there are seven other non-ministerial offices in Scotland, 
namely:-  
 

• Food Standards Scotland  
• National Records of Scotland  
• Office of the Scottish Charity Regulator  
• Revenue Scotland  
• Scottish Courts and Tribunals Service  
• Sottish Fiscal Commission  
• Scottish Housing Regulator  

 
These are listed on the Scottish government website here 
https://www.gov.scot/publications/national-public-bodies-directory/pages/non-
ministerial-offices/ 
 
The Committee also asked for the number of MSP letters and parliamentary 
questions received by RoS in a year.  I can confirm we received and responded to 17 
parliamentary questions and 100 letters from MSPs and MPs in 2018. 
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Customer satisfaction rating  
 
The Committee asked for more detail and a breakdown around our customer 
satisfaction rating, including response rate as a percentage of total customer base.  I 
can confirm that Registers of Scotland has been capturing customer satisfaction for 
well over two decades. We have adapted our methods, as research professionals 
find better ways of properly gauging how customers and citizens feel about the public 
services they receive. 
 
We work annually with almost 2000 organisations and have a number of ways of 
getting feedback from them including a survey to measure our Customer Satisfaction 
Score (CSAT). Following consultation with professional bodies and research 
companies we target our Top 100 organisations (identified by financial spend) to 
capture this high-level satisfaction survey that informs our Key Performance 
Indicator.  These top 100 organisations represent just under 60% of our income.   
 
The most recent CSAT score was captured in November 2018 at 61%.  The survey 
was sent to 406 individuals from our Top 100 organisations.  96 individuals from 70 of 
the Top 100 organisations completed the survey, giving a completion rate of 25%, 
which is considered a good return for a survey of this type.  Of the 70 organisations, 
47 individuals were senior/partner, 20 paralegal/solicitor and 29 with unknown job 
titles.  In terms of satisfaction scores, 23 out of 47 senior/partners stated they were 
satisfied (49%) and 14 out of 20 paralegal/solicitors stated they were satisfied (70%).  
We would anticipate senior staff would have lower satisfaction levels, given they are 
likely to spend a disproportionate amount of time dealing with issues that have been 
escalated to them in relation to RoS work, however, we are working hard to address 
the areas of customer dissatisfaction in order to improve these scores. 
 
The latest CSAT score is a decline from March 2018 (72% - from 242 surveyed 
individuals and 56 returns) and 2017 (82% - top 50 organisations).  To improve the 
reach of the survey and allow us to more visibly track changes in this score as we 
bring down the arrear and improve our services, we have moved to a quarterly 
survey, which will now go out to a group of 750+ individuals each time. There will be 
two cohorts and a different one will be surveyed each quarter to minimize survey 
fatigue, the next survey is being taken during February 2019.  Please let me know if 
you would like to receive details of the results.  
 
It is important to note that we are constantly carrying out deeper dive customer 
research with professional and citizen users of our products and services to inform 
our future builds and current improvements. These are all compliant with the 
Government Digital Service best practice guidelines. There are open surveys across 
our website and online products and these are gathering everything from feedback 
on how useful guidance on our webpage is, complaint submission and customer 
effort scores for the ease of use of our online service ScotLIS.   
 
Fees Order  
 
The Committee requested more information in relation to the Fee Order.  Section 110 
of the Land Registration etc. (Scotland) Act 2012 provides that the Scottish Ministers 
may, by order, subject to the affirmative procedure - 
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(a) provide for the fees payable in relation to – 

(i) registering, recording or entering in any register under the management 
and control of the Keeper, 

(ii) access to such a register, 
(iii) information made available by the Keeper, 

(b) provide for the method of paying any such fees, and 
(c) authorise the Keeper to determine, in such circumstances and subject to such 

limitations and conditions as may be specified in the order, any such fees. 
 
The current Fees Order is The Registers of Scotland (Fees) Order 2014 (SSI 2014 
No. 188): see https://www.legislation.gov.uk/ssi/2014/188/contents/made 
 
As you will see, the fees prescribed by the Fees Order include fees for; registrations 
and recordings in the Land Register of Scotland and the Register of Sasines (Part 3), 
the Chancery and Judicial Registers (Part 4), the Crofting Register (Part 5), the 
Register of Community Interests in Land, (Part 6) and fees for access to a register 
under the management and control of the Keeper and information made available by 
the Keeper (Part 7).  
  
ScotLIS  
 
The Committee requested more information relating to the information available for 
free on Scotland’s Land Information Service (ScotLIS).  ScotLIS provides people with 
access to a level of free information from the land register, for the first time.  
Searches are conducted for free, and results include the last purchase price, last 
purchase date, title number (our identifier for each property registered) and a visual 
representation of their extents on a map.  People who sign up for business accounts 
are also able to access a fuller interactive map, which provides additional layers such 
as aerial photography and the crofting register.  RoS intend to continue to improve 
the service that is made available to the public, with a focus on ensuring that 
whatever is made available meets their needs. 
 
Workforce Age Demographic  
 
The Committee asked for more information on the number of young people as a 
percentage of the workforce, as well as modern apprentice numbers.  The age 
demographic at Registers of Scotland is detailed below:-  
 

 

Age Band Total No.  % of Staff 
< 25 104 9.5% 
26 – 34 174 15.9% 
35 – 44 281 25.7% 
45 – 54 348 31.9% 
55 – 64 173 15.8% 
65 >    12 1.1% 
Grand Total 1092  

https://www.legislation.gov.uk/ssi/2014/188/contents/made
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The total number of modern apprentices employed through RoS over a 4 year period, 
including leavers, is 59.  Of the 59 employed, 40 remain, of which 24 have been 
promoted. 
 
Finances  
 
The Committee asked to see the breakdown of civil servant and contractor staff 
costs.  I have detailed the breakdown for the past 10 years as follows:- 
 
 
 
 
 

 
 
 
 
 
 
  
Our contractor staff are predominately those we employ as digital specialists.  As 
Janet Egdell mentioned in her evidence, these are primarily temporary roles required 
to support our current digital transformation.  In addition, we have a small number of 
temporary agency staff who work throughout the organisation in various roles.  
 
The Committee asked for more detail on the SG loan, particularly a breakdown of the 
net interest paid out for loan vs interest received on the retained surplus, which is 
detailed as follows:-     
 

2008/09 2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18
£000s £000s £000s £000s £000s £000s £000s £000s £000s £000s

Interest receivable 6,206 541 438 370 269 270 319 387 295 231
Interest payable (247) (238) (229) (220) (211) (202) (194) (185) (176) (167)

 
 
The repayment of the loan would be approximately £3M currently. The repayment 
calculations mean that the current cost of paying off the loan early is around £10k 
less than continuing to pay interest on the loan to April 2036.  With the uncertainty 
around the impact of Brexit, we have decided this is not the time to use cash 
reserves to pay off the loan, but we continue to keep this under review.  
 
Gender Representation on Public Boards Act 
 
The Committee asked whether RoS was subject to the Gender Representation on 
Public Boards (Scotland) Act 2018.  I can confirm that RoS is not one of the public 
authorities listed in schedule 1 to the Act and is not therefore subject to the various 
duties set out in the Act.  We do however comply with these duties on a voluntary 
basis, as a matter of good practice and have met the requirement since 2015.  As 
stated in my evidence, RoS currently has slightly more female non-executive director 

2008/09 2009/10 2010/11 2011/12 2012/13 2013/14 2014/15 2015/16 2016/17 2017/18
£000s £000s £000s £000s £000s £000s £000s £000s £000s £000s

Salary costs
Civil service staffing costs
Wages and Salaries 31,234 32,896 31,174 28,455 26,627 24,855 25,957 28,189 29,922 32,556
Social Security costs 2,165 2,258 2,224 2,005 1,915 1,794 1,884 1,984 2,835 3,123
Other Pension costs 5,533 5,603 5,652 5,152 4,722 4,377 4,521 5,532 5,885 6,440
Inward secondments 163 8 108 168 208 175 212 206 255 45
Other Staff Costs 3 13 46 14 17 24 1 1 0 223
Total civil service staff costs 39,098 40,778 39,204 35,794 33,489 31,225 32,575 35,912 38,897 42,387

 Contractor Staff costs 611 440 416 187 567 1,512 2,657 5,237 10,899 15,546
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membership representation on both our Board and our Audit and Risk Committee 
than male representation. 
 
I hope you find this information helpful.  I would like to reiterate that I would be more 
than happy to appear in front of the committee as often as invited and should the 
committee be interested in hearing more about Registers of Scotland, I would be 
delighted to host a visit to our offices.   
 
Yours sincerely 
 
JENNIFER HENDERSON 
Keeper of the Registers of Scotland  
 
 
 
 


