
   

 

 

 
 
 
 
 
 
 
 
 
 
 
 

 

 
 
 
 
Reply to:   Edinburgh Office  
Department:  Senior Management   
Contact:  Jennifer Henderson  
Telephone:  0131 357 8199 
Email: Jennifer.henderson@ros.gov.uk  

Date:   28 July 2020

 
Dear Ms Ballantyne 
 
FOLLOW UP RESPONSE - REGISTERS OF SCOTLAND  
ECONOMY, ENERGY AND FAIR WORK COMMITTEE APPEARANCE  
 
Thank you for your letter of 08 July 2020, requesting a further update following our 
appearance in front of the EEFW Committee on 16 June, and subsequent letter of 
06 July. 
 
I will address the outstanding points raised in your letter, in turn: 
 
Financial Status 
 
You asked how we expect the annual process of budget negotiations to be conducted.  
Along with all other public sector bodies within the Scottish Administration, we will be 
involved in the annual budgeting cycle.  We will provide initial estimates of projected 
income and expenditure for the following financial year in late summer, which will be 
discussed with the Minister.  These will form part of the broader discussion on the draft 
Scottish Budget, which is usually presented to Parliament in the late autumn, and then 
debated, amended and approved in the Spring.  There will also be opportunities to 
make subsequent amendments in-year through the Autumn and Spring Budget 
revisions if circumstances require.     
 
For a number of years, we have produced a five-year forward look in our corporate plan, 
covering both projected income and expenditure.  We would expect to continue to take 
this medium to long term planning view when forming projections to be included in the 
draft Scottish Budget.   One change will be that, previously, we would have finalised our 
corporate plan in discussion with the Minister around February.  We will now need to 
bring this work forward and use our projections from around the 6 month review point 
around early September to input to the Draft Scottish Budget. 
 
In terms of cash arrangements, there is a monthly cash monitoring process with SG 
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finance.  In the past RoS has ensured it had £5 million working capital to cover all 
anticipated expenditure.  This was managed within RoS; now we are managing it in 
collaboration with SG finance.  Each month we provide SG with our forecast for cash 
requirements, along with all other public bodies within the administration.  In a ‘normal’ 
income year, we would be unlikely to require any cash, as fee income would suffice, but 
this year we have already needed to call on SG.  At the beginning of June, SG provided 
RoS with £10 million cash, to reflect the significant uncertainty over our short term fee 
income.      
 
Registration Fees 
 
Fees are paid in advance by customers as part of the application for registration.  This 
provides us with cash, that is held in a RoS bank account, and can be used to meet our 
expenditure requirements.  This cash does not become income within our accounts, 
until the service is delivered, i.e. when we have completed the registration work.  In our 
planning, we therefore distinguish between our forecasts of intakes, as these relate to 
cash received, and despatches, as these relate to income earned.  As we reduce the 
arrear and the stock of cases we are holding, the difference between cash and income 
becomes smaller, but we are also more susceptible to changes in market demand.  
Scottish Government has an interest in both our cash and our income position, and the 
monthly monitoring processes cover both aspects.    
 
Sasine Register 
 
I am pleased to confirm that our digital submission system for the Sasines Register 
went live on the 16th July 2020.  As with the introduction of our other digital submission 
systems, we have discussed the approach with the Law Society of Scotland and 
opened up on a phased basis, progressively enabling the submission of different deed 
types until our customers have caught up with any submissions they need to send us.  
We have prioritised dual registrations and Section 75 agreements initially, as our data 
shows us that these are the deed types that have accounted for the majority of 
registrations to the Sasines Register via the emergency processes we have had in 
place during the lockdown.  We anticipate being open to all deed types being submitted 
digitally to the Sasines Register by the end of July 2020.  I would like to reassure you 
that for customers who have an urgent need to submit a deed type that is not yet 
enabled for digital submissions to the Sasines Register, we are continuing to offer our 
emergency process to support them. 
 
Paused Investment 
 
We have paused almost all investment on our Edinburgh office, Meadowbank House for 
this financial year, as it is not yet clear how we will want to use the building in future, 
now so many staff are able to work remotely.  This included work to refurbish the 
second floor of the building to move to more flexible, collaborative work-settings, to 
update the canteen provision and to replace ventilation flues.   We decided to complete 
investment on the ground floor (0 south wing) that was already committed and nearing 



   

 
completion, though there has been a few months’ delay.  We also negotiated a pause in 
introducing a new digital HR system, as we need the supplier to be able to have some 
non-remote access to fully implement the upgrade, so this will now happen later in the 
year.   
 
Customer Service Satisfaction Survey 
 
Registers of Scotland approached our Top 100 firms during June 2020 to seek their 
feedback on customer satisfaction and calculate a Customer Satisfaction Score (CSAT). 
This is a reportable Key Performance Indicator for RoS with a benchmark of 80% or 
above. We conduct these surveys during each quarter – approaching customers in the 
Top 100 firms every six months to reduce the chances of survey fatigue.  Once a year 
we expand our survey to include our Top 101 – 400 firms and combine with this the Top 
100 result to give us the figure we publish in our Annual Report and Accounts. In March 
2020 our annual score was 83% (across Top 400 firms). 
 
In our quarterly CSAT score from our Top 100 firms, we received 84% in June 2020 
which is up from 76% last quarter and a marked increase since we reported our Top 
100 CSAT score of 61% to the EEFW committee in 2018.  
 
For the first time this survey also asked our Top 100 firms how easy they found it to 
use our online digital services. This measure is categorised as our Customer Effort 
Score (CES) and I am very pleased to be able to report that 93% of customers 
stated that they found our online services very easy to use.  
 
We retain a very good participation rate, in the June quarterly survey we had 92 
respondents from 56 firms which is a 23% response rate. The number of responses 
received is lower than previous quarters due to availability during this public health 
emergency. 
 
Virtual Visit 
 
I am delighted to hear that you, and other members of the Committee, would be 
interested in taking forward a virtual visit to RoS, and I look forward to arranging a 
date to host you and being able to show you the work we do in more depth.  I plan to 
keep the Committee informed of our key developments ahead of our next annual 
appearance in front of the Committee, in January 2021, however in the meantime 
please do not hesitate to contact me if I can provide you with any further information.  
 
Yours sincerely 

 
JENNIFER HENDERSON 
Keeper of the Registers of Scotland 


