
   

 

 

 
 
 
 
 
 
 
 
 
 
 
 

 

 
 
 

 

Reply to:   Edinburgh Office  

Department:  Senior Management   

Contact:  Jennifer Henderson  

Telephone:  0131 357 8199 

Email:        Jennifer.henderson@ros.gov.uk  

Date:   15 March 2021

 
 
Dear Mr Lindhurst 
 
ANNUAL PARLIAMENTARY SCRUTINY OF THE REGISTERS OF SCOTLAND   
 
Thank you for your letter dated 04 March 2021 regarding the annual Parliamentary 
scrutiny of Registers of Scotland (RoS).  While we would have been pleased to 
attend a Committee session this year, I understand the pressures that the Committee 
is facing at this time, and am grateful to instead have the opportunity to provide a 
written response to your areas of interest. I have set out our responses to your 
questions using the same headers in your enquiry letter, for ease of reading.  
 
Customer Satisfaction Surveys 
 
Can you provide the results of all surveys since we met with you last (on 16 June 
2020)? 
 
Our Customer Satisfaction Scores are the result of quarterly surveys and an annual 
survey carried out by an independent research company. 
 
The quarterly survey results for the top 100 customers since June 2020 are as 
follows: 
 
June 2020                    84% 
September 2020          86% 
December 2020           88% 
 
We can attribute this increase in scores, in part, to the rapid response of RoS to the 
Coronavirus (COVID-19) pandemic. Customers responded positively to the effective 
introduction of the expanded digital application channels, the ease of use of the new 
digital systems, and the helpful, responsive staff. 
 

By Email 
Gordon Lindhurst MSP 
EEFW Committee Convener  
economy@parliament.scot  
CC: Rodger.Evans@parliament.scot  
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It would also be useful to include the results from the annual survey for 2021 if that 
would be possible. 
 
The annual survey of our top 400 customers takes place in March. The result of this 
survey is used in our Annual Report and Accounts, and this year’s survey is currently 
underway. Results will be available at the end of March and I will share them with the 
Committee once finalised.  
 
I note your comments regarding the clarity around the scores shown on our website 
and will revise the text to ensure it is clearer to the reader. 
 
Digital Agenda 
 
It would be helpful to have some initial key findings, anticipated next steps and 
anticipated timescales. 
 
We received 223 consultation responses which is an extremely strong response. The 
consultation analysis has been completed and the responses are almost universally 
supportive. We intend to publish the analysis in the next fortnight, and I will inform the 
Committee as soon as this becomes available.    
 
Fee Review 
 
Whether, for registrations, you anticipate that costs per transaction are going to go up 
or down in future? 
 
We will continue to monitor our fees on an annual basis to ensure they are set at the 
appropriate rate. 
 
Optimal Efficiency Savings - I wonder if you might elaborate on what that means? 
 
We intend to continue to ensure value for money from the services we provide, 
keeping costs to a minimum, and continuously improving the ways we work internally 
and with customers, to deliver those services efficiently and effectively. 
 
Whether you think that future fee reviews (after 2020) will stick to what is necessary 
for full cost recovery or go beyond that? 
 
If by ‘go beyond that’ you mean does RoS plan to charge more than the cost of 
delivery, then the answer is no. It remains the aim that fees charged for RoS statutory 
activity are set at a level whereby they cover the costs incurred to deliver a given 
service or product, in line with the directions in the Scottish Public Finance Manual. 
  
The Keeper will continue to inform the Convener of any proposed changes to RoS 
fees, or to the principles for setting our fees, should they arise in the future.     
 
Why the proposed percentage increase in registration fees is greatest at the lower 
value end of property transactions? 
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There is a baseline cost per transaction, a ‘cost-to-serve’, which exists regardless of 
value, and this has risen in the 10 years since we last raised our fees. The £20 
increase at the lower end of the property value scale was set to cover this cost-to-
serve. Across higher value property bands, fees were increased by around 10%. A 
more radical change to the approach to property bandings could be considered in 
future fee reviews.  
 
Why is there not a greater increase in discounts offered for voluntary registrations? 
And what impact would an alternative approach have had in achieving full cost 
recovery? 
 
The purpose of the discount for voluntary registrations (VR) is to incentivise 
organisations to have their land registered on the Land Register. Since the 25% 
discount was introduced, approximately 1.2 million hectares have been brought onto 
the Land Register via VR. This accounts for about 15 per cent of Scotland’s total land 
mass. 
 
Some respondents to the Fee Review 2020 consultation noted in general terms that 
an even larger discount may act as a greater incentive, although none gave an 
indication of what that percentage discount should be.  
 
The discount on VR is in line with the fees charged for the comparable service 
provided by HM Land Registry. 
 
The amount charged for a VR depends on the value of the property being 
registered. For a property valued at £200,000 for example, the VR fee (after the 
discount has been applied) is currently £277.50. A solicitor will then charge fees on 
top of RoS registration fees. In making a decision whether to voluntarily have their 
property added to the Land Register, a customer will consider the overall costs they 
will have to pay, of which RoS’ discounted VR fee represents a relatively small 
proportion of the total cost involved.   
 
Why the increase in fees proposed for registration in the Register of Inhibitions, the 
Register of Deeds and the Register of Judgements is relatively large in percentage 
terms? And why the proposed percentage increase in fees associated with advance 
notices is as large relative to some other proposed increases in fees for other 
services in the property registers? 
 
The proposals to amend RoS’ statutory fees sought to set them at levels whereby 
they covered the cost of delivering the service. Fees for the Register of Inhibitions, 
Register of Deeds, Register of Judgements and advance notices reflect this ambition.  
 
As the fees for these services were already relatively low (for example £10 for an 
advance notice and £10 to register a deed in the Register of Deeds) the increase 
may appear relatively large when expressed as a percentage but the overall cost 
remains low and represents excellent value for money given the protection they 
afford customers. 
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Our research through conducting the Business and Impact Regulatory Assessments 
and public consultation shows these increases would have minimal or no impact on 
customers. 
 
Completion of the Land Register 
 
What is the figure as of the end of February 2021? Are you going to hit the March 
2021 interim target? Are you on course to complete the Land Register by 2024?  
 
The end of February figure is 44.6% of land mass and we do not now anticipate that 
we will hit the March 2021 interim target. There are two main reasons for that. The 
first is that the target was based on completing all of the first registration and 
voluntary registration cases which we had in work. Progress on that front has been 
significantly disrupted by the impact of the pandemic, including a slowdown in 
progressing case work due to the lead time in equipping virtually all of my staff to 
work from home. We are now seeing steady progress again on case work flowing 
through the system and are beginning to progress first registration and voluntary 
registrations at a similar rate to that achieved prior to March 2020. The second 
reason was that the target was based on a combination of our estimates and the 
submitting applicants’ estimate of the actual land mass contained in those various 
applications. Although the applications have not been fully registered, they have all 
moved through the process of being mapped onto the register and we can confirm 
they constitute less land mass than originally predicted – circa 5% less.  
 
The 2024 target for completion remains challenging. We are confident that RoS will 
have sufficient operational capacity to process the required applications, both market 
driven and voluntary. However, whether those applications materialise is not 
something which we can control, which is why we are exploring complementary work 
to make information in the Sasines register more readily accessible.  
 
‘Unlocking’ the Sasine Record  
 
The concept behind unlocking Sasines is that landowners will provide us with digital 
spatial data that they already hold. Our stakeholder engagement to date has 
indicated that there are potentially lots of organisations from both public and private 
sectors that already hold this type of GIS data. We would not be asking any 
landowner to draw a map or convert a verbal description from a Sasine title to be 
included in the unlocking Sasines approach.  
 
How are we going to incentivise landowners to do this? 
 
We will be working collaboratively with landowners to provide us with their spatial 
data, underpinned by a suitable data sharing agreement. From our initial analysis and 
through our ongoing stakeholder engagement, we believe that some landowners 
want to support the efforts to complete the Land Register but due to the costs 
involved in voluntary registration it is not currently possible for them. We want to 
support these landowners that have spatial data, to identify their ownership on a map 
through this process. We anticipate that this may lead to further voluntary 
registrations once this validation with Sasines is delivered through our approach. We 
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also believe that landowners will be incentivised as for the first time Sasines search 
sheets will link to a map, and they will have increased visibility of what they own.   
 
Once they have gone to this effort, would they not just want to take the final step and 
go for voluntary registration in the Land Register?  
 
As mentioned above, for our efforts to unlock Sasines we are not asking a landowner 
to create a spatial extent for the title if one does not already exist. We are working 
with them to take their spatial data, validate it through our Sasines search process, 
and then present this information as and when we have a high degree of certainty 
that the spatial extent shown on the map is covered by the relevant Sasine search 
sheet. We do believe, however, that once a landowner has identified their ownership 
on the map through this approach, it may lead to a voluntary registration in the future, 
as this effort will make it quicker and easier for them to do so having completed some 
of the ground work for registration.  
 
Who is legally liable for what is provided to RoS if it is simply wrong in property law 
terms?  
 
The aim of this work is to better expose the information already contained in the 
Register of Sasines. That register can’t be ‘wrong’ in the sense that it does not seek 
to make a definitive statement of the legal position in the way the Land Register 
does. In Sasines the deeds are simply recorded and a person searching must make 
an assessment of the validity of the deeds themselves.  
 
How will wrong information be challenged, and will you check the accuracy of what is 
submitted? 
 
We are not undertaking a legal examination of title, rather we are seeking to match 
the indicative spatial data submitted by the landowner to the information held on the 
search sheets of the Sasines Register.  We are working through our proof of concept 
and that includes using live data from stakeholders. Our collaborative approach will 
surface any issues with the accuracy of the data and any acceptance criteria 
required.  
 
What are the expected staff costs in making the information publicly available? Will 
staff resources be diverted from the key policy goal of ‘completing’ the Land 
Register?  
 
As we work through the proof of concept, we are assessing staff costs for a team 
focussed on this approach. An investment case will be presented in Q1 of the new 
financial year. The skills and experience required in the unlocking Sasines process 
are largely held in areas not directly focussed on registration activities. Any scale up 
of the team will take into consideration any impact on resources focused on 
completing the Land Register.  
 
If there is the potential for a significant diversion of resources, should the 
policy focus not remain on creating an official version of someone’s title 
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(i.e. completing the Land Register) which has the benefit of being backed up by the 
state indemnity of title?  
 
The policy focus does remain on completing the Land Register and this will remain 
the priority in any future resource allocation. Unlocking Sasines will be used for cases 
where there is no immediate prospect of either a voluntary registration or market-
driven registration materialising.  
 
Arrears – Cases Outside Service Standards 
 
Total number of cases in arrears – latest numbers 
 
The figures provided in your table are slightly out, we think this is just due to the point 
in the month that they have been cut. We have provided an updated table below 
using our standard methodology, including the correct figures for December and 
January and the additional figures requested. You will see that the total case count 
outwith SLA rose to around 80,000 in January but has started to come back down in 
February.  
 

Cases 
missed as 
at end of 
month 

Apr-
20 

May-
20 

Jun-20 Jul-20 
Aug-
20 

Sep-
20 

Oct-20 
Nov-
20 

Dec-
20 

Jan-21 Feb-21 

Grand 
Total 

62,982 64,777 66,226 67,870 69,819 71,688 73,910 74,467 77,910 80,307 78,661 

 
When would you anticipate that top line figure for arrears is going to start coming 
down and by how much? 
 
You can see from the table above that the total number has started to come back 
down. The rate at which that will continue over the next period will depend on market 
activity, and how much progress we can make in increasing our operational capacity. 
In particular, I am conscious that the month of March may be particularly busy given 
that our registration fees are due to increase from 01 April 2021, and that Land and 
Buildings Transaction Tax is due to revert to the previous rate.  
 
KPIs & Service Standards  
 
You ask a series of questions relating to how individual Service Standards, which 
relate to our internal categorisation of applications, are being transitioned to feature 
more generic KPIs, which we believe will be more meaningful to customers. For 
transparency, during the transition we will continue to report under both sets of 
measures.   
 
It may be helpful if I briefly outline our general strategy which I think answers your 
further questions.  As you will recall we initiated a new approach to clearing the Land 
Register arrear around two years ago. That approach was working well and, prior to 
the lockdown in March 2020, we were on track to meet the targets we had set for 
September 2020. The effect of lockdown was significant. There was a period where 
we were unable to despatch any cases at all, whilst we focussed on enabling people 
to work from home and supporting the application record and our other functions 
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which underpin the property market. There was thereafter a longer period where we 
were able to despatch cases but were doing so at a volume which was much lower 
than it had been previously. That was a consequence of people getting used to 
working from home without, in some cases at least, the full range of equipment they 
would have had access to in the office. We also had a significant number of new 
colleagues, recruited as part of our strategy to accelerate elimination of the arrear, 
who had completed training just around the time of the first lockdown. Unfortunately, 
those colleagues didn’t have the opportunity to consolidate their training in the way 
we had planned and that had to be reconsidered. Finally, following the disruption to 
the property market in March 2020 the market has recovered very strongly in the 
remainder of the financial year meaning that our intake levels have been higher than 
we predicted they would be and that has a direct effect on the number of cases we 
are able to despatch. As a consequence, the total volume of cases outwith service 
standard has increased over this period, though as we see in February, that has 
started to drop.  
 
Taking those factors into account we have reset our approach to getting back on top 
of, and then clearing, the arrear. The first strand of that approach is clearing new 
cases more and more quickly so that we can ‘turn off the tap’ of cases which would 
otherwise be contributing to the arrear. We have set a target of 60% of all new Land 
Register cases from 01 April 2021 to be completed within 35 days. Despite the fact 
that the market has been significantly busier than we predicted, we anticipate that we 
are on track to hit that target, though inevitably market activity, particularly any further 
increase, will influence what we can do. Through better use of technology, better 
structuring of data coming in and improvement of internal process we intend to 
increase our operational capacity throughout the financial year so that we can 
progress that KPI towards 80-90% of all cases completed within 35 days. We 
recognise that some of our casework can be extremely complex and time consuming 
and not all of it will be capable of fitting into that fixed 35-day period. We intend to set 
a case specific SLA for the remaining complex and time-consuming cases, with the 
agreement of the submitting applicant.  Those two things taken together will stem the 
case flow into the arrear and allow us to ring fence and ultimately clear the current 
arrear. Whilst we are doing this, we continue to offer an expedite service for any 
application which requires to be completed more quickly, and our customers continue 
to make good use of that service.  
 
Our forward look KPIs were discussed with our external Board last week and will be 
published shortly. I will let the Committee know when they have been published.  
 
The relationship between the current SLAs and the new KPIs is that, over time and 
as outlined above, we want to transition to a position where, in the Land Register, the 
vast majority of applications are processed within the 35 day period and the 
remainder are completed in a time frame agreed with the applicant. While we 
transition to that position the current SLAs remain in place and cases which are not 
completed within the 35-day period will attract their current SLA where that is a 
longer period. The overall effect of this will be that some cases which previously went 
out very quickly will take slightly longer but many more cases (in particular first 
registrations and transfers of part) will be done much more quickly. It will also allow 
us to streamline and simplify the standards for customers and applicants. As the 
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Committee may have observed, with the current range of Land Register product 
SLAs, it is not always obvious to an applicant which category their application falls 
into. Under our new approach once fully embedded, customers will have certainty 
that their application will be dealt with either within the 35-day period or in an agreed 
period based on the specifics of the case.  
 
How many 2017 cases are there? 
 
As at 08 March 2021 there are 439 first registrations which we expect to clear, 
assuming no further information is required from the applicant, by the end of the 
month or very shortly thereafter.  
 
There are 3305 Transfers of Part remaining. We will continue to clear as many of 
these as we can in the early part of the new financial year.   
 
There are 3235 dealings of whole transactions which are dependent on a first 
registration or transfer of part. They will be processed at the same time as the lead 
FR or TP. Most commonly those deeds will be part of the same transaction as the FR 
or TP. 
 
I hope this information is helpful.  Please do not hesitate to contact me if the 
Committee requires any more information about this, or any other aspect of RoS 
work.  
 
Yours sincerely 

 
JENNIFER HENDERSON 
Keeper of the Registers of Scotland  
 
 
 
 


