
In line with Section 3 of the Equality Act 2010 (Specific Duties) (Scotland) Regulations 

2012 we are required to publish a report on the progress that RoS had made to make 

equality duty integral to the exercise of our functions.  

 

 

1.0 About us 

Registers of Scotland (RoS) is the non-ministerial government department responsible 

for compiling and maintaining 18 public registers. These relate to land, property, and 

other legal documents. 

Our main registers are: 

 Land Register of Scotland 

 General Register of Sasines 

Our registers ensure that every property in Scotland is protected for its owners, which 

in turn enables confident land and property transactions. Such a stable land 

registration system is recognised by the World Bank as underpinning the Scottish 

economy. 

As a trading fund, we are entirely self-funded. Our income is dependent on the 

economic climate and the buoyancy of the property market, as most of our revenue 

comes from people buying and selling property. 

Having trading fund status allows us to take a commercial approach to what we do, 

and gives us the flexibility to manage our income and expenditure. 

 

1.1 Our Corporate Goals and Priorities 

Our work is informed by our vision which is “to be a digital registration and information 

business trusted for our integrity”. 

This vision is supported by our values that are at the heart of what we do: 

 Impartial – we act without bias, keeping information secure and presenting it 

accurately 

 Forward thinking – we must always add value for the public of Scotland, finding 

better ways to deliver what they and the Scottish economy need 

 Professional – we recognise that customers need us to be efficient and effective 

and to work with pace, passion and pride 

 Customer-focussed – we strive to understand what our customers need and 

why so that we can design our processes and services for them 

 



Our Strategic objectives which are aligned to the Scottish government’s purpose, 

national outcomes, programme for government, and economic and digital strategies 

are to: 

1. By 2020 we will be a fully digital business with processes designed so that 

automation is the norm, online registration is mandatory and manual 

intervention only used where it adds value. 

2. Our products and services will be available digitally and ScotLIS is the platform 

of choice for information about land and property and its data is used to create 

value for Scotland. 

3. By 2020 we will have made the progress needed to complete the land register 

by 2024. 

4. We will maintain an agile and sustainable business where our empowered and 

capable people respond flexibility to our customers’ needs. 

 

1.2 Our People 

All of our people-related activities are business driven, aligned to our vision, values 

and strategic objectives.  Our people are a vital asset and our commitment to their 

performance and wellbeing is reflected in our people@ros strategy (Appendix 1).   Our 

people@ros commitments more fully outline the activities we’ll focus on over the next 

three years to achieve our people outcomes.  These commitments will ensure our 

people have the necessary knowledge, skills and motivation to deliver services of the 

highest quality to our customers.  Responding to changing customer requirements, 

our commitment to completing the land register, and our business transformation 

programme are all key drivers to enhance the knowledge and skills our people.  By 

giving colleagues more variety of work, RoS will have the flexibility and agility required 

to meet a diverse range of customer requirements, both now and in the future. 

 

People@RoS Outcomes 

 We are skilled, capable and innovative, delivering services of the highest 

standard to deliver public value for Scotland 

 We manage change systemically, we’re inclusive, collaborative and 

empowered to deliver 

 We are a flexible organisation capable of responding to customer needs at pace 

and inspiring the development of new, creative ideas and solutions that add 

value for the public of Scotland 

 We are recognised as a learning organisation that continuously transforms 

itself, confident in our knowledge and skill to respond to external drivers and 

better link our resources to customer needs 

 

https://www.ros.gov.uk/__data/assets/pdf_file/0010/63847/Appendix-1-People@RoS-Strategy.pdf


2.0 Mainstreaming Equality 

In 2012/13 RoS identified three equality outcomes that are relevant to our strategic 

goals and vision and aligning with the general duty as defined in the Equality Act 2010.  

Each of the three outcomes is supported by key activities documented in the in the 

Equality Action Plan (Appendix 2).  This section of the report outlines the areas we 

have made progress under each of the outcomes. 

 

2.1 Outcome 1: 

Managers and staff have increased understanding of Equality and Diversity 

issues, fostering an inclusive culture and eliminating discrimination, 

victimisation and harassment within RoS. 

 

2.2 Equality Training 

As part of our continual review and to support new talent joining RoS our Resourcing 

team led a review of our current onboarding process by working in collaboration with 

the business.  We recognised that our induction process needed refreshing and we 

widened the scope to cover all aspects of joining and moving (covering level transfer 

and promotional movement) within RoS.  The purpose of the onboarding project was 

to create the mechanism through which new employees and movers acquire the 

necessary knowledge, skills, and behaviours to become effective organisational 

members and insiders.  Via our online learning system employees now complete 

mandated modules on Equality & Diversity and Unconscious Bias training, and new 

employees do this within 4 weeks of joining RoS.  We recognise the importance of 

ensuring that our existing employees also regularly undertake Equality and Diversity 

training therefore we promote and encourage this this via Civil Service Learning. 

 

2.3 Involving our People 

We recognised the need to improve the level of involvement of employees and service 

users to understand the actual or potential impacts of RoS policies, procedures and 

services on people with protected characteristics and to create a culture that 

celebrates diversity.  To achieve this we refreshed our Equality Advancement Group 

(EAG) which has previously predominantly focussed on the protected characteristic of 

disability.  We worked in partnership with our trade union representatives and jointly 

advertised for volunteers across the business to join the EAG.  We received a positive 

response and the group is comprised of individuals who represent the majority of our 

business areas.   

 

The EAG agreed its owns terms of reference and purpose in collaboration with senior 

management and our union representatives and each member ‘champions’ a 

protected characteristic.  The group meets on a regular basis to discuss equality and 

diversity issues, undertake Equality Impact Assessments on policies/practices as 

https://www.ros.gov.uk/__data/assets/pdf_file/0011/63848/Appendix-2-Equality-Action-Plan-for-Report-2017.pdf


appropriate and also organise events that matter to our people for example arranging 

for a local charity to come into RoS and provide a talk on caring responsibilities and 

the practicalities of managing caring commitments with working life.  There is 

recognition that our people may care for dependants with disabilities and health 

problems.  The EAG are currently working with HR to promote the existing policies 

and processes we have in place that allow our people choice and flexibility in how they 

manage their work life balance i.e. flexible working policy, special leave policy, 

alternative working hours policy, career breaks.  For example our special leave policy 

covers a wide range of situations and is explicit in terms of supporting those with caring 

responsibilities where time may be given to help carers attend statutory meetings 

and/or appointments.   

 

The EAG are responsible for developing an equality action plan (Appendix 3) for each 

rolling 12 month period. Events, like the talk for carers, will be offered out to a wider 

group of employees as part of the plan.  Other events that are being driven by 

representatives across the business include sessions on Prostate Cancer awareness 

and there are plans to join up with days of celebration across the calendar year.  In 

March 2017 we celebrated International Womens Day (IWD) by asking a diverse group 

of female employees what IWD means to them and sharing this message via our 

twitter feed. 

 

On a quarterly basis (or ad hoc as necessary) there is an equality partnership council 

meeting between RoS Senior management and PCS.  This is an open forum to discuss 

wider strategic business issues, organisational queries raised to the union by their 

members and to be proactive in our equality plans.  On a rotational basis members of 

the EAG are invited to attend these meetings. 

 

2.4 Equality Impact Assessments 

We continue to be committed to developing policies and procedures with full 

consideration of equality issues.  To ensure this happens we continue to carry out 

Equality Impact Assessments (EQIA) as part of our approach to policy review and 

development.  The EQIA process allows us to consider how our policies (including 

activities, functions, strategies, programmes, processes and services) may impact 

either positively or negatively on groups or individuals in relation to one or more of the 

protected characteristics.  Going forward we plan to make the process of EQIA more 

user friendly and for members of the Equality Advancement Group to expertly support 

colleagues across the business with this process.  To this end we plan to review the 

EQIA process in its entirety, streamline where appropriate and for ‘experts’ to coach 

others in EQIAs to further embed this knowledge into the business.  As good practice 

is happening across the Scottish Government and associated departments and we 

are keen to work with our colleagues across the public sector to share ideas, initiatives 

and experiences.  To enable this a representative from HR regularly attends the NDPB 

equality forum. 

https://www.ros.gov.uk/__data/assets/excel_doc/0004/63850/Appendix-3-EAG-Action-Plan.xlsx


 

2.5 Procurement  

All Procurement award criteria have due regard to equality considerations. The RoS 

Terms and Conditions for services includes a clause regarding discrimination, which 

states that “The Supplier must not unlawfully discriminate against any person within 

the meaning of the Equality Act 2010 in its activities relating to the contract or any 

other contract with the Purchaser”.  We also use the European Single Procurement 

Document (ESPD) for our standard pre-qualification questions, which have optional 

questions for the supplier to answer.  These are used depending on the nature of the 

tender being undertaken (and where the questions are relevant).  Depending on the 

answers to these questions, RoS may exclude that supplier from the procurement 

process.  

 

2.6 Data Gathering 

 

As part of raising awareness of Equality and Diversity all employees are encouraged 

to review and update their personal diversity details on MyView, our e-HR system.  

This allows us to review our people profile against the general population of Scotland 

and direct resources as appropriate.  To encourage participation rates and explain 

why we ask for this data we linked in with Stonewall’s leaflet ‘What’s it got to do with 

you?’ to explain why the purpose in asking for this information.  Our EAG members 

championed this data gathering exercise within their teams. 

 

Our most recent data gathering exercise was in March 2017 and we were encouraged 

to see an increase in the data that our people were happy to share with us.  However 

we recognise there are areas for improvement particularly in relation to disability.  The 

majority of our employees have not disclosed whether they consider themselves to be 

disabled. There are various reasons that this data may have not been provided and 

we will endeavour via focus groups to understand any underlying reasons and to 

communicate the benefits of sharing equality data.  We will continue to use this data 

going forward to help us target recruitment adverts as appropriate and to further feed 

into the equality action plan.   

 

The data we collated gave us a clearer picture of our current workforce as of March 

2017 which is detailed in the graphs below. 
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Additionally we carried out a Wellbeing survey in December 2016 which was hosted 

by an external supplier.  We asked for demographics as part of the questionnaire to 

help us target activities where appropriate.   This included data about caring 

responsibilities alongside general demographics to provide a richer understanding of 

the diversity of our workforce– please see the Wellbeing section below for a further 

data. 
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2.7 Wellbeing 

A major piece of work for RoS during the latter part of 2016 and looking forward for 

the next 3 years is our Wellbeing Project.  We worked closely with our external supplier 

to understand our current wellbeing culture and to use this data to inform our wellbeing 

actions and activities going forward so that we are aligned with our People@RoS 

strategy and support our business transformation.  All our wellbeing activities will be 

planned and based on evidence, both quantitative and qualitative, to support an 

ongoing culture of wellbeing.   

 

Our vision of this wellbeing culture is where all of us at RoS feel valued, productive 

and empowered to make decisions that are right for us as individuals.  Individual 

wellbeing (mental, physical and emotional), employee engagement and creating this 

organisational culture of wellbeing link to important organisational outcomes such as 

thriving, healthy employees who deliver high levels of performance.   Everything we 

do in this wellbeing sphere is closely linked with our equality and diversity activities– 

focussing on our people and enabling individuals to make choices both in and out of 

the workplace that complement their lifestyles. 

 

We were encouraged to see a positive questionnaire response rate of 53% and it was 

clear our employees (68.1%) believe that RoS is genuinely committed to wellbeing at 

work.  We are currently using this evidence base to create a plan that is meaningful, 

genuine and focuses on aspects of wellbeing that are important to our people.  The 

wellbeing plan was presented to EMT late March and we look forward to sharing our 

progress in this field in the future. 

 

The wellbeing questionnaire also allowed us to analyse data by demographics 

including gender, age, working pattern, ethnicity, disability and caring responsibilities 

whilst ensuring that anonymity was maintained.  We still have further analysis to do 

however some of the main themes from the wellbeing survey are useful for aligning 

with our Equality work: 

 There were no difference in results between full and part time workers.  Whilst 

further data analysis is needed it is an encouraging indicator that our flexible 

working approach is viewed positively. 

 Those with caring responsibilities for children reported higher levels of overall 

wellbeing which would further suggest that the flexible work options that we 

offer are enabling a positive work life balance for our people. 

 

We are committed to meeting the needs of our customers whilst enabling our people 

to have a positive work-life balance.  As outlined above the initial results from our 

wellbeing questionnaire demonstrate that people feel positive about the flexibility 

offered at RoS and we are able to offer, subject to business needs, a variety of working 



patterns including part time working, compressed hours, partial retirement.  Our 

generous flexible working hours policy does not include core hours empowering 

individuals to make choices that support a genuine work life balance.  

 

Our family friendly policies include generous maternity leave and pay, adoption leave 

and pay, paternity leave and pay and in April 2015 we introduced our shared parental 

leave policy which provides the same entitlements for the mother and their partner.  In 

the period 2015-2017 we had 14 employees taking (or are planning to take) the full 52 

weeks maternity leave and pay.  All of those individuals returned to work (or are 

planning to return to work) after their period of maternity leave and returned either to 

the same post or, in rare instances where a change of hours were requested that could 

not be supported, to an equivalent post in another area of the business. We received 

6 requests to change hours and we were able to accommodate all of these changes. 

 

2.8 Employee Support Officers 

During 2016 we undertook a review of the Employee Support Officers and as a result 

we asked for volunteers from across the business to come forward.  We were 

encouraged to see strong interest from our people and following a fair and open 

process we recruited eight new Employee Support Officers who all successfully 

completed appropriate training including an overview of relevant RoS policies and 

procedures such as our Dignity at Work policy, Mental Wellbeing and Maximising 

Attendance, an overview of Occupational Health and how they can help, overview of 

the Equality Act 2010 and signposting to avenues of support such as our Employee 

Assistance Programme.  The Employee Support Officers are supported by HR and 

anonymous data is collated to identify any trends in the type of cases contact officers 

are handling. 

 

2.9 Estates 

In the past two years our estates team have worked on a number of projects with a 

particularly strong focus on securing appropriate premises for our new office in 

Glasgow.  We moved into our new office at St Vincent Plaza early 2017 and it has 

been designed on smart working principles which encourages greater flexibility and 

collaboration between our people and is aligned to our future vision of a flexible skilled 

workforce.  Smart working adopts the principle “the more we share the more we get” 

and is core to the future direction of our business, our digital transformation and 

realising our people strategy to empower employees to make choices appropriate for 

them in how they work.  Our new office has been designed to align to the Wellness 

Standard and we are currently working to the guidelines of wellcertified.com which 

addresses 7 concepts of air, water, nourishment, light, fitness, comfort and mind. 

 

A key part of making our office move successful was to engage with our people at the 

earliest possible stage.  A project team was established from a wide network across 



the business to share knowledge and help our people prepare for the move.  Our 

approach was inclusive and open.  For example, specifically related to disability we 

invited all known blue badge holders to attend St Vincent Plaza to get a deeper 

understanding of what was important to them regarding layout and design of the 

floorplan.  Their feedback was beneficial in shaping the design of our new office. 

 

St Vincent Plaza has been designed with enhanced disability facilities such as: 

 Disabled parking facilities:  we have allocated disabled parking spaces for those 

who require this facility and have access to further disabled parking spaces for 

our visitors.  We considered the legislative requirements and have exceed 

those standards. 

 Easy reach lift button that opens the lift doors for an extended period of time for 

ease of access. 

 Our floorplate is designed for a standard wheelchair user to allow ease of 

access to the variety of smart working options we offer. 

 Disabled access shower facilities 

 Lowered sink and storage options for wheelchair users 

 Enhanced lighting system that can be programmed to SAD light technology 

 Acoustic panelling to reduce day to day office noise  

 

To support our people who may require reasonable adjustments we issued an open 

invitation to those who may require adjustments to attend a 1-1 with estates, HR and 

a union representative (where applicable) to discuss any concerns they may have and 

solutions were put in place as appropriate.  This is an ongoing review process whilst 

our people adjust to their new work place and smarter ways of working. 

 

This was an opportunity for our people and managers to review any tailored workplace 

agreements in place to ensure they are still fit for purpose given the improved office 

space we were moving to.  We encourage the use of tailored workplace agreements 

for employees with a disability, or with caring responsibilities outside of work.  This is 

a living record of reasonable adjustments, temporary or permanent agreed between 

an employee and their manager.  The purpose of the agreement is to: 

 Ensure that both parties have an accurate record of what has been agreed 

 Reduce the need to re-negotiate reasonable adjustments when an employee 

changes roles or assigned a new people manager 

 Provides a record for future discussions when reviewing what is enabling and 

what may be preventing an employee from being the best they can be at work 

 



2.10 Reward 

We conducted a total reward survey to collect benchmark data from employees to 

enhance our Total Rewards communications and offering.  We asked for demographic 

data to support us in developing an offering that works for individuals and providing 

choice.  To gain a deeper understanding of the data and get more qualitative feedback 

we held focus groups to listen to what matters to our people in terms of reward.  The 

groups were so diverse in regards to what was important to them that we decided on 

a wider package offering individual choice and ensuring a balanced approach for those 

with and without childcare responsibilities.  Flexible choices currently on offer include 

eye care scheme, childcare vouchers, cycle to work, give as you earn, onsite therapies 

i.e. reflexology & reiki, onsite yoga.  Looking to the future and taking on feedback from 

our people we will be undertaking further research into areas such as health 

assessments and further increasing work life balance flexibility i.e. buying and selling 

leave. 

 

Our goal is to create a Total reward platform that offers greater flexibility as well as 

ease of access to online employee benefits tools, products and services enabling all 

of us at RoS to make personal choices that support our individual wellbeing and 

lifestyle preferences 

 

In line with the general population of Scotland both our reward and wellbeing surveys 

highlighted that a proportion of our people have some worries around finances and 

planning for the future.  To support and signpost we have planned activities on financial 

wellbeing such as pre-retirement courses and offered 1-1 financial health checks via 

an independent 3rd party.  We have a host of other clinics/courses planned for 2017/18 

designed to meet a wide variety of circumstances. 

 

We are currently in a one year pay deal.  We have reviewed and evaluated our pay 

and reward systems and no equal pay issues have been identified.  We will continue 

to monitor and audit our policies and systems to ensure gender pay inequalities do not 

arise. RoS is committed to the principle of Equal Pay for all our employees and aims 

to determine pay and conditions of employment that do not discriminate unlawfully and 

are free from bias by ensuring that equal pay is in place for like work, work rated as 

equivalent and work of equal value.  This includes equality on the basis of gender, 

race, age, pregnancy and maternity, gender reassignment, sexual orientation, religion 

or belief, marital/civil partnership status, ethnic origin and disability.   

There is no evidence to suggest there are Equal Pay issues in RoS.  The mean 

average is 4.03%; the median average is 0%.  Please refer to Appendix 4 for our 

publication of gender pay gap information.  Appendix 5 provides further data relating 

to occupational segregation, being the concentration in particular grades and in 

particular occupations of women and men, people who are disabled and people who 

are not and people who fall into a minority racial group and people who do not.  It is 

difficult to draw firm conclusions in relation to occupational segregation on the grounds 

https://www.ros.gov.uk/__data/assets/pdf_file/0003/63849/Equality-Mainstreaming-Report-2017-Equal-Pay-Stats.pdf
https://www.ros.gov.uk/__data/assets/pdf_file/0003/63849/Equality-Mainstreaming-Report-2017-Equal-Pay-Stats.pdf
https://www.ros.gov.uk/__data/assets/excel_doc/0005/63851/Appendix-5-Occupational-Segregration-Gender-Disability-Ethnicity.xlsx


of disability and racial group due to high levels of non-disclosure.  We acknowledge 

we need to do further work to enhance levels of disclosure and this will form part of 

our action plan. 

Finally in November 2016 we were pleased to achieve living wage accreditation and 

we are committed to renewing this every year.  We have worked closely with our 

contractors to enable them to also achieve this accreditation. 

 

2.11 Learning & Development  

In line with our people@RoS outcomes we are committed to be recognised as a 

learning organisation.  To achieve our challenging objectives and to develop our 

people we developed a Management Development Programme (MDP) that is ILM 

accredited.  This programme was marketed to all managers across the organisation 

and consists of classroom based learning as well as videos, articles and suggested 

reading to support learning on module topics. Since August 2015 29 female and 18 

male learners registered for the MDP and are in the process of completing their 

learning.  When scheduling modules our practitioners are careful to avoid Mondays 

and Fridays and school holidays to allow those with caring responsibilities to 

participate. As this programme is accredited, supported tutorial time and assignment 

review support made on a group or 1:1 basis with a facilitator is made available to all 

learners.  

 

Our L&D team biannually collate equality and diversity data in relation to the 

Management Development.  All course participants are asked to complete an Equality 

& Diversity form and as of April 2015 we had 10 Equality and Diversity forms 

completed by learners, giving us a 32% sample overall. The demographics showed 

the following: 

 Age:  The majority of participants were aged 30-39.  There was only 1 

participant under the age of 30 years old.  Our future aspiring managers 

programme which is currently under development may support our younger 

employees going forward. 

 Gender:  From our sample 60% of females and 40% of males completed the 

course.   

 Disability:  From our sample 0% stated they had a disability.  At the time this 

data was collected (April 2015) our HR systems recorded that 6% of our people 

had reported a disability. Further data collection may be required to understand 

this result further and understand if there are any barriers that may prevent an 

employee with a disability participating in our MDP.  

 

We listened to feedback from participants and made improvements to the learning 

programme.  Quotes from participants included:   

 



 “The time between modules has been increased to 8 weeks to help individuals 

balance study, personal and business demands, and to allow learners to concentrate 

on one subject before moving on to another.  Typically it could take up to 18 months 

to complete the qualification although this depends on the level of qualification 

undertaken.” 

 

 “The Management Essentials and LEAD programmes are open to existing RoS 

people managers and individuals who have project management responsibility and 

need to manage other people as part of their role.  The aim of the programme is to 

strengthen our management and leadership within the organisation to meet our 

ongoing and future business demands.” 

 

We recognise that individuals have different learning styles and requirements.  As 

such we aim to offer a range of learning opportunities including face to face, coaching, 

experiential and e-learning.  On our Performance & Learning Portal (PAL) there are 

over 150 learning materials (some linked from Civil Service Learning) on a variety of 

relevant workplace topics which all our people have access to. Materials directly 

relating to Equality and Diversity are: 

 Equality and diversity e-learning (onboarding) 

 Flexible Working Information (onboarding) 

 LGB&T awareness e-learning (onboarding) 

 Communicating with People with Disabilities 

 Disability awareness e-learning 

 Effective Intercultural Communication 

 Ethical Blind Spots 

 Helping Employees Return After Stress-Related Absence 

 Mental health awareness e-learning 

 Unconscious bias e-learning 

 

Our Learning and Development team are working closely with the business and have 

established an e-learning design group. This group are currently creating material with 

an accessibility expert in IT to ensure every staff member, regardless of disability, is 

able to access learning materials created in-house.  For example preferred fonts for 

people who have dyslexia and choice of colour schemes to suit people with sight 

problems. 

 

RoS is committed to being a learning organisation and focussing on developing strong 

leaders and people managers for the future.  As such we will running more 

Management Development Programme cohorts and will develop an aspiring 

managers programme too.  We will continue to monitor the available equality and 

diversity data to ensure opportunity for all. 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

3.0 Outcome 2: 

Recruitment activities are open and fair and undertaken without bias ensuring 

roles are awarded on the basis of merit ideally creating a RoS staff profile that 

reflects the population of Scotland. 



 

All recruitment activities are aligned to the Civil Service Recruitment Principles as 

dictated by the Civil Service Commission.  These principles require that external 

selection for appointment to the Civil Service be on merit on the basis of fair and open 

competition.  RoS completes an annual return for the Commissioners where we report 

on RoS recruitment processes and additionally demographic breakdown for 

successful candidates for external campaigns. We are proud to have held the 

Disability two tick symbol for a number of years and were reaccredited in summer 

2016.  This national award changed in late 2016 and we successfully transitioned to 

the Disability Confident Employer accreditation. 

 

To support monitoring and reporting in each recruitment campaign, data is captured 

on the method of advertising and selection criteria used.  Statistics are recorded during 

the recruitment process regarding age, disability, ethnicity and gender.  This 

information is reviewed to consider whether there are any equality implications of the 

decisions taken.  We ran 56 external recruitment campaigns in 2015/16 and 39 

external campaigns in 2016/17.  Please note we only have data for 2016/2017 for 

Quarters 1-3.  Analysis of the recruitment statistics has not highlighted any equality 

issues or concerns.  Our recruitment data illustrates the following at application stage: 

 

 

 

 

It is the aim of RoS that our people population reflects the population of Scotland and 

we will continue to review the Scottish Census statistics. We acknowledge areas we 

could improve our reporting functionality to further extrapolate the data to each stage 

of the application i.e. number of women successful at assessment centre but not at 

interview etc. and we are working closely with our Digital team to improve this data. 
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In line with the Scottish Government Youth Scotland strategy we have successfully 

run four Modern Apprenticeship (MA) programmes since February 2013.  Our most 

recent MA programme started in August 2016 and will run for a period of 18 months.  

These programmes have supported a change to our demographic and therefore 

increased diversity in our workplace, projects and team dynamics. We continue to 

review our resourcing needs and there may be scope for a further MA programme 

later in 2017.  To ensure our MA recruitment is open and reaches the widest possible 

audience we advertise across a stream of media including s1jobs, Facebook, twitter, 

Gumtree and Edinburgh Guarantee who help us get our message into local schools.  

Typically the MAs have limited workplace experience and we take this into 

consideration at the assessment stage.  For example we recognise they may not have 

had the opportunity to fully develop their competency based interview answers in a 

work setting and we assess on raw skills i.e. team exercises to assess skills.  We work 

closely with our supplier to develop exercises that can be robustly and fairly assessed. 

 

Our Modern Apprentice programme has been successful and some recent quotes 

from our MAs include: 

 

“I enjoyed starting my first full time job with other young people as this made it a lot 

less daunting.  I was surprised at how quickly I settled in and became accustomed to 

working life” 

 

“I would definitely recommend the Modern Apprenticeship programme to other young 

people.  I have really enjoyed learning new skills and meeting new people, whilst also 

getting hands on work experience.” 

 

For a number of years we have placed adverts in both Enable and Able magazines to 

reach a more diverse market.  To date we have not recorded these publications when 

asking employees how they first heard of RoS; this has now been added to our 

recruitment system and we will track this going forward.   

 

We only accept application forms via our e-recruitment system.  This ensures that we 

blind sift applications and any personal data gathered, including equality and diversity 

information is stored securely and separately.  Where we are made aware that it may 

be difficult for an applicant to apply online due to a disability we will seek to find another 

method of application.  All recruiting managers undertake training prior to interview 

and are expected to have completed Civil Service Learning modules on Unconscious 

Bias and Equality & Diversity.  We are part of the guaranteed interview/assessment 

scheme and all applicants who inform us of a disability are invited to the next stage of 

the recruitment process if they meet the minimum requirements of the post.  Where 

appropriate we make the necessary reasonable adjustments so disabled candidates 

have the same opportunity as non-disabled candidates. 



 

We have reviewed our new competency framework to align with an equal vision of the 

future.  We ran focus groups in relation to the competency framework and invited 

representatives from across the business.  Our new framework which is due to be 

launched later this year is aligned to the Civil Service Competency Framework and 

reflects the need for equality and diversity. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

4.0 Outcome 3 

All sectors of the Scottish population can access and be confident about the 

integrity and usability of RoS products and services. 

 



Registers of Scotland is aiming to better understand our customers' needs to enhance 

and improve our services and products through iterative design and feedback. The 

aim of this is to improve the design of our services and products through customer 

collaboration. For our customers this is a valuable opportunity to shape the future of 

RoS services based on real needs and requirements. 

 

Much of the information we hold in relation to our registers is open to the public, who 

can review the registers or request information by telephone, letter or email via our 

Customer Service Team.  In addition, solicitors and other professional bodies can 

access information from our main register via the internet if they have subscribed to 

our ‘Registers Direct’ professional users service.  Any customers using our Customer 

Service Centres who are disabled or not confident in the use of spoken English can 

have access to the appropriate assistance: 

 Text Phone – for people with hearing impairments calling in to the customer 

service centre 

 Hearing Loop – for people who have booked an appointment to attend the 

customer service centre in person 

 Dedicated lifts for wheelchairs in Edinburgh for ease of access 

 Enhanced disabled facilities in St Vincent Plaza 

 Braille transcription – information supplied in Braille format to assist people with 

sight problems 

 Visitor parking available in both our Edinburgh and Glasgow offices 

 

We seek engagement with our customers and stakeholders through focus groups and 

customer feedback questionnaires.  Our Customer Services Centres obtain a 

satisfaction rating via the annual customer survey.  Up until Autumn 2016 we ran a 

monthly mystery shopping programme where our service standards are continually 

monitored and to give us a deeper understanding of our customers experience and 

perceptions of accessibility (NB: we are currently out to tender for a new supplier).  As 

part of this process, the mystery shoppers employed by the market research company 

come from a wide demographic including those who have disabilities or impairments.  

We analyse the comments and feedback we receive regarding access to our building 

or our services so we are continuously improving. 

 

In September 2016 we achieved the Customer Service Excellence Standard and we 

will be applying for reaccreditation in September 2017.  This award requires robust 

evidence across a wide range of success criteria.  One area most relevant to 

mainstreaming equality and diversity is ‘Customer Insight’ where we are assessed on 

making “particular efforts to identify hard to reach and disadvantaged groups and 

individuals and have developed services in response to their specific needs”.  Some 

of the evidence we provided included: 



 

 Late 2015 we carried out a website review and canvassed opinion from over 

20000 customers from our customer database.  This was a random selection 

and we had 345 completed responses which allowed out to update our websites 

to meet the needs of a diverse group of customers. 

 In 2016 we extended the profile of the mystery shopper report to include a wider 

demographic to ensure it is more representative of the Scottish population and 

to cover various protected characteristics.  The mystery shopper quarterly 

report provides valuable feedback on face to face, written and telephone 

enquiries.  Over the past 3 years we are encouraged by the noted improvement 

in report ratings. 

 We promoted our multi language booklet which contains information in English 

and 6 other languages.  This information can be provided in our other 

languages on request.  We also evidences our other formats including CD-ROM 

and Braille. 

 

The Customer Service Excellence Standard also assessed ‘The Culture of the 

Organisation’ and we evidenced our policies and procedures that support the right of 

all customers to expect excellent levels of service.  Customers and stakeholders who 

feel they have experienced discrimination are encouraged to make a complaint via our 

Complaints Procedure so we can resolve any issues and be proactive in ensuring we 

learn from any complaints.   

 

We aim to continuously improve our customers’ experiences and we are currently 

inviting our customers to actively take part in user research to shape our future 

products and services.  The sign up page to our user experience panel went live on 

our website on 10 September 2015. It was added to our eServices noticeboard and 

was promoted through popular social media including Linkedin and Twitter to reach a 

diverse range of customers. 

 

The user research team engage with customers who have expressed interest by 

visiting firms to discuss our ideas, listen to their feedback and demonstrate new 

prototypes of functionality which we've built, are planning to build, or are considering, 

to help us prioritise improvements to existing services.  We now have a purpose built 

User Experience Lab in our Edinburgh offices and this will be used to conduct in-house 

user research sessions as well as visiting customers across Scotland. 

 

5.0 Succession Planning for our Board 

In line with the new requirements we have asked our board members, during the 
period April 2015-March 2017 to disclose what gender they identify with:  During this 
period RoS had 9 Board Members: 



 5 identified as female 

 2 as male 

 2 nil return 
 

We are encouraged with the gender split of our Board and the diverse backgrounds 

and skills that RoS benefits from.  Having this level of diversity support RoS in 

understanding our stakeholders and benefitting from fresh perspectives, ideas and 

broad experience.  Future activity to open Board opportunities up to a more diverse 

audience include:  

o identify any gaps regarding other protected characteristics in membership and 

design engagement, outreach and development activity to attract people from 

underrepresented groups 

o build upon succession planning and workforce planning to consider how we can 

nurture internal talent to develop skills required to become a board member i.e. 

coaching, mentoring, leadership programmes 

 

6.0 Our Outcomes 2017-2021 

 

In 2013 we set ourselves ambitious outcomes for the period 2013-2017 and we have 

demonstrated measurable success in achieving them as detailed in this report.  We 

strive as an organisation to truly mainstream equality and diversity in all activity we 

undertake.  RoS considers the current outcomes (2013-2017) to be crucial in achieving 

this goal and as a result we will maintain these outcomes for the period 2017-2021 to 

allow us to build upon our successes. 

 

Our next steps are to work collaboratively across the business involving our union, our 

Equality Advancement Group and our customers to develop an action plan to achieve 

our outcomes for 2017-2021. 

 

Our equality mainstreaming report is available in other formats on request. 

 

 

 


