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Understanding Your Business Issues

Has awareness of HES 
increased or decreased?
Are stakeholders clear about the 
role of HES?
What can HES do to increase 
awareness?

Is the overall reputation of HES 
stronger or weaker?
How does the TRI*M score for 
HES compare with previously 
and has it improved?
Are stakeholders more 
favourable and trusting of the 
organisation now?
How can HES enhance its 
reputation going forward?

Is HES seen as more or less 
successful than last year?
What are HES’s strengths?
Where does HES need to 
improve? 

What is the frequency of 
stakeholder’s contact with the 
organisation?
Have the primary sources of 
information about HES 
changed?
Have perceptions of the website 
improved?
What does HES need to do to 
improve its communication with 
stakeholders?

1. How aware are 
stakeholders of the 
organisation and how can this 
be improved?

2. What does the reputation of 
HES look like now and what is 
influencing this?

3. In what aspects does HES 
perform better and where 
does it need to improve?

4. How well is HES 
communicating with 
stakeholders and how can it 
do so better?

How can Historic Environment Scotland strengthen it’s corporate reputation 
through engaging and communicating with stakeholders in the best way 

possible?
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Stakeholder survey

 183 online interviews with members and other key stakeholders

 Email invite sent to organisations and individuals. Members invited 
to click on weblink in newsletter

 c.5-10 minute questionnaire to obtain measures and ratings on 
HES, including the TRI*M index (overall reputation, favourability, 
trust, success and quality). There are also additional questions 
around HES’s effectiveness in the planning and development 
system and in communications

Population survey

 A representative sample of c.1000 adults were interviewed across 
sample points throughout Scotland

 Conducted using Kantar TNS in-home omnibus survey

 Representative of the adult population of Scotland (16+)

 This survey included only the 5 TRI*M index questions 

Summary of Research Methodology

Analysis of this research is based on two separate surveys

This project was carried out in compliance with our certification to ISO 9001 and ISO 20252 
(International Service Standard for Market, Opinion and Social Research)
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How aware are stakeholders of the organisation and how can this be 
improved?
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41%
33%

79%

29%

66%
Not aware

66%
Not aware 73%

Not aware

67%
Not aware

Awareness of HES is lowest amongst….

Two-fifths of the Scottish population were aware of HES in 2018, a significant increase since 
2016 but still significantly lower than awareness of Historic Scotland in 2014. Awareness is 
lowest amongst lower social grades and younger people.

BASE: population survey: all respondents 2016 (1,040), 2014 (1,018), 2018 (1,090)

% population aware of….

HES 2016 HS 2014 RCAHMS 2014

C2 social 
grade

DE social 
grade 16-24 25-34

HES 2018
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Managing, caring for and giving
access to its historic properties and

archives

Educating and encouraging an
interest in the historic environment

Surveying and recording Scotland’s 
historic environment

Providing information about the
historic environment

Collaborative and partnership
working across the historic

environment

Providing grant funding for the
historic environment

Providing guidance for owners and
advice within the planning process

Providing online services and
resources

While most stakeholders continue to see management of historic properties and archives as 
HES’s main role, awareness of a number of HES’s other roles has decreased

Q8 What do you consider the primary roles of <ORGANISATION> to be?
BASE: All stakeholders 2018 (189), All stakeholders 2016 (278), HS assigned stakeholders 2014 
(199), RCAHMS assigned stakeholders 2014 (51)

88

76

75

70

56

51

47

41

88

82

70

66

59

51

42

96

85

65

62

55

33

88

53

51

61

HES 2016 HS 2014 RCAHMS 2014HES 2018

% stakeholders who agree role is….
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N/A N/A N/A

4 or more percentage point decrease



What does the reputation of HES look like now and what’s influencing this?
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30
21

39 35

42
42

40 49

17
23

14
147 10

4 3 7 2

HES 2018 HES 2016 HS 2014 RCAHMS
2014

Poor

Fair

Good

Very good

Excellent

Since 2016 rating of HES’s overall reputation among stakeholders has improved significantly 
but remained similar across the wider population. Amongst stakeholders levels have not yet 
reached those obtained in 2014 for Historic Scotland and RCAHMS.

14 11 12 11

31 37 34
23

41 37 40

41

12 12 13
21

3 3 1 4

HES 2018 HES 2016 HS 2014 RCAHMS
2014

Poor

Fair

Good

Very good

Excellent

Stakeholders Population

63 79 84 49 46 34Top 2 (%) 

How do you rate the overall reputation of <ORGANISATION>?
BASE: All stakeholders 2018 (189), All stakeholders 2016 (278), HS assigned stakeholders 2014 (199), RCAHMS assigned stakeholders 2014 (51), All 
population aware of HES 2018 (443), population aware of HES 2016 (342), population aware of HS 2014 (811), population aware of RCAHMS 2014 (314)

How do you rate the overall reputation of …?

72 45
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29
20

37 35

42
41

39 41

21 32
21 22

6 62 3 2

HES 2018 HES 2016 HS 2014 RCAHMS
2014

Not favourable at all

Not very favourable

Fairly favourable

Very favourable

Extremely favourable

Many more stakeholders would say they feel very favourable or extremely favourable towards 
HES than in 2016 while there has been a smaller increase amongst the wider population. 
Levels are now similar to those obtained in 2014.

12 10 9 9

37 37 39
26

45 45 46
57

3 4 2 32 2 1 1

HES 2018 HES 2016 HS 2014 RCAHMS
2014

Not favourable at all

Not very favourable

Fairly favourable

Very favourable

Extremely favourable

Stakeholders Population

94 97 98 92 94 92Top 3 (%) 

How favourable is your opinion of <ORGANISATION>?
BASE: All stakeholders 2018 (189), All stakeholders 2016 (278), HS assigned stakeholders 2014 
(199), RCAHMS assigned stakeholders 2014 (51), All population aware of HES 2018 (443), population 
aware of HES 2016 (342), population aware of HS 2014 (811), population aware of RCAHMS 2014 
(314)

How favourable is your opinion of…?

92 94
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51 46
55 62

29 33
29

24

14 17 12 124 43 4 2

HES 2018 HES 2016 HS 2014 RCAHMS
2014

Definitely not

Probably not

Fairly likely

Probably

Definitely

Most stakeholders and the majority of Scottish population trust HES – a relatively stable trend 
over the past four years

21 22 25 20

35 32
35

28

34 35
33

43

4 4
2 21 3

HES 2018 HES 2016 HS 2014 RCAHMS
2014

Definitely not

Probably not

Fairly likely

Probably

Definitely

Stakeholders Population

96 96 98 88 93 91Top 3 (%) 

How much do you believe you can trust <ORGANISATION>?
BASE: All stakeholders 2018 (189), All stakeholders 2016 (278), HS assigned stakeholders 2014 
(199), RCAHMS assigned stakeholders 2014 (51), ), All population aware of HES 2018 (443), 
population aware of HES 2016 (342), population aware of HS 2014 (811), population aware of 
RCAHMS 2014 (314)

How much do you believe you can trust …?

94 90
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23
14

26 25

39
39

44 47

22
28

21 22
10 17
6 2 9 6

HES 2018 HES 2016 HS 2014 RCAHMS
2014

Poor

Fair

Good

Very good

Excellent

Perceptions of the success achieved by HES have improved significantly amongst 
stakeholders since 2016 while ratings amongst the population were fairly constant. However, 
for both groups ratings have not yet reached those obtained for Historic Scotland in 2014.

9 8 9 10

26 24
32 23

43 40
37

38

12 15 15
20

3 3 1 2

HES 2018 HES 2016 HS 2014 RCAHMS
2014

Poor

Fair

Good

Very good

Excellent

Stakeholders Population

54 70 72 33 42 32Top 2 (%) 

How do you rate the success achieved by <ORGANISATION>?
BASE: All stakeholders 2018 (189), All stakeholders 2016 (278), HS assigned stakeholders 2014 
(199), RCAHMS assigned stakeholders 2014 (51), ), All population aware of HES 2018 (443), 
population aware of HES 2016 (342), population aware of HS 2014 (811), population aware of 
RCAHMS 2014 (314)

How do you rate the success achieved by …?

62 35
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19 17
26 24

47
40

43 40

19 29
21 24

12 11
4 3 10 12

HES 2018 HES 2016 HS 2014 RCAHMS
2014

Poor

Fair

Good

Very good

Excellent

Rating of the quality of HES’s products and services has increased for stakeholders but 
remained similar for the population. Ratings of this aspect are now fairly similar to those 
obtained in 2014.

10 5 7 9

22
24

28 18

42 43
39

40

12 13 14 18

3 4 1 2

HES 2018 HES 2016 HS 2014 RCAHMS
2014

Poor

Fair

Good

Very good

Excellent

Stakeholders Population

57 69 64 30 36 28Top 2 (%) 

How do you rate the quality of products and services provided by <ORGANISATION>?
BASE: All stakeholders 2018 (189), All stakeholders 2016 (278), HS assigned stakeholders 2014 
(199), RCAHMS assigned stakeholders 2014 (51), ), All population aware of HES 2018 (443), 
population aware of HES 2016 (342), population aware of HS 2014 (811), population aware of 
RCAHMS 2014 (314)

How do you rate the quality of products and services provided by …?

66 32
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SEGMENT: total - WAVE: Historic Scotland Stakeholder Survey

40 60 80 100

Low corporate 
reputation

High corporate 
reputation

69

HES 
2016

In 2018 HES achieved a TRI*M index of 75 among stakeholders – a higher index than in 2016 
but still lower than obtained in 2014. Positively, all of the results obtained are somewhat higher 
than the B2B benchmark index.

The Corporate Reputation TRI*M Index is a single number metric which reflects views on an organisation’s functional competence (success, quality) and the strength of 
relationships (favourability, trust)

BASE: All stakeholders 2018 (189), All stakeholders 2016 (278), HS assigned stakeholders 2014 
(199), RCAHMS assigned stakeholders 2014 (51)

83 85

HS 
2014

RCAHMS 
2014

B2B existing 
customers norm 

(Stakeholder 
Benchmark)

57

HES 
2018

75
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BASE: All stakeholders 2018 (189)

Two in three HES stakeholders are 
classified as Ambassadors, rating the 
organisation highly on both emotional 
and rational aspects.

Encouragingly, the proportion of 
stakeholders in this group has grown 
since 2016, reflecting improving 
perceptions of the organisation.

The second largest group Rejecters 
represents 15% of stakeholders. This 
group rates the organisation negatively 
on both rational and emotional 
dimensions and are likely to generate 
negative word of mouth 
communications. 

Rejecters Rationals Sympathisers Ambassadors

2018

12%

65%

8%15%

Sympathisers Ambassadors

Rejecters Rationals
High competenceLow competence
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20%

58%
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2016
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SEGMENT: total - WAVE: Historic Scotland Population Survey

40 60 80 100

Low corporate 
reputation

High corporate 
reputation

53

HES 
2016

HES achieved a TRI*M index of 55 amongst the wider Scottish population – slightly higher than 
in 2016 and getting close to the index of 58 achieved for Historic Scotland in 2014. Positively 
this result is also above the benchmark index.

The Corporate Reputation TRI*M Index is a single number metric which reflects views on an organisation’s functional competence (success, quality) and the strength of 
relationships (favourability, trust)

BASE: All population aware of HES 2018 (1090), All population aware of HES 2016 (342), population 
aware of HS 2014 (811), population aware of RCAHMS 2014 (314)

58

HS 
2014

General Public 
Norm (Population 

Benchmark)

50

HES 
2018

55

49

RCAHMS 
2014

15



BASE: All population aware of HES 2018 (1090)

Over the past two years, there has been 
little change in the distribution of the 
Scottish population into the TRI*M 
typologies.

HES continues to have an almost equal 
ratio of loyal ‘ambassadors’ to ‘rejecters’ 
while around a quarter fall into the 
‘sympathiser’ group who trust and favour 
HES but provide lower ratings on the 
‘harder’ functional measures of success 
and quality.
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36%

8%
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55 75

Low High

technology

tourism

grocery & retail

public sector

energy 

StakeholdersPublic

Comparing the TRI*M Indices achieved by HES to benchmark results obtained for other organisations 
(2017 ratings amongst Scots population) shows that the 55 index recorded amongst the population is 
higher than obtained for all included organisations in the travel, financial services and energy sectors

50

General 
Public Norm

Source: TNS Scottish Omnibus 2017
Note: Caution should be applied in comparing performance against the other organisations reflecting 
the different time periods, audiences and methodologies

17

travel

financial

Scottish population survey benchmarks 2017 NB: Stakeholder result included for 
reference but not directly comparable to 
these population survey benchmarks.

Presenter
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TRI*M scores for:
Highlands and Island Enterprise  - 61
Visit Scotland - 66



In what aspects does HES perform better and where does it need to improve?
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Stakeholders continue to be most happy with knowledge and expertise and support for the 
historic environment. Decreasing ratings obtained for listening and taking account of 
stakeholders’ views should be addressed.

How would you rate Historic Environment Scotland’s performance in each of the following areas?
* New in 2018
BASE: All stakeholders 2018 (189), All stakeholders 2016 (278)

76

67

65

42

37

21

81

61

37

36

Knowledge & specialist expertise

Promotion & support of the historic
environment

Providing useful information and/or
guidance*

Transparency & clarity of role

Working collaboratively, in an inclusive way
with others to achieve shared goals*

Listening to & taking account of
stakeholders views in consultations

HES 2018

HES 2016

19

N/A

N/A



Excellent Very good Good Fair Poor
Transparency & clarity of role 13% 29% 26% 16% 8%

Knowledge & specialist expertise 35% 40% 12% 6% 1%

Promotion & support of the historic 
environment 23% 44% 20% 7% 4%

Listening to & taking account of 
stakeholders views in consultations 7% 13% 22% 13% 10%

Working collaboratively, in an 
inclusive way with others to achieve 
shared goals*

11% 26% 22% 11% 10%

Providing useful information and/or 
guidance* 27% 38% 21% 9% 2%

How would you rate Historic Environment Scotland’s performance in each of the following areas?
* New in 2018
BASE: All stakeholders 2018 (189)

More specifically, the rating breakdown on HES’s performance areas in 2018 on a scale from 
‘excellent’ to ‘poor’ is shown below
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High performance ratings are most often provided due to positive experiences in dealings with 
HES staff, a good level of service and appreciation off information provided

You rated excellent, very good or good for the following areas, please can you provide further 
information on why you gave this rating.  If possible, please give specific examples.
BASE: All population aware of HES 2018 who rated the areas as At least good (182)

“HES has a great many very knowledgeable staff who are 
generally keen to share their expertise...”

“HES employs a great number of hugely knowledgeable 
experts, which is reflected in the information and guidance 
that they give, in all its various forms…”

“Adverts, booklet and guides/ information at sites are all 
great.”

29%

25%

19%

13%

Staff Service Information From visits/what I
have seen

Top themes among positive verbatim
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Lack of collaboration/partnership is the most frequently cited issue amongst stakeholders who 
are dissatisfied – reflecting the decline in this measure over the past two years

You rated the following areas as fair or poor, please can you explain why you gave this rating and how 
you feel Historic Environment could perform better in this area.
BASE: All population aware of HES 2018 who rated the areas as Not good (65)

.

“The partnership and collaboration needs to be more open 
and expanded.”

“…feels like HES would prefer to develop methods and 
processes that impact on the wider sector and historic 
environment internally before coming to the wider sector 
seeking any sort of collaboration.”

“…lack of clarity over what each department does…How 
does that department differ to 'Archaeology' when there is 
so much cross-over between broader heritage work and 
archaeological research?”

25%

17%

12% 11% 11%

Lack of
collaboration/
partnership

(in some areas)

Clarity of role Protection of
(Historic) sites/
environment

Lack of
communication/
keeping people

informed

More
transparency/

opaque in
some areas

Top themes among negative verbatim
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How well is HES communicating with stakeholders and how can it do so 
better?
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Stakeholders are slightly less likely than in 2016 to have very frequent contact with HES

During the last 12 months, how often - if at all - have you had any dealings with <ORGANISATION>?
BASE: All stakeholders 2018 (189), All stakeholders 2016 (278), HS assigned stakeholders 2014 
(199), RCAHMS assigned stakeholders 2014 (51)

42

46

38

33

37

38

47

29

21

16

15

37

HES 2018

HES 2016

HS 2014

RCAHMS 2014

At least monthly

Every few months

Every 6-12 months

% of frequency stakeholders have had dealings with HES in the last 12 months 
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As in 2016, emails and newsletters, the HES website and the membership magazine continue to 
be the most frequently mentioned sources of information on HES

In which of the following ways, if any, do you normally find out about what  <ORGANISATION> is doing?
* New in 2018
BASE: All stakeholders 2018 (189), All stakeholders 2016 (278)

61

54

52

20

22

1

17

16

2

1

65

54

46

27

26

3

Emails or newsletters

The organisation's own website

Membership magazine

Events and activities

Local or national media coverage

Other websites

Social Media - Facebook*

Social Media - Twitter*

Social Media - Instagram*

Social Media - LinkedIn*

HES 2018

HES 2016

N/A

N/A

N/A

N/A

% stakeholders found information from….
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Ratings for all aspects of HES’s website have improved, indicating that stakeholders are much 
more satisfied than they were two years ago. Ratings for the search facility have increased 
most significantly.

How would you rate <ORGANISATION’s> website on the following aspects? 
BASE:  All stakeholders 2018 (189), All stakeholders 2016 (278)

50

46

47

42

43

38

18

42

41

40

38

34

26

17

Easy to understand

Overall look and feel

Informative and inspiring content

Accessibility

Signposting of relevant information

Search facility

Other

HES 2018

HES 2016

% stakeholders rating each organisation’s website as excellent or very good on each measure….

26
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State: Question asked referred to the “Historic Environment Scotland Website” there was potential for respondents to answer about different websites which they considered this to mean e.g. from the comments provided it is clear that some respondents were thinking of the part of HES website where listed buildings can be found.

Respondents provided ratings on a 5 point scale but in the chart we have shown just the top two most positive ratings only (Excellent and Very Good). While the proportions ticking these top boxes has decreased since 2014, it is important to note that we still have very few people giving the most negative ‘poor’ response (<5%). So what we see is a relatively small shift from people typically giving an excellent or very good rating to one of good or fair. 



Excellent Very good Good Fair Poor

Easy to understand
22% 28% 30% 12% 3%

Overall look and feel
19% 27% 33% 16% 3%

Informative and 
inspiring content

15% 32% 31% 15% 2%

Accessibility 14% 28% 29% 14% 2%

Signposting of 
relevant information 
and services

15% 29% 33% 11% 7%

Search facility 11% 27% 28% 14% 8%

Other
7% 11% 15% 6% 2%

How would you rate <ORGANISATION’s> website on the following aspects? 
BASE: All stakeholders 2018 (189)

More precisely, the table below demonstrates stakeholders ratings of the various aspects of 
HES website on a scale from ‘excellent’ to ‘poor’.
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Summary of Key Insights
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About two-fifths of the Scottish population are aware of Historic 
Environment Scotland – a higher proportion than in 2016. The younger 
population and C2DE social groups continue to be least aware of the 
organisation.

The majority of stakeholders still consider management of historic 
properties and archives as the key function of HES. However there is 
less recognition of the organisation’s capabilities in other areas such as 
providing online services and resources, providing guidance for owners 
and advice within the planning process.

Summary of Key Insights

1. How aware are stakeholders of 
the new organisation and how can 
this be improved?

29

2. What does the reputation of 
HES look like now and what’s 
influencing this?

The reputation of HES has strengthened amongst its stakeholders but 
has remained at broadly similar levels amongst the population. 

HES has achieved a TRI*M index of 75 for stakeholders and 55 among 
the general population – these levels are higher than benchmarks and 
those obtained for many other well known organisations.

However reputation levels on most measures are not yet at the levels 
achieved for Historic Scotland in 2014.



Summary of Key Insights

3. In what aspects does HES 
perform better and where does it 
need to improve?

Perception of success among the Scottish population has remined 
stable, but improved amongst stakeholders. 

All performance areas have been rated higher this year except for 
HES’s ability to consider stakeholders’ views from consultations.

To create a greater sense of transparency and collaboration, HES 
should make sure stakeholder consultations are participative and follow 
up on feedback from stakeholders with an action plan.

31

4. How well is HES communicating 
with stakeholders and how can it 
do so better?

Stakeholders are slightly less likely to have frequent contact with HES 
than they did back in 2016.

Emails/newsletters have remained the key source of information about 
HES for stakeholders. Collectively, social media is the fourth most 
popular channel where stakeholders source information.

Ratings of all website aspects have increased significantly compared to 
2016.
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