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*All new
applications

completed within
service standard

Sept 2020

*Digital service
availability of

99% (excluding
maintenance)

Achieve
Investors in People
advanced (level 3)

March 2021

*Increase RoS IT 
staff by 20% and 

decrease IT 
contractor roles by 

20%, by 
Sept 2020

  

Increase
CSPS² 63%

participation rate &
59% engagement

score over next
two surveys

Continue to
reduce carbon

footprint -9% and
paper usage -22%

Sept 2020

  

Customer 
Satisfaction

 score to
improve to 80% or
above Sept 2020

Quality of cases
above 93%, data
points above 98%

each month

*Customer effort
score on our

 services
above 60%

 
 

 
 

*Continued growth 
in ScotLIS 
customers 

sessions each 
quarter

 
 

 
 

50% of Land
Mass complete

March 2021 and
public sector land

complete
(if detail held)

Achieve a return
on non-statutory
services of cost

recovery plus 5%
March 2020

No arrear
Sept 2020

(not Cat Bs)¹

    Achieve 3%
efficiencies on per
annum unit costs

March 2020

  

*Safely 
maintain and 
improve our 

essential digital 
systems  

Increase to
50% the

discharges submitted
and processed

digitally
Sept 2019

No application
rejected after 35
days of receipt

Sept 2020

Discontinued KPIs

1Cat B - An application to register a deed affecting part of registered 
title, where the registered title does not form part of a development.
2Civil service people survey (CSPS). This employee engagement 
survey is run annually across the UK civil service.

*new/updated KPI

Lead on 
the innovative 

provision of land 
and property data 

so that it is accessable 
and used to create 

value for 
Scotland’s 

people and 
ecomomy

Complete 
Scotland’s 
Land Register by 
2024 and provide 

transparent, accurate 
and impartial 

information 
for all

Invest in our 
people so they 

can support a 
professional 

flexible business 
that works at pace to 
deliver value and 
fulfils our public 
task

Develop and 
deliver digital 
improvements 

that support a 
forward-thinking 

sustainable business 
where the needs of 

our customers are 
exceeded

 

Vision
To be a digital

registration and
information business

trusted for our
integrity
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