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Cover/inside cover: Bloomberg London Bloomberg’s new European headquarters in the City of London
was specifically tailored for the information and technology company, accommodating its 4,000 London-
based employees under one roof for the first time. Designed by Foster + Partners, Bloomberg London
was awarded the Royal Institute of British Architects’ Stirling Prize in October 2018. The project included
the reopening of a stretch of ancient Watling Street in the shape of Bloomberg Arcade (pictured), a public
walkway through the site lined with restaurants and decorated with public art.

At the same time registration expert Ged Power was registering the lease at our Birkenhead Office. “It was
amazing to see the news reporter walking around the atrium of the building that | was in the process of
working on,” said Ged, who rates the application as among the most complex he has been involved in
during his 39-year career due to the patchwork of titles registered to landlord Walbrook Square. These
included slivers of ‘airspace’ overhanging the surrounding pavement. Registering the underlease to
Bloomberg took Ged around a week’s work in total, including studying the completed building using
Google Street View. Cover photo: Shutterstock/MartineDF Inside cover photo: Shutterstock/Eugene Regis
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Performance report

The purpose of the overview is to give a summary of

HM Land Registry, its purpose and performance against

objectives.

Our ambition

HM Land Registry is committed to becoming the
world’s leading land registry for speed, simplicity and
an open approach to data, and aiming to achieve
comprehensive registration by 2030.

Our mission
Your land and property rights:
guaranteed and protected.

Our primary role

Land is our nation’s greatest asset. Clarity and
security of land ownership is essential to a
functioning property market. A healthy market is
essential to a successful economy and society. Land
is used to support all dimensions of life — agricultural,
business, social and personal. Its financial value may
fluctuate, but its vital role in life remains the same.

We provide that necessary clarity and security in
property ownership and interests. We do this by
maintaining a Land Register of more than 25 million
land and property titles in England and Wales valued
at £7 trillion, enabling more than £1 trillion worth

of personal and commercial lending to be secured
against property. The records are state guaranteed.
We enable property transactions to be registered
accurately, efficiently and safely. This provides trust
and confidence in the property market and thereby in
the economy generally.

Our Head Office building in
Croydon Photo: HM Land Registry

Our values

— We give assurance
— We have integrity
— We drive innovation
— We are professional

Our statutory duties

HM Land Registry was established in 1862. We are a
non-ministerial government department, an executive
agency (since 1990) and a trading fund (since 1993)
that makes no call on funds voted by Parliament.

The Land Registration Act 2002 empowers us to deal
with “the business of registration” and is our primary
governing statute. Our income from fees covers all of
our costs under normal operating conditions.

The head of HM Land Registry is the Chief Land
Registrar, appointed under statute by the Secretary
of State for Business, Energy and Industrial Strategy
(BEIS) who has Parliamentary responsibility for HM
Land Registry and for the legislation under which we
operate.

The Infrastructure Act 2015 enabled HM Land Registry
to start to compile a national register of local land
charges.

Our services

Our ambition to become the world’s leading land
registry for speed, simplicity and an open approach
to data was announced by the Government in
February 2017. This was followed by the publication
of HM Land Registry’s Business Strategy for 2017-
2022 in November 2017.

For more than 150 years it has been our privilege
at HM Land Registry to provide an extraordinary
breadth of services whose simple purpose is

to maintain clarity and security in property
ownership and secured lending and to support
swift transactions. We have provided the trust and
confidence the market and economy need through
being expert and having integrity in all we do.




Employees

5,619

(5,074 full-time equivalent)

Male Female

39.5% 60.5%

Part-time

33.2%

Apprentices

62
)

£77,346

raised for charity

£sf

Customers surveyed who
rate our services as good,
very good or excellent

9290

Registered titles

Official RIS 2 5 5
copy of [ie ° m

register
of title

HM Land Registry 271,
o

Registered land in
England and Wales

86.6%0

13.1m hectares




Our roleinthe property and financial markets

What our customers ask

— what’s available close to home? — how much can | borrow? — is the land registered?
— how big is the garden? — what’s the property worth? — who owns the property?
— how big is the car park — is there an outstanding

®
SALES | LETTINGS | NEW HOMES

# Bhoto: Shutterstock/I Wei Huang

Examples of our services that can help at every stage

— register view — land charges search — search of the index map (search
— price paid data — house price index of the national map)
— bankruptcy search — official copy
(official copy of a register entry)

Our services

Information s | - Register change
services S - ff SETViCeS
Income rerglzfslter Income
£19.5m £230.5m
arte® Application volume 7.8m Application volume 7.2m

We hold one of the largest transactional
geospatial property databases in Europe and
since 1990 our register has been open to the
public. Our online services let people check
whether a property is registered (without the
specific details), check the progress of their
request and receive notifications to protect
their property against fraud for free. For a
small fee anyone can get an instant snapshot
of the details for any registered property.

When things change, the register needs to
be updated accurately. Properties are sold,
homes and office buildings are remortgaged,
owners get married or property is transferred
when owners pass away. When buildings are
split into flats, portions of land are sold on
and new developments completed, new titles
need to be created. Changing the register
can be complex so this is where our expert
caseworkers focus their technical knowledge
and experience.

Views of the register

£19.5m

Application volume
6.6m

MapSearch

Free

Application volume
1.2m

Register updates New leases

£148.6m

Application volume
6.7m

Transfers
of part

£38.8m

Application volume
0.2m

£26.7m

Application volume
0.2m

First
registrations

£16.4m

Application volume
0.1m



Exchange of contract Completion Living and working in the property

— s the offer protected? — has my loan been registered? — are my details up to date?
— has the seller’s conveyancer — has the sale of the property been — how can | stop myself being a
searched the register? completed? victim of property fraud?

— I need to remortgage

— official search — register updates Property Alert
(completion priority — registering new titles (free property monitoring

protection) service)
digital mortgage

Guaranteed . Other
/& D queries . S@IVICES Statutory and
£

Income Income commercial income
pRANT E—
™ £58.9m + B £11.5m £320.3m
me

[

Application volu I service requests

20.1m Our Local Land Charges service, launched in July 36.6m
. - 2018, can reveal whether a property has The total income
Our search of the index map, official restrictions on its use. Our digital Land Charges ~ figure includes
copies and official searches services service protects certain interests in unregistered ~ refunds. The income
provide protection and assurance to land and we maintain the bankruptcy index for figure for each
property professionals and citizens by England and Wales. Our Agricultural Credits individual service
protecting transactions while the transfer Department is responsible for maintaining a in this diagram
:as ctgmgIteeE:iE(sjEJTchesst(e;riir\gcczsnagrgtlazggly register of short-term loans secured on farming ~ excludes refunds.
u u r ir : .
results instantly, making conveyancing stock and other agricultural assets. ;he service requests
faster. . . igure includes
Land Charges and Agricultural Credits 1.6m telephone
£7m calls and items of
Official Searches of the The information in our register is valuable to a correspondence.
copies index map wide range of users from property professionals
£50 m £1 1 m and financial institutions through to tech start-ups
Bl "o and infrastructure specialists. Our data, available
Application Application directly from us or via tech intermediaries, enables
volume volume property technology (PropTech) entrepreneurs to
16.7m 0.8m create new products, allows buyers and lenders
. to make more informed decisions and facilitates
Official searches transparency to combat fraud and corruption.

£7.8m

L0 Commercial services
Application volume

2.6m £4.5m



Chair’s statement
by Michael Mire

“While our aims may be ambitious, our plans are
realistic, delivering the changes our colleagues and our
customers need and want today while preparing for a
future that may be radically different.”

listed cast-iron gasholders in King’s Cross, central London,
into homes by constructing residential drums within the
holders. The drums are set at differing heights to suggest the
rise and fall of the stored gas and each has a central atrium
allowing light to flood in. Registration proved complex as it
involved the consideration of large, complex deeds affecting
the site due to its proximity to London St Pancras International
Station and the High Speed 1 railway line. The new casework
systems we are developing will make the registration of all
properties simpler, faster and cheaper Photo: John Sturrock

\\ The Gasholders London project has converted three Victorian



MICHAEL MIRE Chair of HM Land Registry

Her Majesty’s Land Registry has an illustrious
reputation. For 157 years we have imparted our
expertise and objectivity to secure England and Wales’
immense property wealth.

Two years ago, we launched an ambitious Business
Strategy that set out to reveal another side of this
prestigious institution — our ability to take a leading
role in a digital transformation of the property market.

In the second year of the strategy that leading role has
been firmly established.

The Digital Street community we lead has grown

as more industry players from banks and building
societies through to property lawyers and PropTech
innovators have joined us to help show the world how
blockchain and smart contracts could deliver seamless
transactions in the future. Internally we have reshaped
our underpinning technology architecture and trialled
a new intuitive casework system and we are now using
robotic processing to remove simple tasks from our
registration experts.

Our data continues to fuel the growing digital economy
through the release of new datasets and our Geovation

The way we interact with the world digitally is rapidly changing.
HM Land Registry will enable its data and services to keep step with
these behavioural changes, including voice activated registration.

HM Land Registry  Business e-services  Find a

HM Land Registry

(@ A s syt
HM Land Registry Portal Login
Recured s e ey
[O———

Business o-sorvices users can g 0 acoess Busnes oservies.

programme which supports PropTech entrepreneurs
to create innovative products and services with our
data. So far, our £160,000 of seedcorn investment
has resulted in more than £6m worth of third-party
investment.

We hold some of the most valuable location
intelligence in the world. We are taking a leading
role with the Geospatial Commission in linking it with
multiple data sources to unlock the huge amount of
economic value in geospatial data.

Our colleagues remain vital to our future plans. At

each meeting the Board directors hold breakfast
sessions with colleagues to talk about the future and
the challenges we face in creating a world-leading land
registry. Those sessions have been invaluable to me.
They have enabled a dialogue about how we ensure we
empower and develop our experts and help to recruit
and retain the most talented people. Without them, we
will not be the world’s best.

While we look to the future, we have not lost our focus
on the vital role we play day-in-day-out in the smooth
running of the residential and commercial property
markets and the underpinning of property lending.

Even with one of the highest demand years we have
seen in recent times, we still retained good customer
satisfaction and achieved our quality targets. However
while we have met the standard for first registration

of unregistered land and large housing developments
we are not yet meeting the standard for other complex
new title work. Tackling this will be our top priority for
next year.

While our aims may be ambitious, our plans are
realistic, delivering the changes our colleagues and our
customers need and want today while preparing for a
future that may be radically different.

I am both honoured and excited to chair HM Land
Registry as our transformation ambitions become a
reality. You can read about the programmes of work
that will achieve our aims in this Annual Report.

mzakaf)\ﬁq

|l HM Land Registry Oper

Search the price paid
dataset:




with Mike Harlow Acting Chief Executive and
Chief Land Registrar

-4
) W .)
M e

YD 4444 v ., Clockwise from top left: Mike Harlow in
He044444t01 02000 — Croydon, board members at a breakfast
1000000000 mﬂ""l a3 event in Plymouth, Mike filming a Time

to Talk Day video in Croydon, and senior

~ managers at a Strategic Leaders Network
meeting in Leicester. Photos: HM Land Registry/
Mike Lister/Steven Thomas/Peter Sim



MIKE HARLOW Acting Chief Executive and
Chief Land Registrar

What has struck you about the organisation
since you joined HM Land Registry?

Itis a huge privilege and responsibility to be part of the
leadership of the organisation at this important time. |
have worked in the property industry all my career. For
14 years | was a lawyer in private practice using HM
Land Registry’s services. | know the trust and confidence
that HM Land Registry provides the market through

its clear, secure and accurate records. | know that
comes from the care and expertise of our experienced
colleagues. | know how reliant the country is on the
proper functioning of land registration.

What surprised me when | joined HM Land Registry was
the true scale of its role. We have this year estimated that
the 25.5 million titles in the register covering 86.6% of
England and Wales are worth £7 trillion and that more
than £1 trillion of debt is secured on them.

Why is the transformation programme so
important?

The country’s greatest single asset is its land and yet the
property market is significantly slower, less well-informed
and less efficient than others, such as the share market.
New technologies, such as artificial intelligence, machine
learning and blockchain, present a great opportunity to
allow businesses and people to make faster and better
buying decisions and to transact and borrow against land

with more confidence, greater ease and lower overall cost.

Land in England and Wales is our primary resource

for life. It provides our homes, our food, a place for

our businesses, space for recreation, natural beauty,
heritage and our infrastructure. The way we enable land
to be owned and sold fundamentally affects our social
wellbeing, our environment and our prosperity.

Land registration gives people control and flexibility in
their ownership of land. It supports housing, mobility,
business development and inward investment.

The importance of making the most of this vast and
permanent asset right now cannot be overstated.

HM Land Registry has an ambitious strategy to capitalise
on the revolution in digital technologies and become the

world’s leading land registry for speed, simplicity and an

open approach to data.

We want to be world leading to enable the property
market in England and Wales to be the best it can be. We
want to use the latest technology to help the market to be
better informed, simpler, faster and cheaper. All the while,
we know we must maintain trust and confidence by being
brilliant at the basics. This means always continuing to
create and maintain a clear and secure record of who
owns what.

Are there risks to taking on such an
ambitious strategy?

Our primary role of providing accurate and secure records
and enabling safe transactions must not be put in peril.
We are investing in our risk and assurance framework to
bring itin line with best practice. This will ensure we can
deliver our transformation confidently and at pace.

We are mindful of the possibility of income volatility in
the coming year. We have reviewed our response to the
fall in property transactions after the financial crisis in
2007/8 and examined key expert forecasts. We have
robust mitigation plans in place aimed at maintaining
momentum in our transformation and safe continuity of
service.

What are the key areas of focus for an
organisation that is undergoing such a
significant transformation?

HM Land Registry must hold fast to its core purpose and
values that underpin market confidence, while rethinking
how services can be provided, starting with digital data
and new technologies in mind.

We cannot do this alone, though. Land registration is but
a crucial cog in an intricate machine. The way we change
what we do must mesh with the other moving parts in the
property market. That is why we have focused this annual
report on our collaborative approach to transformation.

There are many parties involved in property transactions.
They include owners, developers, lenders, agents,
lawyers, surveyors, insurers, removers and so on. It

is currently a complex process and there are many
representative and regulatory bodies in the sector.

HM Land Registry is determined to play its role in
showing leadership in the industry to drive and catalyse
innovation to make conveyancing simpler, faster and
cheaper for all.

Our Coventry office Photo: HM Land Registry/lan Stone




This year was the second of our transformative five-year strategy, /
which has six core objectives. P

ggggg

O /’

World leading through Digital Street
Our Digital Street research and development
programme has engaged more than 250 businesses
and institutions. Our partners in this virtual
community are helping us understand the potential
of the property market. They have been steering our
work and collaborating on how distributed ledger
technology (blockchain) could speed up and secure
the property-buying process.

Brilliant at the basics

We are moving to a single national and digital way of
doing business. This year we have defined what our new
operation looks like. We know the resources it needs and
the functional teams it will comprise. We understand

the expertise we will need to maintain the integrity of
the Land Register. With all the planning complete we are
now building the operations function of tomorrow.

Throughout the changes this year we have met all our
speed of service targets apart from one. We exceeded
our register quality target and met our increased
target for customer service. We missed the target for
those cases involving new title creation, which was
disappointing. These cases represent 7.2% of our
workload. We recognise the resource shortages in this
area and are executing a plan in the coming year to
address it.

We are also bringing the latest technology to our own
processes. We have prototyped new digital services
for our colleagues, which included introducing Robotic
Process Automation for the first time. We have laid
the foundations for a digital future by upgrading our
IT infrastructure, developing our digital expertise and
preparing to use machine learning to create a truly
digital register.

We have also been working hard behind the scenes to
transform our digital services, which customers will start
to see in 2019/20.

HM Land Registry 22
Of Of Official
0 co copy of

rer re register
of of oftitle

& EE — i = e—

A comprehensive register Opening our data

Our aim is to complete registration of all residential Unlocking the full potential of land in the economy
and commercial land by 2030. Once the register is is partly dependent on making land data digital,
practically complete, the market will no longer have useable and open. Our data is a cornerstone of a
to deal with the complications of unregistered land. better-informed property market.
The register data will also be more useful, as service
providers will not have to cater for gaps in coverage.

' HM Land Registry is one of six national geospatial
~ data organisations, collaborating with the Geospatial
This year we helped to create and publish a list of all Commission to establish standards and methods
unregistered public sector land, meeting our first key to combine geolocated data. This will improve its
milestone. This list will help us work with public sector & usefulness in the property market. It will also provide
bodies to identify and register unregistered land. The s an important resource for commercial and public
priority will be those areas with the greatest housing services.
need.

Our Geovation programme we run with Ordnance
Survey continues to help us understand the true

potential of the data we hold. Since October 2017,
we have invested £160,000 of grant funding in 14
PropTech companies who have raised more than £6m
of third-party investment.

12




Expert people

We are experts in land registration law and process.
Our future success rests on the commitment,
integrity and expertise of our colleagues. We want
every colleague to feel valued and respected for who
they are and how they can contribute to our hugely
responsible and ambitious task. We want a diverse
workforce with an inclusive culture that has a strong
sense of shared values.

| This year we exceeded both of our colleague

| engagement targets with scores now at a record high.

Our ongoing work to empower, develop and support
our people was recognised with three industry awards
this year.

Our new strategic workforce planning model, new
recruitment and selection process supported by
career and training paths across all key professions
are enabling us to attract and nurture some of the

best talent across the private and public sector.

Financially strong

All our investment in transformation continues to
come from our fee income alone. The Local Land
Charges Programme is funded from reserves
established from fee income surpluses in previous
years. This year we invested £31.8m in transformation
(up from £13.8m 2017/18) and £4.3m in building the
Local Land Charges Register.

We ended the year with a small retained surplus of
£5m.

Our fee structure can be confusing for customers,
making it difficult to understand and operate. This
year we have laid the ground for a new fee structure
to be introduced from April 2020 onwards. The new
fees will simplify services and improve our resilience.




Interview

with Lisa Barrett Chief Executive,
Land Information New Zealand (LINZ)

New Zealand is top of the rankings for ease
of doing business in property. How has Land
Information New Zealand contributed to
that?

A significant contributor to the nation’s success has
been our digital approach to conveyancing. Our register
of two million titles has been truly digital since the
early 2000s. Entries to the register can be completed
electronically. ‘Landonline’ is our digital platform on
which all the parties to a transaction log their intention
to deal with a property.

The lawyers representing the parties individually certify
the information provided. On this basis, and following
strict business rules agreed by the Registrar, the
register can then be automatically updated at the same
time as the transaction completes in 87% of cases. A
team then audits the register changes to ensure that
the rules have been followed and therefore the register
retains its accuracy.

Introducing this digital approach reduced costs
considerably and increased fraud resilience. Fraud

is always a concern to land registries. It continues to
be negligible. The speed and convenience is now an
accepted part of the overall conveyancing process and
a significant contributor to the ease of doing business
in property.

Land Information
New Zealand

LINZ DATA SERVICE

Property Ownership & Boundaries Data -

% Help Signin

Al
Layers
Tables

Documents

NZ Christchurch Post-EQ Survey-

Accurate (SDC) Boundary Coordinates
LINZ / Survey & Title

Aerial Photos

Basemaps
Crown Property

NZ Christchurch Post-EQ Survey-
Elevation Accurate (SDC) Non-Boundary

Full Landonline LINZ / Survey & Title
Dataset

Gazetteer il
~
Geodetic :

Hydrographic &

Maritime

Property
Ownership &
Boundaries

NZ Survey Observations (Cadastral)
LINZ / Survey & Title

Land y

Administrative 5 I
Parcels

Survey

Titles & Owners

Property and Ownership Simplified
Tables Data Dictionary
LINZ / Survey & Title

o+

Roads and
Addresses
Topographic

What challenges did you face and how did
you overcome them?

In the 2000s, Landonline was initially voluntary

for lawyers. As a sector, they were going through
their own digital transformation. LINZ spent
considerable time and money on training and
educating lawyers, and their staff, in using the
system and understanding its benefits to them. As
an organisation we also underwent considerable
process change, which was a big transformation for
staff. The shift was a success due to the partnership
with the Law Society, clear communication and

a determination to see the changes successfully
implemented.

What are your future plans to support the
New Zealand property market?

We are putting land data to best use in the economy. We
have a cadastral system —where the base map for titles
is measured by reference to fixed points on the ground.
That layer of data and all the others that LINZ holds are
openly available.

We are also working up plans to introduce a network of
geospatial data providers, including local authorities.
We hope this federated model for combining data will
support commercial and public services.

We also need to update Landonline so that it

stays world-class and can work with modern-day
conveyancing casework systems using APIs (application
processing interfaces).

A S S

h heim’®
W Bllenhem

LISA BARRETT Chief Executive, Land
Information New Zealand :




The Leadenhall Building, commonly known as the
‘The Cheesegrater’, has been a landmark in the
City of London since 2014. In the past year we have
registered two commercial leases, one of 15 years
and one of 20 years, for tenants of the 48-floor
tower. The building’s architect, Rogers Stirk Harbour
+ Partners, is among its current occupants along
with insurance firms AON and Brit Insurance and
Clydesdale Bank Photo: Shutterstock/Alexey Gane




Director reports

Chris Pope Chief Operations Officer

“Through our Customer Strategy we will continue to
find ways of making the customer experience simpler
and faster without compromising quality.”

Birmingham City Council

Our work with local authorities to identify their
registration priorities continues, particularly those in
the areas of highest housing need. Birmingham City
Council has an estimated 36,000 unregistered sites,
representing the highest amount of work of any public
body in England and Wales. In order to understand
Birmingham’s needs, and the challenges represented
by a project of this size, we have carried out a pilot of
22 sites of varying complexity. This has helped inform
how we can assist the authority with both guidance
and practical assistance in the preparation and delivery
of applications. The city council is currently looking at
how best to register the first phase of up to 2,000 sites
which it believes are the most important in supporting
delivery of its housing and regeneration plans.

Selfridges Birmingham, a contemporary landmark at
the city’s Bullring
Photo: Shutterstock/Mihai-Bogdan Lazar
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CHRIS POPE Chief Operations Officer

The year 2018/19 was one of HM Land Registry’s busiest,
despite reports of a slowing property market, with over 4m
more service requests than in the previous year, making it
one of the highest demand periods in the last five years.

We have met that challenge head on by continuing to
deliver a great service to more than 13,000 professional
customers throughout England and Wales, ensuring

the market can operate and thrive. We have met our
targets for quality and invested time to help conveyancers
improve the quality of information they submit to us.

We have also invested in the transformation of our
operations, creating the foundations on which to build
a national digital function, as we prepare to restructure
our teams under a new operating model.

Finally, we continued to make good progress against
our ambition to have a comprehensive register by 2030
— finishing the job of ridding the system of unregistered
land that started more than 150 years ago.

Delivering a great service to the nation

In 2018/19 we processed more than 36.6 million service
requests, through either our automated channels or

by one of our more than 3,000 registration experts. We
are delighted to have once again met our ambitious
customer key performance indicator, with 92% of
customers surveyed rating our performance as good,
very good or excellent.

We provided a rapid turnaround of searches of

the register, updates to existing entries and other
more straightforward services which are vital to the
everyday smooth running of the market. Registrations
of previously unregistered land and registrations of
medium and large new-build developments were also
completed within our service standard.

Customer satisfaction 2018/19

37%
33%

22%
6%

Excellent Very good Good Fair Poor

While turnaround times for the complex business of
other new title creation were below service standard,

we made significant improvements to our service. For
customers who manage complex commercial and
infrastructure developments, we have now introduced
new tailored services to help them register their interests
and inform site acquisition decisions. This will enable the
nation’s most economically important projects to deliver
at pace.

Guaranteeing high quality

We take great pride that for the fifth year in a row

we have met our stretching quality targets. We have
developed a more stringent measure of quality for the
coming year.

Successful land registration relies on both the checks
made by our staff, and the certifications given by
regulated legal professionals. Every day our registration
experts issue more than 3,000 requests for information
(requisitions) due to omissions or inaccurate information
in applications to change the register. Some are as
simple as spelling a name wrong or incorrect fees. Some
are entirely justified. Some we could avoid. Others could
be avoided by the legal profession. These cost us and
our customers unnecessary time and money and they
could affect the quality and security of the register.

Collaborating with customers

This year we are poised to introduce smart forms to

our online business portal to prevent incorrect entries
or missing information and we hosted more than
12,000 customers via our educational webinars. In
March we published the data we hold on the number

of applications by firms that need further information.
These initiatives have contributed to a fall in the rate

of requests for information from 19.49%o at the end of
2017/18 to 18.9% at the end of 2018/19. The rate per
working day has fallen from more than 5,000 at the start
of the strategy to just under 3,600. This has resulted in
an estimated £214,000 worth of savings for ourselves
and will also have resulted in savings for our customers.
Reducing these errors and omissions from customers is
a trend we will continue to invest in next year.

MILLS & REEV

Law firm Mills & Reeve LLP joined our pilot
Application Management Service in June 2018.

The new service aims to make it easier to register
complex commercial, retail or infrastructure
transactions. We give customers a point of contact
and direct access to registration experts. Our experts
help identify and address potential issues before
they submit their applications. They then manage
their registrations throughout the lifecycle.

Experienced caseworker Ben Smith provided Mills

& Reeve with dedicated support. He advised on the
quality and scale of their transfer plans, leading to
successful registration completion.

A Mills & Reeve spokesperson said: “You managed
to achieve, in less than one month, what we’ve been
trying to get done for over four years. Having one
person to work with throughout who understood
what we were doing was invaluable.”
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Transforming operations

Angie Clarkson, Deputy Director
Registration Services

We need to be brilliant at the basics. For more than a
century HM Land Registry has based its operations on
paper, the post and districts. Today our processes are
in part still running with this legacy. Our aim is to move
to a single national and digital way of doing business.
Over the last 18 months we have grown our operations
function by 17.5%, welcoming more than 1,000

new colleagues into our organisation to develop the
technical experts of the future.

To become brilliant by design we are introducing a new
operational model for a digital future, enabling us to
be an expert and resilient organisation that can cope
with fluctuations in demand while still delivering a
consistently high-quality service to our customers.

Those changes will take time to complete and
mature. By 2021 all our registration colleagues will
be operating in the new model, meeting our speed of
service and quality targets with confidence.

UK bank ring fencing:
Updating 4 million
title entries

In response to the financial crisis, a number
of domestic and international reforms to bank
~ regulation were introduced that required
. lenders to separate their domestic and
commercial borrowing portfolios. These vesting
orders came into force between 1 April and 13
~ August 2018.

As a result, millions of our titles containing
charges (such as mortgages) required updating
with the additional complication that ring
fencing requirements meant that lenders with
multiple charges on a title might transfer to
multiple entities. We estimated that this would
have taken over 3,500 case working days to
complete manually by our registration experts.

Registration colleagues in Birkenhead worked
with our digital experts to create an automated
process that would minimise the need for
caseworkers to manually process the changes.
The new system created a unique ID to address
the issue of multiple charges on the same title,
thus enabling the automatic completion of
changes to individual charges.

More than 2.6 million updates were successfully
made over a six-month period and were
completed at a rate of approximately 100,000
per week, with less than 1% requiring
caseworker intervention.

The Bank of England, responsible for making sure the
financial system is safe and sound
Photo: Shutterstock/Tunpungato

ANGIE CLARKSON Deputy Director Registration Services




MAGGIE TELFER Deputy Director Register Completion

Network Rail’s London Bridge Station
was officially reopened by HRH Prince
William, The Duke of Cambridge, in May
2018 following extensive renovation
Photo: Shutterstock/A G Baxter
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In November 2017 Network Rail announced the
sale of their commercial estate in England and
Wales made up of around 5,200 properties with an
estimated value of £1.46 billion. The majority of the
properties are converted railway arches.

We were involved in detailed discussions about the
registration requirements to support the sale of their

commercial estate which we are now in the process
of registering. This has led to further discussions
about how to take forward the registration of the
whole of Network Rail’s infrastructure and estate. We
knew that this would be a challenging and complex
undertaking, so have been investigating what areas
to pilot to inform what our joint approach should be.

Achieving comprehensive registration
Maggie Telfer, Deputy Director Register
Completion

Land can serve multiple purposes, for many people,
but the owner may not always be clear. That is why,
since the first title was created in 1863, there has been
an ambition to register the entire land mass of England
and Wales.

Today, more than 25.5 million property titles are
registered, and in 2018 we reached 86.6% registration
of England and Wales. In 2018/19 we completed
108,074 first registrations, which equates to 180,354
hectares of land with a value estimated at more than
£19 billion. Comprehensive registration is a vital
component of meeting the demands of one of the most
highly sought-after property markets in the world. Our
aim is to complete the registration of all residential and
commercial land by 2030 with a focus on public sector
land by 2025.

This year, for the first time, a list of all the unregistered
public sector land in England and Wales was published
by the Ministry of Housing, Communities and Local
Government.

Our expert teams are now working closely with local
authorities and public bodies across England and
Wales to identify any unregistered property assets and
to register them in the most streamlined and cost-
effective way.
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Jon Cocking Acting Director of Human Resources,
Organisation Development and Corporate
Communications

“Our ambitions rely on having talented people
with the right skills at the right time.”

Chief Financial Officer lain Banfield
meets colleagues in Plymouth
Photo: HM Land Registry/Mike Lister




Digital communities of
practice

We have established a community of practice for
each of the professions within Digital, Data and
Technology. There are 15 in total with examples
including software engineering, data science and
product management. Each community takes
responsibility for growing the capability of their
practice to help make sure our people are equipped
with the right skills and experience to succeed and
are supported to develop their careers. Alongside
this we have grown the Digital, Data and Technology
directorate by 10% and formed strong relationships
with private sector delivery partners. This has brought
vital new skills and experience into the organisation.

JON COCKING Acting Director of Human Resources, Joe I_-Ionywill, Senior Dgsigner
Organisation Development and Corporate “I might be the only designer on a team but members of

Communications the community of practice are always nearby. If | need a
sounding board, someone from the community will be
available. If | need a second opinion, someone from the

We are expert in all aspects of property and land community will be happy to give me one. If a problem
registration law and process. The medieval roots of our has me stumped, someone from the community will
system, combined with the limitless variety of ways help me approach things from a different angle. The
people put land rights together, makes for a highly community of practice is my work family.”
complex system. We have to remain experts in all those
dimensions. Angharad Lewis, Head of Practice
“Having a community of practice has meant that it’s
That is why people remain at the heart of our plans to been much easier to get people to work together on
transform HM Land Registry. We are now in the second building capabilities for the whole community — we’re
year of delivering our People Strategy which focuses on making change happen collectively, instead of having
building a world class organisation by developing and change happen to us. For instance, we've set up
recruiting talented people, empowering our experts working groups which drive the community’s activities
and developing a winning culture through better on things like revamping consent forms and the storing
leadership and communication, and also creating an and sharing of research. Most valuably, we’re working
inclusive environment by supporting and nurturing with user research colleagues who sometimes we
communities both inside and outside the organisation. hadn’t even met a few months ago, who have great
knowledge, experience and insights to share. Without
Working with colleagues, their representatives and a a formalised community, it probably wouldn’t have
range of external partners, our people are beginning to happened.”
see and feel a real difference in the shape, culture and s gl | E
purpose of the organisation. A W -' lIi '

Building a world-leading land registry
Our ambitions rely on having talented people with the
right skills at the right time.

Our new strategic workforce planning tool allows us

to match resource needs to the work profile to make
more accurate resourcing decisions and develop better
tactical recruitment plans.

This year we replaced our recruitment and selection
processes with a more open, fairer and inclusive
approach which places emphasis on the candidate

fit with the role, based on a holistic view of their
experience, skills, behaviours and strengths. With
career and training paths across all key professions,
running from entry level through to senior
management, we are attracting and nurturing some of
the best talent across the public and private sectors.

Our industry-leading apprenticeship programmes
won wide appreciation. The scale and ambition of our
main apprenticeship programme were recognised <

by Personnel Today’s Excellence in Public Service Digital, data and technology experts at a problem-solving session in
Award and the Learning & Performance Institute’s AU e R
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Apprenticeship Programme of the Year. Since
September 2014, 553 apprentices have joined HM
Land Registry, with a 92% completion rate and 76%
retention rate.

Our future development approaches will focus on
digital, complex registration, change and project
management skills alongside specialist financial and
commercial awareness. We will continue to develop
world-leading programmes and approaches to support
them.

Empowering our expert people

We are committed to exemplifying a diverse workforce
and an inclusive culture where colleagues feel valued
for who they are and what they do. Everyone should
feel connected to the aspirations of the organisation,
its values and each other.

We aimed for our engagement index score to be in the
top half of organisations of similar size and nature. We
finished in the top quartile.

Senior Product Manager Lauren Tombs explains a point to Deputy
Director of Digital Services Eddie Davies
Photo: HM Land Registry/Mike Lister

We also aimed for our Leadership and Managing
change scores to be 10% higher than our 2016 scores.
We finished 12% higher with scores for ‘clear vision’
benchmarked as one of the highest performing across
the whole Civil Service.

Our gains were achieved through a range of people
initiatives, such as a comprehensive programme of
leadership and management training which included

a series of masterclasses for our senior leaders
focusing on key leadership expectations. We also ran
workshops across England and Wales involving more
than 600 colleagues from every part of the business,
who collectively helped develop what our future culture
would look and feel like, and what behaviours would be
needed to enable change.

A critical component has been employee
communication. Our innovative and inclusive approach
to internal communication gained us national
recognition. We were honoured to be finalists for the
Employee Engagement Awards 2018 and winners at
the UK Employee Experience Awards 2019. In 2019/20
we are excited to launch our future culture initiatives
as part of our ongoing journey to be one of the best
employers in government.
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Supporting health and
wellbeing

Our colleagues’ voices have been heard loud and
clear through the 17,000 comments left underneath
600 blogs and articles published on our intranet. They
have enabled reaction, clarification and idea sharing.
A healthy dialogue has flourished with the Chief
Executive and other senior leaders.

Over the last year, we have published blogs to raise
awareness of mental health issues and support a
diverse and inclusive workplace culture.

We communicate personal stories to encourage
colleagues to find confidence in themselves and their
abilities, regardless of ethnicity, religion, sexuality,
gender, disability, age or mental health status.

Liam Cawley wrote honestly and openly about his
experiences with dyslexia and dyspraxia as part of
an ongoing health and wellbeing campaign. The
response to the article was overwhelmingly positive
and has encouraged others to come forward and talk
about their own experiences with neurodivergence
and mental health issues.

The author received commendation and support
from colleagues across the organisation. Angie Bird
of Peterborough Office commented: “The more we
are aware [of dyspraxial, the more we can do to help,
to not judge and to appreciate the skills that every
individual brings to work with them.”

HM Land Registry intranet

Howdo | News and blogs HR About us

Home > Blog posts > Neurodiversity and me

Neurodiversity and me

4 February 2019

HM Land Registry intranet

Howdo | News and blogs HR About us

Home > News and blogs > News > It's different for girls...

Rebecca (R) and her family

It's different for girls...

3 April 2019



Caring for our communities

Contributing to charitable causes that benefit local
communities has always been part of our history and
will continue to be part of our part of the moral and
social fabric of our future culture too.

Our colleagues have taken part in a range of activities
and events and in the last year raised more than
£77,000 in support of local and national charitable
causes and over £17,000 worth of non-cash donations
such as blankets, fo<ns1:XMLFault xmlns:ns1="http://cxf.apache.org/bindings/xformat"><ns1:faultstring xmlns:ns1="http://cxf.apache.org/bindings/xformat">java.lang.OutOfMemoryError: Java heap space</ns1:faultstring></ns1:XMLFault>