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Welcome

Report overview

The annual report of the Western Australian Land Information Authority, trading as Landgate, informs our
customers, stakeholders, people and community about our functions, performance and governance for the
2022-23 financial year.

It measures our achievements against the initiatives in our 2022-23 Statement of Corporate Intent (SCI).

Landgate’s financial and operational performance is reflected in the audited financial statements and key
performance indicators in this annual report.

The key achievements section of this report is structured around our SCI themes, which are aligned to our
core functions:

Valuation

Location
Services

We capture, maintain
and deliver accurate
location information
across Western
Australia, for use

in everything from
emergency services
to agriculture and
land use planning.

Registration
Services

We secure interests
in property, as
Western Australia’s
guardian of

property interests,
by maintaining the
security and integrity
of WA's Land Titles
Register.

Services

We independently
value properties in
Western Australia,
supporting fair and
accurate property
rates and taxes to be
determined across
the state.

Corporate
Services

Supporting and
resourcing the core
business areas to
deliver their best

work for customers.

Statement of Compliance
For the year ended 30 June 2023

Hon John Carey BA MLA

Minister for Planning;
Lands; Housing; Homelessness

In accordance with section 63 of the Financial Management Act 2006, we hereby submit for your
information and presentation to Parliament, the annual report of the Western Australian Land Information
Authority, trading as Landgate, for the year ended 30 June 2023.

The report has been prepared in accordance with the provisions of the Financial Management Act 2006.

Kylee Schoonens
Chairperson

Graeme Gammie
Chief Executive

10 October 2023 10 October 2023
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Executive foreword

Landgate continued its evolution
this year with several future-
defining investments and
improvements to ensure the
State’s land information
authority progresses its vision

to fully harness the value of
‘where’ to power a thriving
Western Australia.

Some programs of work were delivered with immediate
benefit, while others will have a more enduring impact
on our customers, community and State across

the years to come. This busy program of work was
achieved amidst the challenges experienced within a
buoyant property sector and tight labour market.

The year saw wide-ranging endeavours across the
agency’s three core functions (our location, registration
and valuation services) and we invite you to learn
more about our success and challenges through this
annual report.

The five-yearly review of our enabling legislation, the
Land Information Authority Act 2006, was completed
this year. Its findings demonstrated Landgate to be
efficiently and effectively fulfilling its statutory role.
The review outlined fifteen recommendations to guide
the continued evolution of our functions for optimal
value to Western Australia. These recommendations
will support our strategic planning and affirm many of
the existing initiatives we have underway to adapt and
refine areas of our service delivery.

One of the themes our stakeholders surfaced through
the review was a desire to see Landgate play an

even stronger leadership role in the delivery of land
information across the public sector. This validates

the significant momentum we are now building as the
delivery agency for Spatial WA, a whole of government
program proposing implementation of an Advanced
Spatial Digital Twin. The Advanced Spatial Digital

Twin will provide the digital capability for government
agencies to share data and collaborate to improve
decision making and services to the community.
Spatial WA secured its first year of funding in the
2023-24 State Budget to the value of $12.4 million,
delivering a strong endorsement of its potential
benefits to Western Australia.

Our data plays a pivotal role in supporting emergency
responses to natural disasters, such as bushfires

and floods. An example this financial year was the
provision of satellite imagery to assist with critical
decision making in the response to Cyclone lIsa.
Landgate data plays a significant ‘behind the scenes’
role supporting agencies, including the Department
of Fire and Emergency Services, in their front-line
response.

With the WA property market remaining very strong,
Landgate saw a near-record 407,946 land titling
documents lodged this financial year, up 32% on

the five-year average of 307,000. While this has
supported Landgate’s strong financial performance,
it did challenge the agency’s ability to meet customer
expectations. The combination of a high demand

for our services and recruitment challenges in a tight
labour market required the agency to adapt to ensure

acceptable service standards in an extraordinary year.

We continue to drive the modernisation of WA's
electronic land dealings, which will make property
transactions more efficient and improve processing
times. This year, we focused on the changes being
introduced by the Transfer of Land Amendment Act
2022 - particularly its major reform, the removal

of duplicate (paper) certificates of title from land
titling. Landgate consulted with WA's two Electronic
Lodgment Network Operators, banks and the
conveyancing industry to establish 7 August 2023
as the effective date for this change. Industry
presentations, advertising and online resources
supported property owners, mortgagees, and industry
professionals to prepare for and understand the
changes.

This financial year, Landgate enabled a further 19
land registry documents to be lodged electronically
through an Electronic Lodgment Network as part of
our strategy to transition documents from paper to

electronic lodgement. The final tranches of residual
documents, consisting of the remaining 56 documents,
are currently under development with completion
expected in the 2023-24 financial year. This will enable
near 100% of land registry transactions to be lodged
through electronic channels, facilitating significant
efficiencies and supporting reduced turnaround times
for document registration.

In June, Landgate launched our new website,
improving online services for the three million visitors
(on average) who visit landgate.wa.gov.au each year.
Offering faster access to popular services, stronger
multi-device accessibility and more efficient transaction
and search capabilities, it has delivered immediate
improvements to our online customer experience and
is a crucial part of how we will elevate our customer
service delivery.

Continuing to invest in the future, the agency acquired
a contemporary property valuations system this year,
replacing an aged system with one that will more
efficiently support WA's increasing demand for fair
and accurate property valuations. This is a critically
important system, enabling WA’s Valuer-General to
produce the statutory valuations that underpin council
rates, land tax, and various other State Government
charges and levies. The contract was awarded

after a rigorous procurement process aligned to WA
public sector standards. The enhanced capabilities

of the new system will deliver increased value to our
customers and the State well into the future, with ‘go-
live’ targeted for late 2024.

These are just several significant highlights from yet

another busy year at Landgate, and we warmly invite
you to read through the many other achievements of
the agency outlined in this report.

This report reflects the tremendous efforts of the hard-
working team here at Landgate. We thank them for
their strong customer focus during a very busy time for
the agency and appreciate their ongoing commitment
to our customers and our community. We would also
like to acknowledge the support and input of our many
government and industry partners and collaborators
who continue to engage fully and productively with

our business.

Finally, our thanks go to former Chairperson
Robert Cole, Deputy Chairperson Monish Paul

and board member Pia Turcinov for their valued
contributions to Landgate during their individual
terms. We welcome Danielle Davison, Rebecca
Strom and Simon te Brinke as new board members
and congratulate lan Callahan on his appointment
as Deputy Chairperson. The diversity and depth of
expertise within our recently updated board will be
an asset to Landgate.

Welcome to our
2022-23 annual report.

Kylee Schoonens

Chairperson

Graeme Gammie
Chief Executive

Welcome
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Our year at a glance

=

Over

182,000

customers served

! 17%
‘ in person
| 57%
: e, by phone
-
' o —

25%

digital channels

4,586

strata enquiries
to Landgate’s
Strata Enquiry Line

Over

407,000

documents lodged

L
y 4
16,793 1,516,556 76% of documents
lots created Certificates of Title lodged electronically

registered in less

secured in the register
than 20 seconds

Y Y,

Three key changes
to WA's Transfer of
Land Act progressed

2022 - 2024
Innovate

Reconciliation Action

plan progressed

Over

7 billion

square kilometres

of satellite and aerial
imagery captured,
processed and made
available

New Landgate
website launched
15 June 2023

=l White Ribbon Australia
‘& accreditation February 2023

Largest ever
metropolitan gross
rental value program

(over 940,000
property values)

87% 5!!

user satisfaction

with capture, discovery
and access to location
information

(SLIP, Data WA and Capture WA)

344 »

approvals of

names with

an Aboriginal

origin for roads,
geographic features
and administrative
boundaries

a a 8%
of Landgate

contracts
awarded to
Aboriginal
businesses
(public sector
target: 3.5%)
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m Three core services

© ) Location Services
About us T ————— .

Mapping boundaries for all land titles in Western Australia to maintain the state’s primary location
information asset, the Spatial Cadastral Database.

» Satellite and aerial imagery for remote sensing applications to help manage land and map fire
hotspots and floods.

+ Naming and addressing WA localities, streets and geographical features.

» Topographic information to support the mapping of statewide natural and built features.
» Delivering a reliable geodetic framework that provides the surveying and spatial industries with the

Ou r agency,s rO|e positioning solutions they need anywhere in WA.

» Delivering Data WA, the portal to the State Government’s open data catalogue and Landgate’s

We are Western Australia’s land information authority, proudly serving our community, government and industry Shared Location Information Platform (SLIP).
customers. We secure land interests, value property, and provide and promote the use of location data.

We see a future in which ‘where’ is central to how we make sense of our world, by accurately locating things on the

ground, knowing what they are worth and securing interests in property. Registration Services
As we pursue this vision to deliver optimal value to the State, we deliver on our purpose, fulfil our statutory
obligations and prioritise customer service. » Cadastral survey plans, which define property and land boundaries being registered in WA's Land

Titles Register.
» Creating and issuing Certificates of Title for each new land parcel in the state.
» Registering interests in land, such as land ownership, easements, covenants, mortgages, caveats,

ViSiOﬂ Purpose Values leases, memorials and powers of attorney.
» Land transaction management to support the sale of WA properties.
To fully harness the value of Landgate supports the »  Commit and act +Supporting digitisation, like electronic conveyancing at a state and national level, to make transacting
where to power a thriving sustainable economic, * Innovate and achieve in property more secure and faster.
Western Australia. social and environmental + Dynamic and engaged
management and * Honest and true

development of land in
Western Australia by securing

land interests, valuing

property and providing and Valuation Services

promoting the use of location

information and services. » Statewide rating and taxing valuations for over 1 million properties each year. These valuations are

used by local governments, government agencies and emergency services as a basis to inform
property rates, land tax, service charges and levies.

+ Specialist valuation services for government departments, agencies and local authorities, including
asset valuations, stamp duty assessments, financial reporting and valuation advice for native title
settlements and the leasing of land for renewable energy projects.

» A pastoral lease rent review every five years, which is conducted by the Valuer-General in
consultation with the Pastoral Lands Board and in accordance with the Land Administration Act 1997.

* Management of the state’s property asset register.
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Governance and
operating structure

Enabling legislation

The Land Information Authority Act 2006 (the Act) is
the governing legislation that establishes Western
Australia’s Land Information Authority as a statutory
authority with commercial powers.

The Authority operates under the business name
Landgate. The Act prescribes Landgate’s powers, our
functions, and links to other Acts.

Administered legislation

Landgate administers legislation relating to the
registration of land transactions, regulation of land
surveyors and the valuation of land.

The principal Acts regulating the registration of land
transactions, subdivision, and valuation of land in WA
include the following:

» The Transfer of Land Act 1893

» Electronic Conveyancing Act 2014
» Strata Titles Act 1985

» Community Titles Act 2018

» Valuation of Land Act 1978.

The Licensed Surveyors Act 1909 establishes the
Land Surveyors Licensing Board and regulates the
registration, licensing and practice of land surveyors.

Other legislation Landgate is responsible for
administering related to the Lands portfolio includes:

~ 3

»  Amendment of Deeds of Grant Act 1884

* Land Boundaries Act 1841

* Real Property (Commonwealth Titles) Act 1925
* Real Property (Foreign Governments) Act 1951
* Redemption of Annuities Act 1909

* Registration of Deeds Act 1856

» Sale of Land Act 1970

» Standard Survey Marks Act 1924

» Street Alignment Act 1844

» Town Allotments (Boundaries) Act 1844

» Town Boundary Marks Ordinance 1853.

Further legislation

Additionally, Landgate’s operations are affected by
more than 100 State and Commonwealth Acts that
apply to our commercial operations and regulate the
agency’s finances, accounts and procurements.

They include the:

* Land Administration Act 1997

* Fair Trading Act 2010

* Financial Management Act 2006

* Auditor General Act 2006

» State Supply Commission Act 1991.

Advocating for reform

Our legislated role also includes advocating for
and undertaking legislative reform at the request of
the Minister for Lands to address community

and industry needs, government priorities and
technological progress.



Operating and leadership structure Landgate Board

The Minister for Lands has responsibility for administering the Land Information Authority Act 2006 (the Act).
Landgate is accountable to the Minister for Lands for our strategic direction, performance and effective financial
management. Landgate’s leadership structure is organised to ensure delivery of its key functions and support
strong governance and decision making.

Minister

The Minister’s Lands portfolio includes the Department of Planning,
Lands and Heritage, DevelopmentWA, and Landgate.

MINISTER FOR LANDS
Hon John Carey MLA

Landgate Board

Left to right: lan Callahan, Rebecca Strom, Simon te Brinke, Kylee Schoonens, Graeme Gammie, Danielle Davison and Melissa Perry

BOARD CHAIRPERSON
Kylee Schoonens Established under the Land Information Authority Act 2006, Landgate is managed by a board, which is accountable
to the Minister for Lands for the performance and the efficient and effective financial management of the agency.
DEPUTY BOARD BOARD BOARD BOARD EX-OFFICIO Board members are appointed by the Minister for Lands and have the relevant knowledge and experience to
BOARD CHAIR MEMBER MEMBER MEMBER MEMBER BOARD MEMBER enable Landgate’s functions under the Act to be performed.
lan Callahan Simon te Brinke Melissa Perry Danielle Davison | | Rebecca Strom Graeme Gammie

The role and functions of the board are set out in the Act, and the board is subject to the provisions within the
Statutory Corporations (Liability of Directors) Act 1996.

Under the Act, the board delegates Landgate’s day-to-day operations to the Chief Executive.

Landgate Corporate Executive

CHIEF EXECUTIVE o
Graeme Gammie Board sub-committees

GENERAL GENERAL GENERAL GENERAL CHIEF DIRECTOR, Audit and Risk Committee People, Environment and
MANAGER MANAGER MANAGER MANAGER FINANCE OFFICE N -

' ' ; ' Sustainability Committee
VALUATION LOCATION REGISTRATION CORPORATE OFFICER OF THE CHIEF , , : ,
SERVICES SERVICES SERVICES SERVICES EXECUTIVE The primary function of the Audit and Risk
Grant Goldfinch ) | Trish Scully Bruce Roberts Travis Beasley )| Graeme Dewar )| Belinda Towart Committee (ARC) is to assist the Board and Chief The primary function of the People, Environment

Executive to fulfil their corporate governance and Sustainability Committee (PESC) is to

responsibilities. The ARC comprise§ of a minimum provide oversight on culture, workforce planning,

Statutory officers of thre.e. board members, one of Wh'Ch mus.t be inclusion and diversity, Chief Executive and Board
a qualified accountant or have other financial performance, corporate governance, environment

Our independent officers are appointed to positions established by WA qualifications. and sustainability. The PESC consists of at least
legislation to perform key designated functions. Y.

This sub-committee includes senior Landgate three members, who have the appropriate level of
leaders and board members: lan Callahan skills and business experience.

VALUER- SURVEYOR REGISTRAR COMMISSIONER . . . .

GENERAL GENERAL OF TITLES OF TITLES (Committee Chairperson), Simon te Brinke and

This sub-committee includes senior Landgate
Carlo Tassone Dione Bilick Bruce Roberts Susan Dukes Danielle Davison. leaders and board members: Melissa Perry
(Committee Chairperson), Danielle Davison
and Rebecca Strom.

All board and sub-committee information on this page reflects membership as at 30 June 2023.
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Landgate Board

& Kylee Schoonens | Chairperson

Kylee Schoonens is a registered architect with
over 25 years’ industry experience and has been

a non-executive board member for several public
and private sector organisations. She is a Principal
at leading national architecture, interior and urban
design firm Rothelowman and a former founder
and Director of WA architecture practice Fratelle.

Kylee has most recently held non-executive
director roles in government bodies including
DevelopmentWA (DWA), LandCorp and the
Metropolitan Redevelopment Authority. Her
committee expertise includes having chaired the
DWA Statutory Planning Committee, Governance
Committees and the Scarborough and Midland
Redevelopment Committees. Until mid-2023,

& lan Callahan | Deputy Chairperson

lan Callahan is a chartered accountant who is
active on multiple boards as a non-executive
director, following a multi-sector career in senior
executive positions across education, healthcare,
engineering and software development.

lan’s leadership roles most recently included being

& Graeme Gammie | Ex-officio board
member

Graeme Gammie is an experienced leader and
strategist in WA's public sector. His most recent
roles include serving as the Executive Director

of the State Heritage Office, Assistant Director
General at the Department of Planning, Lands
and Heritage, and leading significant reforms in
historic and Aboriginal heritage regulation and the
Government’s response to an independent review
of Western Australia’s planning system in 2018.

Kylee was Chairperson of Bethanie Housing
Limited, a Community Housing Provider and a
Non-Executive Director for aged care organisation
Bethanie Group Inc.

Kylee’s vast experience across WA's property and
development industry adds a valuable perspective
to Landgate’s Board.

Current roles
» Principal at national architecture, interior and
urban design practice, Rothelowman.

*  Member of Residential Property Committee of
the Property Council of Australia (WA).

» Director of Geniux, a cleantech utility
infrastructure company.

Chief Operating Officer at Curtin University. lan’s
considerable strategic, commercial, and financial
experience is a significant asset to Landgate’s
Board.

Current roles

« Commissioner on the board of the WA Football
Commission.

Graeme brings proven success in engaging
stakeholders and the community to achieve
challenging business goals and organisational
transformation.

Current roles
+ Landgate Chief Executive.

» Also serves as Deputy Chair of the charitable
organisation, Fairbridge Western Australia.

& Rebecca Strom | Board member

Rebecca Strom is a non-executive director and
lawyer, with experience in the public, private
and not-for profit sectors. She is a former
national law firm Partner, having worked across
Australia in commercial real estate for over

20 years. Rebecca sits on the WA member
company of a national not-for profit housing
provider and was previously a member of the
Executive, Finance and Property Committee of
the Western Australian Planning Commission.

Rebecca brings significant commercial,
governance and industry expertise to
Landgate’s Board through her legal background
and non-executive roles.

Current roles

» Deputy Chair of North Metropolitan Health
Service, including Audit and Risk Committee
Chair.

» Non-Executive Director of WA Housing
Choices Australia.

& Melissa Perry | Board member

Melissa Perry is a passionate advocate and
leader of social and economic inclusion for
vulnerable people and communities.

Melissa has extensive leadership and advisory
experience in WA's community services sector,
driving changes to social policy, organisational
culture, strategic development and service
delivery.

Melissa’s expertise as a leader of social

and organisational change within complex
environments is of great value to Landgate’s
Board.

Current roles

¢ Chief Executive Officer of Communicare and
White Ribbon Australia.

* Holds non-executive board positions
for Community Employers WA and the
Supporting Communities Forum.

& Danielle Davison | Board member

Danielle Davison is a highly qualified and
experienced property, strategy and finance
professional.

Danielle currently runs a consulting business,
Davison Advisory Services, focusing on all
facets of property development. Prior to this,
Danielle has previously held executive roles
with major property development groups
including the Macquarie Bank, ABN Group and
Frasers Property.

Current roles

» Director of the Urban Development Institute
of Australia (WA).

+ Board member at aged care provider Curtin
Heritage Aged Care, and private property
developer Gold Estates Holdings.

& Simon te Brinke | Board member

Simon te Brinke is a digital media and
communications specialist with over 25 years’
experience. His diverse client portfolio includes
engagements with organisations across private,
non-profit, and government sectors, as well as a
decade-long involvement in indigenous cultural
heritage projects.

A graduate and member of the Australian
Institute of Company Directors, Simon’s passion
for emerging technologies and innovative
thinking will contribute to Landgate’s future-focus
and help steer the organisation through the tech-
disrupted business and governance terrain.

Current roles

» Director / Digital Director of Gramercy Park
Consulting.

» Deputy Chair of PeopleKind Group; Non-
Executive Director, Chamber of Commerce
and Industry WA.

* Co-Chair, Risk and Clinical Governance
Committee, PeopleKind Group; Member,
People and Remunerations Committee,
Chamber of Commerce and Industry WA.
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Statutory officers

The following independent officers are appointed to positions established by Western Australian legislation to
perform key designated functions.

/

Left to right: Travis Beasley, Graeme Dewar, Trish Scully, Graeme Gammie, Belinda Towart, Bruce Roberts and Grant Goldfinch

Corporate Executive -
Dione Bilick

Surveyor General

Carlo Tassone
Valuer-General

Susan Dukes
Commissioner of Titles

Bruce Roberts
Registrar of Titles

Our advisory committee to Landgate’s Chief Executive. The team has responsibilities for making recommendations
to Landgate’s Board regarding strategic direction and budget parameters.

The Corporate Executive comprise Landgate’s Chief Executive, the General Managers of Landgate’s business
units, the Chief Finance Officer (non-voting) and the Director of the Office of the Chief Executive (non-voting).

Graeme Gammie

Chief Executive

Trish Scully

General Manager,
Location Services

Bruce Roberts

General Manager, Registration
Services, and Registrar of Titles

Grant Goldfinch

General Manager,
Valuation Services

Travis Beasley

General Manager,
Corporate Services

Graeme Dewar

Chief Finance Officer
(Non-voting)

Belinda Towart

Director, Office of the Chief
Executive (Non-voting)

Strategic Minister, government and sector-wide engagement and advice
Board duties and responsibilities

Organisational-level strategic, operational and fiscal planning and
management

Audit, compliance and governance

Legal, legislation and policy

Data sharing and collaboration

Aerial and satellite imagery, topography, names and addressing
Geodetic and cadastral data and systems

Geospatial and graphic services

Land titles operations

Land titles assurance
Commissioner of Titles Office
National e-conveyancing

State-wide valuations and property analytics
Rating and taxing valuations
Specialist valuations, government property assets

Strategy, business planning and innovation

Risk management and business continuity
Finance, procurement and contract management
Customer service

People, culture and the workplace environment
Information technology

Financial planning and advisory
Financial performance and outcomes

Strategic communications and stakeholder engagement
Ministerial and parliamentary liaison

Landgate board and corporate executive support
Environmental, social and governance

Registrar of Titles

Bruce Roberts

Commissioner of Titles

Susan Dukes

Valuer-General

Carlo Tassone

Surveyor General
Dione Bilick

Bruce is WA's 26th Registrar of Titles and the General Manager of Registration

Services at Landgate.

» Leadership of the WA Land Titles Register, its policies, functions, activities,
and continuous improvement.

» Oversight of the day-to-day administration, management and statutory
decision making for the Land Titles Register.

Susan is WA's 16th* Commissioner of Titles.

* Holds a key role in the administration and protection of the integrity,
accuracy and security of the WA Land Titles system.

* Provides legal advice.

* Makes statutory and policy decisions on the WA Land Titles Register under
the Transfer of Land Act 1893.

* Estimated, with the first Commissioner of Titles appointed in 1875.
Carlo is WA’s 9th Valuer-General.

» Administration of the Valuation of Land Act 1978 (the VLA)
» Oversight of the rating and taxing valuation system to ensure its compliance
with the VLA.

Dione is WA's 20th Surveyor General and first woman appointed to the role.
She is an ex-officio member of the Land Surveyors Licensing Board of WA.

» Oversight of the integrity of plans and surveys that underpin WA's land and
property information.
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Five-yearly review of the Land Information

Authority Act 2006

Summary of the review

The 2022 review of Landgate’s enabling legislation -
the Land Information Authority Act 2006 - was tabled in
Parliament on 15 November 2022.

Its findings demonstrated Landgate to be efficiently
and effectively fulfilling its statutory role, with
recommendations for how the agency should evolve
in the coming years.

The 2022 review was delivered in line with the

Act’s requirement for the Minister for Lands to review
Landgate’s operations and effectiveness every five
years.

Independent consultation process
underpinning the review

An independent consultancy firm, ACIL Allen, was
engaged to undertake, analyse, and report on
stakeholder consultation between May and August
2022, ensuring the integrity of the review.

Forty organisations were invited to be part of the
consultation process, with 25 taking up the opportunity
to provide feedback, as did all four of Landgate’s
statutory officers. Consultation participants included
State Government agencies, local governments,
industry peak bodies and commercial customers.

The public also participated in the process via
Landgate’s website.

Key findings

On balance, stakeholders are satisfied with Landgate’s
performance of its land information functions. The
review found Landgate appropriately balanced its dual
objectives, delivering certain types of land information
on a cost recovery basis while generating a fair
commercial return on other offerings.

Looking to the future, the review found that Landgate
should continue as a statutory authority, as this
operating model had proven to be financially beneficial
for the State.

Four areas were identified where Landgate needs to
evolve in coming years to continue meeting the needs
and expectations of stakeholders.

1. Continued service digitisation and innovation
Stakeholders articulated a clear appetite for further
digitisation of products and services.

2. Land information leadership
Opportunities to play a greater leadership role in
the capture and use of land information across the
public sector were highlighted.

3. Timeliness of valuation services
Improving the timeliness of certain property
valuation services was raised as desirable by
stakeholders. Replacement of the valuations
system is underway (see page 39), which will
support future efficiencies with additional process
innovation during implementation also required.

4. Product lifecycle management
Invigorating product lifecycle management efforts,
including the development of new products and
services which create either community benefits or
commercial returns.

Tabling of the review and implementation plan

The Review Report is available for viewing on the
Parliament of Western Australia’s website.

Since the Review Report was tabled, an
implementation plan has been developed which
focuses on adopting a staged approach to
implementation, prioritising recommendations which
have time sensitivities, or which do not require
legislative amendments.

&

Landgate

The Land Information Authority Act 2006 (the
Act) establishes the Western Australian Land
Information Authority as a statutory authority
with commercial powers, trading under the
business name of Landgate.

Every five years, the Act is reviewed to ensure
Landgate’s operations are effective and meeting
the needs of the State.

i}

Read the 2022 report available
on the Parliament of Western
Australia’s website.



https://www.parliament.wa.gov.au/publications/tabledpapers.nsf/displaypaper/4111634ad304794e75302c9f482588fb001c63c8/$file/tp+1634+(2022)+2022+liaa+review+report+-+final.pdf

Our operating environment

The WA context

The year that was

Despite global economic uncertainty, Western Australia
experienced strong economic growth during the

year, boosted by an increase in exports for mining
commodities and agriculture.

The state’s labour market and wage growth reached
record levels during the year. Labour shortages were
experienced across many industries. The construction
industry in particular was impacted, with labour and
materials shortages causing delivery delays and cost
increases.

Growth in the state’s population and the strength of the
economy saw the demand for property remain fairly
resistant to continued inflation and interest rate rises.

Future outlook

The outlook for Western Australia is positive,
though looking forward, growth is expected to
ease. High interest rates are anticipated to slow
consumer spending and lower demand for goods
will slow inflation.

The property market will moderate, however
government infrastructure development will continue
to be strong due to record levels of investment.

Developing our strategy

Landgate’s Strategic Development Plan is developed
during the agency’s strategic planning cycle, which
spans from July to December.

This year, the process commenced with an
environmental scan of factors within the external
environment and within the agency to inform the
planning process. Landgate’s Corporate Executive
then formulated a range of views around Landgate’s
10-year vision for the board to test and validate with
the Executive team at their joint strategic planning day
in September.

The outcomes of this session formulated Landgate’s
next iteration of its strategy, articulated in its Strategic
Development Plan.

Our direction

Landgate’s strategy is focused on improving delivery
of its core services. It emphasises development of
the agency’s spatial capabilities, industry leadership,
collaboration and advocacy to support our state’s
economic development.

The Strategic Development Plan outlines strategic
objectives over the next five years, through four key
theme areas shown in the diagram on page 23.

Contribute to a strong
and sustainable WA
nﬂ economy

» Efficient and effective delivery of our

services underpins the development and
economic growth of the state.

* An Advanced Spatial Digital Twin enables

a connected digital government to provide
better services for the WA community.

Drive outcomes
@ in the interest of WA

» Leadership promotes the use of

digital location information across sectors to
improve community and industry outcomes.

* Involvement in industry forums contributes

to the development of national strategies,
standards and practices.

Meet evolving
customer &
community needs

Drive to modernise legislation meets future
societal expectations.

Services and data meet customer

needs and security expectations, enable
collaboration and drive innovation.
Partnerships provide the capability and
agility to deliver the products and services
our customers want.

Products, services and actions contribute
to the ethical, environmental, social and
governance outcomes of our customers
and community.

Optimise the potential
of our business

Digital transformation drives innovative
ways of working and delivers the value
of ‘where’.

Potential is optimised through high
performing people, culture, partnerships
and technology.

About us
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Performance summary

Section 3 Key performance indicators

Result Target Achieved

Service 1: Land titling

Performance
summary

Simple and correct documents are registered within two working days of 89.80% 80.00% @
lodgement.

The number of adjusted Certificates of Title arising from identified errors as a 0.07% <0.25% ©
percentage of the total Certificates of Title on the land titles register.

Average cost of maintaining land tenure information, certainty of ownership $21.36 $23.87 @
and other interests in land, per Certificate of Title.

Financial summary

Result Target Achieved

Service 2: Valuations

R’evenue E)’(pendlture Pl:OfIt before tax Benchmark for accuracy of Unimproved Values. 90.90% >92.50% ®
($°000) ($°000) ($°000) S _
Benchmark for uniformity of Unimproved Values. 4.70% <15.00% @
Result Result Result Benchmark for accuracy of Gross Rental Values. 91.40% >92.50% @
1 52,580 1 09,591 42,989 Benchmark for uniformity of Gross Rental Values. 4.12% <7.00% @
: . . o o o

Target Target Target Adjustments of rating and taxing values gs a result of Objections and 0.007% <0.20% @
1 37 308 1 1 7 403 1 9 905 Appeals as a percentage of total values in force.

’ ) ’ Average cost per valuation. $16.01 $16.61 ©
Achieved Achieved Achieved

@ @ @ Result Target Achieved

A Y service 3: Land information and services

Completion rate of names and addressing jobs delivered within 91.49% 85.00% @
10 business days.
Completion rate of property boundary related jobs within the agreed 99.10% 97.20% @
benchmarks.

' Imagery systems availability supporting the State’s mapping, monitoring 99.97% 99.00% @
and predicting of bushfires.
Overall satisfaction with the capture of, discovery of and access to 87.90% 80% @
Government Location Information.

"
- Average cost of providing land information and services for the State $12.39 $13.31 @

(per square kilometre).

Result Target Achieved
Service 4: Access to location information

Average cost per dataset. $829.01  $930.17 ©

Performance summary
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Agency

performance

Delivering our Statement of Corporate Intent

@ Location Services

Spatial WA Program
— planning commenced

Spatial WA is a program of work proposing a whole of
government Advanced Spatial Digital Twin.

Landgate submitted a business case for Spatial WA to
the Government as part of its 2023-24 State Budget
submission. The business case was developed in
consultation with over 30 stakeholder agencies.

This consultation identified 250 potential opportunities
to leverage the Advanced Spatial Digital Twin’s data

sharing, visualisation and advanced analytic
capabilities, to benefit infrastructure delivery, land
and property development processes, environmental
management and emergency services.

Following consideration of the business case, the
State Government approved funding for the first

year of the program including development of a
project definition plan. The project definition plan is a
requirement for projects over $5 million in value and
is required prior to going to market. It will build on the
business case findings to validate the program scope,
lead partner agencies, costs and schedule.

The project definition plan will be submitted to
Government towards the end of 2023, as part of the
State Government’s Mid-year Review process.

Capture WA introduces
new user portal

The Capture WA Program is available for WA
government agencies and local governments,
providing access to location data to support their
day-to-day business.

The Capture WA Portal is used to coordinate the
capture and sharing of location information across
Western Australia, to deliver value for money across
the state. Through the ‘capture once, use many’
approach, the program reduces duplication and
improves service delivery.

Landgate identified an opportunity to improve the
useability, functionality and efficiency of the portal

in 2022, with a suitable option identified through

the agency’s Innovation Program. A new portal was
launched in September 2022 and is supported by

a platform that is based on geographic information
system software that is effective and easy to use and
support. Users can now easily search, submit, manage
and track the status of capture requests in real time.

By 30 June 2023, the portal had 91 State Government
agencies and local governments registered and 220
projects lodged.

Refer to page 28-29 for an overview of this year’s most
significant capture projects.

Government and
industry collaboration

Landgate provides a leadership role in a number

of government and industry forums to drive
collaboration, data sharing and consistency in spatial
data standards both within WA and nationally with
other Australian jurisdictions.

ANZLIC the Spatial Information Council

Landgate’s Chief Executive represents Western
Australia on ANZLIC, the national Spatial Information
Council. ANZLIC provides strategic leadership for the
collection, management and use of spatial information
for Australia and New Zealand.

In 2022-23, ANZLIC provided direction on topics
including emergency services support, resourcing
in the spatial sector and foundation spatial data
governance to support nationally consistent
approaches to spatial digital twins.

Intergovernmental Committee
on Surveying and Mapping (ICSM)

As part of the national ICSM, Landgate progressed
work with other jurisdictions to develop a nationally
consistent 3D cadastral survey data model. This is
necessary preparation for implementation of a next
generation spatial cadastre. The ICSM Cadastre
Working Group has published a standard for the
accuracy of spatial cadastres in Australia and New
Zealand. Landgate contributed to this standard on
behalf of Western Australia. The standard has been
shared at the state level through the WALIS Council.

Under ICSM, Landgate also led the development

of a delivery plan for Addressing 2035, a strategy
for addressing across Australia and New Zealand.
During the year, the ICSM Addressing Working

Group supported a Queensland initiative to develop

a common data model and vocabularies to modernise
their addressing systems. The work is based upon
the Addressing 2035 strategy and if successful,

could potentially be adopted nationally.

WALIS

Through the WALIS Community, the WALIS Council
drives collaboration, professional networking and
knowledge sharing. Landgate provides the secretariat
function for the WALIS Council and facilitates regular
community events for public sector practitioners.

A key achievement this year was Landgate’s
collaboration with WALIS Council members to make
significant changes to the support and delivery of WA's
Land Monitor system. Land Monitor gathers salinity
data and produces annual vegetation evidence across
Western Australia.

From February 2023, extensive datasets were made
fully available to all state and local government users,
with public users able to visualise a range of derived
products via Landgate’s interactive mapping tool,
Locate. Registered state and local government users
can now access over 30 years of raw data products
and integrate this with their visualisation systems for
bespoke analysis.

Landgate played an important role in supporting the
procurement and governance changes to the system
to enable this roll-out, with expanded access to the
system allowing more users to access the same data
and location information.

With 25 years of raw data products now available, this
change demonstrates the immense value that sharing
information through systems like Land Monitor offer
users as part of informing their own work.

Agency performance
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https://www.landgate.wa.gov.au/location-data-and-services/programs-and-initiatives/capture-wa/
https://www.icsm.gov.au/publications/addressing-2035-strategy
https://www.landgate.wa.gov.au/location-data-and-services/maps/online-maps/locate/

Supporting the provision of emergency services

Landgate supports the effectiveness of emergency
services by delivering location information through
the Capture WA Program and Shared Location
Information Platform (SLIP).

Landgate also provides spatial applications that
integrate a range of location data to assist decision
making during natural disaster events, such as
flood and bushfire. In 2022-23, Landgate supported
emergency response activities including the Fitzroy
River flood and Tropical Cyclone lIsa.

Fitzroy River flood

Near the peak of the Fitzroy River flood in January
2023, Landgate worked closely with the Emergency
Management Intelligence Branch of the Department
of Fire and Emergency Services (DFES), using
satellite imagery to monitor critical roads near the
towns of Willare, Camballin, and Fitzroy Crossing.

Radar imagery sourced through Capture WA program
suppliers provided visibility of the extent of the flooding
over the impacted area through the clouds covering
the region at the time.

In response to the mobilisation of the Australian
Defence Force to support recovery efforts for the
Fitzroy River floods, Landgate ensured the Department
of Defence was supplied with up-to-date aerial,
satellite, and topographic information for any additional
response activities that might eventuate.

Tropical Cyclone llsa

As Category 5 Tropical Cyclone llsa crossed the
Pilbara coast on 13 April 2023, Landgate was called on
again to support response and recovery. The FloodMap
Storm Surge model was used to predict coastal
impacts at point of landfall (Figure 1).

Figure 1 - Predicted coastal impacts at point of landfall.

© CNES 2023, Distribution AIRBUS DS

In addition, DFES needed to know whether
floodwaters on the De Grey River had or were
likely to breach the North West Coastal Highway
(Figure 2) and if remote Aboriginal communities
further east had been impacted by the cyclonic
winds. Fortunately, the satellite imagery confirmed
no impact to these communities.

Figure 2 - Image of the De Grey River as it flows under the highway
(top of frame) and under the railway crossing (bottom of frame),
noting the water level is just below both road and rail.

For this scenario, the Capture WA Panel Contract was
utilised to quickly capture imagery with quality results.
Imagery for DFES for Cyclone llsa was ordered,
captured and delivered within 24 hours.

The efficient and accurate turnaround of this

Timeline of Cyclone llsa image capture

C

image capture was a vital enabler of critical decision
making for DFES.

This example also reflects the considerable value
that Landgate’s programs, services and platforms can
deliver in times of emergency.

C

Saturday Sunday Sunday
PM AM PM
Ordered Captured Received Transmitted Received Delivered Made
Saturday at approx in Norway to France and reviewed § to DFES available via
afternoon 10:00am at approx by 11:30am by contractor [ by 1:00pm SLIP soon
Sunday 10:45am in the eastern ~ Sunday after
morning states by afternoon
12:30pm

28
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https://www.landgate.wa.gov.au/location-data-and-services/programs-and-initiatives/slip/
https://www.landgate.wa.gov.au/location-data-and-services/programs-and-initiatives/slip/
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SPUR Location Grants Program

The SPUR Location Grants Program supports start-
up businesses that are finding innovative ways to use

WA's location data.

This year, there were three successful applicants in the
program, who each received $25,000 in grant funding.

The winning proposals spanned industries including
First Nations heritage, tourism and horticulture.

Kimberley-based Burrguk Aboriginal Corporation,
which runs the Banana Well Getaway bush
campgrounds located on the Dampier Peninsula,
received the First Nations Grant. The Corporation
was awarded the grant for its proposal to develop

a plan for an interactive historic nature trail and
signage for the area. Burrguk demonstrated how its
project is culturally significant and uses place-based
information, such as supporting cultural mapping and
On Country programs.

Two applicants were successful in the general grant
category for innovative proposals leveraging the
State’s location information to deliver value for the
land sector.

Perth company Aero Vines proposed to develop

an app to gather key field data for the horticultural
industry. Dark Stry, also Perth based, proposed to
develop a new interactive self-guided tour for visitors
to the Coral Coast region.

All three recipients successfully delivered on the aim
of their proposals.

Landgate delivered the program in partnership

with the Department of Jobs, Tourism, Science and
Innovation, Department of Finance, Department of
Local Government, Sport and Cultural Industries,
Department of Planning, Lands and Heritage and the
Small Business Development Corporation.

Plan for Our Parks

In support of the State Government’s Plan for Our
Parks initiative, Landgate completed a number of
plans during the year, including the Kennedy Range
National Park, Kalbarri National Park, and creation
of the proposed Pimbee Conservation Park.

In 2019, the State Government announced a plan
to create five million hectares of new national and
marine parks and conservation reserves across
Western Australia.

To address this initiative, the Department of
Biodiversity, Conservation and Attractions, as the
lead agency, collaborated with Department of
Planning, Lands and Heritage and Landgate on a
project called Plan for Our Parks.

The Plan for Our Parks will see new and expanded
parks from the Kimberley in the north, across WA's
Rangelands, through population centres in Perth
and Bunbury, to our south-west forests and along
our southern coastline.

The aim of the project is to create opportunities
for nature-based and cultural tourism, provide
enhanced biodiversity conservation, and build on
Aboriginal joint management throughout Western
Australia.

Since the project started, an additional one million
hectares has been identified to ensure the five
million hectare target is met.

In total, Landgate delivered more than 25
Subdivisional and Interest only Deposited Plans,
enabling the creation of national parks over areas
including Kennedy Range (pictured),Yampi Port,
Pimbee (pictured), Kalbarri (pictured), Giralia

and Waldburg. Deposited Plans and subsequent
Indigenous Land Use Agreement mapping for
native title considerations have also been delivered
by Landgate.

-

Image shows approximately 18,000 hectares of new nature reserve

in the Shire of Carnarvon (Boologooro — part of the Kennedy Range
National Park).

Image shows approximately 40,000 hectares of new national park in
Kalbarri.

Image shows approximately 98,000 hectares of new national park in
the Gascoyne region (Pimbee National Park).

/
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https://www.landgate.wa.gov.au/location-data-and-services/programs-and-initiatives/spur-location-grants/
https://www.dbca.wa.gov.au/management/parks/plan-our-parks#:~:text=What%20is%20Plan%20for%20Our,18%20opportunity%20areas%20was%20identified.
https://www.dbca.wa.gov.au/management/parks/plan-our-parks#:~:text=What%20is%20Plan%20for%20Our,18%20opportunity%20areas%20was%20identified.

Place naming activity

Aboriginal place naming initiatives

As the State’s naming authority, Landgate recognises the importance of place names and how they connect
people, environment, and culture. Many places have been named or re-named this year to restore their traditional
name or to recognise Aboriginal language and culture, and Landgate continues to actively support Aboriginal and

dual naming throughout Western Australia.

Ngirntaka Point

The previously named Blacks Lookout, east of
Warburton, was renamed Ngirntaka Point in November
2022. This followed advice from Landgate to the

Shire of Ngaanyatjarra suggesting they work with the
community to identify a suitable new name. The name
identified was Ngirntaka, which relates to the Tjukurrpa
(dreaming) connection with the Brown Range.

Rottnest Island road and trail naming

Menang Noongar Place Names project —
City of Albany

Landgate worked with the City of Albany to progress
their Menang Noongar Place Names Project, with

the aim of preserving and reawakening languages
through place naming. The project resulted in 17 new
dual names, recognising both the Aboriginal and non-
Aboriginal place name, and five new Aboriginal names
within the City of Albany over 2022-23.

Following a request from the Rottnest Island Authority, Landgate has approved several new road and trail names
on Rottnest Island. This included the renaming of Vincent Way to Nyi Nyi Way, meaning ‘The Crying Road’ in
Noongar language, removing its commemoration of Henry Vincent who was the first superintendent of the island

when it contained a prison for Aboriginal people.

Image shows Nyi Nyi Bidi on Rottnest Island, formerly Vincent Way.

-

Commemorative naming initiative —

Following a request from the Indian Prime Minister
to commemorate the late Indian Anzac Private Nain
Singh Sailani, Nelson Avenue in East Perth was
renamed Sailani Avenue.

The Minister for Lands, City of Perth Lord Mayor
and Consul General of India were joined by Anzacs
from the Indian community, Sikh Association of WA
representatives as well as a Department of Foreign
Affairs and Trade (WA State Office) representative
for the announcement. The event highlighted

the renaming and also commemorated Private
Sailani, and other Australians of Indian descent
who enlisted with the Australian armed forces in the
First World War.

Coinciding with the Indian Prime Minister’s visit to
Sydney, the unveiling of Sailani Avenue located

ool D

o

Image shows representatives at the official renaming of Sailani Avenue. Image credit: City of Perth.

Sailani Avenue

near the Western Australian Cricket Association
ground (WACA) considers both nations’ love of
cricket and acknowledges the diverse origins of
our Anzacs.

Image shows new street sign after the renaming of Nelson
Avenue to Sailani Avenue. Image credit: City of Perth.

Geographic Names Committee governance review

The Geographic Names Committee is an independent body that provides advice to the Minister for
Lands on significant and/or contentious naming issues. Landgate provides secretariat and executive officer
support to the Committee. As part of a recent governance review, a new structure for the Committee has
been implemented to allow for more diverse community representation including the Committee’s inaugural

First Nations representative.

Agency performance
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https://www.landgate.wa.gov.au/location-data-and-services/place-names-and-addressing/
https://www.landgate.wa.gov.au/location-data-and-services/place-names-and-addressing/geographic-names-committee/
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Registration
Services

Supporting a strong
property market

The WA property market continued to see high levels
of activity this year. As a result, a near record number
of land titling documents were lodged with Landgate
during the year, totalling over 407,000.

Due to automated processing, simple and correct
documents were processed within target wait times,
with 83% of documents processed within the target
of five working days. However, processing times

for manually processed documents increased,

with the high document volumes, conveyancer errors
and resourcing challenges all contributing to longer
wait times.

Landgate implemented several initiatives to address
this, including recruitment of additional staff and
streamlining examination processes for manually
processed documents.

The agency is also working with Electronic Lodgment
Network Operators (ELNOs), RevenueWA and the
conveyancing industry to increase the range of
documents that can be electronically lodged. This will
speed up processing times, making those property
transactions more efficient for conveyancers and
consumers.

During the reporting period, 19 additional land registry
documents were enabled to be electronically lodged
through implementation of the agency’s residual
document strategy.

Leading legislative change for
digital property transactions

Landgate continues to progress legislative reform to
enable deeds relating to interests in land (including
mortgages) to be created and signed electronically.

Landgate’s first consultation paper on the reform
proposal, released in June 2021, received
overwhelming support from industry stakeholders
across finance, banking, legal services, conveyancing,
and property development and from government
agencies.

A second consultation paper was released in February
2023 to industry and public for their comment. The
paper identified the provisions of law that would
require amendment to enable this change, including
legislation within the Attorney General’s portfolio. Its
proposals received support from the banking, legal and
property sectors and from software providers.

The maijor themes received during consultation
expressed:

» Support for deeds to be created and executed
electronically.

* Acknowledgement that the witnessing of
documents may continue to be required for certain
documents, such as statutory declarations, but may
be removed for specific land registry documents
where verification of identity requirements are
mandatory.

» Encouragement for safeguards being put in place
to ensure vulnerable people can also benefit from
electronic execution.

The Department of Justice and Landgate are now
developing a legislative reform proposal to support this
change, with advice from the State Solicitor’s Office.

/Supporting a more competitive
e-conveyancing environment

Landgate has continued work with other
Australian jurisdictions as part of the Australian
Registrars National Electronic Conveyancing
Council (ARNECC) to create a more competitive
e-conveyancing market. This will be done by
enabling interoperability between Electronic
Lodgment Network Operators (ELNOs), of
which there are currently two operating in the
marketplace: PEXA and Sympli.

The focus for 2022-23 has been to create
the legislative environment to support
interoperability in Western Australia. To
mandate interoperability, WA must join the
national legal scheme under the Electronic
Conveyancing National Law (ECNL).

ARNECC is working with the two ELNOs

to establish a timeline for the technology,
which enables the two ELNOs to become
interoperable. System go live in NSW is
expected in December 2025, subject to
agreement of PEXA and Sympli. The rollout
schedule for the remaining jurisdictions will
then be confirmed.

All jurisdictions have also contributed to a
national enforcement regime for ELNOs and
subscribers. This reform will replace the existing
regime, which only provided the option of
termination from the marketplace. The new
regime provides a more graduated approach of
enforcement but retains the ability to terminate
ELNO and subscribers’ operations in severe
cases of non-compliance.

Consultation with all departments of justice
nationally has occurred, and WA has also
obtained advice from our State Solicitor’s
Office on the proposed reforms.

Through NSW, drafting instructions for the
proposed changes to the ECNL are being
prepared for the purpose of obtaining a draft Bill.
This work will continue into 2023-24.

%
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Supporting changes to WA'’s transfer of land law

A range of reform activity was undertaken this year to support the changes made by the Transfer of Land
Amendment Act 2022 to take effect on 7 August 2023. The changes align with ongoing advancements in electronic
conveyancing around Australia to support stronger efficiencies for property transactions.

Three key changes
The changes to the legislation include three key changes, which will all come into effect on 7 August 2023.

@ Removal of Duplicate Certificates of Title
To simplify all conveyancing processes in a way that does not detract from the integrity of the
WA Land Titles Register.

@ Enabling the issuing of statutory notices electronically
To reduce the reliance on postal services and enable real time delivery of notices where an email
address is provided.

@ Clarification of the definition of counterpart documents

To account for the subtle, unavoidable differences between a paper and electronic version of the
same document.
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Broad industry consultation

Comprehensive consultation with WA’'s conveyancing
and financial services industries has been delivered
throughout this year, ensuring effective transition
preparations are in place.

Additional industry groups, representing real estate
and property law, were also engaged through this
program of work, which included wide-ranging industry

Removal of Duplicate Certificates
of Title - community information
and engagement

The most significant of these three key changes is
the end of Duplicate Certificates of Title in Western
Australia, which will take effect from 7 August 2023.

To support industry and the public to understand
what the change would mean for them, a range

of educational resources were developed. These
resources were also an important tool to provide

Own land in WA?

Learn more about the changes
to Duplicate Titles.

Image shows advertising run across digital media from June 2023.

presentations, direct communications, and the sharing
of educational resources.

Landgate worked particularly closely with WA's two
Electronic Lodgment Network Operators, banks and
the conveyancing industry to establish 7 August 2023
as the effective date for the changes.

reassurance to these stakeholders and the public that
the integrity of their title would be unaffected once
Duplicate Titles were no longer used.

Materials included a factsheet, video, posters, a
dedicated webpage including frequently asked
questions, a recorded presentation and social

media posts. All resources were made available on

the Landgate website. This information was further
promoted through targeted radio and digital advertising,
which all directed people back to the Landgate website
to find out more.

Agency performance
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Valuation
Services

Largest undertaking of metropolitan gross rental

value program

Landgate’s valuations team completed the 2022-

23 metropolitan gross rental value (GRV) general
valuation program between May 2022 and June 2023.
This was the largest metropolitan GRV program ever
undertaken in Western Australia, covering 31 local
governments including Mandurah.

Our 2022-23 GRV program determined over 940,000
property values across the metropolitan area.

GRVs are calculated on a three-year basis for the
metropolitan area and three to six years for regional
areas, depending on the local government. The Date
of Valuation for the metropolitan program was 1 August
2021, and is a given point in time when all properties
within a local government area are assessed, ensuring
that a fair and equitable assessment is completed.

The property market has seen significant changes, and
these were reflected in the increased residential gross
rental values.

Depending on the local government, residential GRVs
increased between 13% to 26%, with an overall
increase of 20.64% across the 31 local governments.

Stakeholder engagement was undertaken with rates
officers within local governments to help educate and
support local governments to understand the values
for their areas.

Information was also shared with the wider community
through local newspapers and our agency’s website

to explain how local governments use the GRVs to
equitably determine and distribute property rates
and taxes, service charges, and levies that property
owners must pay.

Key statistics from the 2022-23
GRV program:

» Residential GRVs increased by

20.64%

* Industrial GRVs increased by

5.39%

+ Commercial GRVs increased by

3.76%

* Miscellaneous GRVs increased by

2.93%

» Vacant land GRVs increased by

5.94%

The percentage increase reflects the aggregated
change in value since the last valuation.

New valuation system procured

Landgate finalised the procurement of a new valuation
system following a rigorous process facilitated by the
Department of Finance.

The 10-year contract was awarded to Insight Data
Solutions Government Services Pty Ltd (IDS), an
Australian property valuation service provider.

The new system, VM Online, is a significant
investment in the future of Valuation Services. VM
Online is cloud-based with data being securely held in
Australia and in accordance with State Government
cyber security requirements. Importantly, the new
system will continue to support the independence and
objectivity of Landgate valuers, as required in their
day-to-day work in accordance with the Valuation of
Land Act 1978.

It is anticipated this reform will improve business
capability and improve efficiency for customers.

Implementation of the new system will progress into
2024. The current valuation system will be maintained
until the new valuation system is ready to go live.

Read the
Valuer-General’s

Performance Report
for 2022-23.

Available on page 48.
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Corporate
Services

Delivering for customers in a
challenging year

As with many businesses in 2022-23, Landgate
experienced the ‘perfect storm’ of high operational
demand and the challenges of recruiting and retaining
staff in a highly competitive labour market. This was
particularly evident in customer service with a 1.4%
year-on-year increase in customer interaction volumes,
due to the buoyant property market, and difficulty in
filling available roles.

In the second half of the financial year the business
struggled to meet its high customer ‘grade of service’
targets. The team aims to answer 85% of customer
calls in 90 seconds or less — a high bar in the public
sector. On average, 51% of customer calls were
answered within this timeframe in 2022-23. An
improved labour market, adjustments to training
practices, and several process improvements saw the
performance improve towards the end of the financial
year, with a positive outlook for 2023-24.

Contextually, with over 182,400 customer interactions
across the year, Landgate received only 240
complaints (see below).

Feedback and complaints
management

Landgate has a rigorous feedback and complaints
process to ensure services are adapting to meet
customer expectations and the requirements of the WA
Ombudsman.

The feedback received is vital to the continuous
improvement of our core services and the way
customer service support is delivered.

Our core process

Customers can provide feedback through a website
feedback form, via an email or letter, in person or
by telephone. Feedback is recorded, then directly
monitored and managed by the Customer Service
team.

The feedback is assigned to the most relevant
operational team to resolve within 10 working days

of acknowledgement. If this is not possible, the
customer is provided an estimated resolution date.
The resolution is then communicated to the customer
if they choose to receive communication regarding the
outcome.

Other customer feedback activity

Quarterly market research data is received from
market research provider Metrix, sourced from
business, government and general community
stakeholders. This research provides a valuable
measure of stakeholder perceptions across core pre-
identified key performance indicators (KPIs).

Those KPlIs include ratings of customer satisfaction,
likelihood to recommend (Net Promoter Score), as
well as KPlIs that help to identify current strengths
and areas for improvement in products, services and
platforms.

Feedback received this year

Landgate received 443 items of feedback during the
year, evenly balanced with 220 compliments and
223 complaints. There were 86 complaints relating
to the registration of documents - 34 concerned with
turnaround times and 18 related to the Verification
of ldentity process (which is not administered by
Landgate).

The 34 complaints relating to turnaround times
included feedback about notification of completed
documents; the examination process and its
requirements; issues relating to the Lodgement
Accessibility Checklist; and some service
dissatisfaction with Landgate staff and wait times.

Multiple customers provided feedback about wanting
to speak directly with a subject matter expert (rather
than customer service officer) when presenting to the
Midland office. This was addressed from June with the
adoption of more activity-based working, enabling an
experienced and knowledgeable subject matter expert
to work within the customer team space to support
select customer enquiries.

Customer compliments were largely around the
friendliness, dedication and patience of our frontline
team members. Specific call outs related to the
time spent in interactions when the matter was of a
sensitive and personal nature.

Numerous compliments also recognised Landgate’s
service delivery capabilities across its multiple
business units, demonstrating how employees
collaborate to deliver a high level of customer service.

Feedback was also received relating to the
transparency of pricing over both commercial and
regulated products; a topic also addressed in the
Land Information Authority Act 2006 Review.

Agency performance

41


https://www.landgate.wa.gov.au/about-us/contact-us/feedback/

42

New website increasing support to our customers

Landgate launched a new website on 15 June to
deliver a better online experience for the three million
visitors (on average) who visit landgate.wa.gov.au
each year.

The website’s new-look features, information and
functionality were shaped by customer feedback

and enquiries received over the previous two-year
period and underpinned by upgraded technology and
stringent accessibility practices.

Clearer organisation of
information and services
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The new website of Western Australia’s land
information authority is now more efficiently serving its
customers through:

* An improved site search capability

» Faster access to popular pages

+ Clearer organisation of information and services

* Improved navigation and multi-device accessibility
* Anew ‘one stop shop’ for strata titles information.

An improved site
search capability
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A new ‘one stop shop’ for
strata titles information.
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Improved navigation and

multi-device accessibility

Expanded strata titles
online resources

Recognising the popularity of strata living which
continues to grow in WA, our new website features
an expanded suite of information and resources for
community-wide strata participants.

These changes include new learn about strata
information pages, which were created to better meet
the distinct needs and enquiries of WA strata owners,
strata companies, strata managers, strata tenants,
strata sellers and strata buyers.

In launching the new website,
Lands Minister John Carey said:

“Landgate has received more than 165,000 direct
customer enquiries in the most recent year and
continues to experience an increase year-on-year for
its land information services, so it’s vital services are
improved for online customers.”

Audit program outcomes

A comprehensive internal audit program was
completed this year focused on providing
independent assurance, adding value, and
improving Landgate’s operations. The risk-
based plan included ten internal audits and
reached across all business units. The range of
scopes including Rural and Remote Working,
ICT Governance, Procurement and Contract
Management and a WorkSafe Plan audit.

Several areas for improvement were

identified in the ICT Governance audit, which
were recognised by the ICT area, who are
undertaking numerous activities to both build its
governance capabilities and ensure alignment to
corporate governance requirements.

The Office of the Auditor General (OAG)
released the Information Systems Audit on State
Government on 22 March 2023. Landgate was
one of seven entities that met the benchmark

in at least seven of the 10 categories and has
consistently performed well in prior reports.

Following the WorkSafe Plan audit, Landgate
qualified for a Gold Certification of Achievement.

As part of its commitment to sound governance,
several initiatives were implemented to further
improve the internal audit function. These
include the development of a standing audit
performance report to Landgate’s Operations
Committee, which includes status updates on
internal audit and OAG recommendations.

Strategies and activities that were introduced
include implementing a criteria to prioritise
audit findings, monthly engagement
meetings between the audit team and audit
owners, and the development of audit
engagement guidelines.

Agency performance
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Changes to education
requirements for strata managers

A review of the educational qualification requirements
for working in the strata management industry was
undertaken this year. The review was in response

to national changes to the Certificate IV in Strata
Community Management (Certificate V).

These changes have made it impossible to complete
some of the educational qualification requirements of
the Strata Titles (General) Regulations 2019.

A consultation paper was developed in collaboration
with industry, including the Strata Community
Association (WA), the Real Estate Institute of WA, and
the Property Council.

Thirty-seven responses to the consultation paper were
received that were broadly supportive of the proposed
new model. Amendments to the Regulations are now
progressing to accommodate the changes to the
Certificate IV and address the feedback received in
response to the consultation paper.

The changes to the Regulations are expected to
come into effect in the first quarter of 2024 and will:

* Amend the required qualifications and remove
specific unit numbers from the Regulations.

* Remove the definition and concept of a designated
person and replace it with terminology that better
reflects the strata management industry.

* Introduce a definition for the principal of the
business.

* Introduce a new role and definition of a strata
community manager.

* Introduce a new role and definition of an assistant
strata community manager and

* Include allowances for qualified people.

Data strategy

Landgate’s data strategy provides vision and guidance
for a progressive program of work to fully harness

the agency’s data as a valuable asset. It outlines

four streams of improvements to be implemented

in the areas of data management and governance,
technology and infrastructure, culture, and customer
experience.

As a first step, a data catalogue was established in
preparation for the development of data management
and a governance framework. The data catalogue will
facilitate the implementation of and compliance with
Landgate’s future data policies and standards.

The strategy’s culture stream was also commenced
with a range of proposed training pathways to uplift the
digital and data skillsets of employees.

Innovation Program

Landgate’s Innovation Program challenges
staff to explore new ways of doing things
through the identification, development, and
activation of select initiatives and through
the opportunity to attend innovation-themed
events.

This year, the Program successfully trialled
digital signatures being used for some
common internal business processes to
boost their efficiency before implementing
this new digital practice in April.

A series of innovation speaker events were
held in March as part of Innovation Month,
with a record turnout of 485 staff attending
the events. The highlight event was
presented by global futurist Anders S6rman-
Nilsson. Landgate’s annual ‘hackathons’
were held in May, with one event exploring
environmental, social and governance
themes and the other examining new ways
to deliver more efficient, sustainable record-
keeping.

Continuing our journey towards reconciliation

Our 2022-2024 Innovate Reconciliation Action Plan
(RAP) - launched in May 2022 - has seen the agency
commit to a deeper understanding of our sphere of
influence and become better equipped to establish a
roadmap for advancing meaningful reconciliation.

Landgate’s Innovate RAP contains initiatives that
strengthen relationships with First Nations peoples,
engages staff and stakeholders in reconciliation, and
pilots innovative strategies to empower First Nations
peoples as we partner with them.

Guided by the RAP, Landgate has strengthened
and implemented several initiatives to progress
our journey towards reconciliation in the last
financial year.

RAP initiatives this year

* On Country Cultural Experiences for staff with 45
staff members attending. This program will continue.

» Significant process changes in our operational
business areas were implemented. For example,
the Surveying Team has amended some of their
processes to better incorporate and accommodate
First Nations culture where applicable.

+ Landgate continued to engage with Aboriginal
businesses who provide a wide range of services
in supporting our business, exceeding the public
sector target of 3.5% of awarded contracts to
Aboriginal businesses, with 8% of contracts
awarded to Aboriginal businesses.

+ Celebrations of NAIDOC and National
Reconciliation Week internally and externally.
Landgate acknowledged these occasions by hosting
events, such as reconciliation panel discussions,
sponsoring the Midland NAIDOC Week presentation
and hosting interactive activities such as cultural
rock painting and Noongar Language workshops on
site.

+ Ongoing mandatory quarterly reporting to
the Landgate board about our RAP actions,
ensuring we stay accountable and transparent
in our progress.

Over 75% of the 2022-2024 Innovate RAP actions
have already been completed or are in progress as

of July 2023, reflecting Landgate’s strong commitment
to reconciliation.

Image shows Landgate staff gathering at NAIDOC week opening
event and smoking ceremony.

L
Image shows Josh McGuire and Landgate Chief Executive, Graeme
Gammie, at Landgate’s 2022 NAIDOC week opening ceremony.

Image shows artwork painted by Ballardong Elder, Trevor Davis, as
seen on the cover of Landgate’s Innovate Reconciliation Action Planj
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A focus on workplace culture

In November, a culture survey was administered to
seek feedback from employees on matters of culture
and engagement.

The survey consisted of 65 questions, with a range
of multiple choice, short response and open field
questions. A new survey tool was used that allowed
respondents to add comments against their rating.
This provided staff with an opportunity to add context
to their reply.

The participation rate was 80% with overall
engagement at 59%, continuing the improving trend
over recent surveys. At an agency level, key findings
were that employees enjoy Landgate’s work life
balance, manager and employee relationships are
strong, and that they can find a connection to their
work. Areas for improvement include lifting the overall
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