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The palaces in our care are national treasures that
have borne witness to many of Britain’s great historical
events.We are committed to their conservation for
this and future generations and to harnessing their
potential in innovative and creative ways to engage
and inspire the widest possible audiences with their
history, meaning, beauty and art.

Historic Royal Palaces was established in 1998 as a Royal Charter
Body with charitable status and is contracted by the Secretary of
State for Culture, Media and Sport to manage the palaces on her
behalf. It is responsible for the care, conservation and
presentation to the public of the unoccupied royal palaces: HM
Tower of London, Hampton Court Palace, Kensington Palace
State Apartments, the Banqueting House at Whitehall and Kew
Palace with Queen Charlotte’s Cottage. Historic Royal Palaces is
governed by a Board of Trustees, all of whom are non-executive.
The Chief Executive is accountable to the Board of Trustees.The
palaces are owned by The Queen on behalf of the nation.
Historic Royal Palaces is a Non-Departmental Public Body but
receives no public revenue funding – all costs are met by income
generated by the palaces.
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The Tower of London
The Royal Palace and Fortress of the Tower of London, founded by
William the Conqueror in 1066-7, and enlarged and modified by
successive sovereigns, is one of the world’s most famous and
spectacular fortresses. Enriched by its many living traditions, the
Crown Jewels, the Royal Armouries’ displays and other recent
improvements, the Tower is today a World Heritage Site and the
most visited historic site in Britain.

Hampton Court Palace
Hampton Court Palace became a royal palace in 1528, on its
acquisition by Henry VIII from Cardinal Wolsey. Its Tudor buildings
are among the most important in existence, and William and Mary’s
improvements an outstanding example of the English Baroque.The
interiors are enriched by magnificent pictures and tapestries
belonging to the Royal Collection.The buildings are surrounded by
60 acres of garden and 750 acres of parkland.

Kensington Palace State Apartments
Kensington became a royal residence in 1689 with the purchase of
an existing house by William and Mary, anxious for a retreat from
the unhealthy air of Whitehall. Immediately enlarged for them by
Christopher Wren, and subsequently altered under George I, the
State Apartments contain important interiors by William Kent, many
major works of art from the Royal Collection and the Royal
Ceremonial Dress Collection.

The Banqueting House,Whitehall
The Banqueting House at Whitehall, designed by Inigo Jones and
finished for James I in 1622, is the only remaining complete building
of Whitehall Palace to have survived the fire of 1698. Significant as
the first English building in the Palladian style, it is also famous for its
ceiling, painted by Peter Paul Rubens in 1630-4.

Kew Palace and Queen Charlotte’s Cottage
Built as a private house in 1631, Kew Palace was used by the Royal
Family between 1729 and 1818.With a series of other buildings
that once stood nearby, it served in turn as a lodging for servants, as
a schoolroom for three generations of royal children, as George III’s
retreat and as a home for the King, Queen Charlotte and their
family. It was opened to the public in 1898 but is currently closed
while a scheme for its re-presentation is completed. Historic Royal
Palaces also manages Queen Charlotte’s Cottage, built in c1770 and
later enlarged and decorated as a cottage orné.

The palaces

Queen Mary II amassed one of the largest private
collections of tender exotic plants in the world with
2,000 different species. It was so vast that she employed
her own botanist, Dr Leonard Plukenet, to look after
them.Visitors to Hampton Court Palace between June
and September can now see the exotics, which include
orange trees from the citrus collection, along with aloes,
agaves and lantanas, displayed in the Privy Garden, as
Queen Mary would have enjoyed them in the 17th
century.
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• We aim to improve our fundraising capacity by forming a 
Development Council under the chairmanship of Angela Heylin,
one of our Trustees who has been reappointed for a further 
three years. It is a sad fact that the revenue we earn still remains
insufficient to fund our conservation and enhancement plans.
Since we receive no direct funding from the Government, the 
success of this committee will be crucial to our future.

• We have announced our commitment to reopen Kew Palace in 
2006.This important and exciting project will cost some £6.6 
million.The Heritage Lottery Fund has agreed to give us £1.6 
million; Historic Royal Palaces will contribute £2.5 million 
towards the cost of this programme and the balance we will 
raise from private donations.We have been fortunate to receive
in excess of £1 million from private donations and our 
campaign to raise the remaining £1.5 million is now underway.

• We are also developing plans to establish an Education Centre 
at Hampton Court Palace. Greater public accessibility and 
education is an aim of Government and we are determined to 
play our part in both achieving this aim and to improve service 
to our customers.

On behalf of the Trustees I would like to thank all our employees
for their enthusiasm, loyalty and considerable efforts which ensure
that these unique palaces are presented and maintained to such
high standards.

Sir Nigel Mobbs

Chairman
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Chairman’s statement

2004 has been another year of considerable challenge for Historic
Royal Palaces and for the palaces for which we are responsible.The
year has been overshadowed by the threat of international
terrorism, fears of epidemic and the Iraq War and people have
been deterred from travelling. Despite much hard work by our
excellent staff this has led to a significant decline in visitor numbers
and thus in income. On a more positive note, it is encouraging to
see that our market research confirms that our visitors continue to
appreciate the welcome they receive and the service that we
continue to provide. In difficult trading conditions we achieved a
high level of customer service.

Our new Chief Executive, Michael Day, joined us last August and
has been undertaking a review of strategy focusing on financial
sustainability in the longer term and improving further the visitor
experience. In this he has been able to build on the very strong
foundations left by his predecessor, Alan Coppin, who achieved so
much during his time as Chief Executive.

At the beginning of 2004 we welcomed Sally O'Neill as Finance
Director in succession to Aileen McLeish who has filled the role
since 1997. On behalf of all of the Trustees I would like to thank
Aileen for her significant contribution and wish her success in her
future career.

There have been a number of important achievements in the year :

• The improvement of the Tower Hill approach to the Tower of 
London.This major project which was funded in partnership 
with Heritage Lottery Funds, the late Sir Paul Getty and the 
Pool of London Partnership is nearing completion.This scheme,
which will greatly enhance the visitor experience, will be opened
by Her Majesty The Queen in July 2004.

• At Hampton Court emphasis has been on the gardens and 
Home Park. Following extensive consultations, a summer 
charging scheme for entry to the gardens was initiated.This will 
provide badly needed long term funding for this historic, world-
class landscape. During the year the Long Water Avenue created
by Charles II was restored with 544 semi-mature lime trees 
through the generous financial support of The Gosling 
Foundation.

“Another year of
considerable challenge
for Historic Royal
Palaces... I would like
to thank all our
employees for their
enthusiasm, loyalty and
considerable efforts.”

The Banqueting House hosted 95 events during the
course of last year. With an average of 300 guests
at each event this means more than 28,500 pairs of
feet climbed the staircase leading up to the main
hall with its Rubens ceiling.
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The second is to work on transforming the visitor experience in
our palaces.Visitors are our financial lifeblood and inspiring them
to learn is a core part of our purpose.We have great ambitions
for improving the way we present and interpret the palaces and
also for the way that we welcome and serve our visitors.

Thirdly, we have to continue to develop the capacity of HRP’s
people. Much progress has been made in this area during the last
few years; we have to build on this. Our aim is a positive,
supportive, achieving culture within HRP, where everyone’s
contribution is valued and their potential is fully reached.

Finally, there is the challenge of financial sustainability.We have to
find ways of generating enough revenue from existing and new
sources to fund the achievement of our Charter as well as future
investment. In this, we will make the most of the commercial
potential open to us and be rigorous with costs, but we must also
look to harness the support of a range of partners, including the
Department of Culture, Media and Sport, to help us achieve our
conservation and education ambitions for these great national
cultural assets.

If we can make progress in these four areas, we will lay the firm
foundations which HRP needs for a prosperous and sustainable
future for the palaces in our care, and as an organisation.

Michael Day

Chief Executive
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In taking on my new role as Chief Executive in August 2003, I
would first like to pay tribute to my predecessor Alan Coppin who
led Historic Royal Palaces (HRP) with such distinction for four
years. HRP is a healthy and widely respected organisation with a
track record of achievement, both before and since its foundation
as a charity in 1998.This record is the result of sustained
leadership over many years by the Trustees and Executive Board,
and extraordinary levels of professionalism and dedication on the
part of the whole staff team. Examples of HRP’s work and
achievements just in the last 12 months are highlighted in this
review.

The trading environment in which HRP operates has been
unremittingly difficult for three years.The impact of world events –
9/11, foot and mouth disease, SARS, economic downturn and the
Iraq War – has been severe. Since we have traditionally depended
so strongly on incoming visitors to Britain, annual visitor figures to
the palaces have declined and are now running at some 700,000
below 1998 levels. HRP’s response has been robust – better
marketing, new education and access programmes, income
generation from different sources, tough cost cutting – but it has
become increasingly hard to balance all our conservation and
education ambitions in the face of dwindling income.

There is no question that the decision for HRP to move from
agency to independent charity status in 1998 was correct.Through
the changes that have happened since, HRP has been better placed
to withstand the problems of the past three years.The nation
derives great benefit from HRP’s work while making no direct
contribution to our running costs. Now, in reviewing thoroughly
the challenges before us, we must concentrate our energies and
resources on a few strategic priorities.

The first is to be very clear, internally and externally, about HRP’s
charitable purpose and how we communicate through our identity.
As we seek to develop new partnerships and secure other sources
of funding, HRP needs to be better known for the wide range of
important work that it does.

Looking ahead

“We will lay the
firm foundations
which HRP needs
for a prosperous
and sustainable
future for the
palaces in 

our care.”

The programme to open up more of
Kensington Palace and re-plan the visitor
route includes public access for the first
time to the King’s Staircase.
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The most immediately visible conservation programmes are those
on the palace buildings, not least because they have the greatest
impact on general appearances as works progress.The south and
east elevations at Kensington Palace finally emerged from behind
scaffolding and screens in November 2003 when the ambitious
conservation project was completed, ahead of schedule and within
budget. At Kensington and at Hampton Court Palace, both of
which are largely built of brick (with stone details), the skills of
those members of the Surveyor of the Fabric’s team who have
specialist knowledge of historic brickwork are in constant demand.
Brickwork and mortar repair programmes continued in Base Court
at Hampton Court Palace, while the bridge to the door of
Apartment 39 required substantial timber repair and conservation.

As one of our two principal charter
obligations, conservation is a core activity for
Historic Royal Palaces. Buildings, gardens,
textiles, furnishings, sculpture, wall surfaces
and objects for display all demand attention,
to present and keep them in sustainable
ways and to pass on for subsequent
generations to enjoy.

During careful archaeological investigation (above) of the moat
wall in the far south-eastern corner of the Tower, archaeologists
found a previously unrecorded wall made of Reigate stone.
Damage caused as a result of invasive tree roots revealed
evidence of a building that could date from the late medieval
period when Geoffrey Chaucer was Clerk of the King’s Works
(1389-91). Meanwhile, at Kensington Palace (right), work to the
elevations was completed, with repair and redecoration of the oak
sash windows and doors, damaged or modern glass replaced with
traditional, hand blown glass and the windows given new UV
filters to protect the historic interiors and contents.

At the Tower of London, stonework conservation and repairs
dominate.The Wakefield Tower was the focus of the main works
at the Tower, completed in February 2004. Given a new,
appropriately profiled conical lead roof, careful re-pointing and
repairs to the stonework, the works were achieved with minimal
disruption for visitors. A remote control camera mounted on the
roof has offered visitors a novel view of the work underway.

Meanwhile, investigation following a partial collapse in the moat
wharf wall in February 2003 revealed not only the destructive
effects of encroaching plane trees planted on top of it in the 19th
century, but also hitherto unsuspected structures and chambers
beneath the wharf.These latter finds dated back to the late 14th
century when Geoffrey Chaucer was Clerk of the King’s Works.

The projected programme of work at Kew Palace has taken firmer
shape, with the success in securing Stage 2 funding for a £1.6
million grant from the Heritage Lottery Fund and a generous
donation of £1 million from private benefactors. A broad-based
team has been planning the works, which range from
archaeological investigation and the writing of the Conservation
Plan to building repairs, environmental monitoring and devising the
eventual forms of display and interpretation. Kew Palace is due to
open again in 2006.

Conserving

During the conservation project to construct a new
conical-shaped lead roof for the 13th-century Wakefield
Tower, scaffolding was fitted with a camera at roof level,
linked to an interactive screen within the hoarding at
ground level.Trialing this new way of interpreting our work
to visitors, they were able to observe the work going on –
live.
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One of the most visible changes to the landscape at Hampton
Court Palace has been the long-planned replacement of the Long
Water Avenue.The lime trees, which were well past the end of
their natural lifespan, were taken up in the autumn of 2003 and
replaced in the winter and spring of 2004 with new limes brought
from the Netherlands.These are of a variety that descends from
the original type planted here. Future generations will see these
trees come to maturity.

As the programmes of building conservation and maintenance roll
on, conservation work continues in parallel on objects and
furnishings in the palaces’ interiors and grounds.The Conservation
and Collections Care team embraces a range of disciplines, ranging
from textile and tapestry conservation to environmental
monitoring and scientific experiments.The furnishings and interiors
are attended to on a regular cycle of work: the blue and white
ceramics collected by Queen Mary II at Hampton Court and
Kensington are cleaned with care four times a year ; the Grinling
Gibbons lime wood carvings in the King’s State Apartments at
Hampton Court Palace are cleaned twice a year ; silver is polished
annually. Every winter the garden statuary is wrapped to diminish
the risk of frost damage, and every spring the statues and urns are
revealed again.

Monitoring, investigation and research never stop. Environmental
sensors are in place in many key and vulnerable locations, such as
the Queen’s Staircase at Hampton Court Palace.The terracotta
roundels that date back to Cardinal Wolsey’s palace at Hampton
Court have been a particular subject for scrutiny this year.The
programme to open up more of Kensington Palace and re-plan
the visitor route includes public access for the first time to the
King’s Staircase.This great potential benefit to visitors’ enjoyment
and wonder cannot be at the expense of the delicate fabric;
surveys of the wall paintings and stairs were commissioned in the
summer of 2003, and protection measures are being put in place
for the summer 2004 opening of the new route.

Thanks to a generous donation of £200,000 from The
Gosling Foundation, 544 lime trees (Tilia Europa) have
been planted along the Long Water Canal to replace
those removed due to disease and decay. This is the
latest in the planting of approximately 1,000 trees across
the estate in the past decade, part of our ongoing
commitment to conserving this historic landscape.

To care for the palace’s ceiling paintings and its large
objects, a team of conservators build, and dismantle,
over 100 tall scaffold towers yearly. Our 12 site
conservators will each climb up and down over 6,000
ladder rungs, in the course of tending the palace’s
historic displays.They will use up to 2,000 pairs of gloves
handling historic objects and delicately dust over 
1 kilometre of gilded (or gold leaf) picture frames using
the finest hair brushes. It takes over 33 hours a year to
peel off over 2kg of chewing gum from the State
Apartments floors!

The terracotta roundels in

Clock Court, cleaned and

conserved in 2003, are rare

survivals of the Renaissance

decorative scheme devised by

Cardinal Wolsey when he built

Hampton Court in the early

16th century.
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Many studies are undertaken in collaboration with other
institutions and heritage bodies.The Leverhulme Trust supports a
four-year study partnership between HRP, the National Trust,
English Heritage and the University of East Anglia investigating the
accumulation, effects and management of dust in historic interiors.
Another project, with University College London, monitors the
deterioration of the poor quality Reigate stone that was used
throughout the Tower.The effects of wrapping statuary in winter
are being investigated in partnership with the University of
Leicester.

Among the most precious and vulnerable objects located in the
palaces are the tapestries and textiles.The degradation caused by
time, light, touch and dust requires careful work to clean and
conserve.The fragile silk damask curtains on George II’s travelling
bed at Hampton Court Palace, a unique survival from the 1720s,
have been washed, conservation stitched and relined in a
painstaking programme of work. Rather grander in scale is the
Mary of Modena bed, previously shown at Kensington Palace and
dating from the 1680s, which has been the focus of another
extended programme of conservation and cleaning.The world-
renowned tapestries at Hampton Court Palace were the subject of
the September 2003 meeting of international experts in textile
conservation who contribute to the Monitoring of Damage to
Historic Tapestries Research Project.This initiative is funded by the
European Commission under the Fifth Framework Programme.

The Queen’s beautiful coronation dress was conserved by HRP, for
display at Buckingham Palace in August and September 2003 to
mark the 50th anniversary of the coronation. Its white satin,
encrusted with seed pearls and crystals, was cleaned and repaired
with immense care, as were the 100 or more hats lent by The
Queen for the Kensington Palace exhibition of accessories from
the royal wardrobe.

It is part of the remit of HRP’s conservation teams to promote
understanding of the conservation work we do. By documenting in
film and photography, by publishing the results of research for a
variety of audiences from visitors to fellow-professionals and by
on-site interpretation and explanation, we are broadcasting the
message that conservation is at the heart of our activities.

The tapestries at Hampton Court Palace alone would
cover an area equivalent to six tennis courts. A specially
adapted washhouse at the palace has been created to
gently bathe these precious fabrics. It typically uses
8,000 litres of purified water to clean just one of the
major tapestries in our care. Luckily a tapestry will only
need a wash every 80-100 years.

Conservators work across all our sites and collections,
including the dresses at Kensington Palace, and also conserve
pieces from other collections. They use a variety of equipment
in our laboratory for this task.These mechanisms are very
specialised and often boast unusual features, the pump used to
analyse silk operates at pressures up to 5,000 psi. Compare
this with the tyre pressures on a typical family car which are
likely to be around 30 psi.

The Royal Ceremonial
Dress Collection
contains nearly 14,000
individual items, created
between the 1750s and
the present day.
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The main focuses for formal education are at Hampton Court
Palace and the Tower of London.The Hampton Court Palace
education service won a 2003 Sandford Heritage Education Award,
presented by Charles Clarke, Secretary of State for Education and
Skills. In the course of the school year, 55,000 children – mainly of
upper primary age – visit the palace and enjoy taught sessions in
the historic spaces that give ‘the wow factor’ in the words of the
award citation.

The service is poised for greater expansion, in terms of the range
of both ages and subjects for which it caters.To date it has been
constrained by space considerations, but a concept and feasibility
study by Long & Kentish Architects in the first months of 2004
established the scale of what may be achieved.To be located in and
behind the Barrack Block, beside the main visitor entrance to the
palace, the new Education Centre will be a beacon for learning.

The Tower education service has until now been run by a
dedicated education team of the Royal Armouries, mainly within
the Waterloo Block. From September 2004 this will be a service
that is jointly run and delivered by the Royal Armouries and
Historic Royal Palaces following considerable planning in the course
of this financial year.The new service will bring together the skills of
both and will exploit a wider range of teaching locations and styles
inside the Tower and in new dedicated education and community
spaces in the Tower Vaults on Tower Hill.

The commissioning of these new spaces was substantially aided by
the Heritage Lottery Fund, as part of its £4.5 million grant towards
the Tower Environs Scheme. Occupied from the autumn of 2003,

the Vaults provide not only additional teaching rooms but also
flexible spaces for small-scale performance, art installation and
community uses.The Pool of London Partnership has helped fund
community consultation on the future of these spaces as well as
the design competition for the community section of the hoarding
around the Tower Hill construction site.

Community involvement is integral to learning and outreach at
HRP. Initiatives at the Tower such as the primary school debating
competition, in association with Tower Hamlets and the English
Speaking Union – which won an Education Business Partnerships
Award – and National Archaeology Week events on the Thames
foreshore bring the palace and its staff closer to its local
community. Art and performance projects at both Kensington
Palace and Hampton Court Palace are widening the range of
people who engage with the palaces. A new musical performance
by the Orpheus Centre, an organisation that cares for young
people with severe disabilities, took place at Hampton Court
Palace. It was supported by the Performing Rights Society
Foundation. Elsewhere, the Bridge House Trust are supporting a
two-year textile hanging project on the theme of Royal Gardens
linking elders’ groups across the London boroughs of Tower
Hamlets, Hounslow and Kensington & Chelsea.

Learning

Learning, in its broadest sense, stands as our
second charter goal. All visitors, whether they
visit in person or know about HRP through
our Web presence, are potential inspired
learners. Our formal education services stand
alongside a wide variety of less formal
activities that contribute to our goal.

We initiated an internship in tapestry conservation funded by the
Pilgrim Trust and Radcliffe Trust, and we offer summer placements
for students on conservation or heritage management courses,
while new relationships with Kingston University and other
institutions of higher education offer the prospect of mutually
beneficial research and work.The range of learning opportunities
within HRP is wide, and the bounds have become much wider in
the course of 2003/4.
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Among its basic principles, the strategy states: ‘A sense of wonder
needs to be evoked and reinforced for every visitor.These are
wonderful places and wonderful spaces, and those facts need
celebrating.’ This should be a process unfolding throughout a visit
from first approach to exit and farewell.These principles lie at the
core of an ambitious programme to present the palaces in new
and exciting ways that was begun in 2003/4.

The talents of London fashion designers were brought into the
season’s temporary exhibition at Kensington Palace, Hats and
Handbags: Accessories from the Royal Wardrobe.This presentation of
loans from The Queen was a witty and novel display, in which a
field of slowly-revolving hats fills a central case surrounded by
images of the most memorable and distinctive outfits of The
Queen’s reign, in film and photographs.These were also
reproduced in the publication accompanying the exhibition.

Introducing Hampton Court Palace, a new permanent display situated
off Clock Court that opened in September 2003, provides a much-
needed basic introduction to the history of the palace. It includes
virtual reality reconstruction of the early stages of the building’s
history and brings the story right up to date, including the
conservation work carried out today.

Drama and Debate is a year-long exhibition that opened in January
2004 and adds a new layer of interpretation and display to the
Tudor visitor route at Hampton Court Palace. It celebrates the
400th anniversaries of both Shakespeare’s performances in the
Great Hall before the court of James I and the 1604 Hampton
Court Conference that led to the official English language
translation of the King James Bible.The exhibition and
accompanying publication celebrate the wonder and discovery of

Showing

By developing a new interpretation strategy
and a long-term plan to implement it, HRP is
embracing the challenge of engaging every
visitor. Exhibitions, installations, audio and
printed guides, art works and events all make
their individual contribution to the mix.

Shakespearean drama and the English language as well as the rich
history of the palace, church and court.

Every year we are given or purchase objects that help build up
Historic Royal Palaces’ own displays, whether in the form of
paintings and engravings, costume for the Royal Ceremonial Dress
Collection at Kensington Palace, or more unusual objects such as a
set of replica torture instruments (commissioned for the new
display at the Tower). A suit owned by George III and a dress
owned by Diana, Princess of Wales are among the most significant
acquisitions, for display at Kew and Kensington Palaces respectively.

As the plans for exhibition and re-presentation of the palaces
unfold, they are backed by rigorous study. Conservation Plans are
recognised internationally as being the best tool for managing the
repair, presentation and use of historic sites, and are written after
debate and agreement among all interested parties.We have
completed the first of these, the plan for Kew Palace (included in
the successful Heritage Lottery Fund application). At Hampton

Court Palace we have produced a Gardens, Estate and Landscape
Conservation Management Plan together with a Views Management
Plan.The schemes for presentation at all the palaces benefit from
the alliance between interpretation and curatorial skills.

The traditional mix of exhibitions and room presentations is being
augmented to respond to visitor expectations. Virtual reality (right) is
being incorporated into displays, alongside traditional presentation
methods. A new permanent display on torture (above) at the Tower of
London opened in May 2003. It gives an unsensational account of how
torture was used there.The display includes replicas of various
instruments of torture, while outdoor touch-screens provide further
information.
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Visiting

There has been a long tradition of visiting the
internationally-famous gardens at Hampton
Court Palace.The cost implications of
maintaining these gardens and estates present
in microcosm the balance for HRP between
visitor income and access.

The annual cost of maintaining and improving the grounds – some
£1.6 million – led HRP to consider introducing an admission
charge for the gardens. Following market research and extensive
consultation with government, community organisations, local
residents and visitors, the decision to charge for access to the
formal gardens in summer months was officially announced in
November 2003. A new gardens season ticket will provide regular
visitors with unlimited access during palace opening hours at low
cost.

The garden theme is carried into the palace at Hampton Court.
2004 is the Year of the Garden, and a new exhibition on the
history and delights of the gardens is being installed, to be opened
in June 2004.The annual success of the Florimania Mothering
Sunday weekend, when historically-inspired floral arrangements fill
the Queen’s State Apartments, demonstrates the success of simple
events with universal appeal. Our relationship with the Royal
Horticultural Society was further enhanced with a new licence
agreement for us to continue to host the successful RHS Hampton
Court Palace Flower Show. In December 2003 and January 2004,
the experiment of an outdoor ice rink at the West Front of the
palace was another success, in terms of revenue raised, visitor
enjoyment and public profile.

There are many things we offer visitors to add to their visit and
heighten their excitement. At the Tower of London and Hampton
Court Palace, daily guided tours by costumed interpreters are
enhanced by special events at holiday times.The 2003 theme at
Hampton Court Palace was Gloriana, commemorating the 400th
anniversary of the death of Elizabeth I. Sumptuous costumes,
drama, music and dance were all elements in these events,
together with the ever-popular costumed interpretation of the

Tudor Kitchens.The Elizabeth theme was also at the heart of
special events put on at the Tower, celebrating both the Queen’s
personal history and military aspects of her reign, then shading
into the reign of James I who succeeded her.

To improve both organisational and financial efficiency and benefits
for visitors, contracts for costumed interpretation were fully re-
tendered to move to a single provider at all sites. Similarly, we
began the process of re-tendering audio guide and catering
contracts at all sites in 2003/4.The fruits of the changes will be
seen in 2004/5 and beyond, but the opportunity to readdress
existing provision has already been beneficial.

In order to comply with Part III of the Disability Discrimination
Act 1995 a three-year programme of works has been undertaken
to make ‘reasonable adjustments’ to overcome physical barriers to
access. The main focus for 2003/4 was the installation of hearing
induction loops at key visitor points in the palaces. Other areas of
improvement were smaller scale works: highlighting stair nosings
and ramp edges, repairing and improving cobbles and improving
lighting. As with many changes intended to benefit visitors,
strategic thinking instituted in previous years is now bearing fruit.

Our response to the Disability Discrimination Act has not
just been limited to physical changes.The Visitor
Management and Signage Strategy Group is considering how
to improve access for all visitors with particular benefits for
those with disabilities, through better signage and provision
of information.
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Developing

As with every service organisation, our
success ultimately depends on the
commitment and capability of our staff.The
continuing achievements of Historic Royal
Palaces described in this report are largely
owing to the efforts of our people.

Our priority has been to continue to create an environment
where our staff can achieve high standards of performance – to
continue our aim to become an employer of choice.

In the past year we have continued to invest heavily in our
managers through an innovative Leadership Development
Programme and run many other workshops for staff at all levels. In
particular, through our partnership with our trade unions, we have
introduced within the Learning Zones at each main site, an exciting
new training approach called Learn Direct.We offer staff and their
families a wide range of options via the Internet and participants
learn at their own pace and at a time and location that best suits
their individual needs.

The existing programme of staff development has demonstrated
its worth on a number of occasions, notably in an increasing
number of cross-palace and cross-functional teams and projects. A
pilot project on communication across the organisation resulted in
team briefings with greater staff involvement. Other project teams
have looked at internal issues surrounding a number of differing
policies including feature filming and big events, new ticketing and
admissions procedures and the beginnings of an environmental
strategy.

We have also continued to develop an attractive range of
employment policies and practices including those designed to
improve the work-life balance for staff with family and caring
responsibilities. In partnership with employees and trade union
representatives, we have undertaken a detailed review of our pay
systems and practices and we have plans to roll out simplified and
improved arrangements in 2004/5.

Organisational development takes many forms.The Hampton
Court Palace Friends have made many contributions to the life of
the palace. Some volunteer to assist in the gardens or within the
palace, while many others take advantage of a wide programme of
lectures and activities. Partnerships with events organisations bring
further advantages, promoting the palaces or boosting income and
numbers of visitors.The successful experiment of a winter ice rink
at Hampton Court Palace has been the shining new example, to
place alongside the success of regular summer events such as the
Royal Horticultural Society’s Flower Show and the IMG Music
Festival.

During the year ahead, a project to create a clear and widely
understood identity for HRP will provide renewed momentum
and focus to our journey of culture change and business
improvement.We aim to make HRP a compelling place to work,
visit and support. Development in the capacity of the organisation
and its people will help HRP to deliver its vision.

As visitor numbers from abroad have fallen, Historic Royal
Palaces is increasing investment through alternative income
generating projects like the creation of a winter ice rink at
the West Front entrance to Hampton Court and film
location work.These new revenue streams helped increase
our ‘income from other sources’ to £4.1million.

Hampton Court Palace Gardens and Estates now recycle
95 per cent of their green waste with wood felled on the
estate used to create hand carved bowls and platters for
the palace shops.
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Earning

The most significant single development for
retail operations this year has been the
refurbishing of HRP’s flagship Tower Shop. It
is delighting shoppers with its new themes
such as ‘Kings and Queens’, ‘Armoury’, even
‘Torture’.

This was part of a new direction in retail design for HRP as each
‘theme’ complements one of the many stories of the Tower.The
fittings do likewise: they include the largest piece of hand-knitted
chain mail in the world, a red portcullis wall and holographic
messages and historic images. A glass-walled mezzanine floor has
been added to provide a bookshop and range of lifestyle items
such as linens, furnishing fabrics, accessories and even furniture.

In May, the Yellow Drawing Room was opened at Kensington
Palace.This too provides a very different experience, alongside our
more traditional gift shop. Focusing on lifestyle products, customers
can enjoy their shopping at a leisurely pace, settling into a
comfortable leather sofa to view new ranges of china, glassware,
cutlery and linens – even browsing through a selection of
antiquarian books.

HRP published a number of books in the course of the year, some
to accompany new exhibitions. Others, like Kensington Palace:The
Official Illustrated History by Edward Impey, former Curator, were
produced in collaboration with Merrell Publishers.These items are
all available in our shops.

To support retail activity, a new centralised distribution centre was
opened in Surbiton in December 2003. Replacing the former
palace storerooms, the 8,000 sq ft of space has improved
distribution efficiency, offers automatic restocking, provides cost
savings and eliminates duplication of effort.Work continues on the
integration and upgrade of computer systems that again offer
operational efficiencies. In July, customers were given the
opportunity to shop online when the e-commerce site 

‘historicroyalpalaces.com’ was launched.Thus far over 80 per cent
of customers have been from the USA.There is also a special area
of the retail website for corporate gift purchase, supported by a
new corporate gift catalogue which was published in the spring.

Our licensing activity has also seen a significant increase. New
products include ties, a Tower chess set, tapestry inspired by
Hampton Court Palace gardens and jewellery.The relationship
with Alpha Retail who operate the ‘Glorious Britain’ outlets has
also grown, and a representative selection of the Historic Royal
Palaces range may now be seen in Terminals 2, 3 and 4 at
Heathrow and also at Stansted airport.

Feature filming continued to be a growth area for HRP with three
projects undertaken at Hampton Court Palace in summer 2003
and early in 2004. Costume dramas were set in a range of
locations with the palace itself dressed to look like a 17th-century
theatre, an 18th-century European park as well as standing in for
its sister palace at Whitehall.

We have continued to build upon our reputation for providing
excellent venues for corporate functions and events. In 2003/4
this significant area of our business raised £2 .1 million of
income, whilst concessions, licences and other agreements
raised a further £2 million.
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Communicating

In informing the world at large about the
challenges we face as a self-financing charity,
HRP has a wealth of opportunities provided
by these extraordinary palaces and the
knowledgeable and dedicated staff who
work within them.

The audience includes stakeholders, local communities and the
general (or potential) visitor. We are communicating an
experience and our values, as well as protecting our income
streams. Our advertising and public relations messages aim in
particular to promote conservation achievements and discoveries.
They help visitors to make the most of their time spent with us
and to experience the exciting history contained within the
palaces’ ancient fabric.

The year proved testing for the HRP communications team as the
impact of war in Iraq depressed international and domestic visitor
numbers. In a challenging operating environment, numbers of
visitors both to the Tower of London and Hampton Court Palace
were down less than 1 per cent on the previous year.This echoes
the overall trend in visitors to London. Over the course of the
year visitor numbers slowly improved month on month, standing at
the end of the financial year at 2,762,000. New exhibitions and
other attractions, together with the increased confidence of our
partners in the travel trade, have left us feeling more positive
about the coming 12 months.

Research carried out through the year enables us to pinpoint
visitors with a combination of advertising, brochures and press
coverage. Advertising campaigns fit the very different characters of
the palaces, while we also look to tourist publications, the Internet,
guidebooks and leaflets placed in hundreds of locations. Group and
travel trade customers (who account for a third of admission
tickets sold) receive quarterly multi-lingual newsletters,
complementing annual print distribution and attendance at key
international and domestic trade exhibitions.

Capturing a possible ghost sighting on CCTV at Hampton Court
Palace created a great deal of interest across the globe.The Press
Office was inundated with calls and had accumulated more than
90 press articles for the month of December 2003 alone.

December 2003 was the capture of an apparent ghost at
Hampton Court Palace on closed circuit television.

Building strong relationships with local communities is also crucial
to long-term development. Extensive consultation was undertaken
with neighbours and local communities at Hampton Court Palace
to explain proposals for extending existing admission charges to
the formal gardens.There were lessons learnt from the exercise
that brought us closer to the issues and opportunities presented
by the palaces in our care.

Partnerships are key to the success of this work, whether by
developing market opportunities with similar heritage attractions or
familiarisation trips for the hotel and restaurant trade, cab drivers
or journalists. Media coverage is secured through good feature and
news opportunities, and we work to ensure that the world is given
accurate information about our achievements.

At Kensington Palace, the high profile launch for the Hats and
Handbags exhibition, opened by HRH The Duke of Gloucester, was
complemented by a reception for the All Party Tourism and Culture
Group in partnership with VisitBritain that gave valuable
opportunities to meet opinion formers in the arts and media,
government and parliament.

A range of television audiences discovered more about us.The
BBC children’s programme ‘Blue Peter’ broadcast live from
Hampton Court Palace’s ice rink at Christmas and earlier in the
year held a competition to name the Tower’s newest raven. In
the summer of 2003, the phenomenally successful BBC
‘Restoration’ programmes were based at the Tower, with the
finale broadcast live from the wharf.The eight-part Channel
4 series on the Tower, first broadcast in 2002, was repeated
in early 2004 and shown in many parts of the world. One
item of news that was featured around the globe in
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Historic Royal Palaces wishes to thank donors for their investment
and support in the year 2003/4.

Barclays plc

Miss Anthea Boothman

College of Estate Management

Corporation of London

Environment Trust for Richmond

The Eranda Foundation

The European Commission

The Friends of Hampton Court Palace

Friends of Royal Botanic Gardens Kew

Friends of St Anne's

The Gosling Foundation

Heritage Lottery Fund

London Open House

Man Group plc

Marsh McLennan & Companies Ltd

Norman Allen Group

The Performing Rights Society Foundation

The Pilgrim Trust

The Pool of London Partnership

PricewaterhouseCoopers

Prudential plc

The Radcliffe Trust

Richmond Decorative and Fine Arts Society

Fred A. Sharf

Southwark Council

Trowers & Hamlins

Wallpaper History Society
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Historic Royal Palaces has recognised that in addition to visitor
revenue, income from charitable and corporate sources will be
crucial to the future financial viability of the organisation.
Consequently, a comprehensive investment plan for fundraising was
prepared and agreed this year.The plan aims to significantly
increase the support Historic Royal Palaces can secure for a
portfolio of projects and on-going revenue costs.

This represents a real challenge for Historic Royal Palaces as we
seek to raise funds and change misconceptions that we are a
publicly funded organisation or simply an unconnected group of
visitor attractions. In reality we are a self-financing, conservation
and educational charity dedicated to ensuring the future of these
national landmarks and their collections and histories for posterity.

In support of the future fundraising programme a Development
Council, chaired by Angela Heylin, was founded in this financial year
to guide our fundraising strategy and to introduce potential
supporters to the work of the organisation.The work of the
council will progress throughout the year and we look forward to
welcoming new members.

During the year a number of conservation and learning projects
were only made possible through generous supporters who share
our passion for, and commitment to, the nation’s heritage and we
look to build on this.

Funding

MORI research conducted in the gardens at Hampton
Court Palace last year showed that 81 per cent of people
did not know that Historic Royal Palaces is a charity with no
government funding. Eight per cent believed we were
funded by the Royal Family but this is also untrue. The Banqueting House,Whitehall.
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Money matters

Admissions 60%

Concessions 2%

Retail 17%

Grant & donations 11%

Functions & events 5%
Licences & rents 3%

Interest 1%

Other 1%

Admissions 57%

Concessions 2%

Retail 19%

Grant & donations 12%

Functions & events 5%
Licences & rents 3%

Interest 1%

Other 1%

2003/4

Income

2002/3

A cautious budget for 2003/4 of 2.5 million
visitors and corresponding net deficit was set
against the difficult background outlined in the
Chairman’s statement. In a challenging
environment visitor numbers began to increase in
the latter part of the year and ended the year at
2.7 million, 9 percent up on budget and only 4
percent below the previous year. Visitor income
was up 2 percent on the previous year, helped by
small rises in ticket prices and increased yields.

Other income generating activities also
supported our charitable purpose, although retail
suffered from building disruption at the Tower of
London (as part of the Tower Environs Scheme)
and new operations such as the online shop
coming on stream later than planned. However,
both of these initiatives and others mentioned
elsewhere in this report put us in a strong
position to benefit from these revenue streams in
2004/5.

In July 2003, HM Customs & Excise (HMCE)
confirmed that HRP met the conditions of
Schedule 9, Group 13, Item 2(a) and Note 2 to
the VAT Act 1994, known as ‘cultural exemption’.
Consequently admissions income received by
HRP became exempt from output VAT and we
now also recover less VAT on our expenditure.
Under HMCE claim limits, HRP made a three
year back-claim and this, together with interest,
increased unrestricted funds by £5.9 million.

Expenditure

HRP is disclosing the deficit and liability on its
defined benefit pension scheme for the first time
in the statement of financial activities and balance
sheet, in accordance with accounting standard
FRS17.The liability does not result in an
immediate cash flow impact on the charity.
Contributions into the plan are adjusted to take
account of valuations and are met through
budgeted incoming resources. There is, therefore,
no impact on the free reserves of the charity.

The summary accounts are not the statutory
accounts but a summary of the information
relating to both the Statement of Financial
Activities and the balance sheet. For further
information, the full statutory accounts can be
obtained from our website www.hrp.org.uk or by
writing to:The Chief Executive’s Office, Historic
Royal Palaces, Hampton Court Palace, Surrey
KT8 9AU.

Management & administration 9%

Publicity 1%

Retail activity 12%

Conservation & maintenance 21%

Education & public access 55%

Other commercial activity 2%

Management & administration 8%

Publicity 1%

Retail activity 14%

Conservation & maintenance 25%

Education & public access 50%

Other commercial activity 2%

2003/4

2002/3
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Performance trends and targets

Secretary of State’s targets
It is a condition of Historic Royal Palaces’ contract with
the Secretary of State for Culture, Media and Sport, that
the Trustees agree performance targets with the
Secretary of State. Historic Royal Palaces’ 2003/4 targets
and performance against these agreed targets are
reported below.

Visitor satisfaction ratings
Visitors are asked to rate three key levels of
performance against the targets set by the Secretary of
State.The performance is measured according to a range
between 2 (extremely good) down to -2 (very poor)
with 0 being the mean and acceptable.

Historic Royal Palaces has exceeded all the agreed
targets.

Target - achieve value for money ratings of between
0.5-0.8.

Achieved - visitors rated value for money above target
at 0.87.

Target - achieve enjoyment levels above 1.25.

Achieved - visitors rated their enjoyment above target
with a level of 1.33.

Target - achieve ratings above 1.25 for helpfulness and
friendliness of staff.

Achieved - with the highest of the levels, our staff
attitude was well above target, rated 1.45 in the survey.

Conservation
Target - implement a minimum £1.8 million
programme of planned conservation work.

Achieved - at the year-end the value of work
completed was £1.85 million.

Target - complete Phase II of the external repairs and
redecoration of Kensington Palace State Apartments (the
south and east elevations).

Achieved - Phase II was completed £100,000 below
the £900,000 budget and on programme on 28
November 2003.The works included the conservation
and redecoration of the finely carved timber lions’ head
cornice.

Target - complete external repairs to the stone
masonry and roof of the Wakefield Tower at the Tower
of London.

Achieved - The Wakefield Tower conservation project
was completed within budget and on programme at the
end of March.

Financial liquidity
Target - a cash balance on 31 March 2004 of not less
than £1 million.

Achieved - £12.6 million.

This increase of £11.6 million above target was due to:

• a £1.2 million improvement in operating income,

• a £0.8 million reduction in working capital,

• a VAT reclaim recovery of £5.9million,

• and a combination of savings and deferrals which 
resulted in a reduction of £1.2 million in operating 
expenditure and £2.5 million in project spend.

Visitor Trends
(000’s)

1999/2000 2000/1 2001/2 2002/3 2003/4

Tower of London 2,383 2,293 2,007 2,033 2,018

Hampton Court Palace 679 611 576 511 511

Kensington Palace 269 258 218 325 211

Banqueting House 27 23 22 22 22

Total 3,358 3,185 2,823 2,891 2,762
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Total Total 
2004 2003
£000 £000  

Incoming resources
Activities to further the charity’s objects:
Grant and donations 5,237 5,721
Admissions 27,226 26,675
Concessions 809 833

33,272 33,229
Activities to generate funds:
Retail 7,843 9,054
Functions and events 2,163 2,098
Licences and rents 1,574 1,265
Other 390 291
Interest 433 655

12,403 13,363

Total incoming resources 45,675 46,592

Resources expended
Costs of generating funds:
Publicity 649 608
Retail activities 6,084 6,211
Other commercial activities 811 1,006

7,544 7,825
Charitable expenditure:
Conservation and maintenance 10,877 10,814
Education and public access 28,150 20,948
Management and administration 4,393 3,520

43,420 35,282
Pension Finance costs 295 (18)
Total resources expended 51,259 43,089

Net movement in funds 
before revaluation (5,584) 3,503
Revaluation of fixed assets 271 25
Actuarial gain/(loss) on Pension Plan 1,221 (4,282)

Net movement in funds (4,092) (754)

Fund balance at 1 April 2003 21,293 19,917
Prior year adjustment: FRS17 (7,386) (3,017)
Prior year adjustment: VAT 5,579 3,340
At 1 April 2003 as restated 19,486 20,240
Fund balances carried forward
at 31 March 2004 15,394 19,486

The summary financial statements of Historic Royal Palaces were
approved by the Trustees and the Accounting Officer on 21 June 2004
and signed on their behalf by:

Sir Nigel Mobbs Michael Day
Chairman of the Board of Trustees Chief Executive
and Accounting Officer

Summary Consolidated Statement of
Financial Activities 
for the year ended 31 March 2004

Group Group
2004 2003
£000 £000

Fixed assets 13,171 10,654

Net current assets 8,685 16,257

Total assets 
less current liabilities 21,856 26,911

Provision for liabilities and charges 297 39
Pension Plan liability 6,165 7,386

Net assets 15,394 19,486

Represented by:
Restricted funds 1,154 8,167

Unrestricted funds
- Pension Plan (6,165) (7,386)
- Revaluation 481 248
- General fund 19,924 18,457

15,394 19,486

Summary Consolidated 
Balance Sheet
as at  31 March 2004

Independent Auditor's statement to the Trustees of Historic
Royal Palaces
I have examined the summarised financial statements of
Historic Royal Palaces on page 30.
Respective responsibilities of theTrustees, the Chief
Executive and the Auditor 
The summary financial statements are the responsibility of the
Trustees and the Chief Executive.
My responsibility is to report to you my opinion on the
consistency of the summarised financial statements with the full
financial statements and Trustees’ Report. I also read the other
information contained in the Annual Review and consider the
implications for my report if I become aware of any apparent
misstatements or material inconsistencies with the summarised
financial statements.
Basis of opinion 
I conducted my work in accordance with Bulletin 1999/6 ‘The
auditors’ statement on the summary financial statement’ issued
by the Auditing Practices Board for use in the United Kindom.
Opinion
In my opinion the summarised financial statements are
consistent with the full financial statements and Trustees’
Report of Historic Royal Palaces for the year ended 31 March
2004 

John Bourn National Audit Office 
Comptroller and Auditor General 157-197 Buckingham
29 June 2004 Palace Road

Victoria 
London SW1W 9SP

The maintenance and integrity of Historic Royal Palaces'
website is the responsibility of the Accounting Officer ; the
work carried out by the auditors does not involve
consideration of these matters and accordingly the auditors
accept no responsibility for any changes that may have
occurred to the financial statements since they were initially
presented on the website.
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Notes and credits

This annual report was designed and produced in-house by an Historic Royal Palaces team.

Text © Historic Royal Palaces 2004.

Pictures © Historic Royal Palaces 2004

All rights reserved. No part of this publication may be reproduced or transmitted in any
form or by any means, electronic or mechanical, including photocopying, recording, or any
information and retrieval system, without permission in writing from Historic Royal Palaces.

 




