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Introduction

This plan will describe how the Bath and North East Somerset Registration Service will be organised and also how it will operate following the move to local governance.

Until now the scheme under which this Registration district has operated has been laid down by the General Register Office and its requirements in terms of numbers of principal officers, opening hours to the public.  Currently the scheme states that 3.5 whole time equivalent Registrars and one Superintendent Registrar must be present during normal opening hours.

The new scheme will enable more flexibility in terms of staffing so that the service can respond and react accordingly to the needs of our clients.  This will permit the service to look at peaks and troughs of activity and staff the service accordingly; enabling more focused and appropriate levels of staffing whilst making best use of financial resources.  

All staff will become fully multi-skilled and will be able to switch between roles as demand on the service dictates.

As a result of complete integration within the Council the new Registration Service will ensure that the Council’s key values and targets are met and that Council wide practices are complied with and developed where required.

Local and National Considerations

National

The Registration Modernisation paper which was endorsed by Government provides many opportunities for local authority registration services.  It will enable us to modernise the delivery of our statutory duties, to take greater local responsibility for the provision of local registration services.  All registration staff are already formally council employees of the local authority.

The changes above plus the opportunity to develop and deliver non-statutory services is welcomed by Bath and North East Somerset Council and will allow the team to develop and diversify to become a broad based registration service offering multiple opportunities to the public and staff alike.


Local

Bath and North East Somerset Council is a unitary authority with a population of approximately 187,000.  It has within the district a local general hospital, the Royal United Hospital, which treats not only the residents of this district but also residents of South Gloucestershire, Bristol and Wiltshire.  

By diversifying and utilising multi-skilled staff we plan to offer all the key statutory services to meet the needs of our clients, plus additional non statutory services as required.  We aim to monitor all services offered by using our Stopford software to ensure we meet GPG targets with regards to appointments offered, waiting times for clients and also to measure level of access for each service offered.  This aids planning for staffing levels and helps us predict trends in marriages and civil partnerships i.e. most popular months, leaner periods etc.  

With this information we have been able to develop excellent marketing strategies to ensure numbers of ceremonies undertaken increase year on year and to look at areas for improvement.   Currently we offer the Nationality Checking Service and have been selected for the next phase of districts to offer the Settled Status Checking Service. These two services will offer the opportunity for citizens of Bristol as well as Bath to have their documents checked before applying for British Citizenship and Settled Status.  We are also finding that many of those who choose to avail themselves of this service are also returning to have their ceremony conducted here in Bath, whether they live in this district or not.

As with all other Council services in this current economic climate, the Registration Service cannot afford to stand still.  We need to provide value for money.  We must be innovative in our approach to the future – be prepared to diversify and seek out new services to offer, train and develop staff in the interests of the service and the individual, and ensure that the standards currently achieved within our statutory work remain consistently high.
The team work tirelessly and selflessly to fulfil their obligations, we have regular in-house training sessions to ensure all staff are fully compliant with the demands of registration and we have regular brain-storming sessions to work out ways to improve how we function as a service using ‘SMART’ principles to assess and assimilate information from customer feedback and customer surveys to improve or amend our delivery; add to the services offered and provide an exceptional service to the local community in these challenging times.

We have identified areas of development to work on over the next three years – the aim being to make the Service as self-sufficient and self funding as possible.  

Our ultimate aim is for the Bath and North East Somerset Registration District to be nationally recognised for the quality of the service it provides and the excellence of its approach in introducing new services for the benefit of the local community.

Alison Manning

Registration Services Manager/Superintendent Registrar

1.0
Aims of the Registration Service

1.1
The Register Office is required to provide a statutory registration service for Births, Stillbirths and Deaths. To undertake Notices of Marriage and Civil Partnership; to provide celebration ceremonies for Marriages and Civil Partnerships; to issue duplicate birth, death, marriage and civil partnership certificates and to conduct British Citizenship ceremonies.

1.2
The Registration Service also provides non statutory services which include the Nationality Checking Service, Naming ceremonies and Renewal of Vows ceremonies.

1.3
Although much of the work conducted by the Service revolves around celebration, we are also here to provide services to the residents of Bath and North East Somerset at less happy times for example the registration of the death of a loved one.  In anticipation of the proposed introduction of ‘Tell Us Once’, the Service will focus on additional support for these clients – working in conjunction with the Council Connect team in delivering an easily accessible service to take away the strain of having to contact numerous departments within the council to notify them of the death, and also in doing so provide value for money.
1.4
The Service will continue with its commitment to income generation as a means of increasing the self sufficiency of the Register Office, thereby making a direct contribution to the reduction of the overall costs of the Service.  The Register Office embraces the ‘Good Practice Guide’ which contains guidelines laid down by the General Register Office to put the customer first as the key component of the service.  Measuring achievement against this guide provides an excellent way of understanding where we are in terms of delivery; what needs to be improved and how this can be done.
2.0  
Where we are Now
2.1   The future of the National Registration Service has been for some years the subject of considerable debate at national level.  New systems of registration have been introduced with Registration on Line (RON) being delivered for Civil Partnerships in March 2006, extended to birth and death registrations in June 2007 and more recently for notices of marriage.  The final step will be the registration and indexing  of marriages on the system from January 2011.  In addition to these statutory changes the Service has diversified and found other avenues and services to offer to our client base.  The promotion of Naming and Renewal of Vows ceremonies is slowly building interest in these ceremonies, and of course the Nationality Checking Service is proving very popular.  

3.0
Service Delivery

3.1
The Register Office is located at The Guildhall, High Street, Bath, BA1 5AW.  Opening hours are 9.00 am to 4.00 pm Monday, Tuesday, Thursday and Friday.  On Wednesday the office opens at 10.00 am however an additional service to take Notices of Marriage is provided between 5.00 pm and  7.00 pm on Wednesday evening.  A Registration Office is also located at The Hollies, Midsomer Norton.  The offices are open 9.00 am. to 12.30 pm Monday to Friday each week.  The contact telephone number to make an appointment with Register Office staff at both offices is:  01225 477234.
3.2
The Registration Service can be contacted in an emergency to arrange a marriage by Registrar General’s Licence or arrange the burial of a body within 24 hours on religious grounds, outside of normal business hours by telephoning 01225 477337.
4.0
Business Plan Vision – Where we plan to be in three years

4.1
We have a number of developments we are working towards achieving.  In three years time the Service would like to be:

· Conforming completely to the national service wide standards and procedures

· Providing a service consistent with customer demand following a review of service provision points across the Authority – could we extend to provide cover in Keynsham – use of Libraries etc

· Operating a career progression scheme for staff

· Issuing duplicate birth, death, marriage and civil partnership certificates using original images captured by electronic scanning of archived registers

· Running a Settlement Status Checking Service in line with the current Nationality Checking Service, to assist those applying for Settled Status/Indefinite Leave to Remain in the UK

· Providing a Change of Name Service for those wishing to alter/amend/change the name by which they are officially known

· Providing a degree of on-line booking of appointments to register Births and Deaths, Notices of Marriage and Civil Partnership

· Working with our Approved Premises to promote non-statutory services

· Increase the number of premises licensed for Marriages/Civil Partnerships by 10%

· Providing an on-line payment service for the purchasing of certificates

· Assist in the Council’s delivery of Tell Us Once
· Introduce an electronic finance package for daily ‘cashing up’.

· When enabled by law to offer more choice as to timings for marriages and civil partnerships.

5.0
Objectives

5.1
Customer Care
Develop, improve and maintain a relationship with the Coroner’s Service.  When legislation is implemented extend this relationship to the Medical Examiner to ensure that, as far as possible, a seamless service is delivered to the bereaved.
Assist in the delivery of Tell Us Once to ensure that Council Departments are informed in a timely fashion of the death of a BANES resident.

5.2
Staff Development

Ensure that all staff are multi skilled.


Develop and review a career progressions scheme to ensure that the 


future needs of the Registration Service are fulfilled.


Develop and improve an internal staff inspection scheme, were all 


staff can be individually assessed on their competencies and further 


training and help given when and where required.

5.3
Performance Management

Monitor and where necessary improve performance indicators set for 
the service using the ‘Good Practice Guidelines as a baseline for 
development.

5.4
Finance

Ensure that robust procedures are in place to account for secure

 
stock and register pages.


Ensure regular auditing of accounts is undertaken by the Council.

5.5
IT

Extend the use of the electronic diary to process management 


information.  Following GRO’s decision to cease supporting RSS 
from July 2011, identify and implement a solution to retain access to 15 years of records – could these be scanned using the new proposed scanning system?  Explore the feasibility of customers being able to book an appointment on-line and also pay for services.

6.0
Extension of Services if there is a change in Registration Law

The Council should investigate the possibility of lobbying for a change in registration law to enable cross-boundary registration co-operation, enabling Registrars from one district to work within another, at a commissioned rate, as and when required.  To conduct ceremonies if that district does not have the capacity to accept all booking requests or to provide cover if a flu pandemic seriously affects a neighbouring district’s staff.    If there was a change in law clients could register any event anywhere, this was looked at approximately 6 years ago but was thrown out by the House of Lords.



























Here to mark the important events in your life.
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