
Tameside Registration Service Delivery Plan 2021-22
1. About the Registration Service

1.1. Our Objectives

The service aims to provide quality services that meet the needs of Tameside communities, and more specifically by:
· Ensuring the provision of effective and efficient statutory services in line with national standards and best practice.

· Continually seeking to improve accessibility to the service for users.

· Listening to our customers and responding to their needs.
1.2. Accessing Our Service

The Register Office is located at:-

Dukinfield Town Hall

King Street

Dukinfield
Tameside
SK16 4LA

The boundaries of Tameside registration district and sub-district are exactly the same as those of Tameside Metropolitan Borough Council. The majority of registration for the district of Tameside occurs at the register office in Dukinfield, although death registrations are also available, by prior appointment, at:

Tameside and Glossop NHS Trust Hospital

Fountain Street

Ashton under Lyne

OL6 9RW

The Register Office opening hours are Monday to Friday 9.30am – 4.30pm.
In addition, there is an emergency service for weekends in particular circumstances explained in more detail in section 1.2.1 below.  

Registering a birth, death or marriage notice is by appointment only.  Tameside Register Office operate an on-line booking system available to the public at www.tameside.gov.uk/Registrars/book  

Alternatively customers can book by telephoning 0161 342 5032.

For comprehensive information about the services available at Tameside Registration Service please visit:  www.tameside.gov.uk/registrars
1.2.1 Emergency Service
An emergency “out of hours” service is available for the following:-

· People needing to register a death and make burial arrangements at short notice due to religious beliefs.
· People enquiring about marriage by Registrar General's license i.e. marriages having to take place quickly due to illness of one of the parties. 
This service can be requested via the Council’s 24 hour emergency call centre on 0161 342 2222.
2. Team Profile

The Registration Service reports to the Borough Solicitor, who acts as the Proper Officer.

Tameside Registration Service comprises:




3. Team Functions

· Registration of all births, deaths and still births occurring within the borough

The registration service provides an appointment based service for the statutory services of birth, death, stillbirth registrations with access to appointments available online as well as by telephone.
· Taking notices of intended marriage and civil partnership from persons resident in the borough
There is an appointment based service for the taking of marriage/civil partnerships and booking forthcoming marriages/civil partnership ceremonies up to 12 months in advance.
· Conducting and registration of all civil marriages and civil partnership taking place in any venue licensed for the purpose

The Denyer & Richardson Suite is used as the statutory register office ceremony room at Dukinfield Town Hall with an additional waiting room for guests. Whilst  marriages/civil partnerships take place at the register office, there are also 9 venues approved for marriage and civil partnership ceremonies offering a wider range of choice. For a list of approved premises please visit:-www.tameside.gov.uk/lifeevents/marriage/premiseregister.
· Conducting citizenship ceremonies for Tameside residents that make an application for British Nationality.

Tameside Registration Service is responsible for complying with the statutory responsibilities for citizenship ceremonies.  The ceremonies are administered by the Superintendent Registrar.  For further details please visit:-
http://www.tameside.gov.uk/citizenship
· Safe custody of all historic records of births, deaths and marriages dating back to 1837 and issue of certified copies from these records on demand.

· Gender recognition
Advice on how to apply for a Gender recognition certificates.  For further details please visit:
http://www.tameside.gov.uk/registrars/gender
· Giving assistance and advice to customers on all aspects of registration.  Please visit:- http://www.tameside.gov.uk/registrars
4. Service Standards
Tameside Register Service is committed at all times to meeting the national standards of service as outlined in the Good Practice Guide for Registration Services.  
5. Performance Management

5.1. Key Performance Indicators

GRO acknowledge that 2021/22 has, again, been an extremely challenging year for the Local Registration Service in England and Wales. Civil Registration continues to maintain a high profile, playing a critical role in supporting society’s response to the COVID-19 pandemic. It is as a result of the flexibility, hard work, dedication and professionalism of the Registration Service that the delivery of this key public service has been maintained.

The Registrar General recognises that the Registration Services current focus will be on maintaining service delivery and planning pandemic recovery activity.
	Part A. Key Performance Targets
Level of performance measured against the following key performance targets for registration


	(i)
	Waiting times 
Where an appointment system is operated ensure availability of an appointment within the agreed timescales:
(i) birth registration/declaration within 5 working days
	Attainment Level %

(Target: 95% appointment availability)

95%
	Comments



	
	(ii) still-birth registration/declaration within 2 working days
	100%
	

	
	(iii) death registration/declaration within 2 working days
	99%
	

	
	Monitoring methodology used
Electronic diary.  Weekly spot checks.  Monthly reports


	(ii)
	Customer satisfaction
Customers should be dealt with courteously, with sensitivity and in a personalised manner.  To evaluate this and other aspects of service delivery, the customer were asked a set of questions covering:
• Courteousness; 
• Accessibility (e.g. initial contact and location); 
• Appointment availability; 
• Office accommodation; 

	Attainment Level %

(Target:  95% satisfied customers)
99%

	Comments



	
	Monitoring methodology used 
Annual customer survey

Annual stakeholder survey

Corporate complaints system

Comments and complaints drop box in reception

Online customer Survey



5.4 Suggestions, compliments and complaints
The service adheres to the corporate standard in relation to receipt of suggestions, compliment and complaints published on the Tameside website at www.tameside.gov.uk/complaints  Information on how to make a suggestion, compliment or complaint is made available at the Register Office or any Tameside Customer Service Centres.  A comment box is also available in the reception area for customers to make comments/suggestions/complaints.
6
  Service Improvement
In Tameside we understand that first impressions count. Each year most of our residents will contact the council at some point and in doing so the way they are treated, the standards of customer care and the quality of the outcomes they receive will influence their perception of the council as a whole.
Tameside Registration Service strive to continually improve the service we provide to the community and the service objectives allow us to concentrate on areas to enable us to achieve service improvements.  
7  Business Continuity Plan
The objectives of the Business Continuity Plan are to ensure that the Registrars Service will continue to operate albeit at a reduced level, depending on which and what service dependencies fail.  In the event that there is a complete denial of all services the Registrars Service will concentrate on providing support to the core business operations.  (Updated February 2021
The pandemic revealed that when surveying the depth of the planning it was not adequate in addressing all aspect of the business, but using the BCP in conjunction with additional supporting guidance ‘Planning for an Influenza Pandemic’, and COVID-19 Health and Safety Risk Assessment’ ensured the service was able to deal with the challenges of COVID-19.  
7  Learning and Development 
Tameside is a member of the North West Training group.  The aims and objectives are to ensure quality checked training is available to registration staff in various aspects of registration. Communication with other Registration area training groups ensures a consistent approach.
Learning and development of staff is vital in delivering a high quality service. Staff attend an annual review and regular one to one session which identifies individual training requirements. Corporate training is available to develop staff in the organisation.  The aim of corporate development is to support and compliment specialised and professional training and reach the entire workforce. 
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