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REPORT 

1. Purpose of Report 

The purpose of this report is to provide an update on the performance of the AreaIRegistration 
Service. 

2. Background 

2.1 The Area/Registration Service 

a submitted a Charter Mark application in 1999 and were awarded Charter Mark in 2000 
undertook a Best Value review in 2000 

a was selected for Performance Management and Planning Audit (PMP) in 2001/02 and 
,o achieved Investors in People in 2002 
a participated in a PMP follow up audit in 2002/03. 

3. Considerations 

3.1 The AreaIRegistration Service retained the prestigious Charter Mark for Excellence in Public 
Service following reassessment in December 2004. 

3.2 The Area/Registration has produced an annual performance report to 

a highlight key facts relating to service provision 
a provide year on year comparison of performance 
a inform stakeholders how the service is organised in North Lanarkshire 
a set out the key objectives for the AreaIRegistration Service as defined in the Administration 

Department Service Plan 
a develop consultation arrangements and collect feedback from stakeholders to identify their 

views on how we can further improve 
provide a mechanism for stakeholders to influence the contribution the Area/Registration 
Service makes to the community and 

Q aid the continuous improvement process in line with Charter Mark criteria. 

The opportunity has also been taken to include the latest available comparative information for 
the Registration Service in Scotland produced by the General Register Office for Scotland. 

3.3 

4.  Recommendations 

It is recommended that the Committee approves the contents of this report. 

of Administration 
seeking further information on the contents of this report should contact John Fleming, Head of Central 

Services on Extension 2228). 
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Introduction 

Area/Registration employees are committed to providing an excellent service to the people 

of North Lanarkshire. Our Millennium Charter and Service Standards Pledge demonstrate 

this commitment. With a view to continuous improvement we regularly monitor our 

performance and report our results. 

0 bjectives 

The objectives of this report are to 

highlight key facts which relate to service provision 

provide year on year comparison of performance trends 

explain how the service is organised and delivered to the people of North Lanarkshire 

set out the key objectives for the Registration Service as defined in the Administration 

Department Service Plan for 2005-07 

collect feedback from stakeholders to identify their views on how we can further 

improve consultation arrangements 

provide a mechanism for stakeholders to influence the contribution the 

Area/Registration Service makes to the community and 

aid the continuous improvement process in line with Charter Mark criteria. 

Your views on the contentlstyle of this report are welcomed. 

A Feedback Form for this purpose has been included at the end of the report. 
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Area/Registration Service 

The Area/Registration Service in North Lanarkshire is part of the Central Services 

Division of the Administration Department. 

o The Management Team consists of John Fleming, Head of Central Services, 

Ala n C lark , C h ief Ad m i n is tra t io n Services M a nag er, B rend a N a rd one , Ad m in is t ra t ive 

Services Manager, Billy Carroll, Area OfficerIRegistrar, Rosemary Hug hes, Area 

Officer/Registrar and John Reid, Area OfficerIRegistrar 

The core function is to provide a statutory service on behalf of the Registrar General for 

Scotland, namely the registration of Births, Deaths and Marriages, the performance of 

Civil Marriages and the provision of advice and guidance on registration matters. 

o In addition, on behalf of the Education Department, we clerk Attendance Councils, and 

Education Appeal Committees, administer the Employment Permit Scheme and 

provide a range of additional services to address problems in school attendance and 

operate the Council's Footwear and Clothing Grants Scheme. 

The Service is delivered by 27 staff based within 8 offices 

o There are 7 full time offices and 1 part time office 

o There is a total net revenue budget of f717,848 
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Mi I lenni urn Charter 

Within the Area/Registration Service we recognise the importance of key life events 
which lead you to visit us. 

We aim to treat you the way we like to be treated - fairly and sensitively. 

We recognise that all employees have different knowledge, skills and experience and 
we acknowledge the importance of providing training and development opportunities 
which are tailored to meet individual needs and achieve excellence in customer 
service. 

We aim to develop and increase consultation methods both with the public and other 
organisations we work with, to ensure that we provide the best possible service. 

We will set, and continue to monitor, challenging targets for our service provision and 
we will publish our performance results. 

We will involve all employees in the planning, implementation and evaluation of new 
initiatives and, in line with the modernising government agenda, maximise the use of 
new technology. 

We will continue, within the limitations of our legal powers, to develop customer choice. 

We will seek to retain the Charter Mark Award which recognises 'excellence in 
customer service.' 

Service Standards Pledge 

We will 

Explain clearly the services we provide 

Set high standards for our work 

Tell you what the standards are and how we perform against the standards 

Ensure the information you give us to use will be treated in the strictest confidence. 
You can be assured that it will not be passed to anyone who is not entitled by law to 
receive it. 

Treat you the way we like to be treated - fairly and sensitively 

Interview you in private when registering Births, Deaths and Marriages 

On request, explain clearly the requirements pertaining to the registration of Births, 
Deaths and Marriages 

Respond to all correspondence on the day we receive it. 

See you as soon as possible when you arrive at a Registration Office. We aim to 
ensure you will wait no longer than 10 minutes. If you are kept waiting we will explain 
the reason for the delay. 
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Clearly state our fees - there will be no hidden charges 

o Listen when you tell us about problems; and 

Put problems under our control right quickly 

We aim to: 

Answer all telephone calls within 6 rings 

Produce Certificates on the same working day. We will produce Certificates of Births, 
Deaths and Marriages within 2 working days, provided all documentation is in order 
and fees are paid. 

Charter Mark 

Charter Mark is awarded by the Cabinet Office to organisations who can demonstrate 
excellence in delivery of services to the public. It challenges organisations to set and 
publish standards and then be accountable to customers for those standards. It 
encourages innovation and service improvement. It is both a standard of customer service 
and a quality improvement tool. It is unique among quality schemes because it 
concentrates on the service actually provided to the customer. The Area/Registration 
Service within North Lanarkshire received the prestigious Charter Mark Award in 2000. In 
December 2004 the service was successfully reassessed against the current Charter Mark 
criteria. 

1. set standards and perform well 
2. actively engage with your customers, partners and staff 
3. be fair and accessible to everyone and promote choice 
4. continuously develop and improve 
5. use your resources effectively and imaginatively 
6. contribute to improving opportunities and quality of life in the communities you serve 

Investors in People 

The Department of Administration achieved Investors in People Status in December 2002. 
Investors in People is a National Standard which sets level of good practice for training 
and development of people to achieve business goals. The standard was reviewed in 
November 2004 and there are now three key IIP principles 

0 .developing strategies to improve the performance of the organisation 
0 taking action to improve the performance of the organisation and 
0 evaluating the impact of performance on the organisation 

By investing in the people who work in the AreaIRegistration Service in terms of training 
and development we help our employees to ensure we meet the needs of our customers. 
The Administration IIP Action Plan was implemented during 2004/05 in preparation for 
Investors in People Reassessment in November 2005. 
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Area/Registration Service Achievements 2004 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

Registered 8,827 events (Births, Still Births, Deaths and Marriages) 

achieved 98% accuracy in the Registrations of Births, Deaths and Marriages following 
inspection by District Examiner, General Register Office for Scotland 

utilised GSX telecommunications link to Edinburgh for access to the Forward Electronic 
Register (FER). 

trained all employees to record registrations on FER 

responded to 37,810 telephone enquiries 

maintained high customer satisfaction ratings year on year 

achieved continuous improvement in service delivery eg all of the customers who 
visited our offices waited less than 10 minutes to be attended to. 94% of customers 
who participated in the customer survey in 2004105 indicated they waited less than 
5 minutes at reception. All telephone calls to our offices were answered within 6 rings 
and all correspondence was replied to the day it was received. 

improved the website content by publication of Customer Updates and the 
Area/Registration Performance Report. 

extended the services provided and complied with all statutory requirements by 
introduction of Citizenship Ceremonies which resulted in 10 ceremonies and 47 new 
citizens. 

approved 11 venues in North Lanarkshire for the conduct of Civil Marriages outwith 
Registration Offices and updated the Civil Marriages in North Lanarkshire brochure to 
include reference to new 'Approved Venues'. 

perfomed 132 Civil Marriages outwith normal Area/Registration Office working hours 
(weekday evenings, Saturday, Sunday) and participated in 2 Wedding Fayres providing 
advice and information 

processed 11,362 Footwear and Clothing Grants, 99% of which were passed for 
payment within 3 days 

issued 51 Employment Permits for School Pupils under 16 

held 2 Placing Request meetings and 2 Placing Request Appeals meetings 

held 7 Exclusion Appeals meetings, 57 Attendance Council meetings and 

held 244 Area Officer Interviews 

participated in the consultation exercise undertaken by the Registrar General for 
Scotland on the Registration Services (Scotland) Bill 

retained Charter Mark following reassessment in December 2004 

prepared for the introduction of and conducted 1 naming ceremony 
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Reg is t ra t i o n Trends 

Births 2000-2004 

Registration District 

o Since 1855 all births in Scotland must be registered by authorised registration 
employees within 21 days either in the Registration District where the birth occurred or 
in the Registration District in which the mother normally resides. 

2000 2001 2002 2003 2004 

o The closure of Bellshill Maternity Hospital in 2001 resulted in a reduction of birth 
registrations in the Bellshill Registration District in 2002 and 2003. The increase in 
birth registrations in the Motherwell Registration District is attributable to the opening of 
Wishaw General Hospital in 2001. 

Bellshill 992 660 551 472 

From 2001 to 2004 there has been an 8% increase in births in North Lanarkshire. 

Births registered in North Lanarkshire 2000 - 2004 
_ _  - - - - _ _ _  _ _ _ _  ~- _ 

539 

4200 - _ ~ 

4000 ~ 

3800 
3600 
3400 I 

Coatbridge 

- 
2000 2001 2002 2003 2004 

562 498 490 520 550 

. ... . . . . . . .. . . . . . . . - .. . .. . . . . . . . . .. . .. . - 

Chryston 

Births registered in North Lanarkshire Registration Districts 2000 - 2004 

168 186 148 194 183 

Cum bernauld 

1 Airdrie 

62 1 587 560 566 645 

567 I 

M ot he rwel I 

Shotts 

North La na r ks h i re 

590 I 

689 1008 121 1 1256 1309 

151 123 127 127 111 

3881 3748 381 I 3863 4078 

611 1 
623 I 615 I 
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Still Births 2000 - 2004 

Registration District 

Aird rie 

Q In 2004 there were 19 Still Births registered in North Lanarkshire - this represents a 
decrease of 37% from 2003. 

2000 2001 2002 2003 2004 

2 4 0 8 2 

Still Births registered in North Lanarkshire 2000 - 2004 

Be1 Ish iI I 

Coatbridge 

Chryston 

Cumbernauld 

Kilsyth 

Mo t he rwe I I 

Shotts 
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1 0 1 0 1 

16 24 15 30 I 9  
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Deaths 2000-2004 

Registration District 2000 

Ai rd rie 61 5 

Bellshill 643 

Since 1855 every death in Scotland must be registered within 8 days either in the 
Registration District where the death occurred or in the Registration District within 
which the deceased normally resided. 

o In the event of the deceased being moved from Scotland for either burial or cremation 
the event must be registered in Scotland before removal. 

o From 2000 the number of deaths recorded in North Lanarkshire increased annually 
until 2003. 

o In 2004 there were 121 deaths less than in 2003. 

2001 2002 2003 2004 

669 645 652 645 

609 644 660 602 

Deaths Registered in North Lanarkshire 2000 - 2004 

I 3700 

I 2000 2001 2002 2003 2004 

1 Coatbridge 506 I 495 1 535 1 495 I 472 I I 
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Marriages 2000-2004 

Since 1855 every marriage in Scotland must be registered within 3 days in the 
Registration District in which the marriage took place. 

o In North Lanarkshire the number of marriages steadily declined from 1996 until 2001. 

a From 2001 to 2003 the number of marriages in North Lanarkshire increased. 

In 2004 this upward trend continued with 23 additional marriages registered compared 
to 2003. 

Marriages registered in North Lanarkshire 2000 - 2004 

1250 
1200 
1150 
1100 
1050 
1000 
950 

2000 2001 2002 2003 2004 I 

81 ArealRegistration Performance Report 2004105 Page 9 



Civil Marriages 

o Customer choice has continued to increase with eleven new venues approved for the 
conduct of civil marriages outwith registration offices under the North Lanarkshire Civil 
Marriage Licensing System. 

430 Civil Marriages were conducted in North Lanarkshire in 2004 which represents an 
increase of 27 compared to 2003. 

Civil Marriages registered in North Lanarkshire 2000 - 2004 

I 2000 2001 2002 2003 2004 

I Registration District 1 2000 I 2001 I 2002 1 2003 1 2004 I 

82 AreaIReg istration Performance Report 2004l05 Page 10 



District Examiner's Reports 

Category 

Training and 
Develop men t 
Airdrie 

The District Examiner visits all Registration Offices annually to independently audit our 
performance and inspect the previous year's registration records. Thereafter the 
District Examiner meets with the Management Team to discuss and report his findings. 

~~~ 

Year of Examiner's visit 

2000 2001 2002 2003 2004 

A A A A A 

In 2004 the 2003 records were inspected by the District Examiner. The District 
Examiner commented favourably on the high standards set and maintained in 
North Lanarkshire Registration Offices. The Appendix to this report contains the 
General Register Office for Scotland's comparative information on Scottish Council's 
performance. North Lanarkshire's accuracy rate compares well with other local 
authority results. Comparison of our performance against each of the categories is as 
follows: 

The Appendix to this report contains a summary of Registration Service Performance 
Indicators by Scottish Registration Authorities produced by General Register Office for 
Scotland. 
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Customer Care - Performance Trends 

D By recording and monitoring our performance regularly we can ensure our service 
standards are being met andlor take corrective action if required. Our performance 
indicators and results are published quarterly in each of our receptions to keep our 
customers informed. 

2003104 

36,831 

100% 

No of customers 
at Reception 

2004105 

42,775 

100% Reception waiting 
time - Less than 
10 minutes 

100% 

Mail responded to 
on day received 

100% 

No of Telephone 
Enquiries 

2000101 2001102 

Complaints 7 0 

Compliments 37 10 

Telephone 
Response within 
6 rings 

2002103 2003104 2004105 

0 3 6 

16 13 6 

2000101 

Quality Response Accommodation 

36,372 

cost of 

100% 

of Service 
Complaint Compliment 

99.7% 

45,925 

Times and Facilities Service 
Complaint Compliment Complaint Compliment Complaint Compliment 

100% 

2001102 

39,025 

100% 

99.4% 

59,759 

100% 

2002103 

36,434 

100% 

99.8%% 

56,032 

100% 

100% 100% 5 

Formal Complaints and Compliments 

Source: recorded on corporate complaintslcomments forms 

Analysis of Formal Complaints and Compliments 

2004/05 1 4 
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Informal complaints, compliments and suggestions 

Sources: customer surveys, civil marriage surveys, thanks you cards and emails 

2004/05 

Complaints 

Compliments 

Prior to 2004 informal customer comments data was collected from surveys run on one 
month each year. 

Informal complaints, compliments and suggestions for improvement 

Quality Response Accommodation cost of 
of Service Times and Facilities Service 

15 0 13 5 

147 0 0 0 

From July 2004 every customer has had the opportunity to complete a 'Customer 
Comments' questionnaire. 

The customer comments questionnaire can be completed in our offices or completed 
elsewhere and returned to us in the pre paid envelope provided. 

This has been introduced to 

0 encourage feedback from customers 

0 monitor customer satisfaction levels 

0 identify if customers are treated "fairly and sensitively" 

0 comply with the Council's racial equality policy 

All 2004105 informal customer comments were grouped as either complaints, 
compliments or suggestions, then split into one of four categories: Quality of Service, 
Accommodation and Facilities, Cost of Service or Response Times. 

i Suggestions 
4 0 20 1 

o Complaints, compliments and suggestions are investigated and/or discussed at team 
meetings 

P Summary results and actions taken are published in reception posters and included in 
customer updates 
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Complaints - Examples of Action takenlplanned 2000105 

Quality of Service: Action Taken 

Formal complaints were investigated and full explanation supplied to customers 

where appropriate an apology was issued to customers 

complaints are discussed at team meetings with a view to preventing recurrences and 

improving customer service 

survey forms have been amended to include customer contact details to assist with 

follow up action 

CD replaced 

All employees now wear name badges 

Accommodation and Facilities: Action Taken 

where appropriate, accommodation fees were refunded 

refurbishment of Motherwell Office is now complete 

grounds maintenance are emailed a weekly list of civil marriages so work is not 
undertaken during civil marriages. 
new signage has been erected 

Cumbernauld office relocated from the third floor of Fleming House to the Ground Floor 
of the Council Offices in Bron Way 
disability audit of all offices has been undertaken and work prioritised 

new doors have been fitted in Bellshill and Airdrie offices 

relocation of Coatbridge office planned 

a range of improvements have been made within Registration Offices -redecoration at 
Airdrie and Bellshill, replacement flowers in marriage rooms at Cumbernauld and 
Shotts, external and internal painter work completed and blinds renewed at Airdrie. 
Ceiling tiles were replaced and extractor fan fitted in Coatbridge. The car park was 
resurfaced at Bellshill. 

Cost of Service: Action Taken 

customer was advised that the statutory fees charged are outwith the control of 
North Lanarkshire Council and that the fees are set annually for Scotland by the 
Registrar General. 
range of registration services offered by twelve local authorities and fees charged were 
compared. 
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Examples of Compliments Received 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

0 

U 

0 

0 

0 

0 

a 

e 

a 

a 

a 

Very impressed by the speedy way attended to. I could see why you were awarded the 

Charter Mark 

Didn't need to Wait 

Keep up the standard that is already established ie helpful efficient service with friendly 
approachable staff 

The service provided was excellent 

Very grateful for service received, very helpful and informative 

Courteous when answering phone, prompt service 

Thank you so much for your help 

Lovely office, lovely ceremony 

Staff very helpful 

Friendly and professional staff 

Very grateful for all the help and advice 

Thank you for your kindness 

Thanks for a first class, fast and most helpful service 

Very appreciative for help given 

Thanks for all the assistance and information 

Thanks for being so helpful at a difficult time 

Excel lent service 

Made a difficult task less painful 

Very appreciative of the extremely sensitive and efficient way in which registration was 

conducted 

Very impressed by the service and speed to an enquiry 

Thank you for help in tracing family tree 

Thanking staff for their sensitive and helpful demeanour in trying and desolate 

circumstances 

Thank you for help in registering a death, a credit to both your Council and Registration 

system 

Thanks for making our wedding a memorable one 

The response from staff has been exemplary in the sensitive attitude to my enquiry 

Thanking staff for everything to make their day special 

A big thank you to staff for such a memorable wedding day 

Very impressed by the quality of service provided by staff 

Excellent service staff very helpful 

Service provided was professional, courteous and efficient 
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What did we do with your Suggestions for Improvement ? 

We discussed them at team meetings, and actioned them where possible. 

You said ..... We Did ..... 

The signage to offices is poor The signage for all offices has been upgraded 

Improve access for wheelchair 
users and people with prams 

Office in Cumbernauld has been relocated to Ground 
floor of Bron Way and has been fully refurbished. 
Interview Rooms are larger and doors are wider 

Office in Motherwell has been refurbished. The doors 
are wider for wheelchair access and a disabled toilet 
has been installed. 

Lower counter height for 
wheelchair users 

Disability audits have been undertaken in each office 
and findings have been passed to Property Services 
for action. 

Repair pothole in road outside 
Bellshill office 

Pothole has been repaired. 

Make wording on footwear and 
clothing grant application form 
clearer 

The application form and notes for guidance have been 
revised and improved. 

A programme is in place to achieve Crystal Mark for 
Plain English for all our information leaflets. 

Did not know Chryston office 
was part time 

Our Information Leaflets and Website highlight opening 
hours for each registration office. 

Opening hours are also displayed outside each office. 

Other than a bigger Car Park 
everything was perfect 

It is recognised that there is limited Car Parking at 
Bellshill Office and this is exacerbated by unauthorised 
parking - New signage has been erected to deter 
unauthorised parking. 
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What did we do with your Suggestions for Improvement? 

We discussed them at team meetings, and actioned them where possible. 

You said ..... 
Installation of a lift at Coatbridge 
Office. 

Disappointed at lack of disabled 
access to the upstairs hall at 
Colzium House 

Install Air Conditioning in 
Marriage Suites 

Introduce Freepost for the 
return of civil marriage 
questionnaires 

We Did ..... 
Access problems at Coatbridge have been identified 
and are being addressed via the Administration 
Service Plan and Capital Expenditure Programme. 

Alternative office accommodation has been identified 
within the proposed redevelopment of the Coatbridge 
Baths Site. Plans for the redevelopment of this site 
have been prepared and are currently subject to 
corporate consideration. 

In the interim, discussions have taken place with 
colleagues from Housing and Property Services 
Department to identify options and introduce interim 
improvement measures. 

Consideration of the construction of temporary 
accommodation on the ground floor, combined with a 
bell alert system was not viable due to the lack of 
space. 

Approval has been given to provide limited facilities 
which will be fully accessible within the First Stop Shop 
at Coatbridge. This interim measure requires the 
installation of a bell alert system together with the 
purchase of a laptop computer. 

The arrangements will be monitored with a view to 
evaluating viability in both the short and medium term 
pending confirmation of the position of the Baths Site 
development. 

Community Services Department are working on a 
detailed refurbishment programme for Colzium House, 
Kilsyth. Notwithstanding the historic nature of the 
building and the difficulties they pose, development 
plans include compliance with the Disability 
Discrimination Act by installation of lifts to provide 
access to the upper floor. 

Air conditioning has been installed in Airdrie and 
Mot he rwe I I. 

Introduced Business Response Service. 
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What did we do with your Suggestions for Improvement ? 

We discussed them at team meetings, and actioned them where possible. 

You said ..... We Did ..... 
Accommodation is too office like The office has been relocated from the 3rd Floor of 
- moving marriage suite to Fleming House to fully refurbished accommodation on 
ground level office would be far the Ground Floor, Bron Way, Cumbernauld. 
better 

Acceptance of Switch Facilities 
for payment of fees 

Two methods were considered. The first option 
investigated was renting terminals to process switch 
payments in each AreaIRegistration Office. The costs 
associated with this option were prohibitive and did not 
represent best value. The second option was to utilise 
the existing PCs to accept switch payments using a 
planned corporate browser. 

Following consideration it has been agreed that 
arrangements will be made to accept payments by 
Switch as soon as the new corporate Browser system 
is available. The new system is currently being tested 
and is scheduled for implementation this year. 

Provision of parent & child 
facilities, bottle warming and 
nappy changing facilities 

The possibility of introducing the above facilities has 
been investigated and it has been agreed in principle 
improvements should be made. In addition, the Council 
has committed itself to participate in Lanarkshire 
Health Board Breast Feeding Initiative. New 
arrangements will be introduced in 2005/06 - however, 
it should be noted that arrangements will vary 
dependent on accommodation available. 
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Performance Trends - Area Office Functions 

Footwear & Clothing Grants 

2000/01 

The current value of the clothing grant is f50. You are entitled to receive both Free 
School Meals and Clothing Grants if you are in receipt of Income Support, Job 
Seeker's Allowance (income based) provided your child(ren) attend(s) a 
North Lanarkshire Council run school. 

2001 /02 2002/03 2003104 2004/05 

You are entitled to a Clothing Grant provided your child(ren) attends a school run by 
North Lanarkshire Council and you are in receipt of any of the following benefits: 
Housing Benefit or Council Tax Rebate. 

No of Footwear & 
Clothing Grants 
processed 

% Grants passed 
for payment 
within 3 davs 

In addition, your child(ren) idare entitled to FREE SCHOOL MEALS only if you are in 
receipt of Child Tax Credit, with a gross annual income below f 13,910, student parents 
with school age children or parents or carers who have savings above f8,000 but very 
low income. 

15,483 14,157 13,055 12,295 1 1,362 

100% 98% 97% 99% 99% 

Please note that Job Seeker's Allowance (Contribution Based), Council Tax Discount 
or Council Tax Exemption and Working Tax Credit are NOT qualifying benefits. 

The number of footwear and clothing grants issued has reduced annually. 

20,000 
15,000 
10,000 
5,000 

0 

Footwear & Clothing Grants 

2000101 200 1 102 2002103 2003104 2004105 

I I I I I 

1 Amount paid ~ f774,150 1 f707,850 1 f652,750 1 f614,750 1 f568,100 1 
I 1 I I 1 I I 
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Appeals Hearings 

0 

The hearing of Education Appeals is a statutory function which must be performed with 
in the timescales outlined in the Appeal Committee Procedures (Scotland) Regulations 
1982 

10 

Meetings are convened to hear appeals against decisions made such as exclusion of a 
pupil from School or a request for a child to attend a particular school being refused. 

7 

o Appeals Committees are made up of Elected Members and Members of School 
Attendance Councils. 

7 

No of Education 
Placing Requests 

17 

No of Placing 
Request Appeal 
Meetings 

4 

No of Exclusion 
Appeal Requests 

7 No of Exclusion 
Appeal meetings 

7 

Appeals 
acknowledged 
within 5 working 
days 

Appeals heard 
within 28 days 

100% 

100% 

100% Notification of 
decision within 
14 days 

100% 

100% 

100% 

2000101 1 2001102 

100% 

46 74 

100% 

2002103 

52 

2 

12 

10 

100% 

100% 

100% 

2003104 2004105 

3 2 

100% 100% 

100% 100% I 
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Employment Permits 

100% 

In 2002 new Byelaws were introduced to protect children who work. Employment 
Permit Information Packs were produced to raise awareness and highlight the 
implications of the new Byelaws. 

Employment Permit Information Packs are available from Area/Registration Offices and 
High Schools in North Lanarkshire. 

Employers must now apply for an Employment Permit for any child they employ. 
Under the age of 16, parental permission is required. 

Applications are processed on the basis of the address of the workplace rather than the 
pupil's home address. 

Pupils are now issued with Photo-Identification Cards 

Posters highlighting the Byelaws are displayed in Schools 

Only when the Council is satisfied that the criteria has been met are Employment 
Permits issued. 

From 2000 to 2003 the number of permits issued steadily declined. In 2004/05 there 
was an increase of 13 compared to the 2003104 figures. 

100% 

No of Employment 
Permits Issued 

YO Employment 
Permits issued within 
2 working days 

2000/01 I 2001/02 2002/03 

47 

100% 

2003104 1 2004/05 

38 51 

100% I 100% 
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Area Officer Interviews 

2000101 2001102 

Area Officer NIA 251 
Interviews 

o Area Officer interviews were introduced in 2000 as part of our continuous monitoring 
system incorporating early intervention, with the objective of meeting the parent(s) and 
pupil at an early stage of attendance problems. 

2002103 2003104 2004105 

167 170 244 

If there is no improvement in attendance, the case is referred to the 
Attendance Council for further action. 

2001102 2002103 

Attendance Councils 

99% 

No of Attendance 
Council Meetings 

98.2% 

48 hours notice of 
meeting given 

100% 

Outcome advised 
within 5 working 
days 

100% Recommendations 
actioned within 
7 working days 

2000101 

62 

100% 

98% 

100% 

57 I 44 

100% ~ 99.8% 

2003104 1 2004105 

51 57 

100% 100% 

100% 100% 

100% 100% 
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Civil Marriage Survey: Customer Comments 2004/05 

o "You have provided an Excellent Service - since our first enquiry until receipt of our 
marriage certificate, the service has been first class! We would like to express our 
thanks to all the staff involved for giving us a wonderful day which will be cherished for 
a long time." 

"I do not think the staff could have done any more for us than they did" 

o "The facilities and the staff were excellent" 

"No improvement required" 

"Fantastic ven ue" 

would recommend the Registration Office to anyone getting married" 

"On the day of the wedding everything went the way we hoped it would do" 

Customer Satisfaction Trends 

We aim to provide an excellent service to all our customers. We asked our customers 
'Overall, how did you rate our customer service?'. In 2004 a new customer survey was 
introduced for civil marriages in approved premises. 

Suggestions for Improvement & Action Taken 

"Other than a bigger Car Park everything was perfect"- It is recognised that there is 
limited Car Parking at Bellshill Office - New signage has been erected to prevent 
unauthorised parking 

"Disappointed at lack of disabled access to the upstairs hall at Colzium House". 
Community Services Department are working on a detailed refurbishment programme 
for which funding decisions are expected in June 2004. Development plans for 
,Colzium House include compliance with the Disability Discrimination Act by installation 
of lifts to provide access to the upper floor. 

"Install Air Conditioning in Marriage Suites" - Installed in Airdrie and Motherwell. 
Temperature is monitored. 

"Introduce Freepost for the return of civil marriage questionnaires" - Introduced 
Business Response Service. 
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General Customer Satisfaction Survey 2004/05 

Response 2000 2001 

Customer Comments 

2002 2003 2004 

o "Very quick and efficient service" 

"Had a problem with a clothing grant cheque - got it sorted right away" 

"Staff were courteous and pleasant" 

o "Very good service" 

Excel lent 

Good 

Customer Satisfaction Trends 

We asked our customers 'Overall, how did you rate our customer service?' 

79% 74% 89% 84% 90% 

13% 23% 9% 16% 9.6% 

Satisfactory 

U n sa t isfactory 

No Response 

0% 3% 0% 0% 0.3% 

0% 0 Oh 0% 0 Oh 0.1% 

0% 0% 2 Oh 0% 0% 

Suggestions for Improvement Action Taken/Proposed 

o Installation of a lift at Coatbridge Office. 

Access problems at Coatbridge have been identified and are being addressed via the 
Administration service improvement plan. 

Alternative office accommodation has been identified within the proposed 
redevelopment of the Coatbridge Baths Site. Plans for the redevelopment of this site 
'are being prepared and are currently subject to corporate consideration. 

In the meantime, discussions are underway with colleagues from Housing and Property 
Services Department with a view to identifying options. 
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Budgeted Resources 

Financial Year 

200012001 

2001 I2002 

200212003 

200312004 

200412005 

L V  

2000101 2001102 2002103 2003104 2004105 

Budget 

f 546,813 

f 566,32 1 

f788,852 

f817,644 

f 841,825 

To ensure value for money, all expenditure is closely scrutinised and monitored with 
the aid of four weekly budget reports provided by the Finance Department. 

o We achieve savings on purchases by using the Authorities Buying Consortium (abc). 

When items required are not available from the Consortium we negotiate to get the 
best possible quality and price from suppliers. 

o The direct expenditure budgets (excluding apportioned expenses) for 2000-2005 

o The budget allocations increased from 2001 to pay capital charges for the 
ArealRegistration Office, Willowbank House, Airdrie. 
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Budgeted Income generated from Registration Fees 

Financial Year 

2000/200 1 

Budget 

f238,300 

2001 12002 f 238,852 

2002/2003 
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2003/2004 

2004l2005 

€257 , 007 

€393,607 



Comparison of Expenditure Budgets 2001/02 to 2004/05 

Description 

The budget has increased overall by 33% during this period. 

2001 12002 2 0 0212 0 0 3 200312004 2004105 

o The main reason for this was the movement of capital charges due as a result of 
expenditure incurred for the rebuild and refurbishment of Willowbank House, Airdrie. 

Supplies and Services I f12,000 I f 11,423 

f600,OOO 

f500,OOO 

f400,OOO 

f300,OOO 

f200,000 

f 100,000 

fO 

f 11,423 11,423 

Comparison of expediture budgets 2001102 - 2004105 

Transport and Plant 

Admin Costs 

hployee Costs Supplies and Transport and Admin Costs Payments to Capital Charges 
Services Plant Other Bodies 

f7,000 f7,000 f7,000 7,000 

f 20,000 f 19,086 f 19,462 20,538 

Payments to Other Bodies 

Capital Charges 

TOTAL 

I I I I 

Employee Costs 1 f470,235 1 f 495,742 1 f523,991 I 547,263 

f2,000 f2,000 f2,167 2000 

f 55,000 f 253,601 f253,601 253,601 

f 566,32 1 f788,852 f 81 7,644 841,825 
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Registration Fees and Charges 

2001 - 2005 

f8.00 

Statutory fees are set for Scotland by the Registrar General 

f8.50 

Item 

f 5.00 

Full Certificate 

Abbreviated Certificate 

Special Certificates 

Particular Search: 
5 year period 

General Search f 10 per 
hour or part thereof 

f5.00 

Notice of Marriage 

f 10.00 

Solemnisation of Civil 
Marriage 

f 10.00 

2000101 

f 8.00 

f8.00 

f8.00 

f5.00 

f 10.00 

f20.00 

f45.00 

2001 102 2002103 L 
f8.00 ~ f8.50 

f 8.00 1 f8.50 

f20.00 ~ f20.00 

f45.00 1 f45.00 

2003104 2 00410 5 

f8.50 1 f 8.50 

f 8.50 f 8.50 

f 8.50 f 8.50 

f5.00 f 5.00 

f 10.00 f 10.00 

f20.00 f20.00 

f45.00 f45.00 
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Civil Marriage Fees Statutory Fees are applicable in Local 
Authority Registration Offices in 
Scotland. These fees were set on 1 

Additional Local 
Authority Fees 
effective from 1\4/05 

October 20C 
Marriage 
Notice fee 
(f20 for 
each 
contracting 
party) 

Civil Marriage 
Solemnisation fee 

Extract 
fee 

Civil Marriage Fees 
Registration Offices 

Incurred for use of 
marriage 
accommodation and 
additional costs for 
outwith normal 
working hours 

Total 
Fees 

Marriages on weekdays f 40 f8.50 f 45 fO f93.50 

Marriages on weekdays 
(involving more than 2 witnesses) f40 f 8.50 f45 f 60 f 153.50 

Marriages on weekdays outwith 
normal working hours f40 f8.50 f 45 fllO f 203.50 
Marriages on weekdays outwith 
normal working hours (involving more 
than 2 witnesses) 

Marriages on Saturdays 

f 40 f 8.50 f 45 f170 f263.50 

f40 f 8.50 f 45 f 164 f 257.50 

Marriages on Saturday 
(involving more than 2 witnesses) f40 f8.50 f 45 f223 

f 206 

f316.50 

f 299.50 Marriages on Sundays E40 f 8.50 f 45 

Marriages on Sundays 
(involving more than 2 witnesses) 

Civil Marriage Fees 
Approved Premises 

f40 f8.50 f 45 €266 f 359.50 

Marriage 
Notice fee 
(f20 for 

each 
contracting 

party) 

Civil 
marriage 

Solemnisation 
fee 

Additional 
Local 

Authority 
fee 

Total 
Fees Extract 

fee 

Marriages on weekdays during 
normal working hours f 8.50 f 45 E127 f220.50 f40 

Marriages on weekdays outwith 
normal working hours f40 f8.50 €45 f 170 f263.50 

Marriages on Saturdays E40 f8.50 f45 f228 f321.50 

Marriages on Sundays €40 

f 40 

f 8.50 

f 8.50 

f 45 

EO 

f 276 

EO 

f 369.50 

f48.50 Religious Marriages 

Notes: (1) Sunday fees apply on public holidays (2) Fees are subject to change 

Naming and Renewal Ceremony Fees 

1 Weekdays (normal working hours) I €1 15 I 
~ Weekdays (outwith normal working hours) E 225 
1 Saturdays €278 
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Administration Department 

Strategic and operational issues prioritised for 200512006 

The strategic and operational issues identified by the Administration Department for 
2005106 are 

e 

e 

e 

e 

e 

e 

e 

e 

e 

e 

e 

e 

e 

development of operational practices to conform with the duty of Best Value in service 
provision 

the Local Governance (Scotland) Act 2004 and the implications for the Council 

development of the Registration Service 

the implementation of the Freedom of Information (Scotland) Act 2002 

elections, with particular reference to the likelihood of a General Election and of a 
Referendum on the European Constitution 

professional support for the Council with regard to Ravenscraig 

professional support to the Council on the Waste Management Initiative 

professional support for work in Public Private Partnerships 

the implications for the Council of Land Reform Implementation 

the development of the Skillseekers Programme 

Scotland’s Health at Work and the potential for the Council achieving Silver 
accred i tat ion 

the implications for the Council of Single Status and Job Evaluation 

Absence Man ageme n t 

and planned improvement actions have been identified to address these issues. 
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Area/Registration Service Key actions 2005/06 

0 Extend the services provided by the Registration Service to comply with all 

statutory requirements and provide a range of services within North Lanarkshire 

relating to other life events 

0 Utilise of FER and DIGROS to enhance links between North Lanarkshire 

Registration Service and the General Register Office for Scotland 

Explore the potential to enhance genealogical search facilities available in 

North Lanarkshire through the development of one or more family research centres 

0 Maintain Charter Mark standards 

0 Maintain Investors in People standards 

0 liaise with other departments in the redevelopment of the Baths site to achieve the 

relocation of the Coatbridge Registration Office and in the interim to comply with the 

Disability Discrimination Act in regard to the Registration Service in Coatbridge 

0 Acceptance of debit card payments 

Introduce a death notification mandate which death informants can choose to 

complete to authorise the Registration Service to inform Council Departments of the 

event on their behalf 
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North Lanarkshire Area/Registration Offices - Contact Details 

Registration 
Office 

Airdrie 

Bells hill 

Chryston 

Coatbridge 

Cumbernauld 

Kilsyth 

Motherwell 

S hotts 

Address Telephone 

Willowbank House 
37 Alexander Street 
Airdrie 
ML6 OBA 
registrars-airdrie@northlan.gov. uk 

01236758080 

20/22 Motherwell Road 01698346780 
Bells hill 
ML4 1RB 
registrars-bellshilI@northlan.aov.uk 

Lindsaybeg Road 0141 779 1714 
Muirhead 
G69 9DW 
registrars-chrVston@northlan,gov.uk 

183 Main Street 
Coatbridge 
ML5 3HH 
registrars-coatbridge@northlan.gov. uk 

Bron Way 
Cum bernauld 
G67 1DZ 
registrars-cumbernauld@northlan.aov.uk 

Health Centre 
Burngreen Park 
Kilsyth 
G65 OHU 
registrars-kilsvth@northlan.gov.uk 

Civic Centre 
Windmillhill Street 
Mot he rwe I I 
MLI I T W  
registrars-motherwell@northlan.aov.uk 

106 Station Road 
Shotts 
ML7 4BH 
registrars-shotts@northIan.aov.uk 

01236812647 

01236616390 

01 236 82681 3 

01698302206 

01 501 824740 
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Area/Registration Service Performance Report Feedback Form 2004/05 

-n 

With a view to continuous improvement it would be very helpful for us to learn your views. 
Please tick the appropriate boxes, add your comments and return this form to your local 
Area/Reg istration Off ice. 

1. Overall how would 
you rate the content 

YES NO 

2. Did you find the 2004/05 Performance Report 
informative? 

3. Did you like the style of report? r ---- lr I  
4 Did we achieve our objectives? to 

a. explain how the service is organised and delivered 
to the people of North Lanarkshire 

I/ b. highlight key facts which relate to service provision 

r--n c. provide year on year comparison of performance trends 

d. set out the key objectives for the Area/Registration Service 
as defined in the Administration Department Service 
Improvement Plan for 2005-2007 

5. Would you be interested in participating in Focus Groups to give 
your views on issues affecting the Area/Registration Service? (eg 
review service standards; explore how the Area/Registration 
Service can increase its contribution to the community. 

I I 1  

If YES please give your name, address and telephone number 

Name 

Add ress 

Telephone Number 

6. Please use this space to make any comments/suggestions for improvement 
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APPENDIX 

Summary Performance Indicators produced by the General Register Office for 
Scotland 

Table Series 1 .I: Local Registration Service Gross Expenditure Figures supplied by 
Local Finance Division 

Table Series 1.2: Gross Unit Cost per Registration 2003 

Table Series 1.3: Net Unit Cost Per Registration 2003 

Table Series 2.2: Accuracy Rates 2003 
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General Register Office for Scotland 
Enhanced Performance Indicators 2003 

Summary 

' Figures do not make allowances for staff working part-time Or job sharing on registration 
'Figures supplied by Scottish Executive Finance Division 

4Aggregate no of hours open to the public for all offices 
Parlour events, staff and hours worked excluded 

Issued 9 May 2005 
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