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This plan describes the organization 
of the Swindon Registration Service, 
location and service availability and 
accommodation.
 
Swindon is a Unitary Authority with 
a population of over 220,000 people.  
This population has been rising 
steadily and is forecast to continue  
to do so over the next 20 years.

Introduction

Current Service Provision
The Register Office is located in the main civic Offices of Swindon Borough Council.    
The purpose designed accommodation comprises 2 ceremony rooms in addition to the 
Register Office itself.  The smaller room accommodates 20 and the larger 65.  They can  
be joined together to create one large room to accommodate  
85 guests.  

There are 9 offices in addition to the Superintendent Registrar’s office which is the statutory 
ceremony room.  In addition there is a large Reception area and 2 waiting areas.

The Register Office is open to the public from 9am to 4pm Monday to Friday.  We also offer limited 
appointments on Saturday mornings for births and marriage notices.  The Service also offers a 
nationality checking service 2 days each week (rising to 3 if need dictates and staff numbers allow) 
and the European Passport Return service on a drop-in basis 4 afternoons each week. Finally, a 
name change service is offered when suitable staff are available to cover appointments.

A message on the telephone answering system alerts callers to contact numbers for out of hours 
and this is switched on automatically when the office is closed.  In addition the local hospital and 
hospice have mobile phone numbers for the Superintendent Registrar.
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Consultation

Team members are consulted regularly about any 
proposed changes to the Service.  Minutes are kept 
for all team meetings which are held monthly.  Staff 
are encouraged to put forward suggestions and 
criticisms.

An electronic customer survey point, prominently 
situated at the entrance to the offices is well used and 
results are downloaded and examined quarterly.  A 
selection of Business Partners is asked to complete 
a survey annually although regular visits by staff to 
Approved Premises and constant communication with 
the Coroner’s Office and funeral directors means that 
we also get useful informal feedback  
on a regular basis.

Information from Customer comment cards, ceremony feedback forms and unsolicited letters and 
emails is reviewed regularly and fed back to staff and the Proper Officer at our monthly meetings.  
Comments are noted and where improvements are suggested and achievable these are put into place.  
A selection of comments received is published within the Registration Service  
Annual Report.
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Performance 
Monitoring and 
Service Standards

As well as meeting the statutory 
requirements and standards within the 
Good Practice Guide the Head of Service 
is committed to driving forward the 
provision of a customer focussed and cost 
effective service.  

A Directorate Business Plan is issued annually 
and the Registration Service submits objectives 
to that plan.

Standards  
and Performance
The Service is fully committed to the 
Good Practice Guide.  A formal assessment 
against criteria is carried out by the 
Management team each year and reported 
to the Proper Officer for Registration.

The Swindon Registration Service was awarded 
the Government Customer Service Excellence 
standard in January 2010 and has maintained 
it ever since. The most recent inspection in 
January 2017 resulted in full compliance in each 
of 55 areas in addition to “Pass Plus” in relation 
to our annual Wedding Fayre.
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Suggestions and Complaints Procedure
Swindon Borough Council has corporate policies on both feedback and complaints.   These  
can be found on the Swindon.gov website and the Swindon Registration Service complies  
with both.

Suggestions are welcomed by the Service and comment cards are found in all areas of the offices.   
All are acknowledged by the Superintendent Registrar (so long as contact details are provided) and are 
fully considered.  A full analysis of any comments and complaints is conducted each year.

Clients visiting the offices are encouraged to complete our electronic survey in Reception.  This is also 
widely used by visitors attending ceremonies and the results are reviewed by the management team 
quarterly.

Details from the most recent analysis are reproduced here:

   We had 58 customer comment cards, 21 ceremony feedback forms (all of which scored us as 
Excellent) 22 emails, cards and letters and 161 people who completed the electronic survey.

   Of this total of 262 we had 3 where a criticism was made which required the management team to 
look further – 1 was a letter about a photographer not being allowed to take photographs during a 
wedding ceremony, 1 was a couple arriving 15 minutes late and not being allowed to register their 
baby and 1 was a complaint about being kept waiting on the phone system.

   The wedding photographer was at a wedding at a hotel with limited space in the ceremony room. 
They persisted in trying to move around at the front of the room while the legal part of the 
ceremony was in progress and had to be asked to stop by the DSR which they were unhappy about.  
The late arrival for a baby appointment happened in March 2017.  Our appointment system showed 
they arrived over 15 minutes late for their appointment. The Reception team made an effort to 
move appointments round to accommodate them but it was not possible so a further appointment 
was necessary.  Finally a client complained about being kept waiting on the phone system without 
the option to leave a message. This was a misunderstanding by them as the system clearly gives 
callers the option to leave a voicemail at any time and this was checked after the comment  
was received.
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Business/Service  
Continuity Plans

The Registration Service submits to the SBC business plan each year through the Law and 
Democratic Services Directorate.

A Business Continuity Plan is in the process of being updated to cover all major incidents and includes 
office location, access to computers and telephones and minimum staff numbers.

Business Plan achievements 2016/17
For the year 2016/17 we undertook to carry out technical appraisals for all staff in all areas.  This 
was completed in November.

We prepared and launched enhanced web pages to allow us to market our ceremony rooms and held a 
successful wedding fayre in February.

Budgets were constantly monitored to ensure Best Value and the Service ended the year slightly above 
projections for income and expenditure.

The Year Ahead

For the year 2017/18 we aim to complete the installation of an on-line booking module to allow 
birth registration appointments to be made on the internet.  This was an objective for the last 
year which was delayed and is now likely to be completed by the end of May 2017.

We are also committed to further training of all staff in the areas of data protection and Freedom of 
Information.  This will run alongside a continuous programme of training carried out at monthly  
staff meetings.

Finally, we will undertake to monitor staff, budgets and expenditure to ensure best value for  
Swindon Borough Council and the Registration Service.

M A Beasant
Head of Registration

April 2017
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