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Hampshire County Council’s Registration Strategy 2012 to 2017

1. Scope and Purpose

1.1 This strategy sets out the vision and direction of travel that will guide 
Hampshire Registration Service’s improvement planning over the next 
five years and beyond.  It outlines the current provision of services and 
the challenges facing registration at the present time.  Of particular 
significance is the coalition government’s Comprehensive Spending 
Review and the impact this will have on Hampshire County Council’s 
budget and, as a consequence, on the registration service. 

1.2 It seeks to challenge traditional thinking about the way in which we 
deliver services and makes recommendations for the future in terms of 
providing a sustainable delivery model.

2. Background and Context

2.1 History

A civil registration service was first introduced in July 1837.  For the 
most part this remains the basis for the registration service of today. 
The service fundamentally provides a facility for people to register and 
record all births deaths and marriages/civil partnerships that occur 
within England and Wales, thereby giving everyone a name and 
identity within society.  The information captured at the point of 
registration provides important statistical data which enables central 
government to make adequate provision for services such as health 
and education.

2.2 Local Context  

Hampshire’s Registration Service (HRS) operates from 16 Register 
Offices across the County, of which 5 are within a Library, 5 in shared 
buildings and 6  in stand alone accommodation – 9 of the offices 
currently have dedicated ceremony rooms.  The service employs 
approximately 120 staff (see Appendix I) and operates without a budget 
from the County Council, but has annual operating costs of £2 million.

The service is split into two distinct strands that include statutory 
services offered free at the point of delivery, and ‘choose to use’ 
services that generate income (with the exception of the Tell Us Once 
service).  The ‘choose to use’ services subsidise the statutory services, 
so the balance between ‘service’ and ‘business’ is therefore crucial, and 
this is a high risk area for the County Council in terms of reputation.

During the last 4 years, HRS has implemented significant changes in 
terms of modernising its infrastructure, pay harmonisation, developing 
new services and integrating with other departments in the County 
Council. 
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2.3 Service Overview

The primary functions and responsibilities of the local registration 
service in Hampshire are as follows:

Statutory (i.e. legal) Functions ‘Choose to use’ services

• Register births, deaths, marriages 
and civil partnerships

• Take notices of marriage and civil 
partnership

• Be the custodian of registers 
(birth, death and marriage) dating 
back to 1837

• Produce certified copies of the 
registered entries as and when 
requested

• Conduct civil marriages/civil 
partnerships 

• Conduct citizenship ceremonies

• License venues (including 
religious premises for civil 
partnerships) where civil marriage 
and civil partnership ceremonies 
may be solemnised and other 
ceremonies celebrated

• Provide a nationality checking 
service to ensure that British 
Citizenship application forms are 
completed correctly and are 
submitted to the UK Borders 
Agency with the correct 
documents

• Provide a range of alternative 
ceremonies including renewal of 
vows; naming and private 
citizenship ceremonies

• Provide commemorative 
certificates

• Offer the ‘Tell Us Once’ service 
(free service) to all customers 
attending to register a death

It is important to highlight that whilst there remains a legal requirement 
to deliver ceremonies and license venues, these services are optional 
for the public in terms of where they choose to contract their marriage 
(i.e. outside of Hampshire/any other registration authority in England 
and Wales) – Further clarification? i.e. what does this mean in simpler 
terms?

2.4National Context  

In more recent times, the registration service in general has assumed a 
higher profile nationally and has a significant part to play in key issues 
on the national agenda including:

(i) Tell Us Once – offering citizens the opportunity to inform a range of 
central and local government departments and agencies of key life 
changes as part of the birth and death registration process

(ii) Protection of Freedoms Bill (due to be implemented later this year) 
– which includes the proposal to remove time restrictions on when 
a marriage/civil partnership may take place (currently between 8am 
and 6pm).  This will potentially require an entirely different model of 
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resourcing for ceremony work in the future 

(iii) Government initiatives to tackle immigration – consultation currently 
underway to include: preventing abuse (sham marriages); 
promoting integration (citizenship) and reducing the burden on the 
tax payer.  The consultation considers potential new measures for 
identifying and preventing sham marriages, and for the role of the 
registrar working in partnership with UK Borders Agency 
enforcement staff

(iv) Coroners and Justice Act – anticipated introduction of the role of 
Medical Examiner in April 2014 (one of the outcomes of the 
Shipman enquiry) to provide improved scrutiny around the death 
certification process.  There is an anticipated impact on the role of 
the registrar.

(v) Section 202 of the Equalities Act – proposals to allow civil 
partnerships to be formed in religious buildings came into effect 5 
December 2011.  Impacts on expanded arrangements for approved 
venue licensing and charges made for registrars’ attendance at civil 
partnerships in religious buildings.

(vi) Identity Fraud – role of registrars in preventing fraud through 
vigilance in the processing of copy certificate requests

2.5Core Values and Operating Principles  

The registration service is very much part of a range of public services 
which are increasingly provided on modern business principles.  The 
need to ensure value for money for Hampshire residents is balanced 
with the provision of high quality customer focussed services which 
continue to uphold the fundamental principles of excellent public 
service.  Other core values and operating principles include;

• Preserving the integrity of the registration process to ensure the 
legality of every transaction and accurate data for social, economic 
and historical purposes

• Preserving the facility for a home visit in the event that a customer 
has limited access or specific needs

• Harnessing technology to improve efficiency of, and access to, the 
service – face to face transactions will always be protected as a 
fundamental right

• Operating on the basis of a full cost recovery model to ensure that 
all reasonable costs are covered without recourse to the taxpayer 
for the provision of ‘choose to use’ services

• Preserving the facility of a statutory fee marriage of £45 (bride, 
groom, and 2 witnesses) in every region across the county

• Maintaining a culture of performance management – we respect 
that we cannot give anyone back their marriage/civil partnership, 
birth or death registration and therefore operate on the principle of 
right first time, every time
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• Providing the same level of service to everyone irrespective of 

ability, class, age, ethnic origin, gender or sexual orientation

• Preserving the required level of resource to sustain statutory 
services i.e. not providing income generating services at the 
expense of birth and death registrations

• Using customer and staff feedback to inform service improvement 
and planning for the future

3. Customer trends and expectations

3.1 National research tells us that customers are now expecting a much 
greater choice over how and when they use both public and private 
sector services.  Many people now expect to be able to bank online in 
the comfort of their homes, pay for goods and services at the touch of a 
button, or speak to a customer services representative any time, day 
and night.  This 24/7 culture means that, like any other business in the 
modern world, the registration service needs to adapt and change to 
meet these expectations when it is appropriate to do so. 

3.2 It is important to remember that there are aspects of the registration 
service that are entirely optional for our customers (getting 
married/forming a civil partnership, using the Nationality Checking 
Service, and non statutory ceremonies such as renewal of vows) 
alongside those that are statutory (birth and death registrations).

3.3 Our services are not used routinely or frequently - on average, any one 
individual will use the service on 2 to 3 occasions in their life time. 
Those occasions are, however, at defining moments in people’s lives 
and their importance cannot be overestimated.  This is, therefore, a 
high risk area for the County Council, particularly in terms of loss of 
reputation.

3.4 The implementation of Hantsdirect (the County Council’s contact 
centre) for registration in 2009 has transformed the way in which 
customers interact with the service, including improved choice of 
service location, extended access for the booking of appointments, and 
vastly improved telephone response times.  This in turn has directly 
impacted office utilisation and workload distribution across the county 
as customers are provided with improved choice around which office 
they wish to attend.

3.5 We routinely seek customer feedback on every single registration 
transaction.  All complaints are followed up in person by telephone 
and/or in writing, and within the corporate time frame.  Based on c3,200 
feedback forms p.a. we achieve a consistently high level of customer 
satisfaction (currently 98% pleased or extremely pleased with the 
service) and the number of complaints (12 in total for 2011/12) received 
represent c0.01% of the total workload.

3.6 Service delivery will continue to be informed by asking our customers 
what they think, responding to their feedback, and being open, honest 
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and transparent about our performance.  

3.7 It is worth noting that, given the unique characteristics of the statutory 
elements of the service the use of customer insight data does not add 
any value as the element of choice in terms of whether or not to use 
the service does not apply – the location is the issue. 

3.8 However, as mentioned, the Registration Service is not accessed on a 
regular basis, so a change to Register Office location will have minimal 
impact in this context.  Furthermore, availability of appointments is 
often the key driver for our customers.  Choice of location is less linked 
to where the deceased died, but more to where the informant lives or 
works and what fits into their personal schedules. 

4. Financial Model

4.1 The registration service operates without a budget from the county 
council and has annual operating costs in the order of £2 million 
(excluding buildings and infrastructure costs which are met from the 
County Council’s Office Accommodation budget).  Income generating 
activity from ‘choose to use’ services therefore remains critical to 
support statutory functions which include birth, death and still-birth 
registrations as no charge can be made for these services. 

4.2 The service is split into 2 distinct strands – statutory services offered 
free at the point of delivery, and ‘choose to use’ services (see table in 
2.3) which, with the exception of Tell Us Once, generate income. 

4.3 We need to consider carefully the financial stability of the registration 
service in view of the risks to ongoing income streams and the real 
costs of providing birth and death registrations.

4.4 Risks include:

• In recent years there has been a national decline in the number of 
people getting married 
http://www.guardian.co.uk/news/datablog/2010/feb/11/marriage-
rates-uk-data#data.  

• Although this has yet to translate into a reduction in Hampshire 
(which has continued to demonstrate a strong trend towards people 
choosing to marry in the county - Appendix II), there is no 
guarantee that this local trend will continue in the future. 
Additionally, the service has created capacity in its resourcing 
models to offer more marriage slots at popular times

• Statistics would suggest a downturn in Register Office 
marriages/civil partnerships (by c.4%) and a corresponding 
increase in approved venue ceremonies (c.6%).  In terms of 
income, a higher level is received from attending outside venue 
ceremonies so this risk is mitigated as long as customers continue 
to marry in an approved venue in Hampshire

• There has been a reduction in the number of migrants achieving 
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settlement in the UK and this is reflected in a reduction in 
customers accessing the Nationality Checking Service and 
obtaining British citizenship

• IT and infrastructure costs continue to rise

4.5 Due to the high ratio of premises fixed costs (rent, rates, service charge 
etc) to variable costs (staffing costs, consumables etc) the fees 
charged for holding a ceremony at one of the County Council’s own 
venues is amongst the highest in the south east (See Appendix III). 
Despite this, as mentioned above, the number of ceremony bookings 
has continued to rise (16% increase over the last 2 years).  One of the 
key reasons for this is the competitive market which has emerged in 
recent years which has seen approved venues offering fixed cost deals 
and discounted packages.  The capacity to respond to this increase in 
demand has been largely achieved through improved local 
management of resources and the introduction of flexible contract 
types (annualised hours and fixed term contracts).

4.6 A summary of infrastructure costs and activity by Register Office is 
supplied in Appendix IV.

5. Vision and Proposals for the Future

5.1 The current configuration of service delivery points has remained 
largely unchanged from that dictated by the General Register Office 
many years ago.  This has resulted in some communities being better 
served than others in terms of proximity/access.  

5.2 A full list of offices is provided in Appendix IV.  A summary of the key 
impacts of the proposed changes is provided below:

OFFICE IMPACTS

Statutory Services Non statutory services

Aldershot (2014/15)

Move the current office. 
Key element of Workstyle 
strategy to release capital 
receipt for the County 
Council

No change – services 
to be relocated to new 
accommodation. 
Location to be 
established

No change – services to 
be relocated to new 
accommodation, 
including ceremony 
facility.  Location to be 
established

Andover (2012/13)

Move the current office. 
Lease expires on existing 
building in 2013.

No change – services 
to be relocated to new 
accommodation in 
Beech Hurst, Andover

New ceremony facility to 
be established in shared 
Conference Room 
accommodation at 
Beech Hurst, Andover

Bishops Waltham 
(2012/13)

Closure of current office

Part time office (5 
hours per week over 2 
days).  Utilisation 
levels cannot justify 
resource.  Proximity to 

No ceremony facility 
currently therefore no 
impact
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OFFICE IMPACTS

Statutory Services Non statutory services

closest alternative 
offices in Eastleigh or 
Fareham (from approx 
8 miles)

Petersfield (2013/14)

Move the current office. 
Key element of Workstyle 
strategy to release capital 
receipt for the county 
council

Minimal impact – 
relocate appointments 
to new facility within 
Petersfield library  

New ceremony room to 
be established in shared 
multi-functional meeting 
room in Petersfield 
Library.  Anticipated 
revenue reduction. 

Romsey (2013/14)

As above

Minimal impact – 
relocate appointments 
to new facility within 
Romsey library  

Ceremony facility to be 
relocated to new 
accommodation – 
location to be 
established. Alternative 
high quality ceremony 
facilities also available in 
Winchester, plus an 
approved venue in 
immediate vicinity. 
Anticipated revenue 
reduction. 

Winchester (2015/16)

As above

No adverse impact – 
opportunity to offer 
new services including 
‘drop in’ facility and 
centralisation of 
Coroners

Improved choice of in 
house ceremony 
facilities (Basing Room, 
Council Chamber*, 
former Law Library and 
Former Grand Jury 
Room)
*including group 
citizenship ceremonies 
in the future. 

5.3 For the future we propose to focus our services at 5 full time regional 
‘hubs’ with satellite offices in shared public service buildings as follows:

• Hubs located in; Aldershot;  Basingstoke; Winchester; Fareham 
and Lymington.

• Satellite offices in;Andover, Alton, Eastleigh, Gosport, Havant (x2), 
Petersfield, Ringwood, Romsey and Totton.

• HCC ceremony rooms in; Aldershot, Andover, Basingstoke, Alton, 
Winchester, Fareham, Havant (Autumn/Winter ’12), Ringwood, 
Petersfield and Romsey.
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• Of these, 5 will be located in shared (county/district/borough/town 

council) buildings.

Full details of proposals are in Appendix V.  

5.4Key principles of service provision

• The service operates on an appointment only basis, although any 
customer arriving without an appointment will be seen if at all 
possible.  Access to the service is via the County Council’s contact 
centre, Hantsdirect.  From June 2012, customers and other trusted 
third parties (e.g. Funeral Directors) will be able to make all routine 
appointments for birth and death registrations on-line.

• Ceremony work is currently restricted by law to take place between 
8am and 6pm 7 days a week (60% in approved venues).

• The range of services provided includes: birth and death 
registrations; marriage/civil partnership ceremonies; notices of 
marriage/civil partnership; nationality checking service; citizenship 
ceremonies; copy certificates; Tell Us Once; and a range of 
alternative ceremonies (including Naming and Renewal of Vows).

5.5 Our aspirations for the future are to add value by:

• improving the bereavement journey for Hampshire residents 
(through, for example, the proposed centralisation of the Coroners 
service);

• routinely signposting to other services e.g. Surestart, Library 
membership and issuing ‘Culture All’ passports for all new citizens; 

• web-enabling services to provide improved access and customer 
choice; 

• sustaining our current high levels of customer satisfaction (over 
98% of customers pleased or extremely pleased with service and 
12 complaints which translates to 0.01% of overall workload).

6. Longer term aspirations

6.1 There remains considerable potential in the registration service.  Part of 
this will be realised by new ‘enabling’ legislation, but other existing 
options include;  

• Offering adjoining registration authorities the option to ‘buy in’ to the 
Hampshire performance management framework, including 
technical assessment and competency frameworks, and skills 
training for Registration Officers.

• Beyond this, there is scope for a joint management proposal to be 
developed to achieve further efficiency savings and a single 
registration offering to the public of Hampshire.  This could include 
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a centralised ceremony workforce with accompanying electronic 
management system.

• Potential centralisation of birth, death and marriage registers for 
cross-border authorities.  This would enable Hampshire to produce 
copy certificates on their behalf and to utilise volunteers to publish 
indexes (birth, death, marriage and civil partnership) on a national 
web site. 

• Centralisation of the management and provision of citizenship 
ceremonies in the existing Council Chamber within Castle Hill 
Offices, Winchester.  However, the provision for a monthly group 
citizenship ceremony in Aldershot would remain due to the high 
levels of uptake in this area, and the travelling distance to 
Winchester. 

6.2 Hampshire is also leading on the development of a professional 
qualification for the registration service, working closely with the Local 
Registration Services Association (professional body for registration) 
who are funding the project.  Additionally, a new bespoke 
apprenticeship framework is planned which will be underpinned by the 
professional qualification.  This will help to address the future skills 
deficit as long serving members of staff move towards retirement. 

6.3 Bereavement is another area with which we should be more involved. 
Publication of a Hampshire Bereavement Guide working in partnership 
with Southampton would complement the new Tell Us Once service 
and promote closer working with the Coroners Service.

7. Considerations

7.1 In order to successfully deliver against this strategy it will be important 
to consider;

• Our core values (see para 2.5).

• Accessibility (particularly in terms of public transport links and e-
enabling services in the future).

• The growth in the number of approved venues which has seen 
an increase of 28% over the last 5 years – and continues to grow 
(Appendix II provides a full list of approved venues).

• The need to balance financial viability and customer 
expectations.

• Providing a limited number of low cost, value for money 
alternatives to the top end of the approved venue market for 
marriage and civil partnership.

• The aspirations of the County Council’s Workstyle agenda 
(plans currently include the rationalisation of registration building 
stock – including re-provision of Winchester Register Office to 
Castle Hill, and the sale of Petersfield, Romsey and Aldershot 
offices).
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• Following the formation of the Culture Communities & Business 
Services department, the successful move of Register Offices into 
libraries in Eastleigh, Havant, Gosport and Lymington (customer 
feedback is provided in Appendix VI).  In the future any further 
opportunities to share services in this way will be proactively 
pursued (for example proposals in relation to Petersfield and 
Romsey Libraries and future integration with the Totton Hub).

• A partnership agreement with Portsmouth City Council was 
established in February 2011.  This enables the public to register 
births for babies born in Portsmouth Hospital in any Hampshire 
Register Office.  Plans are in place to extend such partnership 
working to other surrounding authorities over the next 2 to 3 years.

• Business development opportunities – e.g. offering new services 
such as wedding rehearsals; commemorative certificates; and 
change of name deeds.  There may well be other opportunities that 
result from national legislative change e.g. Settlement Checking 
Service and working outside of traditional hours to deliver civil 
ceremonies. 

 

8. Back Office Frameworks

To fully embrace opportunities for further service modernisation, and 
ensure the continued efficiency of the overall service, the strategy 
proposes the following:

8.1 E-enabling services

• New booking system implemented 13 March 2012 which in the 
longer term will allow customers and trusted third parties (e.g. 
Funeral Directors) to book routine appointments online and receive 
confirmation of details via SMS text messaging.  It also facilitates 
payment in advance to reduce ‘no shows’ and wasted appointment 
times

• New ceremony management system by end of 2013 (c£30K) to 
afford electronic administration and reduce back office costs; online 
payments for ceremonies combined with booking and resource co-
ordination

8.2 Management Structure

The management structure has been reviewed in line with the wider 
changes in Registration.  The final phase was completed at the end of 
March 2012 and brought an overall reduction in management numbers 
of 30%, equating to £160,000 of savings.

8.3 Training and Technical Assessments

The high quality technical training to support the development needs of 
registration staff is of paramount importance if registration accuracy 
and data integrity is to be retained.  Whilst local specialisms have been 
developed there remains an ongoing requirement to outsource 
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technical skills training as required (including the need to respond to 
legislative changes).

The registration service in Hampshire has developed a Technical 
Assessment tool which has been accepted by the GRO as a national 
model of best practice.  Technical Assessment will be a measure of 
progress for staff undertaking a possible national qualification which will 
improve career development and succession planning.

8.4 Ceremony Administration and Resourcing 

Administration - this is presently supported through 3 ceremony teams 
in Fareham, Aldershot and Winchester.  With the relocation of 
Winchester Register Office into Castle Hill during 2015/16, there is an 
opportunity to centralise to a single ceremony management team, 
bringing the potential for some further efficiency savings.  This option is 
only feasible if the aspiration of an electronic ceremony diary and 
resourcing system capable of replacing the current manual operations 
can be identified and procured. 

Resourcing - in addition to the proposed centralisation of ceremony 
management arrangements, discussions with HR are being progressed 
with a view to agreeing revised contractual arrangements for the future 
provision of ceremonies.  Key considerations are: the need for full 
flexibility in the way in which hours can be utilised and paid to enable 
us to respond to seasonal fluctuations; and the need to address health 
and safety issues (e.g. working time directive and out of hours working) 
in response to opportunities offered by legislative change, whilst 
ensuring business continuity for this high risk area. 

9. Risk and Challenge

9.1 Any strategy which involves re-location/re-provision of services in a 
different way should be subject to challenge and consultation.  As part 
of our customer feedback systems, we identify recent service users 
who are willing to comment on proposals for change.  We intend to 
widely circulate a survey to a cross section of users to canvass opinion 
and enable us to respond appropriately to the needs of different groups 
of people.  Beyond this, the strategy document represents the first 
stage of consultation with other key stakeholders (County Councillors, 
District and Borough Councils, Funeral Directors and Hospitals). 

9.2 In thinking about the location of our services, consideration was given 
to using Mosaic and the Customer Insight process.  It was found that, 
on this occasion, Mosaic does not add value due to some of the unique 
characteristics of the service such as:

• The need to register births, deaths and marriages is not peculiar to 
any socio-economic group, time of life or location and so does not 
lend itself to segmentation in this way.

• Although it may be possible to segment some groups who are 
more likely to make certain registrations (i.e. older people making 
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death registration) the registrations themselves are often done by 
relatives and the locations they choose are governed by other 
factors (e.g. where they work). 

• For ceremonies, people frequently choose locations which are not 
the closest to their home as other issues influence their choices.

• Service users are occasional customers linked to life events rather 
than repeat customers who develop preferred behaviours 

9.3 In terms of Customer Insight for these customer groups it has been 
found that more reliable insight into customer preferences can be 
gained from:

• Looking at patterns and trends in behaviour 

• Making best use of the understanding we have gained about 
the drivers of that behaviour by seeking customer feedback. 
(Methods of getting this feedback have included; customer surveys, 
interviews with death informants, conversations with customers in 
the course of delivering the service)

It is therefore these two types of Customer Insight that we have relied 
upon in developing this strategy.

10. Conclusions

10.1 The service has seen an unprecedented level of change over the past 
3 years.  This trend is likely to continue as Registration has assumed a 
much higher profile nationally and is linked to key aspects of 
government policy including immigration and fraud (e.g. Nationality 
Checking Service, sham marriages and copy birth certificates) and 
equalities.

10.2 This strategy sets out a direction of travel for the service that will 
enable the sustained delivery of high quality customer service for the 
public and value for money for the County Council, including the 
release of assets where it is sensible and logical to do so.  It also 
acknowledges the challenges posed by the geographical spread of the 
county of Hampshire.  We need to secure our core business in terms of 
statutory service provision whilst continuing to develop income streams 
that improve choice for our customers and help subsidise these core 
services.  This will ensure that the legal requirement to maintain a ‘free 
at the point of delivery’ service for  birth and death registrations is 
sustainable.  
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Glossary of Terms and Acronyms

Approved Venue Premises licensed by the county council for the 
purposes of civil marriage/civil partnership

Copy certificates Certified copies of birth, death and marriage/civil 
partnership certificates

CCBS Culture, Communities and Business Services 
Department

GRO General Register Office (national governing body for 
registration services in England and Wales)

Hantsdirect Hampshire County Council’s contact centre

LRSA Local Registration Services Association

Market Supplements Regular fixed payment made to all Registration 
Officers in relation to provision of set number of 
weekend ceremonies

NCS Nationality Checking Service (similar to Passport 
Checking Service) for those applying to become a 
British citizen)

SCS Settlement Checking Service (similar to the above for 
the previous stage i.e. those seeking leave to remain 
the UK)
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Registration Service Structure Chart as at April 2012 – Internal Appendix I
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HQ Admin Support Team
Caroline Bond, Sarah Matthews, Melissa 

Trentham

Performance, Quality & Information 
Manager

Val Proctor

Quality and Project Support Officer
Peter Pennekett

Head of Registration
Sara Teers

Assistant Head of 
Registration
Nuala Selby

District Manager
Jane Bartlett

Superintendent Registrar & Training 
Manager

Lucinda Thursfield

NORTH HAMPSHIRE
Basingstoke, Andover, Aldershot, 

Winchester, Alton & Eastleigh
 Registration Manager x 1

Technical Standards Officers x 2Technical Standards Officers x 3

SOUTH HAMPSHIRE
Ringwood, Romsey, Totton, 

Lymington, Fareham, Petersfield, 
Gosport, Havant & Bishops Waltham

Registration Manager x 1

Hampshire Record Office
Certificate Processing 

Assistants x 3

Registration Officers 
x 15

Registration Officers 
x 11

Registration Officer – 
Ceremony Annualised 

Hours
x 13

Admin Officer x 1 
Senior Admin Assistant 

x 1

Cerco @ Aldershot
Ceremonies Coordinator 

x 1
Ceremonies Assistants x 

2

Registration Officer – 
Ceremony Annualised 

Hours
x 8

Admin Officer x 1
Senior Admin Assistant 

x 1

Cerco @ Winchester
Ceremonies Coordinator 

x 2

Registration Officers 
x 7

Registration Officers 
x 9

Registration Officer – 
Ceremony Annualised 

Hours
x 11

Registration Officer – 
Ceremony Annualised 

Hours
x 16

Admin Officer x1  
Senior Admin Assistant x1

Cerco @ Fareham
Ceremonies Coordinator x 1 

Ceremonies Assistant x 1

Registration Officer – 
Ceremony FTC

2 April 2012 - 31 Oct 2012
x 2

Registration Officer – 
Ceremony FTC

2 April 2012 - 31 Oct 2012
x 7

Registration Officer – 
Ceremony FTC

2 April 2012 - 31 Oct 2012
x 3

Registration Officer – 
Ceremony FTC
None at present
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Comparative workload volumes for Marriage in Hampshire

2007/08 2008/09 2009/10 2010/11 2011/12
Register Office 
Marriages

1608 1708 1648 1791 1718

Approved Venue 
Marriages

2137 1968 2000 2367 2510

Total 3745 3676 3648 4158 4228

Marriage by Year in the Register Offices and Approved 
Venues
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Register Office
Marriages

Approved Venue
Marriages

Approved Venues by location

North Hampshire South Hampshire 

Andover Ringwood

Esseborne Manor Hotel Bartley Lodge Hotel
Quality Hotel Andover Burley Manor Hotel
The Grosvenor Hotel Balmer Lawn Hotel
The Guildhall Chewton Glen Hotel
The Hawk Conservancy Trust Lyndhurst Park Hotel
The Peat Spade Inn Elmers Court Hotel

Forest Park Hotel
Basingstoke Woodlands Lodge Hotel

The Montague Arms Hotel
Highclere Castle Fountain Court Hotel
Apollo Hotel Westover Hall Hotel
Hilton Basingstoke The Beaulieu Hotel
Barcelo Basingstoke Country Hotel Tyrrells Ford Hotel
Silchester house Careys Manor Hotel
Sandford Springs Golf Club Stanwell House Hotel
The Vyne Hotel TerraVina
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Hampshire Court Hotel The Crown Hotel
Oakley Hall New Park Manor Hotel
Clock Barn Forest Lodge Hotel
Sherfield Master Builders House Hotel
Audleys Wood Hotel East Close Country Hotel
Red Lion Hotel High Corner Inn
Pitt Hall Barn Moorhill House Hotel
Holiday Inn Basingstoke Sway Manor Restaurant and Hotel
Bartons Mill South Lawn Hotel
The Wellington Arms Rhinefield House Hotel

Exbury Gardens
Aldershot The Beaulieu Estate

Passford House Hotel
The Old Barn Lymington Community Centre
Lismoyne Hotel The Mill at Gordleton
Tylney Hall Brockenhurst Manor Golf Club
Hook House Hotel Limewood
Highfield Park The Bell Inn
Warbrook House Minstead Study Centre
Holiday Inn Farnborough
Four Seasons Hotel Romsey
Casa Hotel
The Elvetham Romsey Town Hall
Winchfield House Houghton Lodge
Taplins Place The Potters Heron
Rivervale Barn Chilworth Manor
Village Hotel Sir Harold Hillier Gardens
Aviator Hotel Hilton Southampton
The Raven Hotel The White Horse

Rownhams House
Alton Norman Court Preparatory School

The Alton House Hotel Petersfield
Alton Grange Hotel
The Barn At Bury Court Old Thorns Golf and Country Estate
Cain Manor Langrish House Hotel
Headley Park Hotel The Tithe Barn
Northbrook Park The Manor Barn
Chawton House Library
The Anchor Inn Fareham
Groomes
The Swan Hotel ‘Explosion’

Brasserie@No 68
Winchester Newtown House Hotel

Alverbank Country House Hotel
Botleigh Grange Hotel Lysses House Hotel
Lainston House Hotel Langstone Hotel
The Winchester Royal Hotel Holiday Inn Fareham-Solent
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Hotel du Vin Cams Hall
Winchester Guildhall The Anglesey Hotel
The Wessex Conference Centre Ferneham Hall
Botley Park Hotel Golf and Country 
Club

Royal Naval Submarine Museum 

Marwell Hotel Brookfield Hotel
Avington Park Hill Place
The Wessex Hotel Boundaryoak School
Bursledon Village Hall New Place
Marwell Hall The Solent Hotel
East Horton Golf Club Royal Armouries
Theatre Royal, Winchester Marriott Meon Valley Hotel and 

Country Club
Norton Park Hotel The Old House Hotel
The University of Winchester
The Rose Bowl
The Winchester Hotel
The Chesil Rectory
Holiday Inn Eastleigh
Winslowe House
Hinton Ampner House
Holiday Inn Winchester
Wide Lane Pavilion
Victoria House
Steeple Court Manor
The Great Hall
Royal Victoria Country Park
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Local Authorities charging the highest fees in the South East region
Data collected June '11
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Appendix 1
Activity and Income by office/region - 1 April 2011 - 31 March 2012

Background Information and Current Position - Internal Appendix IV

 Register Office Portfolio
Workload by activity type per 

annum Ceremony Income
Building 

Costs

Numbers of Approved 
Venues in surrounding 

area
Certificate 

Income Name Address Birth Death NoM1 NCS2 Room Income 
Approved 

Venue Income

N
o

rt
h

Aldershot
30 Grosvenor Road, Aldershot, GU11 
3EB

175 622 1230 450
Copenhagen Room £17,003.50

£595,170.00

37,190

77 £143,542.50

Grosvenor Room £3,910.00

Andover
Wessex Chambers, South Street, 
Andover, SP10 2BN

760 474 363 0
Anton Room £11,300.00

21,375
Print Room £240.00

Basingstoke
"Goldings" London Road, 
Basingstoke, RG21 4AN

3012 1122 1560 247
Arlott Room £2,550.00

119,325Carnarvon Room £22,880.00
Wellesley Room £39,660.00

Alton 4 Queens Road, Alton, GU34 1HU 356 349 337 0
Old School Room £11,425.00

25,995
Waiting Room £840.00

Eastleigh
The Library, The Swan Centre, Wells 
Place, Eastleigh, SO50 5SF

744 758 845 223 N/A N/A 1,338

Winchester
Station Hill, Winchester, SO23 8TJ 1437 786 1655 227

Hampshire Register 
Office

£7,023.50
28,137

Pendragon Room £26,035.00
Totals 6484 4111 5990 1147 Total £142,867.00 233,360

S
o

u
th

Bishops Waltham
The Library, Free Street, Bishops 
Waltham, SO32 1EE

144 55 32 0 N/A N/A

£532,293.00

TBC

69 £102,473.00

Fareham
4-8 Osborn Road South, Fareham, 
PO16 7DG

956 958 1297 125
Constable Room £34,115.00

20,000
Little Room £3,250.00

Gosport
Gosport Discovery Centre, High 
Street, Gosport, PO12 1BT

758 352 462 0 N/A N/A 1,425

Havant Plaza Civic Centre Road, Havant, PO9 2AX 451 573 176 0 N/A N/A TBC

Havant Library
The Library, Meridian Centre, Havant, 
PO9 1UN

103 151 719 0 N/A N/A 740

Petersfield
The Old College, College Street, 
Petersfield, GU31 4AG

400 357 365 13
Churcher Room £30,455.00

37,364
Panelled Room £1,055.00

Ringwood
65 Christchurch Road, Ringwood, 
BH24 1DH

266 432 351 116
Forest Room £1,800.00

18275
Orchard Room £20,525.00

Totton
Totton and Ealing Community Centre, 
Civic Centre Building, Library Road, 
SO40 3AP

289 346 413 0   N/A

Lymington
Lymington Library, North Close, 
Lymington, SO41 9BW

218 481 317 0   N/A

Romsey 
Hayter House, Hayter Gardens, 
Romsey, SO51 7QU

248 272 347 0
Magnolia Room £18,175.00

12,057
Nightingale Room £660.00

 Totals 3833 3977 4479 254 Total £110,035.00 89,861
Total Overall 10317 8088 10469 1401 £252,902.00 £1,127,463.00 323,221 146 £246,015.50

1 NoM – Notice of Marriage
2 NCS – Nationality Checking Service
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Hub and Satellite Model- Internal Appendix V

Existing 
Office

Address
Ceremony 
Facility at 
Present

Future strategy / Alternative
In House Ceremony 
Room in Future

Reasons for Change Customer Impact Timeline

N
o

rt
h

Aldershot 
HUB

30 Grosvenor Road, 
Aldershot, GU11 3EB

Yes

Relocate to new 
accomodation.  No 
alternative location in 
Aldershot yet established. 

Yes

Improved 
accommodation and 
facilities for customers. 
Workstyle strategy 
generating a capital 
receipt

Dependent upon location 
of new accommodation.

2014/15

Basingstoke 
HUB

"Goldings" London 
Road, Basingstoke, 
RG21 4AN

Yes No change Yes N/A N/A N/A

Andover
Wessex Chambers, 
South Street, Andover, 
SP10 2BN

Yes
Relocate to Beech Hurst (Test 
Valley Borough Council offices)

Yes (shared 
accomodation in Council 
Chamber)

Much improved car 
parking. Shared reception 
and ceremony facilities. 
Access to other public 
services in a single 
building. Revenue saving 
(building rent to be 
confirmed)

Minimal as good public 
transport links via bus. 

2012/13

Winchester 
HUB

Station Hill, Winchester, 
SO23 8TJ

Yes Relocate to Castle Hill 

Yes. Shared use of 
Basing Room with 
Council Chamber for 
the Council meetings 
& Coroners Court only. 

Part of Workstyle 
strategy to generate a 
capital receipt from sale 
of Station Hill and 
maximise use of Castle 
Hill building. Opportunity 
to offer new services 
(including 'drop in'). 

No dedicated car parking. 
Potential accessibility 
issues in a listed building. 
Potential to improve the 
bereavement journey for 
customers. Facilitates 
centralisation of Ceremony 
Co-Ordination resulting in 
back office efficiencies.

2015/16

Alton
4 Queens Road, Alton, 
GU34 1HU

Yes No change. Yes N/A N/A N/A

Eastleigh The Library, The Swan 
Centre, Wells Place, 
Eastleigh, SO50 5SF

No No change other than offering 
additional services e.g. 
nationality checking service.

Future potential to 
provide a ceremony 
facility shared with the 
library in the event that 
the library relocates to 

Anticipated demand for a 
ceremony facility in this 
location. 

Improved range of services 
offered.

Dependant 
on library 
relocation.
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Hub and Satellite Model- Internal Appendix V

Existing 
Office

Address
Ceremony 
Facility at 
Present

Future strategy / Alternative
In House Ceremony 
Room in Future

Reasons for Change Customer Impact Timeline

new (larger) 
accommodation.

S
o

u
th

Fareham HUB
4-8 Osborn Road South, 
Fareham, PO16 7DG

Yes No Change Yes N/A N/A N/A

Bishops 
Waltham

The Library, Free Street, 
Bishops Waltham, SO32 
1EE

No Closure No
Low levels of activity. See 
'Activity By Region' 
Appendix IV.

Nearest alternative offices at 
Eastleigh (7.8 miles) and 
Fareham (8.0 miles).

2012/13

Gosport
Gosport Discovery 
Centre, High Street, 
Gosport, PO12 1BT

No No Change No N/A N/A N/A

Havant Plaza
Civic Centre Road, 
Havant, PO9 2AX

No
New facility for marriage/civil 
partnership in shared civic 
offices.

Yes (shared facility with 
Havant Borough 
Council)

Additional registration 
facility to provide improved 
customer choice for in-
house facilities in the 
South East of the county

Low cost ceremony 
alternative to approved 
venues in the area

2012/13

Havant Library 
The Library, Meridian 
Centre, Havant, PO9 
1UN

No
Additional facilities including 
birth & death registration in 
Havant Plaza

No

Meet customer demand for 
death registration 
appointments given 
proximity to hospice 

Improved choice and 
appointment availability

Complete

Petersfield
The Old College, College 
Street, Petersfield, GU31 
4AG

Yes

Relocate appointments (birth, 
death and notice of 
marriage/CP) and ceremonies 
to Petersfield library, with 
alternative ceremony room at 
Alton Register Office.

Yes

Key element of Workstyle 
strategy to release capital 
receipt.  However, an 
anticipated revenue 
reduction. 

Minimal impact in terms of 
statutory services.  Provides 
improved value for money for 
the County Council.

2013/14

Lymington 
HUB

Lymington Library, 
North Close, 
Lymington, SO41 9BW

No Establish as a full time office 
with the relocation of 
existing Ringwood 
accommodation on 
Christchurch Road.

No Demand for 
appointments in the New 
Forest is greatest in the 
Lymington area.

Improved car parking and 
access to public transport 
links.

Complete
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Existing 
Office

Address
Ceremony 
Facility at 
Present

Future strategy / Alternative
In House Ceremony 
Room in Future

Reasons for Change Customer Impact Timeline

Ringwood
65 Christchurch Road, 
Ringwood, BH24 1DH

Yes

Relocate to Lymington Library 
as New Forest HUB and 
Ringwood Gateway as a part 
time office for birth and death 
registration.

Yes (shared with New 
Forest District Council & 
Ringwood Town Council)

Partnership project with 
HCC, NFDC and RTC has 
necessitated the relocation 
from current 
accommodation in council 
offices (Christchurch 
Road) 

Improved office 
accommodation and 
accessibility in both Library 
and Gateway buildings. 
Reduced seating capacity in 
new ceremony room 

Aug-12

Romsey
Hayter House, Hayter 
Gardens, Romsey, SO51 
7QU

Yes

Relocate appointments (birth, 
death and notice of 
marriage/CP) to Romsey 
Library.  

Yes (in shared facility - 
to be identified)

Key element of Workstyle 
strategy to release capital 
receipt. Potential reduction 
in ceremony income.

Minimal impact in terms of 
statutory services. Improved 
car parking and accessibility. 
Extensive choice of 
approved venues in this 
area. 

2012/13

Totton

Totton and Ealing 
Community Centre, Civic 
Centre Building, Library 
Road, SO40 3AP

No
Relocate to new 
accommodation, no location yet 
established..

No
Poor accommodation in 
community centre

Not yet known - to be 
confirmed.

2013/14
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Lymington Register Office – Customer Survey Results 

(SurveyMonkey)

2. How would you rate the service provided?

Excellen
t

Very 
Good

Good Fair Poor
Rating 
Average

Response 
Count

Service 
provided by 
Registration 
Officer

92.3%

(36)

7.7%

(3)

0.0%

(0)

0.0%

(0)

0.0%

(0)
1.08 39

Office 
environmen
t

57.9%

(22)

39.5%

(15)

2.6%

(1)

0.0%

(0)

0.0%

(0)
1.45 38

Overall 
building

52.6%

(20)

44.7%

(17)

2.6%

(1)

0.0%

(0)

0.0%

(0)
1.50 38

Location 68.4%

(26)

28.9%

(11)

2.6%

(1)

0.0%

(0)

0.0%

(0)
1.34 38

Additional comments? 11

answered question 39

skipped question 0
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1. What was the purpose of your visit today?

Response 
Percent

Response 
Count

Birth registration 12.8% 5

Stillbirth registration 0.0% 0

Death registration 66.7% 26

NCS/Citizenship 0.0% 0

Notice of marriage/civil partnership 20.5% 8

Other (please specify) 0

answered question 39

skipped question 0
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Q2. How would you rate the service provided?

1 Excellent Nov 28, 2011 9:43 AM

2 
Much nicer than Lymington Town Hall as it has 
natural light and more user friendly.

Nov 28, 2011 9:43 AM

3 Good that there is parking on site too. Nov 22, 2011 2:37 PM

4 Considered, accurate and kind. Nov 22, 2011 2:37 PM

5 
We were very grateful that we didnt have to 
travel elsewhere (ie Ringwood) 

Nov 22, 2011 2:34 PM

6 Very pleasant experience thank you. Nov 22, 2011 2:32 PM

7 
The call centre making the appointment did not 
make properly clear the information required to 
register the death.

Nov 22, 2011 2:31 PM

8 Very helpful staff Nov 14, 2011 3:01 PM

9 Very helpful staff Nov 14, 2011 3:00 PM

1
0 

Because my sister is disabled it was very 
convenient to have a parking space directly 
outside. We were treated with courtesy and 
kindness

Nov 4, 2011 3:44 PM

11 
Very helpful staff and friendly. The office is in an 
easy to find location. An overall excellent 
experience. 

Oct 31, 2011 9:45 AM
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Havant Plaza Register Office – Customer Survey Results 
(SurveyMonkey)

2. How would you rate the service provided?

Excellen
t

Very 
Good

Good Fair Poor
Rating 
Average

Response 
Count

Service 
provided by 
Registration 
Officer

95.2%

(60)

4.8%

(3)

0.0%

(0)

0.0%

(0)

0.0%

(0)
1.05 63

Office 
environmen
t

65.1%

(41)

25.4%

(16)

9.5%

(6)

0.0%

(0)

0.0%

(0)
1.44 63

Overall 
building

60.3%

(38)

27.0%

(17)

11.1%

(7)

1.6%

(1)

0.0%

(0)
1.54 63

Location 61.9%

(39)

23.8%

(15)

7.9%

(5)

4.8%

(3)

1.6%

(1)
1.60 63

Additional comments? 19

answered question 63

skipped question 0
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1. What was the purpose of your visit today?

Response 
Percent

Response 
Count

Birth registration 19.0% 12

Stillbirth registration 0.0% 0

Death registration 55.6% 35

NCS/Citizenship 0.0% 0

Notice of marriage/civil partnership 25.4% 18

Other (please specify) 0

answered question 63

skipped question 0
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Q2. How would you rate the service provided?

1 Signage was lacking no free car parking. Nov 23, 2011 9:22 AM

2 Work in progress (building) Nov 23, 2011 9:22 AM

3 
Received well, reception good. Officer very 
helpful and considerate of circumstances.

Nov 23, 2011 9:20 AM

4 No parking Nov 23, 2011 9:15 AM

5 
Not told there are two offices at Havant. We 
went to the meridian centre and missed our 
appointment, very confusing.

Nov 18, 2011 12:22 PM

6 Very nice!! Nov 18, 2011 12:21 PM

7 

I was upset over the person who took my 
phone call telling me I had to go to Chichester. 
I tried to explain she was wrong but she 
wouldn’t listen to me.

Nov 18, 2011 12:21 PM

8 Great place!! Nov 18, 2011 11:54 PM

9 
The building looks very good, but its not very 
personal. A few pictures would be nice.

Nov 18, 2011 11:53 PM

1
0

Customer did not like building site adjacent Nov 18, 2011 11:52 PM

11
Sent to wrong location to register fathers 
death. Notice on door at library informing us of 
change of venue. VERY POOR.

Nov 14, 2011 3:04 PM

1
2

Lovely building, all new and shiny! Nov 7, 2011 4:23 PM

1
3

Love smell of new carpet Nov 7, 2011 4:22 PM

1
4

Should be free parking for short visits such as 
birth registration appointments

Nov 7, 2011 4:21 PM

1
5

Being unfamiliar with the area, found the 
building difficult to locate signposting would be 
helpful

Nov 7, 2011 4:20 PM

1
6

Overall building looks very nice and modern 
we have not experienced the whole building, 
but what has been seen has been warm and 
staff friendly

Nov 7, 2011 4:18 PM

1
7

Didn’t like the entrance as voices from above 
made it echo and not private enough

Nov 7, 2011 4:14 PM

1
8

It would be helpful to provide directions and 
instructions as to where to park

Oct 28, 2011 2:39 PM

1
9

A little hard to find, sat nav directs to the 
opposite side of the road

Oct 28, 2011 2:38 PM
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