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1.
Introduction
The Vale of Glamorgan Registration Service is committed to improving service delivery, continually achieving excellent customer satisfaction levels and ensuring that the service reflects the needs of its customers.  In order to do this we have processes in place which allow us to seek the views and experiences of those who have a connection with the service, including customers and the general public, other stakeholders, such as the Coroner Service, General Practitioners, Hospitals, Funeral Directors, Clergy and Authorised Persons, Approved Premises and our own staff.  

Our aim is to ensure that any engagement undertaken is effective, efficient, consistent and relevant.

2.
Aims
· To provide a means by which customers, partners and stakeholders can comment and provide feedback on the standard of service they receive. 

· To ensure, where applicable, that customers and stakeholders are able to contribute to the development of key policies and strategies and to the improvement of service standards.  

3.
Objectives
· To engage with customers and stakeholders in a variety of ways to meet individual needs.

· To consult on issues which may directly affect groups or individuals.

· To consult with customers and stakeholders (where relevant) regarding proposed service developments.

· To use feedback to maintain excellent customer satisfaction levels
· To use feedback to maintain continuous improvement.

4.
Who Do We Engage With?
· Customers and the general public.

· External stakeholders (such as the Coroner Service, General Practitioners, Hospitals, Funeral Directors, Clergy and Authorised Persons and Approved Premises.
5.
How Do We Engage?
We will engage using a variety of methods to ensure that all groups can participate fully.  These include 

· By Customer Survey.

· By introducing the use of satisfaction survey software. 

· With stakeholders (e.g. direct contact/email/correspondence).

· With staff (e.g. at team meetings and via internal email and Working Groups).

6.
When Do We Engage?
Customers – in the past, we have engaged by means of periodic (hard copy) Customer Surveys, designed to allow customers to feedback their comments and suggestions to the Registration Service.  Customers using our Ceremony Services were surveyed all year.  

From early 2018/19, the use of continuous satisfaction survey software.      
Stakeholders - as required (e.g. re a specific matter or to issue general information).
Staff - at staff meetings, individual staff appraisals, internal correspondence and Working Groups as required.

All - at times of change within the service.  We will look to engage with all relevant parties at the start of any new development relating to Service/Operational matters.  A consultation exercise will contain a clear statement describing why it is being carried out and how the results will be used and published.

7.
What Do We Use Our Feedback For?
· To monitor customer satisfaction.

· To ensure we continue to provide customer service excellence.

· To maintain continuous improvement.

· To identify and address any issues as far as service delivery are concerned.

· To identify any training needs.

· To inform existing, and future, service delivery improvement and/or change.

8.
Information For Customers and Stakeholders 

We publish our overall satisfaction levels on our website.  These are contained in our Annual Performance Report, which is, in turn, submitted to the General Register Office.  

Any in-house publications are kept under regular review.  Leaflets and guides are available in hard copy or electronically via our web pages.  Publications also take account of any relevant Welsh Language Standards.

The Registration Service website remains under regular review and updated as appropriate.

9.
Complaints
The service adheres to the Council’s Corporate Concerns and Complaints Policy, which can be found on the Council’s website at:
http://www.valeofglamorgan.gov.uk/en/our_council/Complaints-and-Compliments.aspx
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