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Executive Summary

This report provides an overview of the performance of North Lanarkshire Council’s
Registration Service during 2023, together with an update on the ongoing review of
operational arrangements and service delivery model.

The Registration Service continues to manage high levels of demand, delivering statutory
functions relating to births, deaths and marriages, as well as civil ceremonies and
citizenship services, on behalf of the Registrar General for Scotland. Significant
transformation of service delivery has taken place since the COVID-19 pandemic, including
the introduction and formalisation of remote registration methods under the Coronavirus
(Recovery and Reform) (Scotland) Act 2022.

The review of Registration Services has identified opportunities to centralise staffing at the
Dalziel Building, Motherwell, while continuing to provide face-to-face appointments in the
three key locality areas of Cumbernauld, Airdrie and Coatbridge to maintain community
accessibility. This approach supports the Council’s wider Leadership and Operating Model
and aligns with the strategic direction set out in the Council’'s Programme of Work and
office rationalisation commitments approved by the Policy and Resources Committee in
2019.

Recommendations
It is recommended that the Finance and Resources Committee acknowledges:
(1) The performance of North Lanarkshire Councils Registration Service during 2023;

(2) The analysis of registration trends, in particular the decline in face-to-face appointments
and growth in remote registrations from 2022 to 2024;

(3) The continued provision of a blended operating model enabling residents to access
registration services either remotely or in person;

(4) The outcome of the ongoing review which has resulted in phased staff relocations within
Airdrie and Motherwell;

(5) The centralisation of the Registration Service, with staff relocating to the Dalziel
Building, Motherwell, while retaining locality-based face-to-face appointments;



(6) That this is consistent with the Council’s Leadership and Operating Model and the
Programme of Work for office rationalisation; and

(7) That further work will be undertaken to ensure full adoption of the Leadership and
Operating Model within registration services as the review progresses.

The Plan for North Lanarkshire

Priority Improve North Lanarkshire's resource base

(20) Improve the involvement of communities in the decisions,

Ambition statement and development of services and supports, that affect them

Programme of Work  Statutory / corporate / service requirement

1. Background

1.1 North Lanarkshire Council’s Registration Service is part of Legal and Democratic and
undertakes statutory functions on behalf of the Registrar General for Scotland,
including the registration of births, deaths and marriages. In addition, the Service
conducts civil ceremonies (marriages, civil partnerships) and citizenship ceremonies.

1.2 The Registration Service employs 12 staff (10.5FTE), designated as static workers,
with eight staff holding the nationally recognised Certificate of Proficiency in the Law
and Practice of Registration. These staff ensure compliance with all statutory
obligations and best practice guidance issued by the National Records of Scotland
(NRS).

1.3  The Registration Service currently operates from three primary offices: Airdrie,
Cumbernauld, and Motherwell. In line with the Council’s office rationalisation policy
approved in 2019, all registration staff have now been centralised at the Dalziel Building
in Motherwell.

1.4 Importantly, this centralisation does not reduce accessibility for residents. Face-to-face
appointments continue to be delivered at both Airdrie and Cumbernauld offices,
supported by a managed appointment system to ensure efficient use of resources while
maintaining local provision.

1.5 Looking forward, a review will be undertaken to explore additional opportunities for in-
person appointments across other locality venues, fully aligned with the Council’s
Leadership and Operating Model. This will ensure the service remains flexible,
responsive to community needs, and strategically positioned within the wider
transformation agenda.

2. Report

2.1 Performance is routinely monitored through internal performance management
frameworks and independently assessed annually by District Examiners from NRS.
The most recent audit, summarised at Appendix 1, demonstrates that the Registration
Service continues to perform at a consistently high level, achieving accuracy rates in
excess of 97% across all three districts (North, Central, and South).

2.2 In 2023, a total of 8,100 life events were registered, comprising 3,033 births, 4,399
deaths, and 650 marriages, alongside civil partnerships and stillbirth registrations. Error
rates remained low, with an overall 2.02% error rate across all registrations. The South
district recorded the highest volume of events (3,433) and also achieved the lowest
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error rate (1.63%), highlighting both the scale and quality of work being delivered within
that area.

While the data confirms consistently strong performance, it also reflects variations in
demand across localities, with Central and South handling notably higher volumes of
deaths and marriages compared to North. These trends are informing workforce
deployment and the design of the blended delivery model, ensuring that resources are
aligned to patterns of demand while maintaining service quality across all localities.

The resilience and professionalism of the registration staff are particularly noteworthy,
given the backdrop of significant resource pressures, service transformation and the
transition to remote and blended operating models. The ability to sustain such accuracy
levels through this period of change reinforces confidence in the robustness of service
delivery and the effectiveness of ongoing quality assurance processes.

Prior to the COVID-19 pandemic, all registration activity was conducted face-to-face,
with physical attendance required to comply with statutory processes. The Coronavirus
(Scotland) Act 2020 introduced emergency measures allowing remote registration
(primarily by telephone) and digital submission of statutory documents. These changes:

Enabled continuity of service during public health restrictions; and

Demonstrated significant benefits in terms of accessibility, convenience and efficiency
for residents.

Analysis of the Registration Service’s operational data from 2022 to 2024 at Appendix
2 demonstrates a significant and sustained shift from traditional in-person appointments
toward remote registrations across all life events (births, deaths, and marriages). This
reflects both customer preference and legislative changes that permanently embedded
remote registration following the COVID-19 pandemic. Key observations are as follows.

Birth Registrations:
In 2022, North Lanarkshire North recorded 486 in-person births compared to 102
remote. By 2024, this trend had reversed, with 214 remote births compared to only 20

in-person.

Central and South districts display similar patterns: Central rising from 87 remote births
(2022) to 1,187 (2024); South rising from 173 remote births (2022) to 1,311 (2024).

Across all districts, remote registrations now account for the overwhelming majority of
birth registrations, indicating a strong shift in customer behaviour.

Death Registrations:

Death registration was already largely remote by 2022, and this trend has
strengthened: for example, North moved from 969 remote registrations in 2022 to 187
in 2024, and Central rose from 1,648 remote in 2022 to 2,297 in 2024.

Remote methods are now the default approach for death registrations, reflecting both
customer convenience and operational efficiency.

Marriage Registrations:
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Marriage registrations have historically remained in-person, given the ceremonial and
legal requirements. However, the associated administrative elements (e.g., notices of
marriage) have increasingly shifted toward remote processes, with in-person
appointments declining steadily (e.g., North Lanarkshire North dropped from 375 in-
person marriages in 2022 to 186 in 2024).

Analysis of the data from 2022 to 2024 highlights a clear shift in customer behaviour
and service delivery methods. In-person registrations have declined sharply across all
event types and localities, falling from several hundred per district in 2022 to double-
digit or low triple-digit figures by 2024. In contrast, remote registrations have grown
significantly, in some cases increasing more than tenfold, for example, remote birth
registrations in the Central district rose from 87 in 2022 to 1,187 in 2024. This trend
strongly supports the continuation of a blended operating model, with remote
registration positioned as the default method, while ensuring that face-to-face
appointments remain available for complex cases or where customers have specific
needs or preferences.

In line with the Council’s approved Leadership and Operating Model, a comprehensive
review of Registration Services commenced in 2022. This review has now been
implemented in full and has resulted in a phased relocation of staff to ensure greater
efficiency and resilience:

Staff previously based in Cumbernauld were amalgamated with the Airdrie Area
Registration Office team to consolidate resources and enhance service consistency;
and

Following this, the combined team from Airdrie was relocated to the Dalziel Building,
Motherwell, establishing a single operational base for all registration staff.

This consolidation has delivered improved supervision, streamlined processes, and
greater operational flexibility, while ensuring that local service accessibility is
maintained.

Although all staff are now based in Motherwell, the three existing registration districts,
Cumbernauld, Airdrie, and Motherwell, remain in place and residents in each area
continue to have access to face-to-face appointments. These are delivered via a
managed appointment system, allowing the service to respond flexibly to customer
need while prioritising efficiency. This approach ensures that residents across North
Lanarkshire retain convenient local access to registration services, despite the
centralisation of staff.

The revised structure demonstrates full alignment with the Council’s Leadership and
Operating Model by:

Centralising specialist expertise in Motherwell, ensuring consistent professional
standards;

Retaining localised service delivery points through continued provision of in-person
appointments across three districts;

Enhancing resilience and flexibility by enabling staff to be deployed as required across
multiple locations; and

Supporting further digital transformation and process modernisation, in lone with
national legislative and technological developments.
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Further work will be undertaken during the next phase of the review to ensure full
integration of the Leadership and Operating Model principles within the Registration
Service, including consideration of whether additional locality appointment venues may
be identified to further enhance accessibility.

3.1

3.2

Measures of success

The successful centralisation of the Registration Service, combined with the blended
delivery model, will be evaluated against several key outcomes. Operational efficiency
is expected to be demonstrated through the removal of duplication, more effective
deployment of resources, and the achievement of ongoing cost savings. Service
accessibility will be measured by the continued availability of local face-to-face
appointments in Cumbernauld, Airdrie and Coatbridge, ensuring that residents across
North Lanarkshire can still access services in their localities.

Performance outcomes will continue to be assessed through internal monitoring and
annual external audits, with a commitment to maintaining accuracy rates at or above
96% in line with National Records of Scotland standards. Customer satisfaction will
also remain a priority, with feedback gathered to gauge ease of access to both remote
and in-person registration services. Finally, success will be judged on the extent to
which the new arrangements fully embed the principles of the Council’s Leadership and
Operating Model and contribute to the wider office rationalisation objectives established
by the Council.

Supporting documentation

Appendix 1 - Registration Service Performance 2023.
Appendix 2 - Registration Service Demand and Delivery Trends (2022—-2024).

Rachel Blair
Chief Officer (Legal and Democratic)




5.

Impacts

5.1

Public Sector Equality Duty and Fairer Scotland Duty

Does the report contain information that has an impact as a result of the Public
Sector Equality Duty and/or Fairer Scotland Duty?

Yes O No

If Yes, please provide a brief summary of the impact?

If Yes, has an assessment been carried out and published on the council’s
website? https://www.northlanarkshire.gov.uk/your-community/equalities/equality-
and-fairer-scotland-duty-impact-assessments

Yes O No O

5.2

Financial impact

Does the report contain any financial impacts?

Yes O No

If Yes, have all relevant financial impacts been discussed and agreed with
Finance?

Yes O No O

If Yes, please provide a brief summary of the impact?

5.3

HR policy impact

Does the report contain any HR policy or procedure impacts?

Yes O No

If Yes, have all relevant HR impacts been discussed and agreed with People
Resources?

Yes O No (]

If Yes, please provide a brief summary of the impact?

5.4

Legal impact

Does the report contain any legal impacts (such as general legal matters, statutory
considerations (including employment law considerations), or new legislation)?

Yes O No

If Yes, have all relevant legal impacts been discussed and agreed with Legal and
Democratic?

Yes O No O

If Yes, please provide a brief summary of the impact?

The proposals outlined in this report carry no adverse legal implications. The
Registration Service will continue to operate fully in compliance with statutory duties
under the Registration of Births, Deaths and Marriages (Scotland) Act 1965 and
associated legislation, with oversight from the Registrar General for Scotland.
Centralisation of staff does not alter the Council’s legal responsibilities for service
provision and statutory standards of accuracy and accessibility will continue to be
met.

5.5

Data protection impact

Does the report / project / practice contain or involve the processing of personal
data?

Yes O No

If Yes, is the processing of this personal data likely to result in a high risk to the
data subject?

Yes O No O

If Yes, has a Data Protection Impact Assessment (DPIA) been carried out and e-
mailed to dataprotection@northlan.gov.uk

Yes O No O



https://www.northlanarkshire.gov.uk/your-community/equalities/equality-and-fairer-scotland-duty-impact-assessments
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5.6

Technology / Digital impact

Does the report contain information that has an impact on either technology, digital
transformation, service redesign / business change processes, data management,
or connectivity / broadband / Wi-Fi?

Yes O No

If Yes, please provide a brief summary of the impact?

Where the impact identifies a requirement for significant technology change, has
an assessment been carried out (or is scheduled to be carried out) by the
Enterprise Architecture Governance Group (EAGG)?

Yes O No O

5.7

Environmental / Carbon impact

Does the report / project / practice contain information that has an impact on any
environmental or carbon matters?

Yes O No

If Yes, please provide a brief summary of the impact?

5.8

Communications impact

Does the report contain any information that has an impact on the council’s
communications activities?

Yes O No

If Yes, please provide a brief summary of the impact?

5.9

Risk impact

Is there a risk impact?

Yes O No

If Yes, please provide a brief summary of the key risks and potential impacts,
highlighting where the risk(s) are assessed and recorded (e.g. Corporate or
Service or Project Risk Registers), and how they are managed?

5.10

Armed Forces Covenant Duty

Does the report require to take due regard of the Armed Forces Covenant Duty (i.e.
does it relate to healthcare, housing, or education services for in-Service or ex-
Service personnel, or their families, or widow(er)s)?

Yes O No

If Yes, please provide a brief summary of the provision which has been made to
ensure there has been appropriate consideration of the particular needs of the
Armed Forces community to make sure that they do not face disadvantage
compared to other citizens in the provision of public services.

5.11

Children’s rights and wellbeing impact

Does the report contain any information regarding any council activity, service
delivery, policy, or plan that has an impact on children and young people up to the
age of 18, or on a specific group of these?

Yes O No

If Yes, please provide a brief summary of the impact and the provision that has
been made to ensure there has been appropriate consideration of the relevant
Articles from the United Nations Convention on the Rights of the Child (UNCRC).

If Yes, has a Children’s Rights and Wellbeing Impact Assessment (CRWIA) been
carried out?
Yes O No O




Appendix 1
Registration Service Performance 2023

District Births | Deaths | Religious | Civil Total Civil Stillbirths | Total No. of | % of | %

Name Marriages | Marriages | Marriages | Partnerships Events | Entries Entri Error
\ ntries
with Rate
Errors | without

Corrections

North 711 920 139 49 188 5 2 1,826 36 98.03% 1.97%

Lanarkshire,

North

North 862 1,821 87 69 156 1 1 2,841 72 97.47% 2.53%

Lanarkshire,

Central

North 1,460 | 1,685 191 115 306 2 7 3,433 56 98.73% 1.63%

Lanarkshire,

South

Total 3,033 | 4,399 147 233 650 8 10 8,100 164 97.98% 2.02%




Appendix 2
Registration Service Demand and Delivery Trends (2022 — 2024)

2022
District Name Births Deaths Marriages
In-Person Remote In-Person Remote In-Person Remote
North Lanarkshire North 486 102 - 969 375 -
North Lanarkshire Central 908 87 - 1,648 289 -
North Lanarkshire South 1,210 173 - 1,802 857 -
2023
District Name Births Deaths Marriages
In-Person Remote In-Person Remote In-Person Remote
North Lanarkshire North 223 488 - 920 410 -
North Lanarkshire Central 330 532 - 1,821 349 -
North Lanarkshire South 934 526 - 1,658 675 -
2024
District Name Births Deaths Marriages
In-Person Remote In-Person Remote In-Person Remote
North Lanarkshire North 20 214 - 187 186 -
North Lanarkshire Central 128 1,187 - 2,297 505 -
North Lanarkshire South 216 1,311 - 1,807 643 -




