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The Regulatory Services Group

The Regulatory Group is an outward
facing service group made up from the:

Trading Standards,
Food & Safety
Licensing
Community Safety
CCTV and Careline

Our aim is to achieve a safe, healthy and
fair trading town for our residents,
businesses and visitors. The wide ranging
work of the group is risk based and
fundamental in creating a level playing
field in which responsible businesses can
flourish and our communities remain
protected from rogues. We work closely
within the Safer Slough Partnership to
reduce crime and disorder.

Here are some interesting facts that
you may not know about Slough
Borough Council’s licensing service. 

We are responsible for administering
and determining over 40 different
licensing functions and last year
processed in excess of 2,900
applications.

We provide advice, guidance and
information covering all aspects of
licensing including the Gambling Act
2005, Licensing Act 2003, Street
Trading, Hackney Carriage and Private
Hire Licensing, Sex Establishments,
Scrap Metal Dealers and many others.

We have conducted and continue to
conduct a number enforcement and
test purchase operations with
neighbouring authorities, Trading
Standards, VOSA and Thames Valley
Police and Food and Safety Teams
which has resulted in a number of
varying enforcement actions.

The Licensing Team are part of the
Local Safeguarding Children’s Board
(LSCB) Child Sexual Exploitation (CSE)
Splinter Group together with Thames
Valley Police and the Council’s Engage
Team. The purpose of the Splinter
Group is to raise awareness of CSE
with the premises and Taxi drivers of
Slough through a range of methods
including media and campaigns.
Working  together to ensure a robust
response to CSE is implemented by
businesses; we coordinate resources
to achieve the above. 

The work carried out by the Licensing
Splinter Group has been recognised as
one of nine good practice case studies
by the Local Government Association,
as well as being runner-up for the
national Working Group (NWG)
‘Unsung Hero Award’.

Introduction
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The Licensing Team together with the
CSE and Trafficking Co-ordinator and
the Adult Safeguarding Co-ordinator
designed and delivered mandatory
safeguarding training to over 890
drivers and operators. The training
contained valuable advice and
guidance on CSE and vulnerable
persons. The success of the training
resulted in the officer concerned
receiving a Berkshire Environmental
Health Managers Achievement Award.
The training package which now also
included modern slavery and
trafficking is now also being provided
to the council’s home to school
transport escorts.                                                                                                                                          

Our newsletter to our Private Hire and
Hackney Carriage licence holders has
developed immensely since its
introduction in 2012 and has carried
articles on loan shark awareness
weeks (Slough received a Loan Shark
Regional Award), child sexual
exploitation, and modern slavery and
trafficking, hate crime and dementia
awareness. The newsletter also

provides a platform for advising on
changes to legislation and policy, as
well as informing licence holders of
current or forthcoming consultations.
The success of the Newsletter has
previously resulted in the Licensing
Team receiving a Berkshire
Environmental Health Managers
‘Achievement Award’. 

We play a major role in promoting the
night-time economy whilst protecting
the wellbeing of consumers.

We work closely with the Alcohol
Licensed Trade through the local Pub
Watch Schemes and with Thames
Valley Police, and Trading Standards to
help tackle drink related disorder, and
underage sale of alcohol. 

In 2017 we developed a new ‘licensing
bulletin’ covering all aspects and
advice and guidance on the Licensing
Act 2003 for the licensed premises.
The ‘licensing bulletin’ also carries
articles from the Police and the work
done by our Trading Standards
colleagues in relation to underage
sales and seizures of illegal and illicit
products.

We support the Slough Hotel Watch
scheme set up by Thames Valley
Police.

The purpose of this plan is to let you
know how we are going to achieve the
various measures that we will be taking,
in conjunction with our partners and
other agencies, to enhance public health,
safety and wellbeing. 
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We will do this by:

Effectively and efficiently
administering the procedures relating
to the issue of all licenses, permits and
registrations.

Actively enforce regulations, terms
and conditions relating to all licensing
functions to ensure the public of
Slough is properly protected.

Making all information and guidance
readily available to customers on the
council website and in person if
requested including application forms
and procedures.

Continue to increase awareness of the
service available and how it is
provided.

Carry out co-ordinated enforcement
activities with outside agencies,
including Thames Valley Police,
neighbouring local authorities and
other regulatory services.

Regularly keep all policies,
procedures, conditions and guidance
under constant review in line with
local and national best practice.

We will work with, assist and support
local businesses and licence holders
and respond to their needs.

This plan will be reviewed annually and
we would welcome your views,
comments and suggestions on how it
could be improved.

Please forward your views to:
Ginny de Haan, service lead - 
regulatory services
Tel: 01753 875255 or email:
ginny.dehaan@slough.gov.uk

Or
Michael Sims, licensing manager
Tel: 01753 875664 or email:
michael.sims@slough.gov.uk

Address: Licensing Team, Landmark
Place, High Street, Slough SL1 1JL

To find out more about our service and
initiatives that we are planning this year
please read on.
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Our vision

The council’s 5 Year Plan and the Slough
Joint Wellbeing Strategy (SJWS) set out a
vision for Slough, for the people, the
place, the prosperity and the town, and
the things that need to be done to make
this a reality. Businesses and other
partners within Slough are already
working together to improve life in the
borough.

The Five Year Plan sets out:

the council’s vision
our priority outcomes
the role of the council in making this
happen.

Our work will be directly linked to specific
actions detailed in the following 5 Year
Plan outcomes:
Outcome 1 - Slough children will grow
up to be happy, healthy and successful.
Outcome 2 - Our people will be healthier
and manage their own care and needs.
Outcome 3 - Slough will be an attractive
place where people choose to live, work
and visit.
Outcome 5 - Slough will attract, retain
and grow businesses and investment to
provide opportunities for our residents.
More detail on the 5 Year Plan can be
accessed at: www.slough.gov.uk/
downloads/Five-year-plan-18-23.pdf 
Our work also supports the Slough Joint
Wellbeing Strategy priority of protecting
vulnerable children.

Growing a place of
opportunity and ambition
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One of our key aims is to protect and
enhance public health and wellbeing
whilst supporting local businesses. The
action plan at the rear of this service
delivery plan shows how we are going to
achieve this. The action plan should be
read in conjunction with our Regulatory
Services Enforcement Policy which aims
to ensure a graduated approach to
enforcement, based on risk. 
The Enforcement Policy reaffirms our
commitment to carry out our duties in an
open, fair and consistent manner, with a
graduated approach to enforcement,
based on risk. We recognise that most
people want to comply with the law;
therefore, we want to support and enable
them to meet their legal obligations
without unnecessary expense. Firm
action, however will be taken, including
prosecution, where appropriate. 
The full Enforcement Policy, which is
currently under review, can be accessed
at: www.slough.gov.uk/
council/strategies-plans-and-
policies/regulatory-and-enforcement-
services-enforcement-policy.aspx
The service plan sets out the actions we
are taking to enhance and improve
public safety and wellbeing in Slough.
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Our service plan will be reviewed on an
annual basis and provides the
opportunity to record our achievements
and identify those key issues that still
need to be addressed.

The service can be divided into key
activities, namely:

Acceptance and determination of all
licenses, permits and registrations

Our activities in these areas will be
considered as well as outlining our
service standards, which are highlighted
later in this plan.

All licensing functions require set
procedures to be followed in order for
applications to be determined and
granted. These procedures are in place as
either national legislative or council
approved policy requirements.

Last year we dealt with approximately
2,900 varying applications for grants,
renewals and transfers for all aspects of
Private Hire and Hackney Carriage
licensing, and approximately 900
applications for grants, renewals,
variations, transfers and annual fees for
all other licensing functions, the bulk of
which related to the Licensing Act 2003.

In accepting and determining the
applications we assist the applicants and
licence holders to ensure that they are

dealt with in line with our service
standards. We also ensure that all
possible guidance is given as well as
liaising and consulting with members of
the public, other regulatory services,
responsible authorities and outside
agencies such as Thames Valley Police
and the Royal Berkshire Fire and Rescue
Service. The main applications dealt with
by the Licensing Service are:

Licensing Act 2003 (alcohol,
entertainment and late night
refreshment)

Premises licences
Personal licences
Temporary event notices
Club premises certificates

Gambling Act 2005

Gambling premises
Track premises licence
Gambling permits
Occasional and temporary use notices
Small society lotteries

Taxi (Hackney Carriage)/private hire
(PH) licensing

Hackney carriage drivers
Hackney carriage vehicles
Private hire drivers
Private hire vehicles

How did we perform 
2017-2018?



Licensing Service Plan 2018/2019 

www.slough.gov.uk                                                                                                                                            7

Private hire operators
Combination drivers

Animal welfare licensing

Pet shops
Animal boarding establishments
Dog breeding establishments
Riding establishments
Zoo’s
Dangerous wild animals

General licensing

Sex shops, sex cinema’s and sexual
entertainment venue licence’s
Street trading
Ear piercing, electrolysis, tattooing
and acupuncture
Hair dressers and barbers
Scrap metal dealers - both sites and
collectors
Street collections and house to house
collections

Policy and procedure

The service is under a duty to keep all
policies and procedures under constant
review and up to date. Last we year we
implemented a number of new policies
and procedures as well as revising
existing policies to comply with this
duties which were presented and
approved by the Licensing Committee,
these are:

Changes to Hackney Carriage
licensing for ‘designated wheelchair
accessible vehicles’ and requirements
under the Equality Act 2010 (as
amended in 2017) 

Three reports on the implementation
of low emission standards for saloon
hackney carriage and private hire
vehicles.

Changes to the Licensing Act 2003 by
the Police and Crime Act 2017 and the
Immigration Act 2016.

Approval of a new taxi and private
hire ‘licensing statement’.
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Enforcement and ensuring
compliance

An essential part of the Licensing Service
is that of enforcement and to ensure
compliance for all licenses, permits and
registrations granted, with the priority of
ensuring the public health, safety and
wellbeing of the public.

All holders of licenses, permits and
registrations are given and provided with
all relevant guidance to ensure that they
understand fully their responsibility of
compliance in respect of each respective
licensing function. Details of the
enforcement actions are detailed below.
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We have adopted a comprehensive set of
measures to protect the public and
promote public health and wellbeing and
actively work with licence holders, the
Police, local residence and businesses to
achieve our shared goals.

Any enforcement action taken by us will
be graduated, reasonable, proportionate
and in accordance with the Regulatory
Services Enforcement Policy and the
Regulators Code.

The following is a summary of the
enforcement action taken by the
Licensing Service in 2017/2018

In that period we prepared and
presented a total of six committee
reports for matters to be referred to the
Licensing Sub Committee which were:

A review of premises licence following
seizures of illicit tobacco products with
the premises licence being revoked.

New applications for premises
licenses which were granted.

Objections to a Temporary Event
notices with a the objections being
upheld and Counter Notices being
served.

Driver conduct hearings which
resulted in driver licences being
suspended.

The holder of a personal licence
having the licence revoked for
employing an illegal overstayer.

We also carried out a number of reactive
and proactive planned enforcement
operations as a service and with
neighbouring local authorities, Thames
Valley Police, VOSA and other agencies
resulting in over 142 varying
enforcement actions ranging from no
further action to the revocation of
licenses. The range of enforcement
actions available can be found in our
Enforcement policy.

These operations also included over 52
vehicles being checked with some being
issued with stop notices where the
vehicles were found to be defective. In
the main the standard of all vehicle
checked were of a high standard.

Enforcement action



Departures from this service plan will be
exceptional, capable of justification and
be fully considered by the licensing
manager before varying action is taken.
Reasons for any departure will be fully
documented.
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Variation from service plan

We are always striving to move the
service forward. In order to achieve this,
we set targets to identify areas for
development during the coming year.
These targets are set in our service
standards and the service action plan
detailed at the back of the document.

Areas for development
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Service standards 

Providing excellent customer services is
one of our key priorities. In order to
achieve this we will always: 

Be polite, friendly and offer a helpful
service.

Take the time to listen and explain
things.

Provide accurate information and
advice, in a clear and straightforward
way.

Deal with enquiries immediately, but
if this is not possible, tell you who we
have  passed your enquiry to and their
contact details.

Keep you informed of progress and
the outcome of  our investigations.   

Treat you fairly and with respect. 

Customer pledge

We aim to provide every customer with a
quality service and will seek feedback
from you to help further improve the
quality of the services we provide. A
manager will contact you personally if
you are unhappy with the service
received.    

In addition, we have the following
standards in place against which we will
monitor the responsiveness of our
service, namely:

Striving for excellence

Service standard                                                             Target/response times
Respond to customer complaints and enquiries               Within 5 working days 

Provide a full response                                                          Within 10 working days

Service standard                            Target/response times                     Renewal after 
                                                                                                                   application is complete 

Premises Licence                                 28 working days                                     N/A

Minor Variations                                 15 working days                                     N/A

Personal Licence                                 10 working days                                     N/A

Temporary Event Notice                    Notice signed and acknowledged 
                                                               within 3 working day                            

Club Premises Certificate                   28 working days                                     N/A

Gambling Premises                            28 working days                                     N/A

Gambling Permits                               10 working days                                    N/A

Complaints

Applications
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Service standard                            Target/response times                     Renewal after 
                                                                                                                   application is complete 

Occasional and Temporary 
Event Notices                                       10 working days                                     N/A

Small Society Lotteries                       10 working days                                     N/A

Hackney Carriage Drivers                  2 working day after                               2 working days
                                                               full application completed

Hackney Carriage Vehicle                  2 working days after                             2 working days
                                                               full application completed

Private Hire Drivers                             2 workings after                                     2 working days
                                                               full application completed

Private Hire Vehicles                           2 working days after                             2 working days
                                                               full application completed

Private Hire Operators                       2 working days after                             2 working days
                                                               full application completed

Pet Shops                                              28 working days                                     10 working days

Animal Boarding Establishments    40 working days                                    10 working days

Dog Breeding Establishments          40 working days                                    10 working days

Riding Establishments                       40 working days                                    10 working days

Zoo’s                                                     40 working days                                    10 working days

Dangerous Wild Animals                   40 working days                                    10 working days

Sex Establishments                            28 days                                                     10 working days

Street Trading                                      28 days                                                     10 working days

Ear Piercing, Electrolysis,                   10 working days                                     N/A
Tattooing and Acupuncture              

Hairdressers and Barbers                  10 working days                                     N/A

Scrap Metal Dealers                           28 days                                                     10 working days 
                                                                                                                                 every 3 years

Street Collections                                10 working days                                     N/A

House to House Collections               10 working days                                     N/A
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Licensing manager
Mick Sims

Licensing team structure 2018

Assistant
licensing

officer

Melissa
Olliffe

Licensing
officer

Nicola
Keegan

Licensing
officer

Tolani Idowu

Senior
licensing

officer

Melanie
Sagar

Senior
licensing

officer

Rachael
Rumney

Customer feedback 
Last year 89% of our customers said they
were satisfied or very satisfied with our
Licensing Service. The team is committed
to working with local businesses and the
local community to further improve
levels of satisfaction and continually
strives to provide a fair, consistent and
quality service. We aim to enhance the
quality of life of residents within the

borough. All feedback received is used to
inform and improve our service and we
hope to improve on our customer
satisfaction levels in the year ahead.

Our quality assurance procedures assess
the work of our officers to ensure that it
meets the high standards set for the
service. 

Resourcing 
The Licensing Service employs six full
time members of staff and made up of a
licensing manager, two senior licensing
officer, two licensing officers and one
assistant licensing officers.

All officers within the service take on a
multi-functioning role and deal with all
and every type of licensing function on
an individual basis.
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Staff development
All staff are required to adopt a positive
approach to improve personal
development, and to identify areas of
training and where necessary
qualifications.

Licensing Act 2003

Gambling Act 2005

Hackney Carriage and Private Hire
Licensing

Sex Establishments

Legal Processes and Investigation
Skills

Scrap Metal Dealers Act 2013

Immigration Act 2016

Equality Act 2010 (As amended)

Policing and Crime Act 2017

In addition officers have attained
qualifications in: 

Diploma In Higher Education in
Licensing Law

BTEC in Licensing Law

Advanced BTEC in Taxi Licensing Law.

BIIAB Level 2 National Certificate for
Licensing Practitioners for both the
Licensing Act 2003 and the Gambling
Act 2005

BIIAB Level 2 Personal Licence
Qualification

Animal Licensing 

and are now completing the Professional
BTEC in Licensing Law.

All officers will continually undergo
refresher training on a regular basis and
when there are changes or amendments
to national legislation.
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The service keeps all policies, procedures
and licensing requirements under
constant review. In order to improve and
standardise the service we carry out
benchmarking with other local
authorities, national forums as well as
local Berkshire forums to achieve this.
We also follow best practice guidance
provided through the department of
Business, Energy and Industrial Strategy,
BEIS, the National Association of
Licensing Enforcement Officers (NALEO),

the Department for Transport (DfT),
Vehicle Operator Services Agency (VOSA),
the National Private Hire Association
(NPHA) the Institute of Licensing (IoL), the
office of Local Government Regulation
(LGR) formerly ‘Local Authority Co-
ordinators of Regulatory Services’
(LACORS), The Local Government
Association (LGA) The Home Office,
Department for Culture Media and Sport
(DCMS) and Gambling Commission.

Benchmarking
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If you would like further information
regarding our service or would like to
speak to an officer for advice on any
aspect of licensing, please contact us at
the following address:

       Licensing Team
Regulatory Services, MyCouncil
Landmark Place, High Street, Slough
SL1 1JL

Tel:  01753 875664
Email: licensing@slough.gov.uk

In respect of Hackney Carriage and
Private Hire Licensing, renewal
notifications are sent out to licence
holders 4 to 6 weeks in advance of the
expiry date of the licence. An
appointments system is in operation to
ensure that the licence renewals or
grants for new licenses are dealt with
expeditiously.

The appointments system operates:

Monday           9.30am - 12.30pm and 
                         2.00pm - 4.00pm
Tuesday          9.30am - 12.30pm and 
                         2.00pm - 4.00pm
Wednesday    Closed
Thursday        10.00am - 12.30pm and 
                         2.00pm - 4.00pm
Friday              9.30am - 12.30pm and
                         2.00pm - 4.00pm

For all other licensing functions the
service is available from: 9am-5pm -
Monday, Tuesday, Wednesday and Friday
10am-5pm Thursday

Other useful websites

Department for Culture Media and
Sport (DCMS)
www.culture.gov.uk/
Home Office
www.homeoffice.gov.uk/
Gambling Commission
www.gamblingcommission.gov.uk/
client/index.asp
Gamcare
www.gamcare.org.uk/
Gamble Aware
www.gambleaware.com.au/
Local Government Association
www.local.gov.uk/
VOSA
www.vosa.gov.uk/
National Private Hire Drivers
Association
www.phtm.co.uk/?inc_id=4
DfT
www.dft.gov.uk
Business, Energy and Industrial
Strategy
www.gov.uk/government/
organisations/department-for-
business-energy-and-industrial-
strategy
Institute of Licensing
www.instituteoflicensing.org/membe
rshipinfo.html
NALEO
www.naleo.org.uk/

For more information
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