Formal Complaints Analysis 

October 2005 to March 2006

	Date
	Issues Raised/

Nature of Complaint
	Response
	Further

Action

Taken
	Evidence
	Taken to

Appeal Panel or

Ombudsman?

	Oct

2005
	Council Tax, DD/ St. Order collection problems.  Difficulty in establishing DD with bank
	Telephone call to complainant followed by letter of apology enclosing Standing Order form. 


	None needed
	
	No

	Oct

2005
	Delay in receiving Benefit cheque.
	Letter of apology.  Cheque lost in post.  Stopped and re​-issued.


	None needed
	
	No

	Oct

2005
	DD payments not taken leading to arrears position.
	Letter of apology and explanation of delay arising from SX3 migration DD now active.


	None needed
	
	No

	Nov

2005
	Concerns about Council Tax recovery procedures and their application to older or vulnerable payers.  Allegation of undue pressure to agree payment arrangement.


	Letter of apology and explanation.
	None thought to be needed at this point but outcome of appeal awaited.
	
	Appeal Panel being arranged; no date fixed yet.

	Nov

2005
	Process of using and conduct of, Visiting Officers.  Issues about availability of I.D., retention of documents, content of letter making appointment, tone of contact.


	Letter of apology and explanation.
	Officers reminded to display ID.  

Letter reviewed (but not subsequently changed).


	Yes (1)

Copy of Team Meeting Minutes
	No

	Feb

2005
	Benefit amended in error because of confusion over names and address leading to rent arrears letter being issued.  Now resolved.
	Letter of apology and explanation.
	None needed, simple human error.
	
	No

	Nov

2005
	Refused request to waive Council Tax bill to be paid from deceased mother’s estate.


	Letter of explanation.
	None needed
	
	No

	Dec

2005
	Delay in processing benefit claim.  Cheque issued in wrong name.


	Letter of apology and explanation.
	Procedure for handling e-mails of absent staff reviewed.  

Name on cheque simple human error.


	Yes (2)

Copy of Team Meeting Minutes
	No 

	Dec

2005
	This is a long running case covering many issues, some involving the fraud team.  This is the first formal complaint and refers to recovery of a benefit overpayment and attitude of staff.


	Letter of explanation.

Income and expenditure form re-issued and revised recovery arrangements put in place.


	None needed.
	
	No

	Dec

2005
	Delay in issuing a Housing Benefit payment (arising from confusion as to who payment should be made to)


	Telephone call to complainant.  

Urgent cheque payment issued.


	None needed.
	
	No

	Dec

2005
	Benefit overpayment case.  Inappropriate use of complaints process.


	Letter of explanation.
	Re-routed to Benefit Appeal process.
	
	No

	Dec

2005
	Unhappy with attitude of Contact Centre staff and advice given.


	Letter of explanation with apology where appropriate.


	None needed.
	
	No

	Jan

2006
	Council Tax issue arising from change of address and delay in processing a refund.


	Letter of apology and explanation.


	Staff reminded of all options available when making a refund; particularly refers to cheques direct to bank.


	Yes (3)

Copy of e-mail issued to staff
	No

	Jan 

2006
	SPD awarded in error.  Error discovered and recovery sought.


	Letter of explanation and apology.  Home Visit by Benefits Officer.


	None needed.  Error arose from confusion following death of husband and intermittent residence of daughter.


	
	No

	Jan

2006
	Long running case with a number of issues.  This is first formal complaint.  Concerns re delay in processing benefit, lack of detail of benefit awarded, problems with contact centre.


	Letter of explanation.
	Directed to Benefit Appeal process and Informal complaint re Contact Centre issue.
	
	No

	Jan

2006
	Unusually, from Ombudsman without our prior involvement.  Issues concerning payment of benefit to tenant in arrears rather than to landlord.


	Currently under investigation.
	
	
	Ombudsman case

	Jan

2006
	Concerns difficulty in making appointment, via Contact Centre, to see Registrar following death of father.


	Letter of apology and explanation.
	Review of computer booking system to ensure records, if deleted, leave an audit trail.
	Yes (4)

Copy of new procedure
	No

	Feb

2006
	Inefficient handling of HB claim
	Letter of explanation issued along with request for clarification of details of nature of complaint


	Response re clarification awaited
	
	

	Feb

2006
	Compensation sought arising from delays in processing HB claim
	Letter of explanation issued but further correspondence exchanged


	Matter not yet closed, ongoing
	
	

	Mar

2006
	Unhappy with advice offered by Contact Centre re how to deal with loss of electricity supply


	Under investigation
	
	
	


