Informal Complaints Analysis

November 2005 to March 2006

	Date
	Issues Raised/

Nature of Complaint
	Response
	Further

Action

Taken
	Taken Forward to

Formal Stage?

	Nov

2005
	Delay in issuing Council Tax refund (resulting from migration to SX3)


	Letter of explanation and apology. 

Refund issued.
	None needed.
	No



	Nov

2005
	Complaint that the only newspaper available at the counter was the “Asian News”.


	Letter of explanation.
	None needed.
	No

	Dec

2005
	Upset that Council Tax reminder issued (but complainant had cancelled DD)


	Letter of explanation.

New bill with revised instalments issued with a DD mandate.


	None needed.
	No

	Jan

2006
	Disagrees with rate of recovery of Council Tax arrears.


	Letter of explanation.
	None needed.
	No

	Feb

2006
	Received reminder for current year's Council Tax plus arrears from 2000.  Maintains that there should be no arrears because he has paid.
	Handled by Contact Centre who explained position.  Charge payer has agreed to pay arrears but wished to draw this to our attention


	None needed, arrears due
	No

	Feb

2006
	Received reminder re Council Tax due on property vacated in May '04 wishes to draw our attention to time delay involved
	Handled by Contact Centre who explained position.  Statement of Account issued


	None needed, arrears due.  Delay due to Charge Payer not providing a forwarding address which was only discovered at a later date.
	No

	Feb

2006
	Awaiting refund of Council Tax after moving out of city.  Not happy at delay in getting the refund


	Cheque raised urgently and issued to new address
	None needed.

Delay due to workload pressures and subsequent backlog
	No

	Mar

2006
	Received final reminder and maintains that no previous  reminder issued.  Requested letter to confirm payment arrangements


	Referred to Council Tax recovery for letter to be issued as requested.
	None needed
	No

	Mar

2006
	Maintains that when visited counter handled with “bad manners” and “bad attitude”.
	Enquiry resolved at counter. Supervisor made aware
	Supervisor spoke to member of staff involved (who had raised the issue in first instance) No further action needed
	No


