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Council Tax – Analysis of Formal and Informal Complaints received over a 3 year period 2008-2011. 

Your experience of our service will help shape the standard of customer care we provide in the future. We welcome your views on all aspects of the service whether they are compliments, complaints or suggestions. We have analysed the trends of customer complaints over the last three years to identify any patterns in the complaints we have received and to use the comments customers have made to improve the service we currently provide. We promise to listen and learn from your comments, put right any errors we have made and publicise the number of complaints received on a quarterly 

basis. 
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Analysis of Trends

The highest number of informal and formal complaints which have been received over the last three years is for the recovery of Council Tax. In most instances the complaints which have been received are due to late payment and the recovery process for Council Tax.

In order to address some of the issues which have been raised through complaints the Council Tax Service has introduced a recovery flyer which is issued with all reminders for the current financial year. This allows customers additional time to pay their current years account by setting up a direct debit. The Debt Recovery Service is also promoted to give customers advice is they are having difficulties paying their Council Tax. 

We have also changed the wording of our Statement of Account (Reminder) to ensure that customers understand why they have received a reminder and when it is due to be paid. 

This year we will also be moving to a new print supplier which will allow a further review of all documents issued to customers including the reminder notices and if any further improvements can be made then these will be taken forward.
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Analysis of Informal Complaints from 2008 to 2011

Type of Informal Complaint

Number of Complaints
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0607 Stats

						Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Total

		Informal		Dec-06						1		2												3

				Jan-07								1												1

				Feb-07																1				1

				Mar-07																				0

		Total																						5

		Listening & Learning		Dec-06						1														1

				Jan-07																				0

				Feb-07																				0

				Mar-07																				0

		Total																						1

		Compliment		Dec-06		2																		2

				Jan-07																				0

				Feb-07																				0

				Mar-07																				0

		Total																						2

		Suggestion		Dec-06

				Jan-07

				Feb-07

				Mar-07

																								0

		Total																						8

														Number		%		Due to Errors

						Mail and CRM's received for this period										13061

						Number & Percentage Informal Complaints received								5		0.04%		0.02%

						Number & Percentage Formal Complaints received								1		0.01%		0%

						Number & Percentage Compliments received								2		0.02%

						Number & Percentage Suggestions received								0		0%

						Total								8		0.07%		0.02%





0607 Stats

		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Total number received for each Category

Number Received

Details of Informal / Formal Complaints, Compliments and Suggestions Received 01/12/06 to 31/03/07



Details 0607

		0		0		0		0		0		0



Total Number of Informal Complaints Received

Total Number of Informal Complaints received due to errors.

Total Number of Formal Complaints received.

Total Number of Formal Complaints Received due to error.

Total Number of Compliments Received.

Total Number of Suggestions Received.

Details of contact

Percentage received

Percentage Informal / Formal Complaints,Compliments and Suggestions received during period 01.12.06 to 31.03.07 in compariosn to mail received.



Sheet1

		Informal/Formal/ Complaints and Suggestions 1/12/2006 - 31/3/2007

		Account Number		Notepad Chapter		Notepad Created By		Notepad Created Date		Notepad Text		Action Taken

		2070933101		INF CMPLNT		REVS4006		1-Dec-06		Reason: Customer was advised to make a payment and once thru we would insert mani insts - he advises that he was told to visit counter again so we could confirm payment and then do required input.		As detailed email sent to all staff confirming that the CRM should be updated at all times and notepads should fully explain the position of an account.

										No evidence our end to suggest he was asked to come back in - action taken to set up insts seems okay but customer has not handed mandate to bank it seems.

										All required input done subsequently by DRT but no notepad inserted to say so.

										Listening & Learning Form Issued?: No

										Training Required?: E-mail sent to remind staff that all counter cases should be added to CRM and notepads etc explaining position fully should be inserted.

		2156226101		COMPLIMENT		REVS2013		20-Dec-06		Customer handed in chocolates to staff (Helen Swan) as a thankyou, for assistance.		Staff informed of praise received from customer.

										Noted on log by Tracy.

		3000000789		COMPLIMENT		REVS2013		20-Dec-06		Customer emailed Helen to thank her  for her time and assistance,  looking into his account.		Helen praised for her good customer service.

										Noted on log by Tracy.

		3000065132		INF CMPLNT		REVS6005		11-Jan-07		Complaint letter rec'vd from C/p about missing chq for Oct instalment		Customer complaint dealt with during telephone call.

										C/p angry that his chq had never been presented and wished an explanation on our failure to process his cheque.

										Checked with bank and chq never rec'vd. They explained that if a chq comes in with no ref, and they are unable to trace C/p, it is returned back to the bank.  As chq was not ret'd to bank I have assumed it was never recv'd.

										Phoned C/p and advised of the above.  C/p asked me to check while on phone that 2xpayments for #181.00 were recv'd for Jan.  Only one on screen.  Checked with bank and 2 cheq's recv'd for #181.00 but only balance of 181.00 showing.  However, the chq the C

										Advised Trisha at the bank to go ahead and cash both chq's.

										Petition withdrawn for 06/07

		3000077302		COMPLAINT		REVS4005		4-Dec-06		Reason: This should be Formal Complaint.

										Customer states that Benefit staff advised not to pay anything to Council Tax until Benefit sorted out. Benefit was awarded then clawback put through - now nil entitlement. Asked for recalculation with Bens. Customer has had costs reduced due to reduction		Call checked by TCC which confirmed advice given to customer.

										Listening & Learning Form Issued?:

										Training Required?:

		3000082031		INF CMPLNT		REVS4005		6-Dec-06		Reason: Mr Jeffrey's ex-wife's husband called to make a complaint as a letter addressed to Mr Jeffrey had been sent to his address. Mr Jeffrey's ex-wife is not liable for the debt and should not have received any correspondence regarding this. The address		Letter of apology sent to customer and Sheriff Officers advised of wrong trace made to customer.

										Listening & Learning Form Issued?:

										Training Required?: N/A

		3000089288		INF CMPLNT		REVS3006		7-Feb-07		Complaint 'Contact Us' scanned 25/1/07

										Reason: Complaint re balance for 05/06 as a result of exemption/50% discount being cancelled w.e.f. 18/11/05 as notified via CT5 that they had moved in.  Mr Miller states he telephoned to advise had moved in but no trace of telephone call.  Does not think		Email sent in response to complaint confirming that customer was issued bills correctly and no trace of any calls on the CRM from customer.

										Listening & Learning Form Issued:No

										Training Required:No

		3000089288		INF CMPLNT		REVS3006		16-Feb-07		Reason:see previous notepad.  Reply received on 9/2/07 by e-mail.  Again advising informed NAC that had moved in and then set up d/debit.  Did not scrutinise bills when received as had set up a direct debit.  Reply issued to advise again that bills previo

										Listening & Learning Form Issued: No

										Training Required: No

		3000093109		INF CMPLNT		REVS4005		5-Dec-06		Reason:Customer complained as tried to use payment facility on internet however did not work, also tried to call enquiry line and number on website not correct number and could not get connected. I checked the web and correct number is listed, checked num		Web payment facility and phone number details checked. Web payment facility was working and phone number details were correct.

										Listening & Learning Form Issued?: No - e-mail reply

										Training Required?: None

		8





0708 Stats

		





Details 0708

						Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Total

		Informal		Apr-07						1		1												2

				May-07				1																1

				Jun-07		1										1								2		5

				Jul-07

				Aug-07

				Sep-07						2														2

				Oct-07						1														1

				Nov-07

				Dec-07

				Jan-08

				Feb-08

				Mar-08				1		2		1												4		4

		Total																						12

		Listening & Learning		Apr-07

				May-07

				Jun-07		1												1						2		2

				Jul-07

				Aug-07

				Sep-07						2														2

				Oct-07

				Nov-07		1																		1

				Dec-07

				Jan-08

				Feb-08

				Mar-08						1														1		1

		Total																						6

		Compliment		Apr-07		1																		1		1

				May-07

				Jun-07

				Jul-07

				Aug-07

				Sep-07

				Oct-07						1														1

				Nov-07

				Dec-07

				Jan-08

				Feb-08

				Mar-08								1												1		1

		Total																						3

		Suggestion		Apr-07

				May-07

				Jun-07

				Jul-07

				Aug-07		1																		1

				Sep-07

				Oct-07

				Nov-07

				Dec-07

				Jan-08

				Feb-08

				Mar-08

																								1

		Total																						20

																												Number				Due to Errors

																				Total Mail Received for period										12823

																				Number & Percentage Informal Complaints Received								5		0.04%		0.02%

																				Number & Percentage Formal Complaints received								2		0.02%		0.02%

																				Number & Percentage Compliments Received								1		0.02%

																				Number & Percentage Suggestions Received								0		0%

																				Total								8		0.08%		0.04%

																												Number				Due to Errors

																				Total Mail Received for period								13845

																				Number & Percentage Informal Complaints Received								2		1.44%		0.72%

																				Number & Percentage Formal Complaints received								2		1.44%		0.00%

																				Number & Percentage Compliments Received								0		0.00%		0%

																				Number & Percentage Suggestions Received								1		1%		0.0072228241

																				Total								5		3.61%		0.72%

																												Number				Due to Errors

																				Total Mail Received for period		01/10/07 - 31/12/07						13511

																				Number & Percentage Informal Complaints Received								2		1.48%		0.00%

																				Number & Percentage Formal Complaints received								1		0.74%		0.74%

																				Number & Percentage Compliments Received								0		0.00%		0.00%

																				Number & Percentage Suggestions Received								0		0%		0

																				Total								3		2.22%		0.74%

																												Number				Due to Errors

																				Total Mail Received for period		01/01/08 - 31/03/08						14426

																				Number & Percentage Informal Complaints Received								4		2.77%		0.69%

																				Number & Percentage Formal Complaints received								1		0.69%		0.69%

																				Number & Percentage Compliments Received								1		0.69%		0.00%

																				Number & Percentage Suggestions Received								0		0%		0

																				Total								6		4.16%		1.39%





Details 0708

		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.04.07 to 30.06.07



0809 Stats

		0		0		0		0		0		0



Total Number of Informal Complaints Received

Informal Complaints received due to error

Total Formal Complaints Received"

Formal Complaints received due to error

Compliments received

Suggestions Received

Details of contact

Percentage received

Details of Percentage Informal / Formal Complaints, Compliments and Suggestions received from 01.04.07 to 30.06.07 in comparison to correspondence received during the same period.



Details 0809

		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.07.07 to 30.09.07



0910Stats

		0		0		0		0		0		0



Total Number of Informal Complaints Received

Informal Complaints received due to error

Total Formal Complaints Received"

Formal Complaints received due to error

Compliments received

Suggestions Received

Details of contact

Percentage received

Details of Percentage Informal / Formal Complaints, Compliments and Suggestions received from 01.07.07 to 30.09.07 in comparison to correspondence received during the same period.



Details 0910

		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.10.07 to 31.12.07



1011Stats

		0		0		0		0		0		0



Total Number of Informal Complaints Received

Informal Complaints received due to error

Total Formal Complaints Received"

Formal Complaints received due to error

Compliments received

Suggestions Received

Details of contact

Percentage received

Details of Percentage Informal / Formal Complaints, Compliments and Suggestions received from 01.10.07 to 31.12.07 in comparison to correspondence received during the same period.



Details 1011

		0		0		0



Informal Complaints

Formal Complaints

Compliments

Details of Numbers Received for each Category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.01.08 to 31.03.08



Comparison

		0		0		0		0		0		0



Total Number of Informal Complaints

Informal Complaints Received due to error

Total Formal Complaints Received

Formal Complaints Received due to error

Compliments Received

Suggestions Received

Details of Contact

Percentage Received

Details of Percentage Informal / Formal Complaints, Compliments and Suggestions received from 01.01.08 to 31.03.08 in comparison to correspondence received during the same period.



Cmparison over 3 Years & Trends

		Informal / Formal / Complaints and Suggestions 1/4/2007 - 30/6/2007

		Account Number		Notepad Chapter		Notepad Created By		Notepad Created Date		Notepad Text		Action Taken		Date Received		Date Dealt With		Dealt with within timescale		Date Survey Issued		Date Survey Retuned

		2170426002		INF CMPLNT		REVS3006		10-May-07		Reason: Contact Us e-mail fm Jamie Brown scanned  advising has not received 07/08 bill and bill received re 06/07 had wrong name 'A. McClinton'.  Checked a/c and find that liable party is Mr A. McClinton but checked bank a/c details as paymenty being rece		Account updated per enquiry and reply issued to customer confirming same.		4/27/07		10/05/2007, (acknowledged 27/04/07)		Yes

		2171782602		COMPLAINT		REVS4005		1-Jun-07		Listening and Learning complaint passed from Benefits. Mr & Mrs Bertram were unhappy at length of time they had to wait when in enquiry office to speak to Benefits staff regarding form. Debs Keslake visited to complete application and answer any Benefits		All staff who attended the public enquiry counter on that day spoken in order to investigate customer complaint. No Council Tax staff could remember any incident that day and all staff confirmed that they would request a supervisor to attend the counter i		02/04/07 by Bens visited by Bens 11/05/07 passed to Revs 01/06/07		6/1/07		Yes once in Revs

										Couple happy with contact and apology. Note passed to Councillor to advise that Revs and Bens issue dealt with and Mr & Mrs Bertram were telephoned and visited. M.Follan

		3000095168		INF CMPLNT		REVS3006		16-Apr-07		Reason:Contact Us e-mail-complaint; scanned 5/4/07received fm c/payers nephew Mr Neil Dodds, who has Power of Attorney for aunt.  Complaint re letter issued by S/Park to advise of balance o/s.  No balances remaining and Exem 24 awarded w.e.f. 7/11/05 onwa		Email of apology issued to customer and Sheriff Officers advised accounts paid in full.		04/04/07 (acknowledged 05/04/07)		4/16/07		Yes

										Listening & Learning Form Issued?: No

										Training Required?:No

		3000099613		INF CMPLNT		REVS4007		14-Jun-07		See previous notepad for 14.06.07 re letter issued for Mr Webb.		Letter issued in response to Customer apologising for the incorrect information he was given by the TCC. Details passed to Elaine at the TCC for training purposes.		5/28/07		6/15/07		Yes

		3000108564		COMPLIMENT		REVS6005		12-Apr-07		Letter recv'd from C/p requesting change to DD deduction date		Details passed to staff.		N/A		N/A		N/A

										C/p starts letter by 'thanking (Finance) for providing a good service' to her.

										Letter date 01/03/07.  Annual bill for 07/08 issued 12/03/07 and DD deduction date as requested.

		3000112153		INF CMPLNT		REVS3006		27-Jun-07		Reason: Error with date registered at this address.  Original sale fell through and entry date changed to 9/3/07.		Apology made to customer for error and details passed to the TCC.		6/4/07		6/27/07		Yes

										Listening & Learning Form Issued:No

										Training Required:No

										Mr and Mrs Watters have made numerous telephone calls to TCC re this matter but date never changed resulting in 06/07 a/c being passed to S/Park in error.  Matter has now been resolved in that exemption has now been awarded for period 26/1/07-8/3/07 and o

		3000112925		INF CMPLNT		REVS3006		25-Apr-07		Reason: Contact Us e-mail fm Mrs Sim querying why balance re 06/07 of #664.61 not deducted by d/debit.  Has since paid balance via internet banking and requests confirmation that payment received.		Email sent in explanantion to complaint.		4/16/07		4/25/07		Yes

										Listening & Learning Form Issued?: No

										Training Required?:No

										E-mailed reply to advise d/debit details only t/ferred and new d/debit set up when someone moves if specifically asked to do so.  Advised letter received dated 17/11/06 confirming change of address did not request bank details t/ferred and new d/dbit set

		3000116629		COMPLAINT		REVS4007		26-Jun-07		COMPLAINT RECEIVED ON:- 25.06.07 via Listening & Learning Scheme		Letter issued to customer detailing legislation for Council Tax which prevents further discount being awarded and advice on how he can appeal any decision on his mail residence for Council Tax.		6/25/07		6/26/07		Yes

										REGARDING THE FOLLOWING:- Appealing against the decision to award a 10% discount at the property. Letter issued in reponse to Mr Lackie at his main address in Penicuik and copies to Councillors O' Neill, Mc Phee, Clarkson and Brown. Advised that due to ch

		Informal / Formal / Complaints and Suggestions 1/7/2007 - 30/9/2007

										COMPLAINT RECEIVED ON:- letter dated 12.09.07

		2046197601		COMPLAINT		REVS4007		18-Sep-07		REGARDING THE FOLLOWING:- Complaint received regarding the lodging of a bank arrestment. Phoned Nicky at Stirli g Park who confirmed that August payment hit a deleted account and was not credited on time to prevent the bank arrestment. She will withdraw i		9/12/07		9/20/07		Yes

		2120157901		COMPLAINT		REVS4007		7-Sep-07		COMPLAINT RECEIVED ON:- 06/09/07 Listening & Learning Form				9/6/07		9/7/07		Yes

										REGARDING THE FOLLOWING:- Joint reply issued with Benefits. Advised Ms MacLean that the 10% statutory addition was imposed correctly and why her account had been passed to Stirling Park. Held account with Nicky at Stuirling Park for 30 days as Ms McLean w		As detailed reply given and arrangement made with DRT.

										COMPLAINT RECEIVED ON:- 31.08.07 Listening & Learning Scheme

		3000049948		COMPLAINT		REVS4007		9/4/07		REGARDING THE FOLLOWING:- Not happy that account had been passed to Stirling Park for collection and that she received a payment slip for someone else in with her oen payment slipd when she made an arrangement to pay arrears with Stirling Park. Contact Ni		Account had been correctly passed to the Sheriff Officer however, they apologised for the payment slip for some one else being issued.		8/31/07		9/4/07		Yes

										COMPLAINT RECEIVED ON:- 10.09.07 via Contact Us				9/10/07		9/20/07		Yes

		3000089544		COMPLAINT		REVS4007		9/20/07		REGARDING THE FOLLOWING:- Email received regarding a visit from the Sheriff Officers. Not happy that they asked her neighbours where she was residing when she refused to give them information when they  knocked on her door. Awaiting response from Stirling		No mis-administration of account and DRT arrangement set up.

		2153566301		Suggestion		REVS2136		3-Aug-07		SUGGESTION BY CUSTOMER - COUNTER SIGNS ARE A BIT CONFUSING - COULD THEY BE A BIT CLEARER. Alison Humphreys		The signs at the counter were updated and made clearer.		N/A		N/A		N/A

		Informal / Formal / Complaints and Suggestions 1/10/2007 - 31/12/2007

		3000039842		COMPLAINT		REVS4006		10/3/07		Customer complained about account being passed to the Sheriff Officer as he had fallen into arrears, stated never been in arrears previously and had not received notification from North Ayrshire Council  prior to the account being passed onto Stirling Par		Letter of explanation issued to customer regarding recovery action and when recovery notices had been issued.		9/15/07		9/26/07		Yes

		3000049688		INF COMPLAINT		REVS3006		10/4/07		Complaint received from customer regarding balances due for 2001/02 and 2002/03. These accounts have been passed to the Sheriff Officer for collection.		Letter issued explaining that customer had received bills and had made an arrangement with Debt Recovery Team to pay outstanding balance, part paid and reduced amount due, however payment to arrangement ceased and account passed to Sheriff Officer, explai		9/27/07		10/3/07		Yes		2/14/08

		3000102307		COMPLAINT		REV4007		11/29/07		COMPLAINT RECEIVED ON:- Listening and Learning form dated 26.11.07				11/26/07		11/29/07		Yes		2/14/08

										REGARDING THE FOLLOWING:- Email sent to Mr Webster son-in-law on Monday acknowledging the form. Complaint received regarding the information given by the TCC on 27.08.07 and 19.11.07. On both occasions incorrect information has been given. Letter issued t		Letter of apology issued and reminder cancelled from the account which has now been paid in full.

		Account Number		Notepad Chapter		Notepad Created By		Notepad Created Date		Notepad Text

		2128087802		COMPLIMENT		Revs6005		13.03.08		C/p called to set a DD for her 08/09 Ac
DD input wef 1/04/08 and MANIS created
A/c put back to static

C/p also noted that I had been 'very efficient' on the phone and it had been 'nice to talk to me'.		N/A		13.03.08		13.03.08		N/A

		3000036516		COMPLAINT		REVS2151		2/15/08		COMPLAINT RECEIVED ON:- 14-FEB-2008
REGARDING THE FOLLOWING:- Mr Dickie received today a wage arrestement schedule for the amount of #165.99 for unpaid Council Tax.  In total, we have paid you the amount of #1,021.90 in Council Tax for the year April 2007		DEBT RECOVERY CASE DETAILS OF ACTION TAKEN AS FOLLOWS:- Response to c/payer to explain details of how arrestment came about, and detailed breakdown of payments received from her for Yr 07.  Advised that bank arrestment has been cancelled and asked her to		14.02.08		19.02.08		Yes		25.04.08

		3000124315		COMPLAINT		REVS3006		3/5/08		COMPLAINT RECEIVED ON:-28/2/08-via Contact Us e-mail
REGARDING THE FOLLOWING:-see details on previous notepad.
After further discussion with Tracy, this complaint being dealt with as a stage 2 formal complaint.		Complaint received via 'Contact Us' on 28/2/08.  Per e-mail, p/call made in December 2007 and was advised could extend payments until March 2008 but call not passed to DRT therefore a/c not held.  This resulted in a/c being passed to Stirling Park for col		28.02.08		05.03.08		Yes		25.04.08

		3000000538		COMPLAINT		REVS6005		3/10/08		C/p called to advise she recv'd both her and her neighbours (4 Park View, Largs, Ayrshire, KA30 9HN) CT notices in the same envelope.  
She was quite annoyed about this especially as her neighbours monthly inst are much less than hers.  Advised I am unabl		Call dealt with on the day, details passed to System Admin to log with TNT unfortunatley due to the annual billing process which is automated at TNT it would appear two bills have been enveloped in one envelope when they have been folded for enveloing and		10.03.08		10.03.08		N/A

		3000112134		COMPLAINT		REVS6005		3/20/08		Letter recv'd from C/p re: 10% surcharge on the a/c
C/p advises she was prev told that the charge would be cancx
Costs #30.30 cancx & a/c withdrawn from SP
Phoned C/p to advise
NFA required		Customer was advised by a member of staff at the TCC, details have been passed to Elaine and member of staff has been re-trained in Council Tax.		13.03.08		20.03.08		Yes

		3000109694		COMPLAINT		REVS4006		1/4/08		Contact Us 4/1/08

C/P not wishing to phone call centre as using mobile a 0845 number is more expensive.

Phoned C/P and took payment of #210.00 over phone (Auth Code 644508)

E-mail sent to all Councillors explaining situation as C/P flagged this as comp		Reply issued to Councillors regarding the above.  Prior to the implementation of the 0845 numbers, careful consideration was given to the type of number to be used. There are currently a huge volume of public access numbers available for contacting the co		04.01.08		04.01.08		Yes





						Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Community Charge		Total

		Informal		Apr-08						1				1												2				4

				May-08						1										1						2

				Jun-08														1		1						2		6

				Jul-08

				Aug-08						2		2						1		1						6

				Sep-08																				2		8		8

				Oct-08						2																2

				Nov-08						2								1								3

				Dec-08						1																1		6

				Jan-09														1								1

				Feb-09														1								1

				Mar-09				1																		1		3

		Total						1		9		2		1				5		3				2		29

		Listening & Learning		Apr-08

				May-08

				Jun-08																								0

				Jul-08						1																1

				Aug-08

				Sep-08																								1

				Oct-08

				Nov-08

				Dec-08																								0

				Jan-09

				Feb-09

				Mar-09																								0

		Total								1																1

		Compliment		Apr-08

				May-08

				Jun-08				2																		2		2

				Jul-08

				Aug-08

				Sep-08																						0		0

				Oct-08

				Nov-08		1																				1

				Dec-08														1								1		2

				Jan-09

				Feb-09

				Mar-09																								0

		Total				1		2										1								4

		Suggestion		Apr-08

				May-08						1																1		1

				Jun-08

				Jul-08

				Aug-08

				Sep-08																						0		0

				Oct-08

				Nov-08

				Dec-08																								0

				Jan-09

				Feb-09

				Mar-09																								0

																										1

										1

		Total																								35

																																Number				Due to Errors

																						Total Mail Received for period										10276		%		%

																						Number & Percentage Informal Complaints Received										6		0.06		0.02		2

																						Number & Percentage Formal Complaints received										0		0.00		0.00

																						Number & Percentage Compliments Received										2		0.02		0.00

																						Number & Percentage Suggestions Received										1		0.01		0.00

																						Total										9		0.1		0.02

																																Number				Due to Errors

																						Total Mail Received for period										9784		%		%

																						Number & Percentage Informal Complaints Received										8		0.08		0.04		4

																						Number & Percentage Formal Complaints received										1		0.01		0.00

																						Number & Percentage Compliments Received										0		0.00		0.00

																						Number & Percentage Suggestions Received										0		0.00		0.00

																						Total										9		0.09		0.04

																																Number				Due to Errors

																						Total Mail Received for period										12396		%		%

																						Number & Percentage Informal Complaints Received										6		0.05		0.01		1

																						Number & Percentage Formal Complaints received										0		0.00		0.00

																						Number & Percentage Compliments Received										2		0.02		0.00

																						Number & Percentage Suggestions Received										0		0.00		0.00

																						Total										8				0.01





		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.04.08 to 30.06.08



		0		0		0		0		0



Percentage Informal Complaints Received

Percentage Informal Complaints Received due to error

Percentage Formal Complaints Received

Percentage Compliments Received

Percentage Suggestions Received

Details of contact

Percentage received

Details of Percentage Informal / Formal Complaints, Compliments and Suggestions received from 01.04.08 to 30.06.08 in comparison to correspondence received during the same period.



		0		0		0



nicolt: Figure up to 26.06.08 at 12.02pm need to add 27.06.08 and 30.06.08

nicolt: Number of complaints received due to our error.

Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.07.08 to 30.09.08

0

0

0

0

Percentage Informal Complaints Received

Percentage Informal Complaints received due to error

Percentage Formal Complaints received

Details of contact

Percentage received

Details of Percentage Informal / Formal Complaints, Compliments and Suggestions received from 01.07.08 to 30.09.08 in comparison to correspondence received during the same period.



		0		0		0		0



nicolt: Number of complaints received due to our error.

Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.10.08 to 31.12.08

0

0

0

0

Percentage Informal Complaints received

Percenatge Informal Complaints received due to error

Percentage Formal Complaints received

Percentage Compliments received

Details of contact

Percentage received

Details of Percentage Informal / Formal Complaints, Compliments and Suggestions received from 01.10.08 to 31.12.08 in comparison to correspondence received during the same period.



		Informal / Formal / Complaints and Suggestions 01/04/08 to 31/03/09

		Account Number		Notepad Chapter		Notepad Created By		Notepad Created Date		Notepad Text		Action Taken		Date Received		Date Dealt With		Dealt with within timescale		Date Survey Issued		Date Survey Retuned

		3000078546		SUGGESTION		REVS4007		5/8/08		Suggestion made via Contact Us 23.04.08. Customer wanted to pay his Council Tax using American Express  which is not accepted. He wanted to know why this is and why Council Tax bills do not advise which credit/debit cards are accepted. Reply issued advisi		Comments regarding payment methods on billing documentation have been logged with a view to reviewing the templates used to for producing bills and recovery.		23.04.08		08.05.08		N/A

		3000103666		COMPLIMENT		REVS2139		26.06.06		Letter of thanks rec'd from chargepayer, complementing speed and efficiency.				11.06.08		26.06.08		N/A

		3000077885		COMPLIMENT		REVS2013		6/3/08		Letter from c/payer thanking for the prompt attention re refund of #1383.33 issued 16/04/08.
Donna Macrae				19.05.08		03.06.08		N/A

		3000124171		COMPLAINT		REVS4007		4/24/08		Per Customer Comments Form completed at the Counter on 05.03.08 - tried to Phone Mrs McCabe and left a telephone message to phone me back  but has not returned my call. Complaint regarding attitude of Stirling Park staff when contacting their office for p		As detailed		05.03.08		10.03.08		Yes

		3000121822		COMPLAINT		REVS4005		13.05.08		COMPLAINT RECEIVED ON:- 15/03/08 by contact us
REGARDING THE FOLLOWING:- Mr Jackson's complaint as follows: I used to put all my waste in the bin and filled the bin provided every week and had no grudges about paying Council Tax (but I do think it should		As detailed		15.03.08		03.04.08		Yes

		3000124661		INF CMPLNT		REVS4007		06.05.08		Per call from Sheena. Call received from Dr Khan advising that he has received a bank arrestment after he has returned an exemption claim for this property. Checked account and exemption claim was not processed when dd mandate was processed. This would ha		As detailed		06.05.08		06.05.08		Yes

		3000124999		INF CMPLNT		REVS3006		09.05.08		COMPLAINT RECEIVED ON:-2 x Contact Us e-mail scanned 25/4/08
REGARDING THE FOLLOWING:-Complaint from Mr MacDonald re exemption application.  Mr MacDonald had completed and Exem 1 L/L and had provided a letter confirming that he had purchased the property		As detailed		25.04.08		09.05.08		Yes		Sep-08		No Survey Returned

		2046512202		INF CMPLNT		REVS3006		06.06.08		Reason: Cancellation of 25% discount
Listening & Learning Form Issued: No
Training Required?: No
Letter of complaint received from CAB on behalf of Mrs Gallacher(scanned 13/3/08)
Re cancellation of 25% discount due to son always being resident. States Mrs		As detailed		13.03.08		06.06.08		No

		3000028378		INF CMPLNT		REVS3006		12.06.08		Reason:See below
Listening & Learning Form Issued:No
Training Required: No
Complaint received via 'Contact Us' - scanned 12/6/08.  Mr Sharp complaining about the fact that he has been asked to obtain confirmation from Glasgow University that he is still a		As detailed		12.06.08		12.06.08		Yes		Sep-08		No Survey Form Returned

		Informal / Formal / Complaints and Suggestions 01/07/08 to 30/09/08

		Account Reference Number		Notepad Chapter Code		Notepad Page Created By		Notepad Page Created Date		Notepad Text

		2046197601		INF CMPLNT		REVS4007		8-Aug-08		Per copy letters received from Benefits on 01.08.08 - letters dated 30.06.08,01.07.08 & 20.07.08. Per information from Benefits customer and son have been full-time students since 2004. Only one disregard form had been completed for Mr McGinnis and one fo		As detailed		01.08.08		08.08.08		Yes

		2046440104		INF CMPLNT		REVS4007		18-Sep-08		Informal Compliant vis Customer Comments Form taken at the counter - reply issued in response to complaint and CRM. Details given of Community Charge accounts and amounts paid to each. Advised balance still due for 90/91 and that 1993/94 account is paid i		As detailed		18.09.08		18.09.08		Yes

		3000003665		INF CMPLNT		REVS4007		18-Sep-08		Informal Compliant vis Customer Comments Form taken at the counter - reply issued in response to complaint and CRM. Details given of Community Charge accounts and amounts paid to each. Advised balance still due for 90/91 and that 1993/94 account is paid i		As detailed		15.09.08		18.09.08		Yes

		3000098288		INF CMPLNT		REVS4007		8-Aug-08		Letter received dated 01.07.08 - this correspondence was scanned in as a reply hence the late response. Was picked up from a further phone call and counter survey completed by the TCC. Complaint regarding the level of service received at the TCC and the a		As detailed		01.07.08		08.08.08		No( Peak Holiday Period)

		3000122868		INF CMPLNT		REVS3006		14-Aug-08		Reason: Recovery documentation issued although had applied for exemption.Listening & Learning Form Issued: No  Training Required: No  Letter received from Aileen Cherry, Accounts Manager at Kelburn Country Centre regarding incorrect bills and recovery doc		As detailed				14.08.08		Yes

		3000124928		INF CMPLNT		REVS3006		14-Aug-08		Reason: Recovery documentation issued altough had applied for exemption.Listening & Learning Form Issued: No  Training Required: No  Letter received from Aileen Cherry, Accounts Manager at Kelburn Country Centre regarding incorrect bills and recovery docu		As detailed				14.08.08		Yes

		3000129327		INF CMPLNT		REVS3006		14-Aug-08		Reason: Recovery documentation issued altough had applied for exemption. Listening & Learning Form Issued: No  Training Required: No  Letter received from Aileen Cherry, Accounts Manager at Kelburn Country Centre regarding incorrect bills and recovery doc		As detailed				14.08.08		Yes

		2053963001		COMPLAINT		REVS3006		22-Aug-08		COMPLAINT RECEIVED ON:-scanned 8/8/08; also general mail scanned 29/7/08  REGARDING THE FOLLOWING:-Complaint from Mr Woods as states was refused repayment plan by NAC and a/c was passed to S/Park.  Checked correspondence received.  Letter dated 19/6/08 sc		As detailed		08.08.08		22.08.08		No

		2045778202		COMPLAINT		REVS2021		13-Aug-08		c/p at counter complaining that his 25% discount has not been canx todate as per previous communication on 30/06/08 and again on 28/07/08.  Advised c/p that a/c was updated on 07/08/08 & that bill due out.  Noted however that crm dated 30/06/08 was closed		As detailed		13.08.08		13.08.08		Yes

		2031154001		COMPLAINT		REVS4005		16-Jul-08		Complaint letter from Mr & Mrs Dagen regarding correspondence and telpehone calls from Sheriff Officer. Unhappy with language and manner used in telephone calls and the wording of written letters from them. Also has brought account up to date and standing		As detailed		08.07.08		16.07.08		No

		2046881401		COMPLAINT		REVS4005		10-Jul-08		Listeneing and Learning complaint / compliment received on 4 July 2008. Mr Wilson complimented staff who have previously dealt with his enquiries on being patient and understanding. However he still has unanswered questions on Council Tax and asked to mee		As detailed		04.07.08		10.07.08		Yes

		3000116943		COMPLAINT		REVS4007		16-Dec-08		Letter dated 13.12.08 - complaint received from Professor Pitt regarding the responses to his previous correspondence. Reply issued detailing recovery on account and that arrears have been passed to SP&Co. Also advised that account has now been updated wi		As detailed		13.12.08		16.12.08.		Yes

		3000001901		COMPLAINT		REVS4007		17-Nov-08		Contact Us Email Complaint Received 14.11.08 - Ack 17.11.08 and reply issued as follows: Mr Frye has made an arran with DRT for arrears. Phoned Claire at SP&CO who confirmed that they had spoken to Mr Frye on Friday regarding arrears and that his call had		As detailed		14.11.08		17.11.08		Yes

		2171910102		COMPLAINT		REVS4005		5-Nov-08		Miss Gray contacted the office through the Contact Us facility with a complaint regarding the 10% discount she has been awarded for this property as she now resides in South Ayrshire and does not feel it is fair that she is not eligible for further discou		As detailed		28.10.08		05.11.08		Yes

		3000113087		COMPLAINT		REVS4005		5-Nov-08		Mr Muir had received letterd from Stirling Park and visited his MP as he was not happy, stated he had not received any other documentation and had not agreed to an arrangement previously as per advice given on his account notes from the TCC. Reply issued		As detailed		05.11.08		05.11.08		Yes

		2078792803		COMPLAINT		REVS4007		31-Oct-08		Email received dated 24.10.08 via Contact Us Complaint - email regarding administration of account by Stirling Park and access to details of current year debt. Contacted Emma at SP&CO re details of what action has been taken and why. Full details of notes		As detailed		24.10.08		31.10.08		Yes

		2047505501		COMPLAINT		REVS4005		16-Oct-08		COMPLAINT RECEIVED ON:-15/10/08REGARDING THE FOLLOWING:-Mr McGonigall called TCC 15/10/08 regarding letter received from Sheriff Officer for arrears at this address. Mr McGonigall had bought council house last year and the arrears should have been includ		As detailed		15.10.08		16.10.08		Yes

		3000044415		COMPLIMENT		REVS2013		1-Dec-08		Thankyou card received in relation to telephone conversation I had with Mr Whitehill re teh refund he had received for his previous address 33 Cambusdoon Place, Kilwinning, Ayrshire, KA13 6SP. Donna Macrae		As detailed		01.12.08

		3000028216		COMPLIMENT		REVS2013		11-Nov-08		REGARDING THE FOLLOWING:-  Award of 25% discount via contact us.Dear Officer This service was far beyond my expectations, I did not expect that this would be done simply by e-mail, as I was prepared to fill any forms coming my way Thanks for the excellent		As detailed		11.11.08

		2069128901		COMPLAINT		REVS4006		19.01.09		Contact Us received 17/12/08.C/P complaining about issue of bill for now increased balance dur to amend of disc from 25 to 10%.Letter sent in explanation to USA - e-mail also to let her know it's on it's way - copies to 4 x Councillors as this is a compal		As detailed		17.12.08		19.01.09		Yes - answered after xmas shut down.

		2109026201		COMPLAINT		REVS4007		21.01.09		Letter dated 21.01.09 from the late Isabella Morrison's daughter. Mrs Morrison passed away in 2001. She has received refund for 19.74 for her late mother was has caused some distress. She had telephoned the TCC on 19.01.09 for an explanantion of the chequ		As detailed		21.01.09		29.01.09		Yes

		2069128901		COMPLAINT		REVS4005		10.02.09		Contact Us e-mail complaint received from Mrs MacKenzie regarding her second home discount for this property. Mrs MacKenzie thinks she has a 25% discount and an additional 10% discount and cannot understand why her Council Tax instlaments have increased.		As detailed		10.02.09		12.02.09		Yes



nicolt: Number of complaints received due to our error.

Informal Complaints

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.01.09 to 31.03.09

0

0

0

0



						Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Community Charge		Total

		Informal		Apr-09		1																				1

				May-09				1																		1

				Jun-09																								2

				Jul-09				1		2										1						4

				Aug-09						1																1

				Sep-09														1		1						2		7

				Oct-09						1																1

				Nov-09						4																4

				Dec-09																								5

				Jan-10										1		1		1								3		3

				Feb-10				1		2																3		3

				Mar-10				1										1								2		2

		Total				1		4		10				1		1		3		2						22		8

		Listening & Learning		Apr-09

				May-09

				Jun-09																								0

				Jul-09

				Aug-09						1																1

				Sep-09																								1

				Oct-09

				Nov-09

				Dec-09						1																1		1

				Jan-10						1																1		1

				Feb-10

				Mar-10

		Total								3																3		1

		Compliment		Apr-09

				May-09

				Jun-09																								0

				Jul-09

				Aug-09

				Sep-09		1																				1		1

				Oct-09

				Nov-09

				Dec-09																								0

				Jan-10

				Feb-10

				Mar-10

		Total				1																				1		0

		Suggestion		Apr-09

				May-09

				Jun-09																								0

				Jul-09

				Aug-09				1																		1

				Sep-09																								1

				Oct-09

				Nov-09

				Dec-09																								0

				Jan-10

				Feb-10

				Mar-10

																										1		0

		Total						1																		27





		0

		0

		0

		0



Informal Complaints

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.01.09 to 31.03.09



		0		0		0		0



Informal Complaints

Formal Complaints

Suggestions

Compliments

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Suggestions and Compliments received for the period 01.07.09 to 30.09.09



		0		0		0		0



Informal Complaints

Formal Complaints

Suggestions

Compliments

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Suggestions and Compliments received for the period 01.10.09 to 31.12.09



		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.01.10 to 31.03.10



		8/10/09

		Complaints

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date		Action Taken		Date Received		Date Dealt With		Dealt with within timescale		Date Survey Issued		Date Survey Retuned

		2031042003		COMPLAINT		Per Contact Us received dated 01.05.09 received 05.05.09. Reply issued advising that letter he received was issued due to a clerical error during enveloping. Confirmed measures in place for data protection and apologised. (Tracy Nicol)		REVS4007		8-May-09		As detailed		05.05.09		08.05.09		Yes

		3000101933		COMPLAINT		COMPLAINT RECEIVED ON:- 14/04/09 through Contact Us

						REGARDING THE FOLLOWING:- Complaint from Mr and Mrs Dudgeon who live in Ayr and advised their address has been input as a billing address for Ms Dudgeon, however they are not aware of who she is or her whereabouts. Mrs Dudgeon advised has had a Sheriff Of		REVS4005		16-Apr-09		As detailed		14.04.09		16.04.09		Yes

		10/27/09

		Complaints

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		3000133367		COMPLAINT		Mail scanned 14/9/09.  Letter from Mr Green following telephone call with Ruth at TCC and Al.  Mr Green still seeking to claim 50% discount or details of complaints/appeals procedure.  Reply issued to Mr Green advising that exemption/ discount already awa		REVS3006		23-Sep-09		As detailed		14.09.09		23.09.09		Yes

		3000035364		COMPLAINT		Listening & Learning Complaint received 28.08.09 - reply issued detailing all actions taken on account. Have explained that original docmentation for arran was issued to the wrong address and as hold was not put on account then the wage arrestment was car		REVS4007		2-Sep-09		As detailed		28.08.09		02.09.09		Yes

		3000049866		COMPLAINT		COMPLAINT RECEIVED ON:- 25/08/09

						REGARDING THE FOLLOWING:- Customer complained as account has been passed to Sheriff Officer and 10% statutory addition has been added. Customer stated had been to CAB for advise and should have had a reminder letter issued. On checking account 2 reminders		REVS4005		27-Aug-09		As detailed		25.08.09		27.08.09		Yes

		3000147376		COMPLAINT		Per previous email dated 30.07.09 - written response issued to Ms Docherty giving a full explanation of events on account. Apologised if she felt that she should not have been contacted by telephone regarding the changes to the account. Also advised that		REVS4007		6-Aug-09		As detailed		30.07.09		06.08.09		Yes

		10/27/09

		Informal Complaints

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		3000133367		INF CMPLNT		Informal Complaint fm Mr Green re 10% disc		REVS2021		3-Sep-09

						* Mr Green wishing to apply for 50% disc for this property in order that it is refused so that he may appeal against decision in order that he may go to ombudsman						As detailed		03.09.09		03.09.09		Yes

						* Mr Green requested 50% disc form and I confirmed that there is no 50% disc form for 2nd Homes.  Mr Green also disputes this is his 2nd home as he owns 6 properties and as a LL it is his business.  I explained to Mr Green only 50% forms available for Pur

						* Mr Green will issue letter via sols

						AL F

		2137507001		INF CMPLNT		Reason: Refusal of exemption under category 12

						Listening & Learning Form Issued: No

						Training Required: Member of staff will be briefed

						Complaint  received via e-mail from Sandra Perkins, Mrs Paterson's daughter.  Discussion with Moira re this case.  Previosuly refused exemption under category 12 since Mrs Paterson left care of daughter and now in Sheltered Housing in Dursley.  Exemption		REVS3006		31-Jul-09		As detailed		31.07.09		31.07.09		Yes

		3000132283		INF CMPLNT		Reason:08/09 and 09/10 a/c's passed to S/Park due to wrong b/address.		REVS3006		16-Jul-09		As detailed		16.07.09		16.07.09		Yes

						Listening & Learning Form Issued: No

						Training Required?: Feedback provided to TCC

						Informal complaint received from Mr McColgan in response to correspondence received from S/Park re 09/10 a/c.  Wrong b/a was input on a/c w.e.f. 1/7/08 and was only corrected on 6/7/09 following Mrs McColgan's p/call to TCC on 25/6/09.  It was established

						I have now cancelled s/w and costs on both 08/09 and 09/10 a/c and t/ferred o/payment of #171.80 from 08/09 to 09/10.  Reply issued to Mr

		3000123004		INF CMPLNT		Supervisor enquiry at counter		REVS2021		10-Jul-09		As detailed		10.07.09		10.07.09		Yes

						* Mrs Grant disputing 09 a/c being passed to Spark

						* I offered to withdraw a/c fm spark if Mrs Grant set up DD but this was refused on basis Mrs Grant said this was blackmail.  I advised it was due to her history of non / late payment and that it was a sign of commitment from her to ourselves in order to

						* advised c/p to contact spark for spa

		3000131771		SUGGESTION		Listening & Learning Form received dated 19.08.09 - suggestion by customer that Council Tax is split into two bills for both tenants. Reply issued advising that this cannot be done as they are both J&S liable for the tax as joint tenants. Confirmed that e		REVS4007		24-Aug-09

		3000097494		COMPLIMENT		Comments form completed at the Counter 19.08.09 praising Helen for her service at the counter. (Tracy Nicol)		REVS4007		22-Sep-09

						Al F

		2069787203		COMPLAINT		Per Listening & Learning Form dated 08.12.09 - complaint received re the DSS deds which have commenced for arrears on 05/06 and 08/09. Letter of explanantion issued with details of both accounts and advising that deds will continue or if payment of the ar				09/Dec/2009		REVS4007				09.12.09		Yes		02.02.10

		2073415801		COMPLAINT		Contact Us (04/11/09) complaint received from Mrs Houston as she has received a letter from Sheriff Officer for balance on account for #71.02. On checking account it had been passed to Sheriff Officer in 2007 but there was an error with deleted accounts m				12/Nov/2009		REVS4005				12.11.09		Yes		02.02.10

		3000061636		INF CMPLNT		Mr McKeen at counter querying the balance on 2007 of #12.60.  Adv c/p he had not paid in accordance with the bill at the time therefore he had incurred 10% costs. I advised he would have been notified of the recovery procedure per the 2nd reminder which w				04/Nov/2009		SMAXWELL				04.11.09		Yes

		3000109489		COMPLAINT		Per email received from Wendy Bunning dated 05.11.09 - requesting details of the LA Ombusdman as still unhappy at the recovery action which has been taken. Account investigated again and after discussions with SP & Co they have withdrawn all fees and canx				11/Nov/2009		REVS4007

		3000120819		INF CMPLNT		Contact Us dated 28.10.09 - complaint received re Charge for Payment received for #106.00. Has advised that he did not receive Sp & Co's initial letter. Contacted SP & Co who confirmed initial letter was issued on 08.09.09 and they tried to contact him by				29/Oct/2009		REVS4007

		3000130604		INF CMPLNT		Per enquiry from the Judge (Sunday Mail Newspaper) received via Communication on 11.11.09. Mr William Neill has contacted the paper as he has stated that his Ctax is up to date and is querying why an earnings arrestment has been lodged against his partner				19/Nov/2009		REVS4007				19.11.09		Yes

		2084000402		Complaint		Email received from Mr Gray dated 04.03.10 - complaint received regarding the review of single persons discount and wording on letter. Reply issued advising why review has been done and giving Experian's contact details if he wants further information on				16/Mar/2010		REVS4007				16.03.10		Yes

						David Gray was registered for voting purposes at the address until Oct 09. Have asked for details if he was resident and if not where his permanent address is.

		300145452		Complaint		Complaint Letter received 23.02.10 - Miss Kaye is unhappy with the administration of her account and why the arrears have been passed to SP & Co for collection. A/c was updated incorrectly from original CRM this error was not picked up on subsequent corre				2/24/10		REVS4007				24.02.10		Yes

		3000148209		Complaint		COMPLAINT RECEIVED ON:-AP mail scanned 17/2/10
REGARDING THE FOLLOWING:- Complaint from Ms Mulholland as states only received notification of balance on a/c on 4/2/10( Bill following 10% discount award) and then correspondence fm Stirling Park.  Checked D				24.02.10		REVS3006				24.02.10		Yes

		300013907		Complaint		Action recv'd to cheque if refund of 9/10 -234.38 had been cashed.
Checked with Accountancy & chq has not been cashed.  Phoned Mr James Caldwell to advise and confirmed the chq would be cancelled and reissued.  Mr Caldwell advised me he has called 3 times				10.02.10		REVS6005		10.02.		10.02.10		Yes

		3000051471		Complaint		Complaint received via Contact Us - scanned 26/1/10.  Put through by TCC advisor, Tracy Holden following p/call received from Mr Craig.  Mr Craig is requesting C/Tax refund since Housing Services have advised that they are not responsible for maintenance				28.01.10		REVS3006				28.01.10		Yes

		3000069086		Complaint		Per Listening & Learning Complaints Form dated 21.01.10 - querying why account had been passed to the Sheriff Officers without prior notification. Reply issued detaling two reminders had been issued on the account and that payments had not been made in ac				25.01.10		REVS4007				25.01.10		Yes

		3000146943		Complaint		Complaint received via Contact Us on 7/1/10.  
Complaint from Mr Mendicino regarding the length of time taken to update change of address and issue final bill.   Mr Mendicino states final bill required to send to previous letting agency to get deposit bac				11.01.10		REVS3006				11.01.10		Yes

		2000614402		Complaint		Contact Us complaint received on 30/12/09.
REGARDING THE FOLLOWING:- Complaint from Christine Powell as #309.39 deducted from bank a/c by d/d in December.  This is due to 25% discount being cancelled following SPD review - daughter Viki turned 18yrs on 21				05.01.10		REVS3006				05.01.10		Yes

		3000155837		Complaint		C/p called as he had recv'd a bill for his new address when he states he had been advised that he would have nothing to pay.
Advised C/p that his prev property was an A and his new address is a B hence the bill. C/p was upset and wanted to know why he was				REVS6005		08.03.10				08.03.10		Yes





						Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Community Charge		Total

		Informal		Apr-10				1																		1

				May-10				1		1								1								3

				Jun-10				1																		1		5

				Jul-10

				Aug-10				1																		1

				Sep-10																								1

				Oct-10								1														1		1

				Nov-10

				Dec-10																1						1		2

				Jan-11						1																1

				Feb-11

				Mar-11						1																1		2

		Total																								10

								4		3		1						1		1

		Listening & Learning		Apr-10

				May-10

				Jun-10																								0

				Jul-10

				Aug-10

				Sep-10				1																		1		1

				Oct-10						1																1

				Nov-10

				Dec-10																								1

				Jan-11

				Feb-11

				Mar-11																								0

		Total						1		1																2

		Compliment		Apr-10

				May-10

				Jun-10		1																				1		1

				Jul-10		2																				2

				Aug-10		1																				1

				Sep-10																								3

				Oct-10

				Nov-10		1																				1

				Dec-10		1																				1		2

				Jan-11

				Feb-11		1																				1

				Mar-11																								1

		Total				7																				7

		Suggestion		Apr-10

				May-10

				Jun-10																								0

				Jul-10

				Aug-10

				Sep-10																								0

				Oct-10

				Nov-10

				Dec-10																								0

				Jan-11

				Feb-11

				Mar-11																								0

																										0

		Total																								19





		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.04.10 to 30.06.10



		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.07.10 to 30.09.10



		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.10.10 to 31.12.10



		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers in each category

Numbers Received

Details of Informal / Formal Complaints,Compliments and Suggestions received for the period 01.01.11 to 31.03.11



		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date		Action Taken		Date Received		Date Dealt With		Dealt with within timescale		Date Survey Issued		Date Survey Retuned

		8/9/10

		Informal Complaints

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		2069221802		INF CMPLNT		Mrs Shepherd had calculated that she is still owed approx Â£134.00 due to costs reduction and has never received revised bill for 10/11		REVS2021		20-May-10		As detailed		20.05.10		20.05.10		Yes		12.08.10

						* would appear that when copy bill requested for 10/11 this has negated forced bill due to band decrease and so instalments still showing for Band C property

						* c/p will pay Â£122.11 today at municipal and I have pending to input manis Â£135.00 Jun to Jan once payment on screen

		8/9/10

		Complaints

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		2061829801		COMPLAINT		AP mail scanned 2/6/10.  Letter of complaint received from Ms Silavi due to her account being ended in error.  A/c has now been re-opened  and CTB re-instated to a/c.  Error occurred when change of address CRM gave date of entry for new owner for this pro		REVS3006		10-Jun-10		As detailed		02.06.10		10.06.10		Yes		12.08.10

						E. McWilliam

		3000131604		COMPLAINT		Complaint Received via Contact Us - scanned 30/4/10. Mr Galloway's complaint is re cancellation of student discount in respect of wife from 1/1/10 - he states his wife finished university on 31/1/10 not 1/1/10 and has provided proof of this previously whe		REVS3006		25-May-10		As detailed		30.04.10		25.05.10		Yes

		3000121939		COMPLAINT		Contact Us Email Complaint received on 13.05.10 - reply issued and Councillors Barr, Sturgeon and Moffat copied in. Explained that reminder notice which had been issued was due to be paid within 7 within of receipt of the notice and acknowleding that paym		REVS4007		19-May-10		As detailed		13.05.10		19.05.10		Yes		12.08.10

		3000006535		COMPLAINT		COMPLAINT RECEIVED ON:- Stage 3 18.03.10		REVS4007		16-Apr-10

						REGARDING THE FOLLOWING:- After the meeting with Moira and Tracy rgarding the arrears on the accounts Mr & Mrs Murdoch wanted time to assess their situation and decide if they wanted to progress their complaint. Mrs Murdoch emailed on 26.03.10 to advise t						As detailed

		3000015206		COMPLAINT		COMPLAINT RECEIVED ON:-COMPLAINT RECEIVED ON:- Stage 3 26.03.10		REVS4007		16-Apr-10

						REGARDING THE FOLLOWING:- After the meeting with Moira and Tracy rgarding the arrears on the accounts Mr & Mrs Murdoch wanted time to assess their situation and decide if they wanted to progress their complaint. Mrs Murdoch emailed on 26.03.10 to advise t						As detailed

		3000120829		COMPLAINT		COMPLAINT RECEIVED ON:-12/4/10 via Contact Us(scanned 13/4/10)		REVS3006		13-Apr-10

						REGARDING THE FOLLOWING:-Miss Dickie's complaint is re missing payment of Â£77.00 for 2009/10 a/c. Miss Dickie states she cancelled d/d in error resulting in January's instalment being rejected.  However, states she contacted this office to advise still h						As detailed		12.04.10		13.04.10		Yes

		Complaints

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		2071177801		COMPLAINT		Per Listening % Learning Complaint received via Housing Services on 13.09.10 - due to Mr Hunter being removed from this account in error when his wife died Housing issued a letter to "the relative of Robert Hunter" advising to hand the keys of the propert		REVS4007		15-Sep-10		As detailed		13.09.10		15.09.10		Yes

		2032031001		COMPLAINT		Per Contact Us Complaint dated 03.08.10 - querying balances outstaning for all accounts at this address and Community Charge. Copy bills were requested by the TCC after phone call on 30.06.10 which has prompted this enquiry as no letter of explanation was		REVS4007		6-Aug-10		As detailed		03.08.10		06.08.10		Yes

		2032031005		COMPLAINT		Per Contact Us Complaint dated 03.08.10 - querying balances outstaning for all accounts at this address and Community Charge. Copy bills were requested by the TCC after phone call on 30.06.10 which has prompted this enquiry as no letter of explanation was		REVS4007		6-Aug-10		As detailed		03.08.10		06.08.10		Yes

		2032031007		COMPLAINT		Per Contact Us Complaint dated 03.08.10 - querying balances outstaning for all accounts at this address and Community Charge. Copy bills were requested by the TCC after phone call on 30.06.10 which has prompted this enquiry as no letter of explanation was		REVS4007		6-Aug-10		As detailed		03.08.10		06.08.10		Yes

		3000020448		COMPLAINT		Per Contact Us Complaint dated 03.08.10 - querying balances outstaning for all accounts at this address and Community Charge. Copy bills were requested by the TCC after phone call on 30.06.10 which has prompted this enquiry as no letter of explanation was		REVS4007		6-Aug-10		As detailed		03.08.10		06.08.10		Yes

		3000143436		COMPLAINT		Per Contact Us Complaint dated 03.08.10 - querying balances outstaning for all accounts at this address and Community Charge. Copy bills were requested by the TCC after phone call on 30.06.10 which has prompted this enquiry as no letter of explanation was		REVS4007		6-Aug-10		As detailed		03.08.10		06.08.10		Yes

		Compliments 1/7/2010 to 30/9/2010

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		3000103333		COMPLIMENT		Per letter from Mr Benson dated 19.08.10. Thank us for our assistance and professional care. (Tracy Nicol)		REVS4007		26-Aug-10

		2149791504		COMPLIMENT		DEBT RECOVERY CASE DETAILS OF ACTION TAKEN AS FOLLOWS:-		REVS2146		23.07.10

						*Letter rec'd from Miss Marie Toher dated 20/07/2010 passed to DIP - NAR - Una

		3000146823		COMPLIMENT		Compliment received from customer regarding level of service received in relation to arrangement for CTAX arrears payment (spoken to AL and MF). M.Follan		REVS4005		6-Jul-10

		Informal Complaints 1/10/2010 to 31/12/2010

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		3000165453		INF CMPLNT		Per letter received 13.12.10 at the counter - phoned Mrs Vance regarding her letter re the service she has received. I advised that we did not receive any emails via the Council Tax email address or via Contact Us. She confirmed the email addresses used w		REVS4007		13-Dec-10		As detailed		13.12.10		13.12.10		Yes		27.04.11

		3000075528		INF CMPLNT		Per email dated 30.09.10 - have been corresponding with Mrs Green to try and establish when she contacted the TCC after the initial letter regarding her DD. Sinead has listened to all the male advisor calls from the 25.08.10 to 31.08.10. I have asked Mrs		REVS4007		8-Oct-10		As detailed		30.09.10		01.10.10		Yes

		Compliments 1/10/2010 to 31/12/2010

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		3000107583		COMPLIMENT		Mrs Clynch handed in flowers to Amanda at the counter to thank her for her help and assistance when she dealt with her enquiry. (Tracy Nicol)		REVS4007		22-Dec-10

		3000140568		COMPLIMENT		Per "what do you think" section returned with application form advising counter assistant who advised on application on 28.10.10 was very helpful and professional. (Tracy Nicol)		REVS4007		9-Nov-10

		Complaints 1/10/2010 to 31/12/2010

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		3000116571		COMPLAINT		Per L & L Form dated 08.10.10 handed in at the counter - reply issued cc to Councillors Kirkwood, Barr, Sturgeon and Moffat. Confirmed that reminders issued clearly detailed the amounts due to be paid and to check if a further instalment was due to be pai

						Letter issued today (13.10.10). Not copied to Councillors as customer has not requested this on the listening and learning form. M.Follan		REVS4007		8-Oct-10		As detailed		08.10.10		08.10.10		Yes

		Complaints 1/1/2011 to 31/3/2011

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		2071687702		COMPLAINT		Per enquiery from the Sunday Mail "Judge" dated 21.02.11 - Mrs Togneri has advised that she is unhappy at being told she still owes Â£500 when she was under the impression that all her Council Tax arrears were PIF. SP & Co had adjusted the 2005/06 balance		REVS4007		10-Mar-11		As detailed		Mar-11		Mar-11		Yes

		3000157674		COMPLAINT		Letter dated 24.1.11 received in chief exec's from Customers father. Account has been passed to stirling park again as account has not been held. Letter issued explaining error and apologising. Suppressions input and letter passed to Alasdair for sigining		REVS4007		31-Jan-11		As detailed		24.01.11		31.01.11		Yes				27.04.11

		Compliments 1/1/2011 to 31/3/2011

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		3000087162		COMPLIMENT		COMPLIMENT:E-mail from Lillian Evans in response to my e-mail sent 15/2/11, following p/call with Mrs Evans.  Compliment re prompt and excellent service.

						ACTION TAKEN: Mrs Evans confirmed Mr Carey's address in Cardiff remains same as address we hold.  Therefore, requested refund of Â£96.26 to each party as payments made by d/d from joint bank account.  E-mailed Mrs Evans confirming refund will be issued sh

						E. McWilliam		REVS3006		22-Feb-11





		Comparison of All Formal and Informal Complaints, Compliments and Suggestions for the period 2008 to 2011

		Types

				2008/09		2009/10		2010/11

		Informal Complaints		29		22		10

				2008/09		2009/10		2010/11

		Formal Complaints		1		3		2

				2008/09		2009/10		2010/11

		Compliments		4		1		7

				2008/09		2009/10		2010/11

		Suggestions		1		1		0





		0

		0

		0



Informal Complaints

Year

Number



		0

		0

		0



Formal Complaints

Year

Number



		0

		0

		0



Compliments

Year

Number



		0

		0

		0



Year

Number

Suggestions



				Comparison of Informal and Formal Complaints over 3 years and any Trends

		Informal Complaints

		Year		Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Community Charge

		2008/09				1		9		2		1				5		3				2

		2009/10		1		4		10				1		1		3		2

		2010/11				4		3		1						1		1

				Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Community Charge

		Total		1		9		22		3		2		1		9		6				2

		Formal Complaints

		Year		Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Community Charge

		2008/09						1

		2009/10						3

		2010/11				1		1

				Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Community Charge

		Total				1		4

		Analysis of Trends

		The highest number of informal and formal complaints which have been received over the last three years is for the recovery of Council Tax. In most instances the complaints which have been received are due to late payment and the recovery process for Coun





		



Analysis of Informal Complaints from 2008 to 2011

Type of Informal Complaint

Number of Complaints



		



Analysis of Formal Complaints from 2008 to 2011

Type of Complaints

Number of Complaints
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Analysis of Formal Complaints from 2008 to 2011

Type of Complaints

Number of Complaints

1

4



0607 Stats

						Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Total

		Informal		Dec-06						1		2												3

				Jan-07								1												1

				Feb-07																1				1

				Mar-07																				0

		Total																						5

		Listening & Learning		Dec-06						1														1

				Jan-07																				0

				Feb-07																				0

				Mar-07																				0

		Total																						1

		Compliment		Dec-06		2																		2

				Jan-07																				0

				Feb-07																				0

				Mar-07																				0

		Total																						2

		Suggestion		Dec-06

				Jan-07

				Feb-07

				Mar-07

																								0

		Total																						8

														Number		%		Due to Errors

						Mail and CRM's received for this period										13061

						Number & Percentage Informal Complaints received								5		0.04%		0.02%

						Number & Percentage Formal Complaints received								1		0.01%		0%

						Number & Percentage Compliments received								2		0.02%

						Number & Percentage Suggestions received								0		0%

						Total								8		0.07%		0.02%





0607 Stats

		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Total number received for each Category

Number Received

Details of Informal / Formal Complaints, Compliments and Suggestions Received 01/12/06 to 31/03/07



Details 0607

		0		0		0		0		0		0



Total Number of Informal Complaints Received

Total Number of Informal Complaints received due to errors.

Total Number of Formal Complaints received.

Total Number of Formal Complaints Received due to error.

Total Number of Compliments Received.

Total Number of Suggestions Received.

Details of contact

Percentage received

Percentage Informal / Formal Complaints,Compliments and Suggestions received during period 01.12.06 to 31.03.07 in compariosn to mail received.



Sheet1

		Informal/Formal/ Complaints and Suggestions 1/12/2006 - 31/3/2007

		Account Number		Notepad Chapter		Notepad Created By		Notepad Created Date		Notepad Text		Action Taken

		2070933101		INF CMPLNT		REVS4006		1-Dec-06		Reason: Customer was advised to make a payment and once thru we would insert mani insts - he advises that he was told to visit counter again so we could confirm payment and then do required input.		As detailed email sent to all staff confirming that the CRM should be updated at all times and notepads should fully explain the position of an account.

										No evidence our end to suggest he was asked to come back in - action taken to set up insts seems okay but customer has not handed mandate to bank it seems.

										All required input done subsequently by DRT but no notepad inserted to say so.

										Listening & Learning Form Issued?: No

										Training Required?: E-mail sent to remind staff that all counter cases should be added to CRM and notepads etc explaining position fully should be inserted.

		2156226101		COMPLIMENT		REVS2013		20-Dec-06		Customer handed in chocolates to staff (Helen Swan) as a thankyou, for assistance.		Staff informed of praise received from customer.

										Noted on log by Tracy.

		3000000789		COMPLIMENT		REVS2013		20-Dec-06		Customer emailed Helen to thank her  for her time and assistance,  looking into his account.		Helen praised for her good customer service.

										Noted on log by Tracy.

		3000065132		INF CMPLNT		REVS6005		11-Jan-07		Complaint letter rec'vd from C/p about missing chq for Oct instalment		Customer complaint dealt with during telephone call.

										C/p angry that his chq had never been presented and wished an explanation on our failure to process his cheque.

										Checked with bank and chq never rec'vd. They explained that if a chq comes in with no ref, and they are unable to trace C/p, it is returned back to the bank.  As chq was not ret'd to bank I have assumed it was never recv'd.

										Phoned C/p and advised of the above.  C/p asked me to check while on phone that 2xpayments for #181.00 were recv'd for Jan.  Only one on screen.  Checked with bank and 2 cheq's recv'd for #181.00 but only balance of 181.00 showing.  However, the chq the C

										Advised Trisha at the bank to go ahead and cash both chq's.

										Petition withdrawn for 06/07

		3000077302		COMPLAINT		REVS4005		4-Dec-06		Reason: This should be Formal Complaint.

										Customer states that Benefit staff advised not to pay anything to Council Tax until Benefit sorted out. Benefit was awarded then clawback put through - now nil entitlement. Asked for recalculation with Bens. Customer has had costs reduced due to reduction		Call checked by TCC which confirmed advice given to customer.

										Listening & Learning Form Issued?:

										Training Required?:

		3000082031		INF CMPLNT		REVS4005		6-Dec-06		Reason: Mr Jeffrey's ex-wife's husband called to make a complaint as a letter addressed to Mr Jeffrey had been sent to his address. Mr Jeffrey's ex-wife is not liable for the debt and should not have received any correspondence regarding this. The address		Letter of apology sent to customer and Sheriff Officers advised of wrong trace made to customer.

										Listening & Learning Form Issued?:

										Training Required?: N/A

		3000089288		INF CMPLNT		REVS3006		7-Feb-07		Complaint 'Contact Us' scanned 25/1/07

										Reason: Complaint re balance for 05/06 as a result of exemption/50% discount being cancelled w.e.f. 18/11/05 as notified via CT5 that they had moved in.  Mr Miller states he telephoned to advise had moved in but no trace of telephone call.  Does not think		Email sent in response to complaint confirming that customer was issued bills correctly and no trace of any calls on the CRM from customer.

										Listening & Learning Form Issued:No

										Training Required:No

		3000089288		INF CMPLNT		REVS3006		16-Feb-07		Reason:see previous notepad.  Reply received on 9/2/07 by e-mail.  Again advising informed NAC that had moved in and then set up d/debit.  Did not scrutinise bills when received as had set up a direct debit.  Reply issued to advise again that bills previo

										Listening & Learning Form Issued: No

										Training Required: No

		3000093109		INF CMPLNT		REVS4005		5-Dec-06		Reason:Customer complained as tried to use payment facility on internet however did not work, also tried to call enquiry line and number on website not correct number and could not get connected. I checked the web and correct number is listed, checked num		Web payment facility and phone number details checked. Web payment facility was working and phone number details were correct.

										Listening & Learning Form Issued?: No - e-mail reply

										Training Required?: None

		8





0708 Stats

		





Details 0708

						Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Total

		Informal		Apr-07						1		1												2

				May-07				1																1

				Jun-07		1										1								2		5

				Jul-07

				Aug-07

				Sep-07						2														2

				Oct-07						1														1

				Nov-07

				Dec-07

				Jan-08

				Feb-08

				Mar-08				1		2		1												4		4

		Total																						12

		Listening & Learning		Apr-07

				May-07

				Jun-07		1												1						2		2

				Jul-07

				Aug-07

				Sep-07						2														2

				Oct-07

				Nov-07		1																		1

				Dec-07

				Jan-08

				Feb-08

				Mar-08						1														1		1

		Total																						6

		Compliment		Apr-07		1																		1		1

				May-07

				Jun-07

				Jul-07

				Aug-07

				Sep-07

				Oct-07						1														1

				Nov-07

				Dec-07

				Jan-08

				Feb-08

				Mar-08								1												1		1

		Total																						3

		Suggestion		Apr-07

				May-07

				Jun-07

				Jul-07

				Aug-07		1																		1

				Sep-07

				Oct-07

				Nov-07

				Dec-07

				Jan-08

				Feb-08

				Mar-08

																								1

		Total																						20

																												Number				Due to Errors

																				Total Mail Received for period										12823

																				Number & Percentage Informal Complaints Received								5		0.04%		0.02%

																				Number & Percentage Formal Complaints received								2		0.02%		0.02%

																				Number & Percentage Compliments Received								1		0.02%

																				Number & Percentage Suggestions Received								0		0%

																				Total								8		0.08%		0.04%

																												Number				Due to Errors

																				Total Mail Received for period								13845

																				Number & Percentage Informal Complaints Received								2		1.44%		0.72%

																				Number & Percentage Formal Complaints received								2		1.44%		0.00%

																				Number & Percentage Compliments Received								0		0.00%		0%

																				Number & Percentage Suggestions Received								1		1%		0.0072228241

																				Total								5		3.61%		0.72%

																												Number				Due to Errors

																				Total Mail Received for period		01/10/07 - 31/12/07						13511

																				Number & Percentage Informal Complaints Received								2		1.48%		0.00%

																				Number & Percentage Formal Complaints received								1		0.74%		0.74%

																				Number & Percentage Compliments Received								0		0.00%		0.00%

																				Number & Percentage Suggestions Received								0		0%		0

																				Total								3		2.22%		0.74%

																												Number				Due to Errors

																				Total Mail Received for period		01/01/08 - 31/03/08						14426

																				Number & Percentage Informal Complaints Received								4		2.77%		0.69%

																				Number & Percentage Formal Complaints received								1		0.69%		0.69%

																				Number & Percentage Compliments Received								1		0.69%		0.00%

																				Number & Percentage Suggestions Received								0		0%		0

																				Total								6		4.16%		1.39%





Details 0708

		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.04.07 to 30.06.07



0809 Stats

		0		0		0		0		0		0



Total Number of Informal Complaints Received

Informal Complaints received due to error

Total Formal Complaints Received"

Formal Complaints received due to error

Compliments received

Suggestions Received

Details of contact

Percentage received

Details of Percentage Informal / Formal Complaints, Compliments and Suggestions received from 01.04.07 to 30.06.07 in comparison to correspondence received during the same period.



Details 0809

		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.07.07 to 30.09.07



0910Stats

		0		0		0		0		0		0



Total Number of Informal Complaints Received

Informal Complaints received due to error

Total Formal Complaints Received"

Formal Complaints received due to error

Compliments received

Suggestions Received

Details of contact

Percentage received

Details of Percentage Informal / Formal Complaints, Compliments and Suggestions received from 01.07.07 to 30.09.07 in comparison to correspondence received during the same period.



Details 0910

		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.10.07 to 31.12.07



1011Stats

		0		0		0		0		0		0



Total Number of Informal Complaints Received

Informal Complaints received due to error

Total Formal Complaints Received"

Formal Complaints received due to error

Compliments received

Suggestions Received

Details of contact

Percentage received

Details of Percentage Informal / Formal Complaints, Compliments and Suggestions received from 01.10.07 to 31.12.07 in comparison to correspondence received during the same period.



Details 1011

		0		0		0



Informal Complaints

Formal Complaints

Compliments

Details of Numbers Received for each Category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.01.08 to 31.03.08



Comparison

		0		0		0		0		0		0



Total Number of Informal Complaints

Informal Complaints Received due to error

Total Formal Complaints Received

Formal Complaints Received due to error

Compliments Received

Suggestions Received

Details of Contact

Percentage Received

Details of Percentage Informal / Formal Complaints, Compliments and Suggestions received from 01.01.08 to 31.03.08 in comparison to correspondence received during the same period.



Cmparison over 3 Years & Trends

		Informal / Formal / Complaints and Suggestions 1/4/2007 - 30/6/2007

		Account Number		Notepad Chapter		Notepad Created By		Notepad Created Date		Notepad Text		Action Taken		Date Received		Date Dealt With		Dealt with within timescale		Date Survey Issued		Date Survey Retuned

		2170426002		INF CMPLNT		REVS3006		10-May-07		Reason: Contact Us e-mail fm Jamie Brown scanned  advising has not received 07/08 bill and bill received re 06/07 had wrong name 'A. McClinton'.  Checked a/c and find that liable party is Mr A. McClinton but checked bank a/c details as paymenty being rece		Account updated per enquiry and reply issued to customer confirming same.		4/27/07		10/05/2007, (acknowledged 27/04/07)		Yes

		2171782602		COMPLAINT		REVS4005		1-Jun-07		Listening and Learning complaint passed from Benefits. Mr & Mrs Bertram were unhappy at length of time they had to wait when in enquiry office to speak to Benefits staff regarding form. Debs Keslake visited to complete application and answer any Benefits		All staff who attended the public enquiry counter on that day spoken in order to investigate customer complaint. No Council Tax staff could remember any incident that day and all staff confirmed that they would request a supervisor to attend the counter i		02/04/07 by Bens visited by Bens 11/05/07 passed to Revs 01/06/07		6/1/07		Yes once in Revs

										Couple happy with contact and apology. Note passed to Councillor to advise that Revs and Bens issue dealt with and Mr & Mrs Bertram were telephoned and visited. M.Follan

		3000095168		INF CMPLNT		REVS3006		16-Apr-07		Reason:Contact Us e-mail-complaint; scanned 5/4/07received fm c/payers nephew Mr Neil Dodds, who has Power of Attorney for aunt.  Complaint re letter issued by S/Park to advise of balance o/s.  No balances remaining and Exem 24 awarded w.e.f. 7/11/05 onwa		Email of apology issued to customer and Sheriff Officers advised accounts paid in full.		04/04/07 (acknowledged 05/04/07)		4/16/07		Yes

										Listening & Learning Form Issued?: No

										Training Required?:No

		3000099613		INF CMPLNT		REVS4007		14-Jun-07		See previous notepad for 14.06.07 re letter issued for Mr Webb.		Letter issued in response to Customer apologising for the incorrect information he was given by the TCC. Details passed to Elaine at the TCC for training purposes.		5/28/07		6/15/07		Yes

		3000108564		COMPLIMENT		REVS6005		12-Apr-07		Letter recv'd from C/p requesting change to DD deduction date		Details passed to staff.		N/A		N/A		N/A

										C/p starts letter by 'thanking (Finance) for providing a good service' to her.

										Letter date 01/03/07.  Annual bill for 07/08 issued 12/03/07 and DD deduction date as requested.

		3000112153		INF CMPLNT		REVS3006		27-Jun-07		Reason: Error with date registered at this address.  Original sale fell through and entry date changed to 9/3/07.		Apology made to customer for error and details passed to the TCC.		6/4/07		6/27/07		Yes

										Listening & Learning Form Issued:No

										Training Required:No

										Mr and Mrs Watters have made numerous telephone calls to TCC re this matter but date never changed resulting in 06/07 a/c being passed to S/Park in error.  Matter has now been resolved in that exemption has now been awarded for period 26/1/07-8/3/07 and o

		3000112925		INF CMPLNT		REVS3006		25-Apr-07		Reason: Contact Us e-mail fm Mrs Sim querying why balance re 06/07 of #664.61 not deducted by d/debit.  Has since paid balance via internet banking and requests confirmation that payment received.		Email sent in explanantion to complaint.		4/16/07		4/25/07		Yes

										Listening & Learning Form Issued?: No

										Training Required?:No

										E-mailed reply to advise d/debit details only t/ferred and new d/debit set up when someone moves if specifically asked to do so.  Advised letter received dated 17/11/06 confirming change of address did not request bank details t/ferred and new d/dbit set

		3000116629		COMPLAINT		REVS4007		26-Jun-07		COMPLAINT RECEIVED ON:- 25.06.07 via Listening & Learning Scheme		Letter issued to customer detailing legislation for Council Tax which prevents further discount being awarded and advice on how he can appeal any decision on his mail residence for Council Tax.		6/25/07		6/26/07		Yes

										REGARDING THE FOLLOWING:- Appealing against the decision to award a 10% discount at the property. Letter issued in reponse to Mr Lackie at his main address in Penicuik and copies to Councillors O' Neill, Mc Phee, Clarkson and Brown. Advised that due to ch

		Informal / Formal / Complaints and Suggestions 1/7/2007 - 30/9/2007

										COMPLAINT RECEIVED ON:- letter dated 12.09.07

		2046197601		COMPLAINT		REVS4007		18-Sep-07		REGARDING THE FOLLOWING:- Complaint received regarding the lodging of a bank arrestment. Phoned Nicky at Stirli g Park who confirmed that August payment hit a deleted account and was not credited on time to prevent the bank arrestment. She will withdraw i		9/12/07		9/20/07		Yes

		2120157901		COMPLAINT		REVS4007		7-Sep-07		COMPLAINT RECEIVED ON:- 06/09/07 Listening & Learning Form				9/6/07		9/7/07		Yes

										REGARDING THE FOLLOWING:- Joint reply issued with Benefits. Advised Ms MacLean that the 10% statutory addition was imposed correctly and why her account had been passed to Stirling Park. Held account with Nicky at Stuirling Park for 30 days as Ms McLean w		As detailed reply given and arrangement made with DRT.

										COMPLAINT RECEIVED ON:- 31.08.07 Listening & Learning Scheme

		3000049948		COMPLAINT		REVS4007		9/4/07		REGARDING THE FOLLOWING:- Not happy that account had been passed to Stirling Park for collection and that she received a payment slip for someone else in with her oen payment slipd when she made an arrangement to pay arrears with Stirling Park. Contact Ni		Account had been correctly passed to the Sheriff Officer however, they apologised for the payment slip for some one else being issued.		8/31/07		9/4/07		Yes

										COMPLAINT RECEIVED ON:- 10.09.07 via Contact Us				9/10/07		9/20/07		Yes

		3000089544		COMPLAINT		REVS4007		9/20/07		REGARDING THE FOLLOWING:- Email received regarding a visit from the Sheriff Officers. Not happy that they asked her neighbours where she was residing when she refused to give them information when they  knocked on her door. Awaiting response from Stirling		No mis-administration of account and DRT arrangement set up.

		2153566301		Suggestion		REVS2136		3-Aug-07		SUGGESTION BY CUSTOMER - COUNTER SIGNS ARE A BIT CONFUSING - COULD THEY BE A BIT CLEARER. Alison Humphreys		The signs at the counter were updated and made clearer.		N/A		N/A		N/A

		Informal / Formal / Complaints and Suggestions 1/10/2007 - 31/12/2007

		3000039842		COMPLAINT		REVS4006		10/3/07		Customer complained about account being passed to the Sheriff Officer as he had fallen into arrears, stated never been in arrears previously and had not received notification from North Ayrshire Council  prior to the account being passed onto Stirling Par		Letter of explanation issued to customer regarding recovery action and when recovery notices had been issued.		9/15/07		9/26/07		Yes

		3000049688		INF COMPLAINT		REVS3006		10/4/07		Complaint received from customer regarding balances due for 2001/02 and 2002/03. These accounts have been passed to the Sheriff Officer for collection.		Letter issued explaining that customer had received bills and had made an arrangement with Debt Recovery Team to pay outstanding balance, part paid and reduced amount due, however payment to arrangement ceased and account passed to Sheriff Officer, explai		9/27/07		10/3/07		Yes		2/14/08

		3000102307		COMPLAINT		REV4007		11/29/07		COMPLAINT RECEIVED ON:- Listening and Learning form dated 26.11.07				11/26/07		11/29/07		Yes		2/14/08

										REGARDING THE FOLLOWING:- Email sent to Mr Webster son-in-law on Monday acknowledging the form. Complaint received regarding the information given by the TCC on 27.08.07 and 19.11.07. On both occasions incorrect information has been given. Letter issued t		Letter of apology issued and reminder cancelled from the account which has now been paid in full.

		Account Number		Notepad Chapter		Notepad Created By		Notepad Created Date		Notepad Text

		2128087802		COMPLIMENT		Revs6005		13.03.08		C/p called to set a DD for her 08/09 Ac
DD input wef 1/04/08 and MANIS created
A/c put back to static

C/p also noted that I had been 'very efficient' on the phone and it had been 'nice to talk to me'.		N/A		13.03.08		13.03.08		N/A

		3000036516		COMPLAINT		REVS2151		2/15/08		COMPLAINT RECEIVED ON:- 14-FEB-2008
REGARDING THE FOLLOWING:- Mr Dickie received today a wage arrestement schedule for the amount of #165.99 for unpaid Council Tax.  In total, we have paid you the amount of #1,021.90 in Council Tax for the year April 2007		DEBT RECOVERY CASE DETAILS OF ACTION TAKEN AS FOLLOWS:- Response to c/payer to explain details of how arrestment came about, and detailed breakdown of payments received from her for Yr 07.  Advised that bank arrestment has been cancelled and asked her to		14.02.08		19.02.08		Yes		25.04.08

		3000124315		COMPLAINT		REVS3006		3/5/08		COMPLAINT RECEIVED ON:-28/2/08-via Contact Us e-mail
REGARDING THE FOLLOWING:-see details on previous notepad.
After further discussion with Tracy, this complaint being dealt with as a stage 2 formal complaint.		Complaint received via 'Contact Us' on 28/2/08.  Per e-mail, p/call made in December 2007 and was advised could extend payments until March 2008 but call not passed to DRT therefore a/c not held.  This resulted in a/c being passed to Stirling Park for col		28.02.08		05.03.08		Yes		25.04.08

		3000000538		COMPLAINT		REVS6005		3/10/08		C/p called to advise she recv'd both her and her neighbours (4 Park View, Largs, Ayrshire, KA30 9HN) CT notices in the same envelope.  
She was quite annoyed about this especially as her neighbours monthly inst are much less than hers.  Advised I am unabl		Call dealt with on the day, details passed to System Admin to log with TNT unfortunatley due to the annual billing process which is automated at TNT it would appear two bills have been enveloped in one envelope when they have been folded for enveloing and		10.03.08		10.03.08		N/A

		3000112134		COMPLAINT		REVS6005		3/20/08		Letter recv'd from C/p re: 10% surcharge on the a/c
C/p advises she was prev told that the charge would be cancx
Costs #30.30 cancx & a/c withdrawn from SP
Phoned C/p to advise
NFA required		Customer was advised by a member of staff at the TCC, details have been passed to Elaine and member of staff has been re-trained in Council Tax.		13.03.08		20.03.08		Yes

		3000109694		COMPLAINT		REVS4006		1/4/08		Contact Us 4/1/08

C/P not wishing to phone call centre as using mobile a 0845 number is more expensive.

Phoned C/P and took payment of #210.00 over phone (Auth Code 644508)

E-mail sent to all Councillors explaining situation as C/P flagged this as comp		Reply issued to Councillors regarding the above.  Prior to the implementation of the 0845 numbers, careful consideration was given to the type of number to be used. There are currently a huge volume of public access numbers available for contacting the co		04.01.08		04.01.08		Yes





						Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Community Charge		Total

		Informal		Apr-08						1				1												2				4

				May-08						1										1						2

				Jun-08														1		1						2		6

				Jul-08

				Aug-08						2		2						1		1						6

				Sep-08																				2		8		8

				Oct-08						2																2

				Nov-08						2								1								3

				Dec-08						1																1		6

				Jan-09														1								1

				Feb-09														1								1

				Mar-09				1																		1		3

		Total						1		9		2		1				5		3				2		29

		Listening & Learning		Apr-08

				May-08

				Jun-08																								0

				Jul-08						1																1

				Aug-08

				Sep-08																								1

				Oct-08

				Nov-08

				Dec-08																								0

				Jan-09

				Feb-09

				Mar-09																								0

		Total								1																1

		Compliment		Apr-08

				May-08

				Jun-08				2																		2		2

				Jul-08

				Aug-08

				Sep-08																						0		0

				Oct-08

				Nov-08		1																				1

				Dec-08														1								1		2

				Jan-09

				Feb-09

				Mar-09																								0

		Total				1		2										1								4

		Suggestion		Apr-08

				May-08						1																1		1

				Jun-08

				Jul-08

				Aug-08

				Sep-08																						0		0

				Oct-08

				Nov-08

				Dec-08																								0

				Jan-09

				Feb-09

				Mar-09																								0

																										1

										1

		Total																								35

																																Number				Due to Errors

																						Total Mail Received for period										10276		%		%

																						Number & Percentage Informal Complaints Received										6		0.06		0.02		2

																						Number & Percentage Formal Complaints received										0		0.00		0.00

																						Number & Percentage Compliments Received										2		0.02		0.00

																						Number & Percentage Suggestions Received										1		0.01		0.00

																						Total										9		0.1		0.02

																																Number				Due to Errors

																						Total Mail Received for period										9784		%		%

																						Number & Percentage Informal Complaints Received										8		0.08		0.04		4

																						Number & Percentage Formal Complaints received										1		0.01		0.00

																						Number & Percentage Compliments Received										0		0.00		0.00

																						Number & Percentage Suggestions Received										0		0.00		0.00

																						Total										9		0.09		0.04

																																Number				Due to Errors

																						Total Mail Received for period										12396		%		%

																						Number & Percentage Informal Complaints Received										6		0.05		0.01		1

																						Number & Percentage Formal Complaints received										0		0.00		0.00

																						Number & Percentage Compliments Received										2		0.02		0.00

																						Number & Percentage Suggestions Received										0		0.00		0.00

																						Total										8				0.01





		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.04.08 to 30.06.08



		0		0		0		0		0



Percentage Informal Complaints Received

Percentage Informal Complaints Received due to error

Percentage Formal Complaints Received

Percentage Compliments Received

Percentage Suggestions Received

Details of contact

Percentage received

Details of Percentage Informal / Formal Complaints, Compliments and Suggestions received from 01.04.08 to 30.06.08 in comparison to correspondence received during the same period.



		0		0		0



nicolt: Figure up to 26.06.08 at 12.02pm need to add 27.06.08 and 30.06.08

nicolt: Number of complaints received due to our error.

Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.07.08 to 30.09.08

0

0

0

0

Percentage Informal Complaints Received

Percentage Informal Complaints received due to error

Percentage Formal Complaints received

Details of contact

Percentage received

Details of Percentage Informal / Formal Complaints, Compliments and Suggestions received from 01.07.08 to 30.09.08 in comparison to correspondence received during the same period.



		0		0		0		0



nicolt: Number of complaints received due to our error.

Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.10.08 to 31.12.08

0

0

0

0

Percentage Informal Complaints received

Percenatge Informal Complaints received due to error

Percentage Formal Complaints received

Percentage Compliments received

Details of contact

Percentage received

Details of Percentage Informal / Formal Complaints, Compliments and Suggestions received from 01.10.08 to 31.12.08 in comparison to correspondence received during the same period.



		Informal / Formal / Complaints and Suggestions 01/04/08 to 31/03/09

		Account Number		Notepad Chapter		Notepad Created By		Notepad Created Date		Notepad Text		Action Taken		Date Received		Date Dealt With		Dealt with within timescale		Date Survey Issued		Date Survey Retuned

		3000078546		SUGGESTION		REVS4007		5/8/08		Suggestion made via Contact Us 23.04.08. Customer wanted to pay his Council Tax using American Express  which is not accepted. He wanted to know why this is and why Council Tax bills do not advise which credit/debit cards are accepted. Reply issued advisi		Comments regarding payment methods on billing documentation have been logged with a view to reviewing the templates used to for producing bills and recovery.		23.04.08		08.05.08		N/A

		3000103666		COMPLIMENT		REVS2139		26.06.06		Letter of thanks rec'd from chargepayer, complementing speed and efficiency.				11.06.08		26.06.08		N/A

		3000077885		COMPLIMENT		REVS2013		6/3/08		Letter from c/payer thanking for the prompt attention re refund of #1383.33 issued 16/04/08.
Donna Macrae				19.05.08		03.06.08		N/A

		3000124171		COMPLAINT		REVS4007		4/24/08		Per Customer Comments Form completed at the Counter on 05.03.08 - tried to Phone Mrs McCabe and left a telephone message to phone me back  but has not returned my call. Complaint regarding attitude of Stirling Park staff when contacting their office for p		As detailed		05.03.08		10.03.08		Yes

		3000121822		COMPLAINT		REVS4005		13.05.08		COMPLAINT RECEIVED ON:- 15/03/08 by contact us
REGARDING THE FOLLOWING:- Mr Jackson's complaint as follows: I used to put all my waste in the bin and filled the bin provided every week and had no grudges about paying Council Tax (but I do think it should		As detailed		15.03.08		03.04.08		Yes

		3000124661		INF CMPLNT		REVS4007		06.05.08		Per call from Sheena. Call received from Dr Khan advising that he has received a bank arrestment after he has returned an exemption claim for this property. Checked account and exemption claim was not processed when dd mandate was processed. This would ha		As detailed		06.05.08		06.05.08		Yes

		3000124999		INF CMPLNT		REVS3006		09.05.08		COMPLAINT RECEIVED ON:-2 x Contact Us e-mail scanned 25/4/08
REGARDING THE FOLLOWING:-Complaint from Mr MacDonald re exemption application.  Mr MacDonald had completed and Exem 1 L/L and had provided a letter confirming that he had purchased the property		As detailed		25.04.08		09.05.08		Yes		Sep-08		No Survey Returned

		2046512202		INF CMPLNT		REVS3006		06.06.08		Reason: Cancellation of 25% discount
Listening & Learning Form Issued: No
Training Required?: No
Letter of complaint received from CAB on behalf of Mrs Gallacher(scanned 13/3/08)
Re cancellation of 25% discount due to son always being resident. States Mrs		As detailed		13.03.08		06.06.08		No

		3000028378		INF CMPLNT		REVS3006		12.06.08		Reason:See below
Listening & Learning Form Issued:No
Training Required: No
Complaint received via 'Contact Us' - scanned 12/6/08.  Mr Sharp complaining about the fact that he has been asked to obtain confirmation from Glasgow University that he is still a		As detailed		12.06.08		12.06.08		Yes		Sep-08		No Survey Form Returned

		Informal / Formal / Complaints and Suggestions 01/07/08 to 30/09/08

		Account Reference Number		Notepad Chapter Code		Notepad Page Created By		Notepad Page Created Date		Notepad Text

		2046197601		INF CMPLNT		REVS4007		8-Aug-08		Per copy letters received from Benefits on 01.08.08 - letters dated 30.06.08,01.07.08 & 20.07.08. Per information from Benefits customer and son have been full-time students since 2004. Only one disregard form had been completed for Mr McGinnis and one fo		As detailed		01.08.08		08.08.08		Yes

		2046440104		INF CMPLNT		REVS4007		18-Sep-08		Informal Compliant vis Customer Comments Form taken at the counter - reply issued in response to complaint and CRM. Details given of Community Charge accounts and amounts paid to each. Advised balance still due for 90/91 and that 1993/94 account is paid i		As detailed		18.09.08		18.09.08		Yes

		3000003665		INF CMPLNT		REVS4007		18-Sep-08		Informal Compliant vis Customer Comments Form taken at the counter - reply issued in response to complaint and CRM. Details given of Community Charge accounts and amounts paid to each. Advised balance still due for 90/91 and that 1993/94 account is paid i		As detailed		15.09.08		18.09.08		Yes

		3000098288		INF CMPLNT		REVS4007		8-Aug-08		Letter received dated 01.07.08 - this correspondence was scanned in as a reply hence the late response. Was picked up from a further phone call and counter survey completed by the TCC. Complaint regarding the level of service received at the TCC and the a		As detailed		01.07.08		08.08.08		No( Peak Holiday Period)

		3000122868		INF CMPLNT		REVS3006		14-Aug-08		Reason: Recovery documentation issued although had applied for exemption.Listening & Learning Form Issued: No  Training Required: No  Letter received from Aileen Cherry, Accounts Manager at Kelburn Country Centre regarding incorrect bills and recovery doc		As detailed				14.08.08		Yes

		3000124928		INF CMPLNT		REVS3006		14-Aug-08		Reason: Recovery documentation issued altough had applied for exemption.Listening & Learning Form Issued: No  Training Required: No  Letter received from Aileen Cherry, Accounts Manager at Kelburn Country Centre regarding incorrect bills and recovery docu		As detailed				14.08.08		Yes

		3000129327		INF CMPLNT		REVS3006		14-Aug-08		Reason: Recovery documentation issued altough had applied for exemption. Listening & Learning Form Issued: No  Training Required: No  Letter received from Aileen Cherry, Accounts Manager at Kelburn Country Centre regarding incorrect bills and recovery doc		As detailed				14.08.08		Yes

		2053963001		COMPLAINT		REVS3006		22-Aug-08		COMPLAINT RECEIVED ON:-scanned 8/8/08; also general mail scanned 29/7/08  REGARDING THE FOLLOWING:-Complaint from Mr Woods as states was refused repayment plan by NAC and a/c was passed to S/Park.  Checked correspondence received.  Letter dated 19/6/08 sc		As detailed		08.08.08		22.08.08		No

		2045778202		COMPLAINT		REVS2021		13-Aug-08		c/p at counter complaining that his 25% discount has not been canx todate as per previous communication on 30/06/08 and again on 28/07/08.  Advised c/p that a/c was updated on 07/08/08 & that bill due out.  Noted however that crm dated 30/06/08 was closed		As detailed		13.08.08		13.08.08		Yes

		2031154001		COMPLAINT		REVS4005		16-Jul-08		Complaint letter from Mr & Mrs Dagen regarding correspondence and telpehone calls from Sheriff Officer. Unhappy with language and manner used in telephone calls and the wording of written letters from them. Also has brought account up to date and standing		As detailed		08.07.08		16.07.08		No

		2046881401		COMPLAINT		REVS4005		10-Jul-08		Listeneing and Learning complaint / compliment received on 4 July 2008. Mr Wilson complimented staff who have previously dealt with his enquiries on being patient and understanding. However he still has unanswered questions on Council Tax and asked to mee		As detailed		04.07.08		10.07.08		Yes

		3000116943		COMPLAINT		REVS4007		16-Dec-08		Letter dated 13.12.08 - complaint received from Professor Pitt regarding the responses to his previous correspondence. Reply issued detailing recovery on account and that arrears have been passed to SP&Co. Also advised that account has now been updated wi		As detailed		13.12.08		16.12.08.		Yes

		3000001901		COMPLAINT		REVS4007		17-Nov-08		Contact Us Email Complaint Received 14.11.08 - Ack 17.11.08 and reply issued as follows: Mr Frye has made an arran with DRT for arrears. Phoned Claire at SP&CO who confirmed that they had spoken to Mr Frye on Friday regarding arrears and that his call had		As detailed		14.11.08		17.11.08		Yes

		2171910102		COMPLAINT		REVS4005		5-Nov-08		Miss Gray contacted the office through the Contact Us facility with a complaint regarding the 10% discount she has been awarded for this property as she now resides in South Ayrshire and does not feel it is fair that she is not eligible for further discou		As detailed		28.10.08		05.11.08		Yes

		3000113087		COMPLAINT		REVS4005		5-Nov-08		Mr Muir had received letterd from Stirling Park and visited his MP as he was not happy, stated he had not received any other documentation and had not agreed to an arrangement previously as per advice given on his account notes from the TCC. Reply issued		As detailed		05.11.08		05.11.08		Yes

		2078792803		COMPLAINT		REVS4007		31-Oct-08		Email received dated 24.10.08 via Contact Us Complaint - email regarding administration of account by Stirling Park and access to details of current year debt. Contacted Emma at SP&CO re details of what action has been taken and why. Full details of notes		As detailed		24.10.08		31.10.08		Yes

		2047505501		COMPLAINT		REVS4005		16-Oct-08		COMPLAINT RECEIVED ON:-15/10/08REGARDING THE FOLLOWING:-Mr McGonigall called TCC 15/10/08 regarding letter received from Sheriff Officer for arrears at this address. Mr McGonigall had bought council house last year and the arrears should have been includ		As detailed		15.10.08		16.10.08		Yes

		3000044415		COMPLIMENT		REVS2013		1-Dec-08		Thankyou card received in relation to telephone conversation I had with Mr Whitehill re teh refund he had received for his previous address 33 Cambusdoon Place, Kilwinning, Ayrshire, KA13 6SP. Donna Macrae		As detailed		01.12.08

		3000028216		COMPLIMENT		REVS2013		11-Nov-08		REGARDING THE FOLLOWING:-  Award of 25% discount via contact us.Dear Officer This service was far beyond my expectations, I did not expect that this would be done simply by e-mail, as I was prepared to fill any forms coming my way Thanks for the excellent		As detailed		11.11.08

		2069128901		COMPLAINT		REVS4006		19.01.09		Contact Us received 17/12/08.C/P complaining about issue of bill for now increased balance dur to amend of disc from 25 to 10%.Letter sent in explanation to USA - e-mail also to let her know it's on it's way - copies to 4 x Councillors as this is a compal		As detailed		17.12.08		19.01.09		Yes - answered after xmas shut down.

		2109026201		COMPLAINT		REVS4007		21.01.09		Letter dated 21.01.09 from the late Isabella Morrison's daughter. Mrs Morrison passed away in 2001. She has received refund for 19.74 for her late mother was has caused some distress. She had telephoned the TCC on 19.01.09 for an explanantion of the chequ		As detailed		21.01.09		29.01.09		Yes

		2069128901		COMPLAINT		REVS4005		10.02.09		Contact Us e-mail complaint received from Mrs MacKenzie regarding her second home discount for this property. Mrs MacKenzie thinks she has a 25% discount and an additional 10% discount and cannot understand why her Council Tax instlaments have increased.		As detailed		10.02.09		12.02.09		Yes



nicolt: Number of complaints received due to our error.

Informal Complaints

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.01.09 to 31.03.09

0

0

0

0



						Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Community Charge		Total

		Informal		Apr-09		1																				1

				May-09				1																		1

				Jun-09																								2

				Jul-09				1		2										1						4

				Aug-09						1																1

				Sep-09														1		1						2		7

				Oct-09						1																1

				Nov-09						4																4

				Dec-09																								5

				Jan-10										1		1		1								3		3

				Feb-10				1		2																3		3

				Mar-10				1										1								2		2

		Total				1		4		10				1		1		3		2						22		8

		Listening & Learning		Apr-09

				May-09

				Jun-09																								0

				Jul-09

				Aug-09						1																1

				Sep-09																								1

				Oct-09

				Nov-09

				Dec-09						1																1		1

				Jan-10						1																1		1

				Feb-10

				Mar-10

		Total								3																3		1

		Compliment		Apr-09

				May-09

				Jun-09																								0

				Jul-09

				Aug-09

				Sep-09		1																				1		1

				Oct-09

				Nov-09

				Dec-09																								0

				Jan-10

				Feb-10

				Mar-10

		Total				1																				1		0

		Suggestion		Apr-09

				May-09

				Jun-09																								0

				Jul-09

				Aug-09				1																		1

				Sep-09																								1

				Oct-09

				Nov-09

				Dec-09																								0

				Jan-10

				Feb-10

				Mar-10

																										1		0

		Total						1																		27
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		0

		0



Informal Complaints

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.01.09 to 31.03.09



		0		0		0		0



Informal Complaints

Formal Complaints

Suggestions

Compliments

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Suggestions and Compliments received for the period 01.07.09 to 30.09.09



		0		0		0		0



Informal Complaints

Formal Complaints

Suggestions

Compliments

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Suggestions and Compliments received for the period 01.10.09 to 31.12.09



		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.01.10 to 31.03.10



		8/10/09

		Complaints

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date		Action Taken		Date Received		Date Dealt With		Dealt with within timescale		Date Survey Issued		Date Survey Retuned

		2031042003		COMPLAINT		Per Contact Us received dated 01.05.09 received 05.05.09. Reply issued advising that letter he received was issued due to a clerical error during enveloping. Confirmed measures in place for data protection and apologised. (Tracy Nicol)		REVS4007		8-May-09		As detailed		05.05.09		08.05.09		Yes

		3000101933		COMPLAINT		COMPLAINT RECEIVED ON:- 14/04/09 through Contact Us

						REGARDING THE FOLLOWING:- Complaint from Mr and Mrs Dudgeon who live in Ayr and advised their address has been input as a billing address for Ms Dudgeon, however they are not aware of who she is or her whereabouts. Mrs Dudgeon advised has had a Sheriff Of		REVS4005		16-Apr-09		As detailed		14.04.09		16.04.09		Yes

		10/27/09

		Complaints

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		3000133367		COMPLAINT		Mail scanned 14/9/09.  Letter from Mr Green following telephone call with Ruth at TCC and Al.  Mr Green still seeking to claim 50% discount or details of complaints/appeals procedure.  Reply issued to Mr Green advising that exemption/ discount already awa		REVS3006		23-Sep-09		As detailed		14.09.09		23.09.09		Yes

		3000035364		COMPLAINT		Listening & Learning Complaint received 28.08.09 - reply issued detailing all actions taken on account. Have explained that original docmentation for arran was issued to the wrong address and as hold was not put on account then the wage arrestment was car		REVS4007		2-Sep-09		As detailed		28.08.09		02.09.09		Yes

		3000049866		COMPLAINT		COMPLAINT RECEIVED ON:- 25/08/09

						REGARDING THE FOLLOWING:- Customer complained as account has been passed to Sheriff Officer and 10% statutory addition has been added. Customer stated had been to CAB for advise and should have had a reminder letter issued. On checking account 2 reminders		REVS4005		27-Aug-09		As detailed		25.08.09		27.08.09		Yes

		3000147376		COMPLAINT		Per previous email dated 30.07.09 - written response issued to Ms Docherty giving a full explanation of events on account. Apologised if she felt that she should not have been contacted by telephone regarding the changes to the account. Also advised that		REVS4007		6-Aug-09		As detailed		30.07.09		06.08.09		Yes

		10/27/09

		Informal Complaints

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		3000133367		INF CMPLNT		Informal Complaint fm Mr Green re 10% disc		REVS2021		3-Sep-09

						* Mr Green wishing to apply for 50% disc for this property in order that it is refused so that he may appeal against decision in order that he may go to ombudsman						As detailed		03.09.09		03.09.09		Yes

						* Mr Green requested 50% disc form and I confirmed that there is no 50% disc form for 2nd Homes.  Mr Green also disputes this is his 2nd home as he owns 6 properties and as a LL it is his business.  I explained to Mr Green only 50% forms available for Pur

						* Mr Green will issue letter via sols

						AL F

		2137507001		INF CMPLNT		Reason: Refusal of exemption under category 12

						Listening & Learning Form Issued: No

						Training Required: Member of staff will be briefed

						Complaint  received via e-mail from Sandra Perkins, Mrs Paterson's daughter.  Discussion with Moira re this case.  Previosuly refused exemption under category 12 since Mrs Paterson left care of daughter and now in Sheltered Housing in Dursley.  Exemption		REVS3006		31-Jul-09		As detailed		31.07.09		31.07.09		Yes

		3000132283		INF CMPLNT		Reason:08/09 and 09/10 a/c's passed to S/Park due to wrong b/address.		REVS3006		16-Jul-09		As detailed		16.07.09		16.07.09		Yes

						Listening & Learning Form Issued: No

						Training Required?: Feedback provided to TCC

						Informal complaint received from Mr McColgan in response to correspondence received from S/Park re 09/10 a/c.  Wrong b/a was input on a/c w.e.f. 1/7/08 and was only corrected on 6/7/09 following Mrs McColgan's p/call to TCC on 25/6/09.  It was established

						I have now cancelled s/w and costs on both 08/09 and 09/10 a/c and t/ferred o/payment of #171.80 from 08/09 to 09/10.  Reply issued to Mr

		3000123004		INF CMPLNT		Supervisor enquiry at counter		REVS2021		10-Jul-09		As detailed		10.07.09		10.07.09		Yes

						* Mrs Grant disputing 09 a/c being passed to Spark

						* I offered to withdraw a/c fm spark if Mrs Grant set up DD but this was refused on basis Mrs Grant said this was blackmail.  I advised it was due to her history of non / late payment and that it was a sign of commitment from her to ourselves in order to

						* advised c/p to contact spark for spa

		3000131771		SUGGESTION		Listening & Learning Form received dated 19.08.09 - suggestion by customer that Council Tax is split into two bills for both tenants. Reply issued advising that this cannot be done as they are both J&S liable for the tax as joint tenants. Confirmed that e		REVS4007		24-Aug-09

		3000097494		COMPLIMENT		Comments form completed at the Counter 19.08.09 praising Helen for her service at the counter. (Tracy Nicol)		REVS4007		22-Sep-09

						Al F

		2069787203		COMPLAINT		Per Listening & Learning Form dated 08.12.09 - complaint received re the DSS deds which have commenced for arrears on 05/06 and 08/09. Letter of explanantion issued with details of both accounts and advising that deds will continue or if payment of the ar				09/Dec/2009		REVS4007				09.12.09		Yes		02.02.10

		2073415801		COMPLAINT		Contact Us (04/11/09) complaint received from Mrs Houston as she has received a letter from Sheriff Officer for balance on account for #71.02. On checking account it had been passed to Sheriff Officer in 2007 but there was an error with deleted accounts m				12/Nov/2009		REVS4005				12.11.09		Yes		02.02.10

		3000061636		INF CMPLNT		Mr McKeen at counter querying the balance on 2007 of #12.60.  Adv c/p he had not paid in accordance with the bill at the time therefore he had incurred 10% costs. I advised he would have been notified of the recovery procedure per the 2nd reminder which w				04/Nov/2009		SMAXWELL				04.11.09		Yes

		3000109489		COMPLAINT		Per email received from Wendy Bunning dated 05.11.09 - requesting details of the LA Ombusdman as still unhappy at the recovery action which has been taken. Account investigated again and after discussions with SP & Co they have withdrawn all fees and canx				11/Nov/2009		REVS4007

		3000120819		INF CMPLNT		Contact Us dated 28.10.09 - complaint received re Charge for Payment received for #106.00. Has advised that he did not receive Sp & Co's initial letter. Contacted SP & Co who confirmed initial letter was issued on 08.09.09 and they tried to contact him by				29/Oct/2009		REVS4007

		3000130604		INF CMPLNT		Per enquiry from the Judge (Sunday Mail Newspaper) received via Communication on 11.11.09. Mr William Neill has contacted the paper as he has stated that his Ctax is up to date and is querying why an earnings arrestment has been lodged against his partner				19/Nov/2009		REVS4007				19.11.09		Yes

		2084000402		Complaint		Email received from Mr Gray dated 04.03.10 - complaint received regarding the review of single persons discount and wording on letter. Reply issued advising why review has been done and giving Experian's contact details if he wants further information on				16/Mar/2010		REVS4007				16.03.10		Yes

						David Gray was registered for voting purposes at the address until Oct 09. Have asked for details if he was resident and if not where his permanent address is.

		300145452		Complaint		Complaint Letter received 23.02.10 - Miss Kaye is unhappy with the administration of her account and why the arrears have been passed to SP & Co for collection. A/c was updated incorrectly from original CRM this error was not picked up on subsequent corre				2/24/10		REVS4007				24.02.10		Yes

		3000148209		Complaint		COMPLAINT RECEIVED ON:-AP mail scanned 17/2/10
REGARDING THE FOLLOWING:- Complaint from Ms Mulholland as states only received notification of balance on a/c on 4/2/10( Bill following 10% discount award) and then correspondence fm Stirling Park.  Checked D				24.02.10		REVS3006				24.02.10		Yes

		300013907		Complaint		Action recv'd to cheque if refund of 9/10 -234.38 had been cashed.
Checked with Accountancy & chq has not been cashed.  Phoned Mr James Caldwell to advise and confirmed the chq would be cancelled and reissued.  Mr Caldwell advised me he has called 3 times				10.02.10		REVS6005		10.02.		10.02.10		Yes

		3000051471		Complaint		Complaint received via Contact Us - scanned 26/1/10.  Put through by TCC advisor, Tracy Holden following p/call received from Mr Craig.  Mr Craig is requesting C/Tax refund since Housing Services have advised that they are not responsible for maintenance				28.01.10		REVS3006				28.01.10		Yes

		3000069086		Complaint		Per Listening & Learning Complaints Form dated 21.01.10 - querying why account had been passed to the Sheriff Officers without prior notification. Reply issued detaling two reminders had been issued on the account and that payments had not been made in ac				25.01.10		REVS4007				25.01.10		Yes

		3000146943		Complaint		Complaint received via Contact Us on 7/1/10.  
Complaint from Mr Mendicino regarding the length of time taken to update change of address and issue final bill.   Mr Mendicino states final bill required to send to previous letting agency to get deposit bac				11.01.10		REVS3006				11.01.10		Yes

		2000614402		Complaint		Contact Us complaint received on 30/12/09.
REGARDING THE FOLLOWING:- Complaint from Christine Powell as #309.39 deducted from bank a/c by d/d in December.  This is due to 25% discount being cancelled following SPD review - daughter Viki turned 18yrs on 21				05.01.10		REVS3006				05.01.10		Yes

		3000155837		Complaint		C/p called as he had recv'd a bill for his new address when he states he had been advised that he would have nothing to pay.
Advised C/p that his prev property was an A and his new address is a B hence the bill. C/p was upset and wanted to know why he was				REVS6005		08.03.10				08.03.10		Yes





						Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Community Charge		Total

		Informal		Apr-10				1																		1

				May-10				1		1								1								3

				Jun-10				1																		1		5

				Jul-10

				Aug-10				1																		1

				Sep-10																								1

				Oct-10								1														1		1

				Nov-10

				Dec-10																1						1		2

				Jan-11						1																1

				Feb-11

				Mar-11						1																1		2

		Total																								10

								4		3		1						1		1

		Listening & Learning		Apr-10

				May-10

				Jun-10																								0

				Jul-10

				Aug-10

				Sep-10				1																		1		1

				Oct-10						1																1

				Nov-10

				Dec-10																								1

				Jan-11

				Feb-11

				Mar-11																								0

		Total						1		1																2

		Compliment		Apr-10

				May-10

				Jun-10		1																				1		1

				Jul-10		2																				2

				Aug-10		1																				1

				Sep-10																								3

				Oct-10

				Nov-10		1																				1

				Dec-10		1																				1		2

				Jan-11

				Feb-11		1																				1

				Mar-11																								1

		Total				7																				7

		Suggestion		Apr-10

				May-10

				Jun-10																								0

				Jul-10

				Aug-10

				Sep-10																								0

				Oct-10

				Nov-10

				Dec-10																								0

				Jan-11

				Feb-11

				Mar-11																								0

																										0

		Total																								19





		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.04.10 to 30.06.10



		0		0		0		0



Informal Complaints

Formal Complaints

Compliments
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Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.07.10 to 30.09.10



		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers received for each category

Numbers Received

Details of Informal / Formal Complaints, Compliments and Suggestions received for the period 01.10.10 to 31.12.10



		0		0		0		0



Informal Complaints

Formal Complaints

Compliments

Suggestions

Details of numbers in each category

Numbers Received

Details of Informal / Formal Complaints,Compliments and Suggestions received for the period 01.01.11 to 31.03.11



		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date		Action Taken		Date Received		Date Dealt With		Dealt with within timescale		Date Survey Issued		Date Survey Retuned

		8/9/10

		Informal Complaints

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		2069221802		INF CMPLNT		Mrs Shepherd had calculated that she is still owed approx Â£134.00 due to costs reduction and has never received revised bill for 10/11		REVS2021		20-May-10		As detailed		20.05.10		20.05.10		Yes		12.08.10

						* would appear that when copy bill requested for 10/11 this has negated forced bill due to band decrease and so instalments still showing for Band C property

						* c/p will pay Â£122.11 today at municipal and I have pending to input manis Â£135.00 Jun to Jan once payment on screen

		8/9/10

		Complaints

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		2061829801		COMPLAINT		AP mail scanned 2/6/10.  Letter of complaint received from Ms Silavi due to her account being ended in error.  A/c has now been re-opened  and CTB re-instated to a/c.  Error occurred when change of address CRM gave date of entry for new owner for this pro		REVS3006		10-Jun-10		As detailed		02.06.10		10.06.10		Yes		12.08.10

						E. McWilliam

		3000131604		COMPLAINT		Complaint Received via Contact Us - scanned 30/4/10. Mr Galloway's complaint is re cancellation of student discount in respect of wife from 1/1/10 - he states his wife finished university on 31/1/10 not 1/1/10 and has provided proof of this previously whe		REVS3006		25-May-10		As detailed		30.04.10		25.05.10		Yes

		3000121939		COMPLAINT		Contact Us Email Complaint received on 13.05.10 - reply issued and Councillors Barr, Sturgeon and Moffat copied in. Explained that reminder notice which had been issued was due to be paid within 7 within of receipt of the notice and acknowleding that paym		REVS4007		19-May-10		As detailed		13.05.10		19.05.10		Yes		12.08.10

		3000006535		COMPLAINT		COMPLAINT RECEIVED ON:- Stage 3 18.03.10		REVS4007		16-Apr-10

						REGARDING THE FOLLOWING:- After the meeting with Moira and Tracy rgarding the arrears on the accounts Mr & Mrs Murdoch wanted time to assess their situation and decide if they wanted to progress their complaint. Mrs Murdoch emailed on 26.03.10 to advise t						As detailed

		3000015206		COMPLAINT		COMPLAINT RECEIVED ON:-COMPLAINT RECEIVED ON:- Stage 3 26.03.10		REVS4007		16-Apr-10

						REGARDING THE FOLLOWING:- After the meeting with Moira and Tracy rgarding the arrears on the accounts Mr & Mrs Murdoch wanted time to assess their situation and decide if they wanted to progress their complaint. Mrs Murdoch emailed on 26.03.10 to advise t						As detailed

		3000120829		COMPLAINT		COMPLAINT RECEIVED ON:-12/4/10 via Contact Us(scanned 13/4/10)		REVS3006		13-Apr-10

						REGARDING THE FOLLOWING:-Miss Dickie's complaint is re missing payment of Â£77.00 for 2009/10 a/c. Miss Dickie states she cancelled d/d in error resulting in January's instalment being rejected.  However, states she contacted this office to advise still h						As detailed		12.04.10		13.04.10		Yes

		Complaints

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		2071177801		COMPLAINT		Per Listening % Learning Complaint received via Housing Services on 13.09.10 - due to Mr Hunter being removed from this account in error when his wife died Housing issued a letter to "the relative of Robert Hunter" advising to hand the keys of the propert		REVS4007		15-Sep-10		As detailed		13.09.10		15.09.10		Yes

		2032031001		COMPLAINT		Per Contact Us Complaint dated 03.08.10 - querying balances outstaning for all accounts at this address and Community Charge. Copy bills were requested by the TCC after phone call on 30.06.10 which has prompted this enquiry as no letter of explanation was		REVS4007		6-Aug-10		As detailed		03.08.10		06.08.10		Yes

		2032031005		COMPLAINT		Per Contact Us Complaint dated 03.08.10 - querying balances outstaning for all accounts at this address and Community Charge. Copy bills were requested by the TCC after phone call on 30.06.10 which has prompted this enquiry as no letter of explanation was		REVS4007		6-Aug-10		As detailed		03.08.10		06.08.10		Yes

		2032031007		COMPLAINT		Per Contact Us Complaint dated 03.08.10 - querying balances outstaning for all accounts at this address and Community Charge. Copy bills were requested by the TCC after phone call on 30.06.10 which has prompted this enquiry as no letter of explanation was		REVS4007		6-Aug-10		As detailed		03.08.10		06.08.10		Yes

		3000020448		COMPLAINT		Per Contact Us Complaint dated 03.08.10 - querying balances outstaning for all accounts at this address and Community Charge. Copy bills were requested by the TCC after phone call on 30.06.10 which has prompted this enquiry as no letter of explanation was		REVS4007		6-Aug-10		As detailed		03.08.10		06.08.10		Yes

		3000143436		COMPLAINT		Per Contact Us Complaint dated 03.08.10 - querying balances outstaning for all accounts at this address and Community Charge. Copy bills were requested by the TCC after phone call on 30.06.10 which has prompted this enquiry as no letter of explanation was		REVS4007		6-Aug-10		As detailed		03.08.10		06.08.10		Yes

		Compliments 1/7/2010 to 30/9/2010

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		3000103333		COMPLIMENT		Per letter from Mr Benson dated 19.08.10. Thank us for our assistance and professional care. (Tracy Nicol)		REVS4007		26-Aug-10

		2149791504		COMPLIMENT		DEBT RECOVERY CASE DETAILS OF ACTION TAKEN AS FOLLOWS:-		REVS2146		23.07.10

						*Letter rec'd from Miss Marie Toher dated 20/07/2010 passed to DIP - NAR - Una

		3000146823		COMPLIMENT		Compliment received from customer regarding level of service received in relation to arrangement for CTAX arrears payment (spoken to AL and MF). M.Follan		REVS4005		6-Jul-10

		Informal Complaints 1/10/2010 to 31/12/2010

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		3000165453		INF CMPLNT		Per letter received 13.12.10 at the counter - phoned Mrs Vance regarding her letter re the service she has received. I advised that we did not receive any emails via the Council Tax email address or via Contact Us. She confirmed the email addresses used w		REVS4007		13-Dec-10		As detailed		13.12.10		13.12.10		Yes		27.04.11

		3000075528		INF CMPLNT		Per email dated 30.09.10 - have been corresponding with Mrs Green to try and establish when she contacted the TCC after the initial letter regarding her DD. Sinead has listened to all the male advisor calls from the 25.08.10 to 31.08.10. I have asked Mrs		REVS4007		8-Oct-10		As detailed		30.09.10		01.10.10		Yes

		Compliments 1/10/2010 to 31/12/2010

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		3000107583		COMPLIMENT		Mrs Clynch handed in flowers to Amanda at the counter to thank her for her help and assistance when she dealt with her enquiry. (Tracy Nicol)		REVS4007		22-Dec-10

		3000140568		COMPLIMENT		Per "what do you think" section returned with application form advising counter assistant who advised on application on 28.10.10 was very helpful and professional. (Tracy Nicol)		REVS4007		9-Nov-10

		Complaints 1/10/2010 to 31/12/2010

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		3000116571		COMPLAINT		Per L & L Form dated 08.10.10 handed in at the counter - reply issued cc to Councillors Kirkwood, Barr, Sturgeon and Moffat. Confirmed that reminders issued clearly detailed the amounts due to be paid and to check if a further instalment was due to be pai

						Letter issued today (13.10.10). Not copied to Councillors as customer has not requested this on the listening and learning form. M.Follan		REVS4007		8-Oct-10		As detailed		08.10.10		08.10.10		Yes

		Complaints 1/1/2011 to 31/3/2011

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		2071687702		COMPLAINT		Per enquiery from the Sunday Mail "Judge" dated 21.02.11 - Mrs Togneri has advised that she is unhappy at being told she still owes Â£500 when she was under the impression that all her Council Tax arrears were PIF. SP & Co had adjusted the 2005/06 balance		REVS4007		10-Mar-11		As detailed		Mar-11		Mar-11		Yes

		3000157674		COMPLAINT		Letter dated 24.1.11 received in chief exec's from Customers father. Account has been passed to stirling park again as account has not been held. Letter issued explaining error and apologising. Suppressions input and letter passed to Alasdair for sigining		REVS4007		31-Jan-11		As detailed		24.01.11		31.01.11		Yes				27.04.11

		Compliments 1/1/2011 to 31/3/2011

		Account Reference Number		Notepad Chapter Code		Notepad Text		Notepad Page Created By		Notepad Page Created Date

		3000087162		COMPLIMENT		COMPLIMENT:E-mail from Lillian Evans in response to my e-mail sent 15/2/11, following p/call with Mrs Evans.  Compliment re prompt and excellent service.

						ACTION TAKEN: Mrs Evans confirmed Mr Carey's address in Cardiff remains same as address we hold.  Therefore, requested refund of Â£96.26 to each party as payments made by d/d from joint bank account.  E-mailed Mrs Evans confirming refund will be issued sh

						E. McWilliam		REVS3006		22-Feb-11





		Comparison of All Formal and Informal Complaints, Compliments and Suggestions for the period 2008 to 2011

		Types

				2008/09		2009/10		2010/11

		Informal Complaints		29		22		10

				2008/09		2009/10		2010/11

		Formal Complaints		1		3		2

				2008/09		2009/10		2010/11

		Compliments		4		1		7

				2008/09		2009/10		2010/11

		Suggestions		1		1		0
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				Comparison of Informal and Formal Complaints over 3 years and any Trends

		Informal Complaints

		Year		Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Community Charge

		2008/09				1		9		2		1				5		3				2

		2009/10		1		4		10				1		1		3		2

		2010/11				4		3		1						1		1

				Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Community Charge

		Total		1		9		22		3		2		1		9		6				2

		Formal Complaints

		Year		Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Community Charge

		2008/09						1

		2009/10						3

		2010/11				1		1

				Customer Service		Billing		Recovery		Payment		CTAX Charge		Registration		Discount		Exemption		DBR		Community Charge

		Total				1		4

		Analysis of Trends

		The highest number of informal and formal complaints which have been received over the last three years is for the recovery of Council Tax. In most instances the complaints which have been received are due to late payment and the recovery process for Coun
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