Complaint, Comments and Compliments (CCC’s)

So far this year we have received 2 Comments, 15 Compliments and 4

Complaints. All Complaints were answered in the 14 working day time limit.

There is no common theme with the Complaints. All Compliments were about

Benefits Service and its staff.

Below are examples of how we have made changes as a result of customer

comments.
	You said 
	We did

	Processing times for Benefit claims

was too long


	We introduced a ‘2 days processing’ promise on complete New claims received in the office.


	Long waiting times to provide

supporting information claims for

Benefit


	We trained and designated Three Valleys Housing and Nottingham Community Housing as Verification sites which allows them to photocopy documents and verify them as originals.


	Incorrect information given relating

to a claim for Benefit


	We re-trained all front and back office staff on this issue.

	Treatment of a claim where a

customer or their partner has

passed away


	We realise that this is a sensitive time for relatives and receiving letters about a deceased person is very upsetting, therefore we amended our procedures for dealing with these cases to ensure we deal with the situation is a more sympathetic way.



Below are examples of how we have made changes to enhance the

customer experience

	Benefit Assessment letter are

difficult to understand


	We telephone customers wherever possible to advise the outcome of their claim, and explain their entitlement prior to the Assessment letters being sent.



	New Benefit customers 
	We provide a visiting service for new Benefit customers where a member of our Visiting Team delivers the Assessment Letters and explains entitlement as well as responsibility to report any changes in circumstances.

An Introduction Pack has been developed which consists of information about Benefits, Council Tax, Leisure facilities, Pride in Erewash, Energy Efficiency as well as other Council Services.



	Lengthy Benefit Application Form 
	Customers are able to contact the office and complete an application form in over the telephone. This form will be waiting for them when they visit the office to provide the evidence required.



	Complaint about the Benefit

Service


	Customers who make a complaint about the Benefit Service have their complaint answered with 14 working days and are given the opportunity to meet with the Benefits Manager to discuss their issues.



	We asked your opinions about our

face to face enquiries service


	Customers told us they would like an element of both appointments and drop-in interviews. As a result appointments are available between 8.30 and 9.30 and drop-in sessions are available for the rest of the day.



	Disregard of Maintenance

Payments


	From 6th October 2008 maintenance payments was ignored when calculating Housing and Council Tax Benefit. This meant that many more customers became entitled to Benefit. 
A Press Release was issued locally and it was featured in the Benefit Newsletter for October 2008. An exercise was carried out where previous non-qualifiers for Benefit had their entitlement checked to see if the disregard may make them qualify for Benefit. These customers were contacted and advised they may be

entitled if they reapply. 
As a result of the press release and the exercise, it is possible that an additional yearly Benefit of £9,305.92 Housing Benefit and £4,206.28 Council Tax was generated.



	Treatment of Stocks and Shares 
	We realise that the value of stocks and shares has fallen due to the economic downturn. Therefore we have recalculated claims with effect from 1st October 2009 at their current value.



	Disregard of Child Payments and

increase in Capital Limits for

customers aged 60 and over


	From 2nd November 2009 Child Benefit

payments will be ignored and Capital Limits for customers aged 60 and over will be increase from £6,000 to £10,000 when calculating Housing and Council Tax Benefit. This will again mean more customers may become entitled to Benefit. 
A Press Release will be issued locally and a feature in the Benefit Newsletter for October 2009. A similar exercise to the Maintenance disregard will be carried out where previous non-qualifiers will have their entitlement checked to see if the changes may

make them qualify for Benefit. These customers will be contacted and advised they may be entitled if they reapply.



	Housing Benefit paid by BACS Sending a cheque attracts
	Sending a cheque attracts costs such as the buying the cheque, printing and postage and there is a delay between the sending the cheque and clearing of the cheque. This could lead to delays in rent payments being made. 
To speed up the process we introduced BACS payments which means customers can access the payment at a much earlier. It is also a more cost effective way.



	Customer comments about Regulations and Legislation
	We report all customer comments about Benefit Regulations and Legislation to our MP Liz on a monthly basis.

This ensures those who are able to make and amend the Benefit rules are aware of the views of their constituents.
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