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REVENUES CUSTOMER SATISFACTION SURVEY -

JUNE 2003

As a recent customer of Carlisle City Council's Revenues Section, we are keen to

know what you think about the quality of our service.  We would therefore be

grateful if you could spare a few minutes to complete this questionnaire. All of the

data will be treated in the strictest confidence and will only be used to see how well

you think the revenues service is doing.  If you do not want to answer any particular

question just miss it out and go to the next question.

A. ACCESS - GETTING IN TOUCH:

Q1

Please indicate whether you agree or disagree with each of the following statements

about your most recent contact with the revenues section:

a) My local office is in a convenient place

Stron-

gly

agree

1

  

Agree

2

  

Neith-

er

agree

nor di-

sagree 

3

  

Disag-

ree 

4

  

Stron-

gly di-

sagree 

5

  

Not a-

pplica-

ble 

6

  

b) The opening hours are NOT convenient

1

  

2

  

3

  

4

  

5

  

6

  

c) They try to sort out things on the

telephone, so that you don't have to go to

the office

1

  

2

  

3

  

4

  

5

  

6

  

d) I was given the name of a person to

contact about my query/claim

1

  

2

  

3

  

4

  

5

  

6

  

e) Overall I am satisfied with the facilities to

get in touch with the revenues office

1

  

2

  

3

  

4

  

5

  

6

  

B. IN THE OFFICE:

Q2

Did you go to your local office when you made your most recent contact with the

revenues section?

............

Yes

1

Go to Q3

..............

No

2

Go to Q4
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Summary  

As part of the Best Value Review of Revenues and Benefits Services (Best Value scope to be submitted for members consideration on 24 July 2003) Council Tax and Business Rate payers are to be consulted on how satisfied they are with the service provided by the Council.  This report advises members on the Service issues to be canvassed on, and other issues the Council might wish taxpayers’ views on.

Recommendation

Members are asked to note and comment on 

i)
The draft survey questionnaire detailed at Appendix 1.

ii) The additional issues that the Council might want to canvas taxpayers views on noted in 2 of the report.

Any other issues that members might suggest that the Council canvasses views on in respect of Council Tax and Business Rates administration.
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REVENUES SERVICE USER SATISFACTION SURVEY

1. INTRODUCTION

1.1 As part of the Best Value Review of Revenues and Benefits Services (Best Value scope to be submitted for members consideration on 24 July 2003) Council Tax and Business Rate payers are to be consulted on how satisfied they are with the service provided by the Council.

1.2 This report advises members on the 

i) Service issues to be canvassed on.

ii) Other issues the Council might wish taxpayers’ views on.

1.3 It also advises on the timetable and sample to be surveyed and also asks members to consider any further issues they might want Taxpayers views on.

2. CUSTOMER SATISFACTION SURVEY

2.1 Noted at Appendix 1 is the first draft of the survey asking taxpayers views on.

i) Getting in Touch i.e. location, opening hours, etc.

ii) Contact in Person (at the Revenues Reception).

iii) Contacting by phone.

iv) Views on the Staff who dealt with them.

v) Views on the forms to be completed by the taxpayer.

vi) Speed of Response to queries.

vii) Whether their claim for a discount, exemption, special payment arrangement etc was successful or not.

viii) Details of Taxpayer completing survey.

2.2 Other issues the Council might consider canvassing taxpayers views on are -

i) Anti-poverty Strategy.  The Council offers special payment arrangements some spread over several years to taxpayers in financial difficulties.  It is very proactive in offering such arrangements with 10% of taxpayers (4,000) benefiting.  However due to the Council’s anti-poverty strategy whilst the Council recovers 99.5% of its debt within 3 years, in year collections  at 96.3% is in the lower quartiles of BV indicators.

ii) E Billing.  Taxpayers views on sending Council Tax and NNDR bills electronically (e-mail).  Taxpayers can already pay accounts online.

iii) Second Home Discounts.  The Government are to allow Local Authorities the discretion to reduce the 50% discount available to second home owners (to a minimum of 10%).  The income raised being retained by Local Authorities (but 85% going to County Council and Police Authority) for local projects e.g. low cost housing, transport etc.

iv) Information sent out with Council Tax and NNDR accounts.  The information provided with bills is currently statutory.  However the Government are to allow Local Authorities more discretion about what information it provides with effect from 1 April 2004.

3. SURVERY TIMETABLE/SAMPLE

3.1 1,000 local taxpayers will be surveyed (800 Council Tax payers and 200 Business Rate payers).  The survey will be undertaken in August/September 2003 of taxpayers who have been in contact with the Council on local taxation issues during the period May-July 2003.

3.2 The survey responses will be analysed and results fed into the Best Value review of Revenues and Benefit Services and reported to members as part of the process.

4. RECOMMENDATIONS

4.1 Members are asked to note and comment on 

i) the draft survey questionnaire detailed at Appendix 1.

ii) The additional issues that the Council might want to canvas taxpayers views on noted at 2 above.

iii) Any other issues that members might suggest that the Council canvasses views on in respect of Council Tax and Business Rates administration.

PETER B MASON

Head of Revenues & Benefits Services

Revenues & Benefits

Carlisle

4 June 2003  

PM/EL/RB9/03 

APPENDIX 1
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Was your claim successful or unsuccessful?

...............................

Successful

1

...........................

Unsuccessful

2

...............

Did not make a claim

3

H. ABOUT YOURSELF:

Q10

Are you male or female?

.........................................

Male

1

....................................

Female

2

Q11

What age category are you in?

.......................................

16-25

1

.......................................

26-35

2

.......................................

36-45

3

.......................................

46-55

4

.......................................

56-65

5

.......................................

66-75

6

..........................................

76+

7

Q12

Which of these activities best describes what you are doing at present? ('LOOKING

AFTER THE HOME' IS ONLY TO BE TICKED IF NONE OF THE OTHER OPTIONS

APPLY.  JUST TICK ONE CATEGORY ONLY)

..................................

a) Employee in full-time job (30 hours or more)

01

....................................

b) Employee in part-time job (under 30 hours)

02

........................................................

c) Self employed full or part-time

03

d) Training prog(eg Modern Apprenticeship/National

.......................................

Traineeship/Adult training/Training for work)

04

.......................

e) Full-time education at School, College or University

05

.................................................

f) Unemployed and available for work

06

..............................................................

g) Permanently sick/disabled

07

.................................................................

h) Wholly retired from work

08

....................................................................

i) Looking after the home

09

.......................................................................

j) Doing something else

10

Please write in:

THANK YOU FOR TAKING THE TIME TO COMPLETE THIS QUESTIONNAIRE.  PLEASE

RETURN IN THE ENCLOSED PRE-PAID ENVELOPE.
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Please indicate whether you agree or disagree with each of the following statements

about your most recent contact with the revenues section:

a) I waited a long time before I saw the

person dealing with my query/claim

Stron-

gly

agree

1

  

Agree

2

  

Neith-

er

agree

nor di-

sagree 

3

  

Disag-

ree 

4

  

Stron-

gly di-

sagree 

5

  

Not a-

pplica-

ble 

6

  

b) I was able to talk with this person in a

private place

1

  

2

  

3

  

4

  

5

  

6

  

c) The office was clean and tidy

1

  

2

  

3

  

4

  

5

  

6

  

d) There are NOT enough seats

1

  

2

  

3

  

4

  

5

  

6

  

e) Overall I am satisfied with the service in

the actual office

1

  

2

  

3

  

4

  

5

  

6

  

C. ON THE PHONE:

Q4

Did you telephone your local office when you made your most recent claim?

............

Yes

1

Go to Q5

..............

No

2

Go to Q6

Q5

Please indicate whether you agree or disagree with each of the following statements

about your most recent contact with the revenues section:

a) When I last phoned the revenues section

it did NOT take long to be answered

Stron-

gly

agree

1

  

Agree

2

  

Neith-

er

agree

nor di-

sagree 

3

  

Disag-

ree 

4

  

Stron-

gly di-

sagree 

5

  

Not a-

pplica-

ble 

6

  

b) I was passed around from one member

of staff to another

1

  

2

  

3

  

4

  

5

  

6

  

c) I did NOT wait long on the phone whilst

my query was being dealt with

1

  

2

  

3

  

4

  

5

  

6

  

d) It was difficult to contact the right

member of staff by telephone

1

  

2

  

3

  

4

  

5

  

6

  

e) Overall I am satisfied with the telephone

service

1

  

2

  

3

  

4

  

5

  

6

  


[image: image3.wmf]D. THE STAFF:

Q6

Please indicate whether you agree or disagree with each of the following statements

about your last contact with the revenues section:

a) Staff were polite and friendly to me

Stron-

gly

agree

1

  

Agree

2

  

Neith-

er

agree

nor di-

sagree 

3

  

Disag-

ree 

4

  

Stron-

gly di-

sagree 

5

  

Not a-

pplica-

ble 

6

  

b) Staff did NOT always seem to know what

they were talking about

1

  

2

  

3

  

4

  

5

  

6

  

c) Things were explained clearly in a way I

could understand

1

  

2

  

3

  

4

  

5

  

6

  

d) I felt that I could NOT ask questions

1

  

2

  

3

  

4

  

5

  

6

  

e) Staff always seemed to be in a rush

1

  

2

  

3

  

4

  

5

  

6

  

f) Staff did treat me with respect

1

  

2

  

3

  

4

  

5

  

6

  

g) Overall, I am satisfied with the staff in the

revenues office

1

  

2

  

3

  

4

  

5

  

6

  

E. FORMS:

Q7

Please indicate whether you agree or disagree with each of the following statements

about your most recent contact with the revenues section:

a) The form itself was difficult to fill in

Stron-

gly

agree

1

  

Agree

2

  

Neith-

er

agree

nor di-

sagree 

3

  

Disag-

ree 

4

  

Stron-

gly di-

sagree 

5

  

Not a-

pplica-

ble 

6

  

b) It did NOT take too long to fill in the form

1

  

2

  

3

  

4

  

5

  

6

  

c) The notes and/or leaflets which came

with the form were helpful

1

  

2

  

3

  

4

  

5

  

6

  

d) The letters they send you about your

query/claim are difficult to understand

1

  

2

  

3

  

4

  

5

  

6

  

e) Overall, I am satisfied with the clarity and

understandability of the forms, leaflets and

letters

1

  

2

  

3

  

4

  

5

  

6

  

F. SPEED OF RESPONSE:

Q8

Please say whether you agree or disagree with the following statement about your most

recent contact with the revenues section..

Overall, I am satisfied with the time it took

them to tell me whether my query/claim was

successful

Stron-

gly

agree

1

  

Agree

2

  

Neith-

er

agree

nor di-

sagree 

3

  

Disag-

ree 

4

  

Stron-

gly di-

sagree 

5

  

Not a-

pplica-

ble 

6

  

G. SUCCESS OF CLAIM:


[image: image4.wmf]Q9

Was your claim successful or unsuccessful?

...............................

Successful

1

...........................

Unsuccessful

2

...............

Did not make a claim

3

H. ABOUT YOURSELF:

Q10

Are you male or female?

.........................................

Male

1

....................................

Female

2

Q11

What age category are you in?

.......................................

16-25

1

.......................................

26-35

2

.......................................

36-45

3

.......................................

46-55

4

.......................................

56-65

5

.......................................

66-75

6

..........................................

76+

7

Q12

Which of these activities best describes what you are doing at present? ('LOOKING

AFTER THE HOME' IS ONLY TO BE TICKED IF NONE OF THE OTHER OPTIONS

APPLY.  JUST TICK ONE CATEGORY ONLY)

..................................

a) Employee in full-time job (30 hours or more)

01

....................................

b) Employee in part-time job (under 30 hours)

02

........................................................

c) Self employed full or part-time

03

d) Training prog(eg Modern Apprenticeship/National

.......................................

Traineeship/Adult training/Training for work)

04

.......................

e) Full-time education at School, College or University

05

.................................................

f) Unemployed and available for work

06

..............................................................

g) Permanently sick/disabled

07

.................................................................

h) Wholly retired from work

08

....................................................................

i) Looking after the home

09

.......................................................................

j) Doing something else

10

Please write in:

THANK YOU FOR TAKING THE TIME TO COMPLETE THIS QUESTIONNAIRE.  PLEASE

RETURN IN THE ENCLOSED PRE-PAID ENVELOPE.
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Q6

Please indicate whether you agree or disagree with each of the following statements

about your last contact with the revenues section:

a) Staff were polite and friendly to me

Stron-

gly

agree

1

  

Agree

2

  

Neith-

er

agree

nor di-

sagree 

3

  

Disag-

ree 

4

  

Stron-

gly di-

sagree 

5

  

Not a-

pplica-

ble 

6

  

b) Staff did NOT always seem to know what

they were talking about

1

  

2

  

3

  

4

  

5

  

6

  

c) Things were explained clearly in a way I

could understand

1

  

2

  

3

  

4

  

5

  

6

  

d) I felt that I could NOT ask questions

1

  

2

  

3

  

4

  

5

  

6

  

e) Staff always seemed to be in a rush

1

  

2

  

3

  

4

  

5

  

6

  

f) Staff did treat me with respect

1

  

2

  

3

  

4

  

5

  

6

  

g) Overall, I am satisfied with the staff in the

revenues office

1

  

2

  

3

  

4

  

5

  

6

  

E. FORMS:

Q7

Please indicate whether you agree or disagree with each of the following statements

about your most recent contact with the revenues section:

a) The form itself was difficult to fill in

Stron-

gly

agree

1

  

Agree

2

  

Neith-

er

agree

nor di-

sagree 

3

  

Disag-

ree 

4

  

Stron-

gly di-

sagree 

5

  

Not a-

pplica-

ble 

6

  

b) It did NOT take too long to fill in the form

1

  

2

  

3

  

4

  

5

  

6

  

c) The notes and/or leaflets which came

with the form were helpful

1

  

2

  

3

  

4

  

5

  

6

  

d) The letters they send you about your

query/claim are difficult to understand

1

  

2

  

3

  

4

  

5

  

6

  

e) Overall, I am satisfied with the clarity and

understandability of the forms, leaflets and

letters

1

  

2

  

3

  

4

  

5

  

6

  

F. SPEED OF RESPONSE:

Q8

Please say whether you agree or disagree with the following statement about your most

recent contact with the revenues section..

Overall, I am satisfied with the time it took

them to tell me whether my query/claim was

successful

Stron-

gly

agree

1

  

Agree

2

  

Neith-

er

agree

nor di-

sagree 

3

  

Disag-

ree 

4

  

Stron-

gly di-

sagree 

5

  

Not a-

pplica-

ble 

6

  

G. SUCCESS OF CLAIM:

[image: image7.wmf]Q3

Please indicate whether you agree or disagree with each of the following statements

about your most recent contact with the revenues section:

a) I waited a long time before I saw the

person dealing with my query/claim

Stron-

gly

agree

1

  

Agree

2

  

Neith-

er

agree

nor di-

sagree 

3

  

Disag-

ree 

4

  

Stron-

gly di-

sagree 

5

  

Not a-

pplica-

ble 

6

  

b) I was able to talk with this person in a

private place

1

  

2

  

3

  

4

  

5

  

6

  

c) The office was clean and tidy

1

  

2

  

3

  

4

  

5

  

6

  

d) There are NOT enough seats

1

  

2

  

3

  

4

  

5

  

6

  

e) Overall I am satisfied with the service in

the actual office

1

  

2

  

3

  

4

  

5

  

6

  

C. ON THE PHONE:

Q4

Did you telephone your local office when you made your most recent claim?

............

Yes

1

Go to Q5

..............

No

2

Go to Q6

Q5

Please indicate whether you agree or disagree with each of the following statements

about your most recent contact with the revenues section:

a) When I last phoned the revenues section

it did NOT take long to be answered

Stron-

gly

agree

1

  

Agree

2

  

Neith-

er

agree

nor di-

sagree 

3

  

Disag-

ree 

4

  

Stron-

gly di-

sagree 

5

  

Not a-

pplica-

ble 

6

  

b) I was passed around from one member

of staff to another

1

  

2

  

3

  

4

  

5

  

6

  

c) I did NOT wait long on the phone whilst

my query was being dealt with

1

  

2

  

3

  

4

  

5

  

6

  

d) It was difficult to contact the right

member of staff by telephone

1

  

2

  

3

  

4

  

5

  

6

  

e) Overall I am satisfied with the telephone

service

1

  

2

  

3

  

4

  

5

  

6
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[image: image1.wmf]D. THE STAFF:


Q6


Please indicate whether you agree or disagree with each of the following statements


about your last contact with the revenues section:


a) Staff were polite and friendly to me


Stron-


gly


agree


1


  


Agree


2


  


Neith-


er


agree


nor di-


sagree 


3


  


Disag-


ree 


4


  


Stron-


gly di-


sagree 


5


  


Not a-


pplica-


ble 


6


  


b) Staff did NOT always seem to know what


they were talking about


1


  


2


  


3


  


4


  


5


  


6


  


c) Things were explained clearly in a way I


could understand


1


  


2


  


3


  


4


  


5


  


6


  


d) I felt that I could NOT ask questions


1


  


2


  


3


  


4


  


5


  


6


  


e) Staff always seemed to be in a rush


1


  


2


  


3


  


4


  


5


  


6


  


f) Staff did treat me with respect


1


  


2


  


3


  


4


  


5


  


6


  


g) Overall, I am satisfied with the staff in the


revenues office


1


  


2


  


3


  


4


  


5


  


6


  


E. FORMS:


Q7


Please indicate whether you agree or disagree with each of the following statements


about your most recent contact with the revenues section:


a) The form itself was difficult to fill in


Stron-


gly


agree


1


  


Agree


2


  


Neith-


er


agree


nor di-


sagree 


3


  


Disag-


ree 


4


  


Stron-


gly di-


sagree 


5


  


Not a-


pplica-


ble 


6


  


b) It did NOT take too long to fill in the form


1


  


2


  


3


  


4


  


5


  


6


  


c) The notes and/or leaflets which came


with the form were helpful


1


  


2


  


3


  


4


  


5


  


6


  


d) The letters they send you about your


query/claim are difficult to understand


1


  


2


  


3


  


4


  


5


  


6


  


e) Overall, I am satisfied with the clarity and


understandability of the forms, leaflets and


letters


1


  


2


  


3


  


4


  


5


  


6


  


F. SPEED OF RESPONSE:


Q8


Please say whether you agree or disagree with the following statement about your most


recent contact with the revenues section..


Overall, I am satisfied with the time it took


them to tell me whether my query/claim was


successful


Stron-


gly


agree


1


  


Agree


2


  


Neith-


er


agree


nor di-


sagree 


3


  


Disag-


ree 


4


  


Stron-


gly di-


sagree 


5


  


Not a-


pplica-


ble 


6


  


G. SUCCESS OF CLAIM:
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Was your claim successful or unsuccessful?


...............................


Successful


1


...........................


Unsuccessful


2


...............


Did not make a claim


3


H. ABOUT YOURSELF:


Q10


Are you male or female?


.........................................


Male


1


....................................


Female


2


Q11


What age category are you in?


.......................................


16-25


1


.......................................


26-35


2


.......................................


36-45


3


.......................................


46-55


4


.......................................


56-65


5


.......................................


66-75


6


..........................................


76+


7


Q12


Which of these activities best describes what you are doing at present? ('LOOKING


AFTER THE HOME' IS ONLY TO BE TICKED IF NONE OF THE OTHER OPTIONS


APPLY.  JUST TICK ONE CATEGORY ONLY)


..................................


a) Employee in full-time job (30 hours or more)


01


....................................


b) Employee in part-time job (under 30 hours)


02


........................................................


c) Self employed full or part-time


03


d) Training prog(eg Modern Apprenticeship/National


.......................................


Traineeship/Adult training/Training for work)


04


.......................


e) Full-time education at School, College or University


05


.................................................


f) Unemployed and available for work


06


..............................................................


g) Permanently sick/disabled


07


.................................................................


h) Wholly retired from work


08


....................................................................


i) Looking after the home


09


.......................................................................


j) Doing something else


10


Please write in:


THANK YOU FOR TAKING THE TIME TO COMPLETE THIS QUESTIONNAIRE.  PLEASE


RETURN IN THE ENCLOSED PRE-PAID ENVELOPE.
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Please indicate whether you agree or disagree with each of the following statements


about your most recent contact with the revenues section:


a) I waited a long time before I saw the


person dealing with my query/claim


Stron-


gly


agree


1


  


Agree


2


  


Neith-


er


agree


nor di-


sagree 


3


  


Disag-


ree 


4


  


Stron-


gly di-


sagree 


5


  


Not a-


pplica-


ble 


6


  


b) I was able to talk with this person in a


private place


1


  


2


  


3


  


4


  


5


  


6


  


c) The office was clean and tidy


1


  


2


  


3


  


4


  


5


  


6


  


d) There are NOT enough seats


1


  


2


  


3


  


4


  


5


  


6


  


e) Overall I am satisfied with the service in


the actual office


1


  


2


  


3


  


4


  


5


  


6


  


C. ON THE PHONE:


Q4


Did you telephone your local office when you made your most recent claim?


............


Yes


1


Go to Q5


..............


No


2


Go to Q6


Q5


Please indicate whether you agree or disagree with each of the following statements


about your most recent contact with the revenues section:


a) When I last phoned the revenues section


it did NOT take long to be answered


Stron-


gly


agree


1


  


Agree


2


  


Neith-


er


agree


nor di-


sagree 


3


  


Disag-


ree 


4


  


Stron-


gly di-


sagree 


5


  


Not a-


pplica-


ble 


6


  


b) I was passed around from one member


of staff to another


1


  


2


  


3


  


4


  


5


  


6


  


c) I did NOT wait long on the phone whilst


my query was being dealt with


1


  


2


  


3


  


4


  


5


  


6


  


d) It was difficult to contact the right


member of staff by telephone


1


  


2


  


3


  


4


  


5


  


6


  


e) Overall I am satisfied with the telephone


service


1


  


2


  


3


  


4


  


5


  


6


  





