Re:
Customer Forums 25 March 2010:  
Direct Debit payments for Council Tax and Business Rates

If Paying by Direct Debit can we not offer an incentive to pay?

There were two suggestions for incentives given, these were:

· 5% off the yearly bill

· 50% off local attractions

Due to the cost implications involved this is not something we can consider at this moment in time.

Some customers believe that standing orders are more flexible.

We understand the customers view as they have more flexibility over the dates the payments leave their bank accounts.

Could we not be more flexible with the Direct Debit dates?

We currently offer payments on the 1st, 15th & 25th of the month and at the present time there is no view to increasing the number of payment dates available.

Offer comments passed onto Revenues
· If we have a bad credit rating cannot set up Direct Debit
· Some Bank accounts do not have a Direct Debit facility
· Coming into the office is more convenient
· ‘My money goes into my account into my account on different days available to Direct Debit so if money is not there, I get charged!’
We understand the views and comments given unfortunately they are not something we are able to help with.

New Benefits Service Standards leaflet/ New Claim flyer

The slogan ‘Claim if in doubt, don’t go without’ would be better placed on the front of the leaflet
We have kept this off the front cover so that it is not confused with the Benefit take up leaflets that we have. This Leaflet is to promote the Benefits service standards and we don’t want to confuse the two.

The reply date should be changed from 10 working days to 5 working days

We would always aim to reply as quickly as possible but we want to ensure we can always meet the promises we make so we have chosen 10 days as this is a more realistic target.  We don’t want to make promises we can’t keep and 5 days at year end when systems are down is unachievable.

We are unaware the Housing Associations could help – better advertisement needed

This has been fed back to the Landlord Liaison officer to look at how we can publicise this better.

Not aware of appointments – better advertisement is needed

We do advertise on the plasmas and also on the application form.  We are developing a leaflet that will be given to all benefit customers that will clearly advertise appointments.

No web address is included when referring to making online applications for Benefits

This has been added to the leaflet.

We would like to know if there are any other ways we should consult with our customers
Could we look at possibly holding forums in Paignton & Brixham as well as Torquay possibly also hold the forums of an evening?

We are looking into other locations for holding forums to allow ease of access for everyone that attends and will also be looking at holding some evening forums so that those who work during the day and cannot attend could still be included and get the chance to have their say.

It is important to promote any feedback/ complaints or suggestions received and also outcomes.
We always send out the outcomes from the forums to all that attended. We are also going to be publishing the outcomes on the Torbay Council website from next month. We also have published the results from all surveys carried out on the Torbay Council Website.

www.torbay.gov.uk/customerservices
Could you consult via Text message/ Email/ Social Networking/ Chat rooms?

These are all very good ideas and we will certainly look into them for future consultation.
Place forum feedback in Torbay View/ Web

We are already designing a web page to display of feedback gained through the forums and we are also in the process of seeing whether we can publish in Torbay View future feedback from forums.

Debt recovery documents

Can we put details on reminders of which property it applies for?
This has always been an IT issue and it is ongoing, we do endeavour to eventually be able to have this added to the reminders 

Can we list missed payments on reminders issued?

The reminders already contain details of the amount outstanding for the previous months along with current outstanding amount.

We asked you to rate and comment on a number of corporate debt documents at the forum, below is the feedback we have collated from this.

	Q1. Is the document easy to understand?
	Poor
	Not

Good
	Ok
	Good
	Very

Good

	1st, 2nd Reminders and Final Notices
	0
	0
	2
	8
	1

	Summons
	0
	0
	2
	9
	1

	14 Day Letter
	0
	0
	3
	9
	1

	Corporate  Debt Means Enquiry Form
	0
	1
	3
	6
	1

	Total
	0
	1
	10
	32
	4

	

	Q2.Does the Document provide all of the relevant Information?
	Poor
	Not

Good
	Ok
	Good
	Very

Good

	1st, 2nd Reminders and Final Notices
	0
	0
	4
	7
	0

	Summons
	0
	0
	3
	8
	0

	14 Day Letter
	0
	0
	5
	6
	0

	Corporate  Debt Means Enquiry Form
	0
	0
	4
	7
	0

	Total
	0
	0
	16
	28
	0

	

	Q3. Would you read the information on it?
	Poor
	Not

Good
	Ok
	Good
	Very

Good

	1st, 2nd Reminders and Final Notices
	0
	0
	4
	6
	0

	Summons
	0
	0
	4
	6
	0

	14 Day Letter
	0
	0
	4
	6
	0

	Corporate Debt Means Enquiry Form
	0
	0
	3
	7
	0

	Total
	0
	0
	15
	25
	0

	
	
	
	
	
	

	Which do you prefer?
	A
	B
	
	
	

	Summons Supporting Documents
	8
	2
	
	
	

	Corporate Debt Means Inquiry Form
	4
	7
	
	
	

	Total
	12
	9
	
	
	


Looking at the boxes which were ticked in respect of the three questions asked then the majority did feel the forms were either good or very good for their purpose. This appears to support the changes which we made to the format around two years ago, when we used to get quite a few complaints, which have since dropped to almost zero.

With regards to the changes to the Summonses and the Corporate Debt Means Inquiry Form, the feedback on options A or B will prove very useful when we look at making changes.

Comments & Feedback received for Debt Recovery Documents
· The how to pay less section on bills should be highlighted more

· The debt advice section on bills should be highlighted more

· Legal jargon on 14 day letters – (e.g.  explain distain on goods)

More than one person commented on the above statements and it is has been agreed we will review this and feedback if any changes made.
Use of colour in documents
This was highlighted by more than one person. However, there has been a drive across the Council to move away from colour printing of documents on the basis of cost, for example, final notices were printed in red until a couple of years ago.  The use of yellow paper for the supporting information has proved effective, and some customers with dyslexia have commented that they consider it as helpful.
Format of wording on the first reminder and dates need to be clearer
We will review the wording, which does have to set out minimum periods which we are required to give on reminders/final notices by legislation and that further action will occur if the required payments are not made. The Court costs were dropped from the reminder notices following the review which took place two years ago, however, we will review their inclusion again.

The Corporate Debt Means Inquiry Form is trying to gather a lot of information

This form is trying to collect a lot of information and we have been asked to review it by the Connections Team. Since the Customer Forum, we have been in discussion with the Housing Needs Team about the use of a similar form as we collect the same information for similar purposes. So there would be the opportunity to collect information in  standard format which may be used by more than one service, which may assist the customer in not having to complete multiple forms, so further changes may occur to the form. 
The display of Signs in Connections

· We should display the nation symbol for hearing loops either on the Triage desk or on the pillar beside it – instantly recognisable.
· We should also display details of private interviews on the same pillar, maybe change the wording – (less formal).
· Promote the fact that you can hand in documents to triage without queuing if you do not need to speak with an advisor.
· All signs should be higher, some are below eye level

All of these comments will be taken into consideration when reviewing the signs on display in Torquay Connections. This project is currently being worked on and should be completed shortly.

Other Issues

The queuing system and desk privacy in Connections is still unchanged

As advised at previous forums held, both of these are issues that we are looking into and we will be making appropriate changes with the Civic Hub project. No changes will be made prior to this due to the cost implications.
The slides playing on the LCD screens in connections are too wordy and need to be slowed down.

The slides that are on the screens are in the process of being amended, these comments will be taken into consideration when deciding what is included in the display and how it is written.

Planning consultation 

We have contacted planning about the possibility of holding a forum for them and have been advised that they do currently hold a forum for developers however not one for customers. We are going to see if we can go along to that forum to see if we can do something similar for customers, still waiting on further details of this and we will update when we know more.
Recycling Issues

We contacted the recycling team to see if they would be interested in attending a forum to discuss these issues with customers. Although they are interested in taking part in future forums they are going to wait until more is known about any changes that will occur due the JVC (Joint Venture Company) project.
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