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Benefits Customer Survey Jan 2017

This report was generated on 08/03/17, giving the results for 200 respondents.
A filter of 'All Respondents' has been applied to the data.

The following charts are restricted to the top 12 codes. Lists are restricted to the most recent

100 rows.

Have you had any reason to contact the Benefits Service within the past 12 months?
(please indicate all that apply)

o 000 I

To make a new claim (26) .13%

To tell us about a change in your circumstances or address (62) -31%

To query a benefit payment (11) I6%

To query a benefit overpayment (3) |2%

1%

To make a complaint or comment (2)

Other, please specify:

brought proof of household income in for us
bring in self employed accounts

SE accounts

updae of having child living with him
single claim

to take payment out for rents
regarding benefits been stopped
genrealy update

to see what next payment would be
was not told ABOUT OVERPAYMENT
new claim

new claim

PARTNER FINISHED WORK TO BECOME A CEARER
change in hours

rebates

overpayment of council tax

re payment

re start claim

payments

new claim

confusion in benefits
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How did you contact us? (please indicate all that apply)

Visit the Customer Service Centre (56) _60%

Write a letter (3) I3%

Send an e-mail (1) |1%

Other, please specify:

carer let us know
Through Homeless team

Was your query solved without you having to contact us again?

ves 7o) I -
o 19 >

About your last phone call to us - please state if you agree or disagree with the
following statements? (The call was answered quickly)

Strongly Agree (47) _29%
Agree (59) _36%
Neither (10) [Jfj6%
Disagree (2) Il%

Strongly disagree (1) |1%

Don't know (44) _27%

About your last phone call to us - please state if you agree or disagree with the
following statements? (It was easy to get to the right person to deal with my enquiry)

Strongly Agree (51) _31%
saree oo [ -

Neither (8) [Jffj 5%

Disagree (5) IS%

Strongly disagree (1) |1%

Don't know (42) _26%
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About your last phone call to us - please state if you agree or disagree with the
following statements? (My query was dealt with quickly)

Strongly Agree (54) _34%
Agree (50) _31%
Neither (9) [JJfj 6%
Disagree (6) I4%

Strongly disagree (1) |1%

Don't know (41) _26%

About your last phone call to us - please state if you agree or disagree with the
following statements? (The person | spoke to knew what they were doing)

raree o) I

Neither (7) .4%
Disagree (4) I3%

Strongly disagree (1) |1%

Don't know (42) _ 26%

About your last phone call to us - please state if you agree or disagree with the
following statements? (The person | spoke to was polite and helpful)

Agree (35) _22%

Neither (8) [Jfj5%
Disagree (1) |1%

Strongly disagree (-)

Don't know (42) _26%

rage.o
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About your last phone call to us - please state if you agree or disagree with the
following statements? (I was treated fairly)

roree o) I

Neither (6) I4%
Disagree (1) |1%

Strongly disagree (-)

Don't know (42) _26%

About your last visit to the Customer Service Centre - please state if you agree or
disagree with the following statements? (Il didn't wait long to be seen)

Strongly Agree (53) _31%
saree oo [N -~

Neither (12) [ 726
Disagree (4) IZ%

Strongly disagree (5) I3%

Don't know (46) _27%

About your last visit to the Customer Service Centre - please state if you agree or
disagree with the following statements? (I could talk in a private place if | wanted)

Strongly Agree (36) _22%

Disagree (7) .4%

Strongly disagree (3) IZ%

rage.4
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About your last visit to the Customer Service Centre - please state if you agree or
disagree with the following statements? (Things were explained in a way | could
understand)

roree s I
Neither (14) [ s

Disagree (-)

Strongly disagree (-)

Don't know (45) _27%

About your last visit to the Customer Service Centre - please state if you agree or
disagree with the following statements? (Staff were friendly and polite)

Strongly Agree (74) _44%
Agree (40) _24%
Neither (9) .5%
Disagree (1) |1%

Strongly disagree (1) |1%

Don't know (43) _26%

About your last visit to the Customer Service Centre - please state if you agree or
disagree with the following statements? (The office was clean and tidy)

raree o) I~

Neither (10) .6%
Disagree (1) |1%

Strongly disagree (-)

Don't know (44) _26%

rage.o
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About your last visit to the Customer Service Centre - please state if you agree or
disagree with the following statements? (Il was treated fairly)

Strongly Agree (73) _44%
Agree (42) _25%
Neither (9) [ 5%
Disagree (-)

Strongly disagree (-)

Don't know (44) _26%

About your last letter or email - please state if you agree or disagree with the following
statements? (I received a quick response)

Strongly Agree (28) -18%
Agree (29) -19%
Neither (14) [0

Disagree (2) Il%

Strongly disagree (2) Il%

About your last letter or email - please state if you agree or disagree with the following
statements? (My query was resolved fully)

Strongly Agree (33) _ 21%
Agree (23) - 15%
Neither (14) [ 0%

Disagree (4) I3%

Strongly disagree (1) |1%
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About your last letter or email - please state if you agree or disagree with the following
statements? (Things were explained in a way | could understand)

Strongly Agree (33) _ 21%
Agree (24) -16%
Neither (14) [0

Disagree (4) I3%

Strongly disagree (1) |1%

How easy or difficult is it to understand the following? (Our benefits leaflets)

Very easy (38) -19%

pifficult (21) [ 1%

Very difficult (5) ls%

Have not seen (27) -14%

How easy or difficult is it to understand the following? (Our benefits claim form)

Very easy (37) - 19%
—_
Neither (30) [N :5%
pifficult (30) [N 15%

Very difficult (8) .4%

Have not seen (7) I4%

How easy or difficult is it to understand the following? (Our letters)

Very easy (40) _ 20%

very difficult (14) [ 7%
Have not seen (3) IZ%
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How easy or difficult is it to understand the following? (Our website)

Very easy (5) I4%
Easy (13) -10%
Neither (9) [ 7%
Difficult (1) [1%

Very difficult (-)

Have you visited our website for benefits in the last 12 months?

Yes (24) -12%
ey —

If you have visited our website for benefits, please state if you agree or disagree with
the following statements? (It was easy to find my way around)

Strongly Agree (6) _25%
saree 1) -~

Neither (-)
Disagree (1) [Jj4%

Strongly disagree (-)

Don't know (3) -13%

If you have visited our website for benefits, please state if you agree or disagree with
the following statements? (I was able to find the information | wanted)

Strongly Agree (7) _29%
agree (12) | -

Neither (-)
Disagree (1) .4%

Strongly disagree (-)

Don't know (4) - 17%
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If you have visited our website for benefits, please state if you agree or disagree with
the following statements? (The benefits calculator is easy to use and understand)

Strongly Agree (3) -17%
saree ) [ -~

Neither (-)
Disagree (-)

Strongly disagree (-)

Taking everything into account, how satisfied are you with the Benefits Service overall?

Fairly satisfied (62) _31%

Neither (10) . 5%
Fairly dissatisfied (-)
Very dissatisfied (-)
Don't know (8) l4%

What would you change about the Benefits Service to make it better (please indicate all
that apply)

Our letters (48) _73%

The Housing and Council Tax Support claim form (21) -32%
The time we take to deal with claims and changes of circumstances (16) -24%
The quality of our phone service (2) |3%
The quality of our face-to-face service (2) |3%

The availability of information on the Council's website (-)

Other, please state

everything is fine
Suggests we ring up if no response to our letters as a letter might not arrive. He gives his phone
number but we never ring him.

everything is spot on

everything is fine

don't change anything

To have more notice given before summons letter have been sent as when people are poorly.
Unknown
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Other, please state

Nothing to change regarding benefits but made comments regarding the point system for on the

move.
Nothing

Phrasing of letters can be extreme.
perfect service

break down find difficult to understand
more staff

make forms easier

simplfy form

make letters easier to understand
difficulty with understanding calc
nothing to change things ok

change nothing

make easier

nothing

make it easier to understand

nothing

make them easier to understand

SHOULD NOTIFY OF ANY CHANGES TO ACCOUNTS

nothing
Very very impressed with Joe Gregory.

Do not have letters deliver on a Friday/Saturday.
Change the wording on the letters : how much to pay not how much benefit.

Phrasing of the letters

NOTHING

NOTHING

NOTHING

Happy with the service

Everything is fine

Happy with the service

Happy with the service.

Nothing to change

Happy with the service

More than happy with the service
Happy with the service

Happy with the service

No change needed Excellent Service
Happy with the service.

Nothing, more than happy with service
Al of the above

Happy with the service

Award letters are complicated.
Happy With Service

nothing to change happy with service
Happy with the service
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Other, please state

no changes needed

no changes needed

Award letters made easier
Happy with the service

Happy with the service

having to keep filling out forms
Happy with the service

nothing

Happy with the service

Happy with the service

make them easier to understand
Excellent Service

Quick to deal with over payments but not so fast when the council has under paid. Make face to face
more private.

No change needed

None service good

Awards letters

Would like to be able to access rent account online.
nothing as not had to contact you for awhile
Self Employed forms/claims

nothing

Happy with the service

nothing

He feels that should be more contact from us this end
Happy with the service.

Perfect Service

nothing

not been in touch

nothing

cant understand calculations

Happy with the service

Happy with the service

Happy with the service

Happy with the service

Happy with the service

Happy with the service

The award letters could be clearer.

It is becoming commonplace to receive important documents by email and this is

something we plan to introduce for benefits communications. Would you like to receive
your benefits letters by email in the future?

ves o) I >+
o 055 I
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We plan to offer more options for claiming benefits. Which of the following ways would
you prefer to make your claim?

Online through our website (30) -16%

Online at a Council office or Housing Association office (5) |3%

On a paper form through the post (68) -36%
By phone (26) .14%
With an advisor by appointment at a Council office (60) -32%

Are you aware that you have to notify us of changes in circumstances?

ves o7 N -

No (2) | 1%

How would you like to tell us if something has changed? (please indicate all that apply)

Visit the Customer Service Centre (111) _56%

Write a letter (12) .6%

Send an email (4) |2%

Online via the Council's website (-)

Other, please state

Would come in first.
use both of these
son deals with it all

Happy to answer equalities questions?

ves 105 -
o o7 I+

What is your gender?

et o) I+

Transgender (-)

Prefer not to say (-)
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How old are you?

Under 16 years (-)
16 to 17 years (-)

18 to 24 years (-)

25 to 34 years (13) -13%

35 to 44 years (19) -18%

a5 to 54 years (22) || N2>

55 to 64 years (33) _32%
65 to 74 years (14) -14%

75 years and over (2) IZ%

Prefer not to say (-)

The Equality Act defines a disability as a physical or mental impairment that has a
substantial and long-term adverse effect on the ability to carry out normal day-to-day
activities.

Do you consider yourself to have a disability?

o o) I
Yes - affecting mobility (40) _39%

Yes - affecting hearing (1) |1%
Yes - affecting vision (3) I3%
Yes - a learning disability (2) IZ%
Yes - affecting mental health (10) -10%

Prefer notto say (2) |2%

Other, please specify

copd

learning

Mobility & sight

Medical profession states he has disability but he continues with everyday life
none

COPD & Mental Health

cancer

COPD
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What is your ethnicity?

White British (100) 99%

Prefer not to say (1) |1%

Any other background, please specify

black british
English please
English NOT British

Which of the following best describes your religion?

Buddhist (1) |1%
Christian (54) _54%
Hindu (-)
Jewish (-)
Muslim (-)
Sikh ()

-

Prefer not to say (6) .6%

Other, please specify

Catholic
Roman Catholic
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Which of the following best describes your sexual orientation?

Bisexual (-)
Lesbian (1) |1%
Gay Man (-)

Prefer not to say (7) .7%
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