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Total Mar 15 Apr 15 May 15 Jun 15 Jul 15 Aug 15 Sep 15 Oct 15 Nov 15 Dec 15 Jan 16 Feb 16 Mar 16

Complaints Outside Capita / Partners Control

Written 130 9 12 3 14 14 9 13 10 15 10 7 13 10
Telephone 3 0 0 0 0 0 1 1 1 0 0 0 0 0
Email 107 16 7 12 13 11 8 7 11 5 7 9 10 7
Web 43 2 2 4 5 2 3 7 7 3 2 0 3 5
Back Office 29 4 3 5 3 1 4 0 4 0 1 1 2 5
Total BBC - Legislation 312 31 24 24 35 28 25 28 33 23 20 17 28 27

Written 331 28 23 21 32 34 23 28 22 30 28 21 27 42
Telephone 0 2 0 0 0 0 0 0 0 0 0 0 0 0
Email 152 33 18 11 15 14 11 8 16 10 14 6 9 20
Web 144 15 10 11 13 6 14 14 9 12 17 11 15 12
Back Office 34 9 3 3 3 4 2 5 2 1 5 3 2 1
Total for Third Party 661 87 54 46 63 58 50 55 49 53 64 41 53 75

Complaints Attributable to Capita / Partners

Written 2,380 151 178 166 262 205 219 224 191 197 162 151 229 196
Telephone 2 0 1 0 0 0 1 0 0 0 0 0 0 0
Email 795 94 94 74 61 79 75 62 65 43 54 55 64 69
Web 783 49 49 41 97 63 58 69 75 60 53 63 78 77
Back Office 140 26 19 14 10 16 11 9 10 12 12 8 8 11
Total BBC - Non Legislation 4,100 320 341 295 430 363 364 364 341 312 281 277 379 353

Written 65 3 5 1 6 6 2 6 6 5 7 7 6 8
Telephone 0 0 0 0 0 0 0 0 0 0 0 0 0 0
Email 20 1 4 0 1 2 2 1 2 2 3 0 2 1
Web 23 3 0 3 0 0 3 5 4 3 1 1 2 1
Back Office 5 0 0 0 1 0 0 0 1 0 1 0 2 0
Total Customer 113 7 9 4 8 8 7 12 13 10 12 8 12 10

Written 1,576 102 93 99 128 124 126 169 135 177 140 120 147 118
Telephone 5 1 1 0 1 0 1 0 2 0 0 0 0 0
Email 375 48 39 36 12 31 27 28 33 37 28 39 33 32
Web 830 61 68 45 78 80 75 79 82 85 49 71 62 56
Back Office 91 17 7 5 9 6 8 9 6 11 10 5 10 5
Total Marketing 2,877 229 208 185 228 241 237 285 258 310 227 235 252 211

Written 277 23 34 22 29 31 27 16 19 27 18 20 25 9
Telephone 0 1 0 0 0 0 0 0 0 0 0 0 0 0
Email 189 22 25 23 17 18 16 19 16 10 15 12 14 4
Web 71 9 6 12 10 3 10 6 6 7 4 3 4 0
Back Office 57 6 12 5 4 4 2 6 8 5 3 3 2 3
Operation - Back Office 594 61 77 62 60 56 55 47 49 49 40 38 45 16

Written 281 23 31 25 27 18 20 24 19 36 16 23 20 22
Telephone 1 0 0 0 0 1 0 0 0 0 0 0 0 0
Email 181 25 14 19 9 14 16 14 11 19 13 16 21 15
Web 269 22 21 14 28 28 17 23 23 25 27 15 21 27
Back Office 580 80 56 52 33 30 42 56 74 49 49 31 50 58

Monthly Complaints Analysis (Summary 13 Months) 
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Total Mar 15 Apr 15 May 15 Jun 15 Jul 15 Aug 15 Sep 15 Oct 15 Nov 15 Dec 15 Jan 16 Feb 16 Mar 16

Monthly Complaints Analysis (Summary 13 Months) 

Operation - Field 1,312 150 122 110 97 91 95 117 127 129 105 85 112 122

Written 203 8 17 18 23 24 15 11 20 17 14 7 18 19
Telephone 1 0 0 0 1 0 0 0 0 0 0 0 0 0
Email 75 14 9 7 5 6 10 7 11 4 5 3 4 4
Web 123 18 11 10 15 11 10 13 13 12 11 3 9 5
Back Office 66 6 4 11 5 4 6 3 8 7 6 5 4 3
Operation - Front Office 468 46 41 46 49 45 41 34 52 40 36 18 35 31

Written 149 14 12 9 11 14 11 18 20 18 11 8 8 9
Telephone 1 0 0 0 0 0 0 0 0 0 0 0 0 1
Email 89 14 3 15 10 7 9 10 9 3 1 6 9 7
Web 193 7 9 19 19 30 19 17 26 14 8 11 12 9
Back Office 14 2 0 1 2 1 2 2 2 0 2 0 0 2
Operation - Self Serve 446 37 24 44 42 52 41 47 57 35 22 25 29 28

Written 259 35 17 18 18 31 27 27 14 17 22 19 25 24
Telephone 1 0 0 0 0 0 1 0 0 0 0 0 0 0
Email 50 4 8 1 2 5 3 4 2 4 3 4 9 5
Web 115 5 7 8 23 9 13 10 9 8 5 2 13 8
Back Office 427 43 33 33 45 32 45 42 47 39 31 24 30 26
Operation - TVL CASH 852 87 65 60 88 77 89 83 72 68 61 49 77 63

Performance Against Target

Cases Outside Capita / Partners Control 973 118 78 70 98 86 75 83 82 76 84 58 81 102

Cases Attributable to Capita / Partners 10,762 937 887 806 1,002 933 929 989 969 953 784 735 941 834

Total Cases (For Period) 11,735 1,055 965 876 1,100 1,019 1,004 1,072 1,051 1,029 868 793 1,022 936

akinika Recoveries (DCS) 141 8 10 17 15 19 21 14 3 5 9 8 6 14

Paypoint (external) 71 8 22 10 1 11 7 3 1 0 4 4 5 3

Overall Total Complaints 212 1,071 997 903 1,116 1,049 1,032 1,089 1,055 1,034 881 805 1,033 953

BBC  - Non TVL Related - Not included in total 127 13 8 7 7 10 12 15 7 7 9 18 15 12

Referred to Paypoint - Not included in total 41 9 5 2 6 3 1 3 4 3 4 3 2 5

Licences In Force 25,507,726 25,512,658 25,498,652 25,507,855 25,522,699 25,523,194 25,529,264 25,560,424 25,497,860 25,502,198 25,511,526 25,542,060 25,557,129

Complaints per 1000 Licences

Complaints Attributable to Capita / Partners 0.037 0.035 0.032 0.039 0.037 0.036 0.039 0.038 0.037 0.031 0.029 0.037 0.033

Overall Total Complaints 0.042 0.039 0.035 0.044 0.041 0.040 0.043 0.041 0.041 0.035 0.032 0.040 0.037

M.A.T 0.059 0.057 0.055 0.053 0.051 0.049 0.046 0.043 0.042 0.041 0.040 0.039 0.039

Target 0.069 0.069 0.069 0.069 0.069 0.069 0.069 0.069 0.069 0.069 0.069 0.069 0.069












