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Complaints YTD 

No# Pass Pts Pass Pts Pass Pts Pass Pts Pass Pts Pass Pts

1,213
Rank

1 1
2 2
3 5
4 9
5 10
6 7
7 6
8 4
9 11

10 15

 

0 0 0

Oct 16 Nov 16 Dec 16 Jan 17 Feb 17 Mar 17

0 0

00

0 0

00

0

0

0

0

0 0

00

0 0

00

0

0

0

0

0

0

0

2.2bi

2.2bii

99.5% of complaints to be met with a 
Meaningful Response within 8 
Working Days of receipt

100% of complaints to be met with a 
Meaningful Response within 10 
Working Days

98% of enquiries to be met with a 
Meaningful Response within 48 hours

100% of enquiries to be met with a 
Meaningful Response within 72 hours

Total Complaints:

Target Level
80% of complaints to be met with a 
Meaningful Response within 5 
Working Days of receipt
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Operation - Field
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BBC
BBC
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NLN
Campaigns
Customer Service
Guard
Charges and Payments
Refunds
NLN
Customer Service
Policy

% Total

834
0.033
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0.022%

0.037

936

1,076
0.042
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0.022%
1,213
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Marketing

Capita
Mar 17 Mar 16Feb 17
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Total (Capita, Akinika DCS, Paypoint)

Percentage of Total Mailings
Capita, BBC, Third Parties
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Campaigns Not happy at being selected fo  
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Complaints
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Cause Level Trends -  Complaints Received Per Working Day Over 25 Months 
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Charges and Payments - 11.7% 

Policy - 5.8% 

Complaints 

 
All monthly KPIs achieved for March.  
 

Performance of KPI – ‘Complaints against Licences in Force’ also achieved. 
 

Total complaints for 2016/17  were 11,610,  a decrease of 1.06% compared to 2015/16 
 

Total complaints for March saw an increase YOY of 29.5% (277 complaints) with 1,213 
complaints logged compared to 936 in March2016. 
 

MOM performance saw an increase of 24.4% (238 complaints) with the ‘per day’ complaint 
rate for March at 53 compared to 49 in February. 
 

The top 2 causes for complaint remain the same and  accounting for 25.3% of all complaints, an 
slight decrease on February (26.35%).  
 

Marketing related complaints have increased MOM by 28.50% with the increase seen in ‘not 
happy at being selected for campaign (up 24.5% MOM).  
 

Total Field related complaints are up 61.8% MOM  or 47 complaints with the increase seen 
across the three main categories of ‘agent manner’, ‘agent incorrect action’ and policy. 
2016/17  Field related complaints are down 13.3%%  compared to 2015/16.   
 

Complaint Volumes Received via the Web Channel 

Volume Breakdown for 
March 
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2016 2017 Difference
% 

Difference
2016 2017 Difference

% 
Difference

Jan 3,995,081 5,277,932 1,282,851 32.11% 3,995,081 5,277,932 1,282,851 32.11%
Feb 4,036,237 5,085,436 1,049,199 25.99% 8,031,318 10,363,368 2,332,050 29.04%
Mar 4,253,329 5,508,398 1,255,069 29.51% 12,284,647 15,871,766 3,587,119 29.20%
Apr 3,813,801
May 4,160,685
Jun 4,485,573
Jul 3,837,368

Aug 4,472,060
Sep 4,991,875
Oct 4,664,628
Nov 4,794,002
Dec 4,615,573

2016 2017 Difference
% 

Difference
2016 2017 Difference

% 
Difference

Jan 793 1,105 312 39.34% 793 1,105 312 39.34%
Feb 1,022 975 -47 -4.60% 1,815 2,080 265 14.60%
Mar 936 1,213 277 29.59% 2,751 3,293 542 19.70%
Apr 978
May 939
Jun 944
Jul 832

Aug 822
Sep 1,000
Oct 878
Nov 1,026
Dec 898

2016 2017
% 

Difference
2016 2017

% 
Difference

Jan 0.020% 0.021% 5.48% 0.020% 0.021% 5.48%
Feb 0.025% 0.019% -24.3% 0.023% 0.020% -11.19%
Mar 0.022% 0.022% 0.1% 0.022% 0.021% -7.35%
Apr 0.026%
May 0.023%
Jun 0.021%
Jul 0.022%

Aug 0.018%
Sep 0.020%
Oct 0.019%
Nov 0.021%
Dec 0.019%

Month on Month YTD

Month on Month YTD

Month on Month YTD
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Total Mar 16 Apr 16 May 16 Jun 16 Jul 16 Aug 16 Sep 16 Oct 16 Nov 16 Dec 16 Jan 17 Feb 17 Mar 17

Complaints Outside Capita / Partners Control

2 Written 152 10 11 3 15 12 10 15 12 17 10 15 11 21
3 Telephone 1 0 0 0 0 0 0 0 0 1 0 0 0 0
4 Email 152 7 13 8 11 15 18 17 19 14 8 8 10 11
5 Web 72 5 3 5 8 4 5 14 4 2 3 5 9 10
6 Back Office 35 5 3 0 4 1 5 4 4 4 0 2 2 6

Total BBC - Legislation 412 27 30 16 38 32 38 50 39 38 21 30 32 48

74 Written 353 42 38 32 25 15 21 30 23 22 40 41 29 37
75 Telephone 4 0 1 0 2 0 0 0 0 0 0 0 1 0
76 Email 209 20 16 11 10 11 17 13 26 24 18 20 23 20
77 Web 193 12 12 16 26 13 13 8 17 18 9 14 24 23
78 Back Office 52 1 0 3 4 3 3 5 4 7 3 8 3 9

Total for Third Party 811 75 67 62 67 42 54 56 70 71 70 83 80 89

Complaints Attributable to Capita / Partners

11 Written 2,232 196 227 238 150 167 145 171 123 178 185 197 190 261
12 Telephone 6 0 1 1 1 0 0 0 0 1 0 1 1 0
13 Email 860 69 35 64 63 63 67 77 74 88 79 80 85 85
14 Web 640 77 43 68 65 49 48 56 49 59 54 46 52 51
15 Back Office 177 11 16 11 11 10 10 21 14 19 9 23 14 19

Total BBC - Non Legislation 3,915 353 322 382 290 289 270 325 260 345 327 347 342 416

20 Written 70 8 8 4 6 4 5 3 4 5 5 12 8 6
21 Telephone 1 0 0 0 0 0 0 1 0 0 0 0 0 0
22 Email 26 1 2 1 5 1 0 3 1 2 2 3 2 4
23 Web 26 1 2 0 3 2 0 1 1 2 1 6 5 3
24 Back Office 3 0 1 0 0 0 0 0 0 0 0 1 1 0

Total Customer 126 10 13 5 14 7 5 8 6 9 8 22 16 13

29 Written 1,822 118 165 136 135 98 113 161 129 165 140 219 162 199
30 Telephone 12 0 1 1 1 1 2 1 1 0 1 2 0 1
31 Email 512 32 45 25 37 51 34 37 55 44 30 65 40 49
32 Web 842 56 76 75 76 68 54 39 78 70 62 90 63 91
33 Back Office 120 5 11 8 12 11 4 12 7 10 12 14 8 11

Total Marketing 3,308 211 298 245 261 229 207 250 270 289 245 390 273 351

38 Written 152 9 23 14 14 6 14 10 8 18 5 14 12 14
39 Telephone 2 0 0 0 0 0 0 0 0 0 0 0 1 1
40 Email 126 4 12 8 13 7 11 13 8 15 4 9 14 12
41 Web 43 0 7 4 5 3 4 5 1 5 3 3 1 2
42 Back Office 38 3 1 1 3 1 5 5 2 6 2 4 4 4

Operation - Back Office 361 16 43 27 35 17 34 33 19 44 14 30 32 33

47 Written 190 22 22 20 16 16 19 22 14 13 9 10 15 14
48 Telephone 7 0 1 1 1 1 0 0 2 0 0 1 0 0
49 Email 221 15 11 18 24 14 18 20 17 20 17 16 17 29
50 Web 237 27 13 15 22 19 24 26 22 21 21 9 15 30
51 Back Office 482 58 44 46 40 42 37 54 40 41 33 26 29 50

Operation - Field 1,137 122 91 100 103 92 98 122 95 95 80 62 76 123

Monthly Complaints Analysis (Summary 13 Months) 
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Total Mar 16 Apr 16 May 16 Jun 16 Jul 16 Aug 16 Sep 16 Oct 16 Nov 16 Dec 16 Jan 17 Feb 17 Mar 17

Monthly Complaints Analysis (Summary 13 Months) 

56 Written 97 19 6 7 5 8 9 8 4 7 15 10 12 6
57 Telephone 2 0 0 1 0 1 0 0 0 0 0 0 0 0
58 Email 69 4 3 4 3 6 8 7 7 7 8 5 5 6
59 Web 69 5 8 0 8 7 6 5 5 5 3 4 6 12
60 Back Office 113 3 9 12 13 7 7 12 6 6 12 11 11 7

Operation - Front Office 350 31 26 24 29 29 30 32 22 25 38 30 34 31

65 Written 145 9 9 10 10 10 6 13 10 14 19 19 12 13
66 Telephone 3 1 0 0 0 0 1 1 0 0 1 0 0 0
67 Email 76 7 3 1 5 6 3 2 5 12 7 11 9 12
68 Web 137 9 8 6 12 4 16 16 15 13 5 10 14 18
69 Back Office 26 2 2 1 3 0 2 1 2 2 4 3 5 1

Operation - Self Serve 387 28 22 18 30 20 28 33 32 41 36 43 40 44

83 Written 298 24 17 27 25 20 21 31 28 27 23 30 22 27
84 Telephone 0 0 0 0 0 0 0 0 0 0 0 0 0 0
85 Email 220 5 10 6 3 10 16 33 24 27 25 28 18 20
86 Web 132 8 10 10 11 12 9 26 9 11 8 6 9 11
87 Back Office 153 26 29 17 38 33 12 1 4 4 3 4 1 7

Operation - TVL CASH 803 63 66 60 77 75 58 91 65 69 59 68 50 65

Performance Against Target

Cases Outside Capita / Partners Control 1,223 102 97 78 105 74 92 106 109 109 91 113 112 137

Cases Attributable to Capita / Partners 10,387 834 881 861 839 758 730 894 769 917 807 992 863 1,076

Total Cases (For Period) 11,610 936 978 939 944 832 822 1,000 878 1,026 898 1,105 975 1,213

## akinika Recoveries (DCS) 136 14 18 10 8 4 12 14 14 14 9 12 8 13

## Paypoint (external) 37 3 8 2 3 6 2 4 2 5 0 0 5 0

Overall Total Complaints 11,783 953 1,004 951 955 842 836 1,018 894 1,045 907 1,117 988 1,226

## BBC  - Non TVL Related - Not included in total 151 12 13 11 14 13 14 7 12 16 9 11 17 14

99 Referred to Paypoint - Not included in total 36 5 3 3 6 3 2 2 4 0 1 2 4 6

Licences In Force 25,558,189 25,577,877 25,583,128 25,609,286 25,618,318 25,661,150 25,731,127 25,766,602 25,722,814 25,735,208 25,769,468 25,792,868 25,826,118

Complaints per 1000 Licences

Complaints Attributable to Capita / Partners 0.033 0.034 0.034 0.033 0.030 0.028 0.035 0.030 0.036 0.031 0.038 0.033 0.042

Overall Total Complaints 0.037 0.039 0.037 0.037 0.033 0.033 0.040 0.035 0.041 0.035 0.043 0.038 0.047

M.A.T 0.039 0.039 0.039 0.039 0.038 0.037 0.037 0.036 0.036 0.037 0.038 0.037 0.038

Target 0.069 0.045 0.045 0.045 0.045 0.045 0.045 0.045 0.045 0.045 0.045 0.045 0.045
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Mar 16 Apr 16 May 16 Jun 16 Jul 16 Aug 16 Sep 16 Oct 16 Nov 16 Dec 16 Jan 17 Feb 17 Mar 17
1,263 1,295 1,236 1,271 1,129 1,137 1,313 1,149 1,341 1,163 1,330 1,237 1,585

19 17 20 13 12 13 16 13 14 7 12 15 21
1.50% 1.31% 1.62% 1.02% 1.06% 1.14% 1.22% 1.13% 1.04% 0.60% 0.90% 1.21% 1.32%

3 4 1 2 4 4 2 1 2 0 3 1 1
0.24% 0.31% 0.08% 0.16% 0.35% 0.35% 0.15% 0.09% 0.15% 0.00% 0.23% 0.08% 0.06%

15.79% 23.53% 5.00% 15.38% 33.33% 30.77% 12.50% 7.69% 14.29% 0.00% 25.00% 6.67% 4.76%

3 3 3 3 0 0 0 2 1 3 3 1 5
6 0 0 0 4 6 5 3 1 1 1 5 6
5 5 4 6 3 7 8 4 5 3 4 7 6
7 9 7 13 8 9 17 11 18 18 4 15 13

Processing Times - KPI Performance
Mar 16 Apr 16 May 16 Jun 16 Jul 16 Aug 16 Sep 16 Oct 16 Nov 16 Dec 16 Jan 17 Feb 17 Mar 17

5 Days & Under 1,162 1,171 1,097 1,107 1,026 992 1,152 1,043 1,142 1,018 1,106 1,076 1,273
8 Days & Under 1,261 1,295 1,236 1,266 1,127 1,132 1,313 1,147 1,338 1,162 1,329 1,236 1,580

10 Days & Under 2 0 0 5 2 5 0 2 3 1 1 1 5
Over 10 Days 0 0 0 0 0 0 0 0 0 0 0 0 0

5 Days & Under 7 5 7 0 2 4 1 3 3 3 1 1 2
8 Days & Under 12 12 13 12 10 8 15 10 11 4 11 14 19

10 Days & Under 0 0 0 1 0 1 0 0 0 0 0 0 0
Over 10 Days 0 0 0 0 0 0 0 0 0 0 0 0 0

5 Days & Under 2 3 3 2 0 0 0 0 0 1 0 0 0
8 Days & Under 1 0 0 1 0 0 0 2 1 2 3 1 3

10 Days & Under 0 0 0 0 0 0 0 0 0 0 0 0 2
Over 10 Days 0 0 0 0 0 0 0 0 0 0 0 0 0

5 Days & Under 3 4 1 2 4 4 2 1 2 0 3 1 1
8 Days & Under 0 0 0 0 0 0 0 0 0 0 0 0 0

10 Days & Under 0 0 0 0 0 0 0 0 0 0 0 0 0
Over 10 Days 0 0 0 0 0 0 0 0 0 0 0 0 0

2 Days & Under 6 0 0 0 4 6 5 3 1 1 1 5 6
Over 2 Days 0 0 0 0 0 0 0 0 0 0 0 0 0

2 Days & Under 5 5 4 6 3 7 8 4 5 3 4 7 6
Over 2 Days 0 0 0 0 0 0 0 0 0 0 0 0 0

5 Days & Under 7 3 3 1 1 4 3 1 3 11 1 3 5
8 Days & Under 0 6 4 12 7 5 14 10 15 7 3 12 8

10 Days & Under 0 0 0 0 0 0 0 0 0 0 0 0 0
Over 10 Days 0 0 0 0 0 0 0 0 0 0 0 0 0

% escalated from Stage 2

Stage 1 Complaints (TVL)

Stage 2 Complaints (Director)
% escalated from Stage 1

Stage 3 Complaints (BBC)
% escalated from Stage 1

Stage 2 Complaints via BBC
Stage 3 Follow Ups and Exceptional Cases
Stage 3 BBC MP Cases
Stage 3 TVL MP Cases

Stage 1 Complaints (TVL)

Stage 2 Complaints (Ops Director)

Ops Director via BBC S2

Stage 3 Escalated to BBC New Complaints (TVL)

Stage 3 follow up from existing complaints and 
exceptional cases outside of escalation process

Stage 3 - BBC MP Cases

Stage 3 - TVL MP Cases

0.00%

0.50%

1.00%

1.50%

2.00%

Mar 16 Apr 16 May 16 Jun 16 Jul 16 Aug 16 Sep 16 Oct 16 Nov 16 Dec 16 Jan 17 Feb 17 Mar 17

% of Complaints Escalated
to Stage 2

% of Complaints Escalated
to Stage 3

Escalated Complaints 
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  iversity - Overview

Breakdown of Special Format Correspondence

Apr 16 May 16 Jun 16 Jul 16 Aug 16 Sep 16 Oct 16 Nov 16 Dec 16 Jan 17 Feb 17 Mar 17 Total

Braille                                           32 18 30 38 33 21 57 22 28 40 38 36 393

CD                                                7 13 19 11 9 8 5 5 10 11 17 11 126

Computer Disc                                     0 4 4 1 0 1 4 3 1 6 1 6 31

Email                                             5 10 7 3 9 9 8 5 13 11 12 9 101

Large Print                                       286 261 267 331 392 295 397 352 277 461 427 411 4,157

Tape                                              9 6 6 3 4 3 7 5 4 5 6 0 58

Blue Ink 0 0 0 0 0 0 0 0 0 0 0 0 0

Total 339 312 333 387 447 337 478 392 333 534 501 473 4,866

Breakdown of Diversity Related Complaint Cases

Age 1 0 0 0 0
Disability 7 7 3 1 10

Ethnic background 1 1 1 1 0
Faith or belief 0 0 1 0 0

Gender 0 0 0 0 0
Marriage / civil partnership 0 0 0 0 0

pregnancy / maternity 0 0 0 0 0
Sexual orientation 0 0 1 0 0

Transgender 0 1 0 0 1
Total 9 9 6 2 11

Welsh Calls Answered
Apr 16 May 16 Jun 16 Jul 16 Aug 16 Sep 16 Oct 16 Nov 16 Dec 16 Jan 17 Feb 17 Mar 17 Total

Total 138 127 158 161 148 144 161 142 127 199 157 635 2,297

Q4 Jan 17 - 
Mar 17

Q3 Oct 16 - 
Dec 16

Q4 Jan 16 - 
Mar 16

Q1 Apr 16 - 
Jun 16

Q2 Jul 16 - Sep 
168.1% 2.6% 

0.6% 
2.1% 

85.4% 

1.2% 
0.0% 

Combined Total Special Format (YTD)  

Braille

CD

Computer Disc

Email

Large Print

Tape

Blue Ink

Equality & Diversity - Overview 
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ty & Diversity - Minicom

Capita TVL Cash Capita TVL Cash Capita TVL Cash Capita TVL Cash Capita TVL Cash

2,778 511 478 398 896 107 0 6 1,407 0

3,404 497 621 359 1,607 126 0 12 1,178 0

2,760 559 266 408 1,296 137 0 14 1,198 0

1,904 444 245 343 610 97 0 4 1,049 0

2,078 464 289 356 657 106 0 2 1,132 0

2,083 487 322 385 614 91 0 11 1,147 0

1,987 533 7 362 852 117 0 54 1,128 0

1,805 469 0 324 886 92 0 53 919 0

1,671 445 79 339 672 105 0 1 920 0

2,231 476 226 355 735 116 0 5 1,270 0

1,739 372 399 279 390 89 0 4 950 0

1,770 441 303 356 545 78 0 7 922 0

June 16
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August 16

July 16

Non Minicom Call 
Transfers to Agents

March 17
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Capita TVL Cash 



Confidential Quality of Service 9

Equality & Diversity - Language Line Calls

Calls Answered AHT (mm:ss)
Polish 1,036 00:09:04
Spanish 294 00:10:21
Portuguese 273 00:09:44
Romanian 252 00:09:05
Urdu 246 00:09:14
Punjabi 237 00:07:33
Arabic 187 00:09:16
Russian 126 00:10:08
Bengali 117 00:09:43
Turkish 90 00:09:45

Summary 
 
Please note that data is 1 month in arrears on this report. 
 
Call volumes for the Language Line are showing a rising trend over the last 12 months. 
 
Of the Top 10 most common languages, the average AHT is 9 minutes 4 seconds. 
 
Polish remains our highest Language Line interaction requirement with some 1,036 calls taken in 
the last 12 months for this language. 
 

Polish, 1036, 30% 

Spanish, 294, 9% 

Portuguese, 273, 8% 

Romanian, 252, 7% Urdu, 246, 7% 

Punjabi, 237, 7% 

Arabic, 187, 5% 

Russian, 126, 4% 

Bengali, 117, 3% 

Turkish, 90, 3% 

Slovak, 86, 3% 

Somali, 82, 2% 
Mandarin, 71, 2% 

Hindi, 69, 2% 
Italian, 47, 1% 

Italian, 47, 1% French, 46, 1% Czech, 44, 1% Bulgarian, 36, 1% 

Hungarian, 35, 1% 

Translation Service Call Volumes 

Top 20 Languages - Last 12 Month Total 

Top 10 Languages Calls Answered and Average Handling Times - Last 12 Month Total 

AHT is based on the chargable minutes as invoiced from 
Language Line. 
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Equality & Diversity - Language Line Calls 
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Right First Time and Repeat Contacts

Right First Time

Repeat Calls

Apr 16 May 16 Jun 16 Jul 16 Aug 16 Sep 16 Oct 16 Nov 16 Dec 16 Jan 17 Feb 17 Mar 17

Repeat Calls 82,022 63,398 185,535 74,943 79,303 90,536 89,710 87,013 77,413 92,586 81,436 92,084
Repeat Calls % 17.6% 15.1% 33.3% 17.8% 17.9% 18.9% 18.8% 18.7% 19.3% 17.9% 17.6% 18.4%

Repeat Emails

Apr 16 May 16 Jun 16 Jul 16 Aug 16 Sep 16 Oct 16 Nov 16 Dec 16 Jan 17 Feb 17 Mar 17

Total Unique Customers 22,802 25,980 30,214 27,998 32,988 33,918 31,061 31,043 24,266 34,571 33,250 37,736
Customers with Single Contact 20,542 23,506 27,400 25,556 30,048 30,978 28,170 27,845 21,876 31,116 30,028 34,264

% Customers with Single Contact 90.1% 90.5% 90.7% 91.3% 91.1% 91.3% 90.7% 89.7% 90.2% 90.0% 90.3% 90.8%
Volume of Repeat Contacts 11,620 12,476 14,499 13,713 15,522 15,522 15,282 15,097 11,469 16,251 15,621 16,769

80.46% 80.21% 80.02% 80.38% 
79.34% 

81.35% 81.00% 80.70% 
80.05% 80.48% 

81.16% 80.96% 81.08% 

70%

72%

74%

76%

78%

80%

82%

84%

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

P.I (75%) 

Right First Time and Repeat Contacts 

Percentage of Inbound Customer Contacts actioned by Agents resolved “Right First Time” without the need for the Customer to   
re-contact within 91 days of the original Agent handled contact. 

Months are reported on four months in arrears to allow for 91 day maturity period 
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Reasonable Adjustment Figures 
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Web Effectiveness Reasonable Adjustment and Alternative Format Volumes 
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