











11

introducing a 2% random review of all complaints to check that cases have been properly
handled. It expects its performance to improve significantly.'*

Figure 2: There are high levels of dissatisfaction with various elements of the response to
complaints across the Agencies
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14. Under a Department-wide scheme, each Agency compensates customers for additional
costs or losses arising from maladministration. In 2007-08, a total of £3.62 million was
paid out in over 15,000 special payment awards. The amount is small in comparison with
the value of benefits paid out. The largest category of payment is to compensate customers
for delay, usually for interest lost on delayed payments. The average payment is £234 and
payments range from £65 to £505. The Department does not know the cost of
administering such special payments, although it is likely to be less than the amounts paid
out under the scheme. When a customer has received poor service, alongside an apology
for the stress and anxiety caused, it is sometimes appropriate to compensate the customer
for any additional costs they may have incurred. Such compensation is in addition to
payments to correct the customer’s benefit entitlement."

15. In 2003-04, the Department estimated that the costs of administering complaints were
around £9 million. Using the same methodology, and reflecting the decline in the number
of complaints, the National Audit Office estimated that for 2007-08, the amount had
reduced to £6.2 million, although it had also derived an alternative estimate, based on
average time taken to deal with complaints at each stage in the process, of around £4.7
million. The Department has not reviewed costs since the estimates for 2003-04 set out in
the National Audit Office’s earlier report. If a third of cases reaching tier three of the
complaints process were resolved at tier one instead, the Department might save up to
£700,000.'¢

14 Qq45,1214; C&AG s Report, paras 4.6 4.10
15 Qq 33 37; C&AG s Report, para 4.34
16 Qq 38 39; C&AG s Report, paras 4.27 4.32
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Formal Minutes

Monday 2 March 2009

Members present:

Mr Edward Leigh, in the Chair

Mr Richard Bacon Rt Hon Keith Hill

Mr Paul Burstow Mr Austin Mitchell

Rt Hon David Curry Geraldine Smith

Mr Ian Davidson Rt Hon Alan Williams
Mr Nigel Griffiths

Draft Report (Department for Work and Pensions: Handling Customer Complaints),
proposed by the Chairman, brought up and read.

Ordered, That the draft Report be read a second time, paragraph by paragraph.
Paragraphs 1 to 15 read and agreed to.

Summary read and agreed to.

Resolved, That the Report be the Thirteenth Report of the Committee to the House.
Ordered, That the Chairman make the Report to the House.

Ordered, That embargoed copies of the Report be made available, in accordance with the
provisions of Standing Order No. 134.

[Adjourned till Wednesday 4 March at 3.30 pm
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Witnhesses

Wednesday 29 October 2008

Page
Sir Leigh Lewis KCB, Permanent Secretary, Mr Terry Moran, Chief Executive,
Pension, Disability and Carers Service, Department for Work and Pensions and
Ms Lesley Strathie, Chief Executive, Jobcentre Plus, gave evidence Ev 1

List of written evidence

Department for Work and Pensions Ev 10
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