Revenues and Benefits Performance Standards




Revenues and Benefits is part of Richmond Council and provides the following key services to our customers:

· Collection of Council Tax
· Collection of Business Rates
· Payment of Housing Benefit and Council Tax Benefit
Our key performance standards are

	Performance Standard
	2008 – 09 Performance


	2009 – 10 Target



	The percentage of council tax collected


	98.44%
	98.7%

	The percentage of business rates collected


	98.42%
	99.60%

	The average number of days to work out new benefit claims taking account of the time taken to collect all supporting documents


	22 days
	19 days

	The average number of days to work out changes to benefit claims
	11.66 days
	11 days





As part of the Council’s Customer First standards we will also aim to meet the following performance standards
	· We aim to resolve 80% of your general enquiries at the first point of contact. 

· We will not discriminate against anyone because of race, sex, marital status, age, disability, sexuality or religion.
· We aim to answer at least 80% of calls within 20 seconds.

	· To reply to your letters within 7 working days

	· To reply to your e-mails within 7 working days

	· When you call at the Civic Centre we will deal with your query within 10 minutes


