Complaints Form - page 1

Before

Short headings grab attention and looK
better on the page. And it's clearer for the
reader if the haadmg is jus‘f’ about one ‘meg.

‘We have' can be shortened to ‘weve -
contractions liKe this maKe us looK friendlier
and more approachable. And people prefer us
to write how we speak.

™

‘Complain’ on its own is inFormal and has an
element of whin eing, This factsheet is about
the more formal process of maKing a complaint:

<

This is partial information that is not enough

for the customer to act on If we cant el

Fhem cverﬂ'f'hin Fhel may need to Know ) +r3

to tell Hhem where to 9° for more information.

&

ha\/ing something done to it rather than F\

who s doinq it Writing in the active voice

instead qives our writi ore enerqy and

i i u i IV\S m n SS n K—\\
\£

maKes us looK more dSnamiQ.

pcople liKe to be told w\nﬁ they have to
do 50mc+\r\inf[‘. TrS to explain w?\ﬂ doing
something helps them.

This is passive voice — it's about a thin

Customers prefer shorter communications.
So if 50mc+hin3 is not absolu'f'clﬂ

necessary, consider removing it

Where possible, choose everﬂdag words

"
- </
and phrases that people eonneet to.

Most people wouldn't say ‘remain unhappy
or 'resolve it

Bullets stand out) so maKe sure the
inFormation you include in Fhem is stron

anOugh to be exposed in this way,

Only give people information i€ it helps them. —
Alwaﬂs asK SowselF i 50mc+|niv\3 could 9

HM Revenue
& Customs

Complaints and
putting things right

HM Revenue & Customs aim t
at all times.

Contacting us

If you do not know which office
This factsheet tells you what you should do if you are unhappy with our service
N or the way we have treated you.

Usually, a phone call to the person or office you have been dealing with will allow
us to put things right quickly. Their number will be on any papers they have sent.

phone one of our main helplines
who will help you.

If your complaint is about

However, if you are still unhappy, or you would like to deal with someone else, then Tax credits

| you may want to complain, == phone 0845 300 3900
Self Assessment
How to complain phone 0845 900 0444

The best way for you to complain is to contact the Complaints Manager at the

office you have been dealing with. You can do this phone 0845 302 1479

by phone Child Benefit

® in writing w0845 302 1444

¢ by fax VAT, Excise, travel and Custom
e in person. L phone 0845 010 9000

Tell them as much as you can about your complaint, including
¢ what went wrong
¢ when it happened
* who you dealt with

r.>_how you would like it settled.

Also give them any reference numbers, for example your National Insurance number

or VAT registration number.

While we are dealing with your

How we handle your complaint
payments youmay be charged
We will interest or penalties.
o tell you the name of the person handling your complaint and how to contact them
I Iyi aj

e deal with your complaint confidentially

e try to resolve your complaint and give you a response as quickly as possible

e tell you who to contact if you remain unhaggx.

We will
e treat you no differently because you have complained
e treat you fairly and with respect.

Formal appeal *

o

If you are disputing

e the amount of tax or other
charges we have asked you
to pay

¢ a formal decision, or

e us seizing anything from you

appeal. We can tell you how to
dothis.

Getting advice

You can get advice from

a professional adviser or

organisation. You can also get

free advice from a Citizens Advi

continued >>>

Phone Book or visit
HM Revenue & Customs was created in April 20035, integrating the former www.adviceguide.org.uk
Inland Revenue and HM Customs and Excise.

{

o
give you the best possible service

C/FS

~

]

should deal with your complaint,

—\

f

National Insurance contributions

S

If your complaint is about income
tax in general, phone the number

on any papers you have been sent,
ﬂmple, a Notice of Coding.
Don't stop paying

complaint, you should continue to___——|

pay HM Revenue & Customs bills

on time. If you stop or delay your

you might need to make a formal

ce

Bureau. You will find them in the

> Only give people information i it helps them.
Alwoﬂs asK SOursclé‘ if some+hin3 could 9o

Use thd%y,\fé\S to occuroi’clg set up what

follows. is is ad'uallﬂ a list of our helplines.

*This is an important part of the ecustomers
Noy  journey through this factsheet; so should be in

he main bodS of text, not sidelined. We can
then refer the customer to detailed information
in the marsin if neeessary,

T"Ej to eut out unneeessary wordsj +o maKe
what we write easier o locK at and +o read.

—

This seation is alread
complaint is about..
of the list above it

headed 'I€ your
his oint could be part

Examples can help to maKe a point clear, lout
alwogjs asK 50ursal4: i you rcall(j need one.
If gou do ase an example maKe sure it's one
cveerodS will understand.

> If were asKing someone to do somethin
‘H\&S really iKe it if we say ‘please’.

™= Tak gbout ‘us' or ‘our’, not ‘HmRC - i can
confuse Fhe reader when we refer o HMRC in
+he Fhird person.

L 'Seizing could be a seary word for some
customers. We can help by addinﬂ an explanation
of terms liKe this.

> This is partial information that is not enough
for the customer to aet on If we cant el

Fhem chr-ﬁ‘f‘hin the may need to Know, +rﬂ

to tell them where to 9 for more information.

Strueture /
naviga'hon /order

~—— Co;«sis‘f’cneﬂ

~~—~ Choice of words

~~—~ Customer focus
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Before

Headings raolkj help people Find their way
around. Theyre most helpful when chg‘rc
consistent: As weve set up a style of ‘How +o..
%eadings , we should Keep qoing with it

There are two points here so it might be
clearer if ‘Hf\cg are sapora'f'ad into Fwo bullets.

There are two points here so it might be Lz

clearer if ‘Hr\cg are scpara'l’cd into Fwo bullets.

Taking your complaint further

If you are unhappy with our response you can ask us to look at your
complaint again. A senior officer who has not been involved will

o take a fresh look at it and how we have handled it

® give you a final decision.

/WWBW But if you are still unhappy you can ask the

Adjudicator.to look into your complaint. We will tell you how to do this when we

give you our final decision.
The Adjudicator is a fair and unbiased referee, independent of
KM Revenue & Customs, and provides their service free of charge.

Parliamentary Ombudsman

The Ombudsman is independent
of Government. Their service

is free of charge. If we do not
give you a satisfactory answer

to your complaint, ask your

MP to send your complaint

to the Ombudsman. For more
information visit their website
www.ombudsman.org.uk

to gesolye ir.

If we use terms that need cxplainingj <

we should explain them 5+r-ai3h+ away,

e
peopl: find it easier To understand sentences
Fhat have only one ‘HnOuSH— in them. So +r3 not
to link two separate ‘HnOuS\n‘f’s in one sentence.

Trﬂ to put things in the order H"Cﬂ happen
for the customer. In this case ‘MaKing Amends’
is something we'd offer before the aastomer
might chose to taKe their complaint further.
So the sections should be in that order.

Usins pronouns liKe ‘we’ and ‘Yyou' helps us taKe &
ownership of our actions, cspcciallﬂ if we're
saying weVe made a mistaKe.

Bullets can help maKe communications easier &
to rcad) but it's possible to overuse them.

If its just as clear as a short senfence,
thats gine.

We should avoid usin
is a technical term H
not understand.

jargon. ‘Overpayment' =
a:i' ‘gkc reader mﬁijﬂh‘f’

\£
We all prefer to read ‘Hr\irz;;s that are written

in a positive way, Our cusFomers do too. If we
have a bit of Sood news, +r5 to deliver it in
a positive tone.

&

This is passive voice — it's about a thin
having something done to i+} rather than
who s doing it: riting in the active voice
instead qives our wri‘f’inﬂ more enerqy and
maKes us looK more dﬂnomc.

the Adjudicator.

Making amends

f things have gone wrong we will
e say sorry and put things right
® explain what went wrong
e consider refunding your reasonable costs directly caused by our mistakes
or unreasonable delays.

Please tell us about these costs as soon as you can, and keep any receipts as
we may ask to see them.

Costs could include

® postage
+ | e phone calls
® professional fees.

If you think our actions have affected you particularly badly, causing you worry or
distress, tell us straight away. We may be able, in some cases, to make a payment
to apologise.

Where our mistakes or delays in using information you give us means that you get

a late bill for income tax, Capital Gains Tax or an oyerpayment of tax credits, we_
[ maynote llect the full amount thal e. However, strict conditions apply. The

person dealing with your complaint can give you more information.

Complaints about serious misconduct by

*UM Revenue & Customs staff

Allegations of very serious misconduct by our staff, such as assault or corruption, are
L | dealt with by the Independent Police Complaints Commission (IPCC). The IPCC

only has authority for incidents occurring in England and Wales. If the incident

occurred in Scotland or Northern Ireland, ask any Complaints Manager for

further information.

These notes are for guidance only and reflect the position at the time of
writing. They do not affect any right of appeal.

_
The Adjudicator will only look at your complaint after we have had a chance Customers with particular needs
We offer a range of facilities
N [You can at any time, ask your Member of Parliament (MP) to take up your case, for CEEETRED with particular
or refer your complaint to the Parliamentary Ombudsman. The Qmbudsman will needs, mdl{dmg
normally expect you to have had your complaint already considered by us and by * wheelchair QEEED KD nearly all
HMRC Enquiry Centres ~

o help with filling in forms
e for people with hearing
difficulties
- BT Typetalk
- Induction loops.

We can also arrange additional
SURPOLL, such as

® home visits, if you have limited
mobility or caring
responsibilities and cannot get
wwmmm/
e services of an interpreter
 sign language interpretation
o leaflets in large print, Braille
and audio.

For complete details please visit

www.hmrc.gov.uk/enq
or contact us. You will find us in
The Phone Book under

HM Revenue & Customs. —

Independent Police
Complaints Commission (IPCC)

The IPCC is independent of

HM Revenue & Customs. For
further information visit the IPCC
website www.ipcc.gov.uk/index/
complaints.htm

Issued by HM Revenue & Customs
Printed Guidance

April 2007 © Crown Copyright 2007
MMN 5009373

The W\QF%I:’\ is for additional information.
Important information like this should go in
‘H«e main bodﬁ

*
TalK about ‘us’ or ‘our, not ‘HmRe: - i ean
confuse Fhe reader when we refer o HMRC in
the third person.

*
Where possible, ehoose everyday words
and phrases that people conneet to.
Most people wouldnt say ‘remain unhappy

or ‘resolve it

3 Bullets and lists need to be consistent in
order to be clear. This starts as a list of
Facilities', but then says “For people with
kear.'ng difficulties’,

Customers prefer shorter communications,
>> So if some'HninS is not obsolu'h:lﬂ neeessary,
~

eonsider removing it:

> From the customer's point of view, a ‘payment* is
50mc+hir\3 'anﬂ would send to us, We mig?‘f’ simply
'Sive_ them money.
Strueture /
noviga'hon /order

~—— Co;«sis‘f’cncﬂ

~~—~ Choice of words

~~—~ Customer focus
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After

Short headings grab attention and looK better
on the page. AV\§ it's alearer for the reader i
the heading is just about one thing. The new
subheadin helps eustomers to (iuicKlS see if this
leaflet is the one H\cﬂ need.

‘Complain’ on its own is informal and has an
element of whin eing. This factsheet is about
the more formal process of making a eomplaint,

(\
This is an important part of the customer's
‘Ourv\cﬂ Hhrough this Fad'shcc‘f'} 50 should be in <—
he main bodﬂ of text) not sidelined. We aan N
then refer the customer to detailed information
in the margin i necessary,

‘Seizing could be a seary word for some
customers, We ean help bﬁ adding an explanation
of terms liKe this.

G—

This is the active voice — it's about ‘us’ puttin
'Hr\in%\s right rather than things' being put n;h <
Cwhich is The passive voice). Wri'h‘ng in the active
voice gives our wri‘h’r\ﬂ more enerqy and maKes us
looK more dSnamic.

Customers prefer shorter communications. So i
50mc+\r\in3 is not absolutely necessary, consider \
rcmo\lir\ﬂ it

Where possible, ehoose everyday words and phrases
that people eonneet to. Most pecple would say <~
'still not happﬂ' rather than ‘remain ur\happﬂ'.

N~

Bullets stand out) so maKe sure the information
You include in Fhem is S‘f'rov'\g cv'\ough to be
@XpOscd in This way,

TrS to put ’Hm'ngs in the order H\@ﬁ happen

for the austomer. In this case ‘'MaKing Amends’
is something wed try to do before the customer
miSH* chose to taKe their complaint further.

So the seetions are in that order.

@ HM Revenue
& Customs

Putting things right

How to complain if you're unhappy with
our service or the way we've treated you

What to try first

If you speak to the person or the office you’ve been dealing with and
explain what’s happened, they’ll usually be able to put things right
quickly. Their contact details will be on any papers they’ve sent you.

If a phone call hasn’t sorted things out, or you'd like to talk to someone

else, you may want to, make a complaint, This factsheet explains how
you can do that,

How to make a complaint
The best way to make a complaint is to contact the Complaints Manager
at the office you’ve been dealing with. [fyou don’t know which office.

: ; e

¢
We’ve listed them on the right hand side of this page.

However, you might need to make a formal appeal rather than a
complaint if you’re disputing:

* an amount we’ve asked you to pay

* a formal decision we’ve made, or

e__our seizing something from you, for example s aran airport,
When you speak to a Complaints Manager, they will be able to
explain how you do this.

‘When you contact us, please give us any reference numbers you may

have, for example your National Insurance number or your VAT X
. . o : . Our helplines
registration number. This will help us find your detajls guickly .
If you don’t know which

Tell us as much as you can about your complaint. Please include:
* what’s gone wrong

e when it happened

¢ who you've dealt with

o

how youd like us to put things right.

How we handle your complaint
We will:
¢ tell you the name of the person who’s handling your
complaint and how to contact them
¢ keep your details confidential
e try to resolve your complaint as quickly as possible
 tell you who to contact if you’re still.no;
¢ treat you fairly and with respect, both now.and in the future.
How we make amends
2V d i
say sorry
put things right
explain what went wrong
look at any money you have had to pay out as a direct result
of our mistake and consider refunding it.

‘We have' can be shortened to ‘weve -

Access for everybody

To help everyone communicate

with us, we offer a range of

facilities, including:

¢ wheelchair access to nearly
all our Enquiry Centres

e help with filling in forms

e BT Typetalk and induction
loops for people with
hearing difficulties

¢ home visits for people with
limited mobility or caring
responsibilities

® interpreters

® sign language interpreters

leaflets in large print, Braille

and audio.

For details, please visit
www.hmrc.gov.uk/enq or call
us. You’ll find the number in
the phone book under

HM Revenue & Customs.

office should deal with your
complaint, please call one of
the numbers below.

Tax credits </\

0845 300 3900 /
Self Assessment /2
0845 900 0444

National Insurance
contributions
0845 302 1479

Child Benefit
0845 302 1444

VAT, Excise, travel or Customs
0845 010 9000

Income tax

The number to phone will be on
a letter that they’ve sent you.

eontractions liKe this maKe us looK Friendlier
and more approachable. And people prefer us
to write how we speak.

Bullets and lists need Fo be consistent in
order to be clear. This starts as a list of
‘Facilities’, but then says For people with
\r\coring iFFiculties'.

If we can't tell them chrS‘H\in ‘Hr\cS mal
need to Know, 'hrg to tell Hhem where to g0

for more information.

People like to be told why they have to do
50mc+hin3. Trﬁ to explain why doing somc‘H'\ing
helps them.

Use headings to accura‘f'elg set up what
follows. T-ais is a list of our hclplmcsj so
a suitable %cading eold be ‘our helplines'.

>Unncecssar8 words have been removed.
This helps to maKe what we write easier
+o looK at and read.

If +he reader is looKivg\ for our income tax
helpline, theyll looK in Fhis helpline seetion. So it
maKes sense To include This information here , even

'H\0u3h we cant acrh:allﬂ give the phone number.

> Using pronouns like
& ‘we’ and You' helps Structure /
us taKe ownership nav.‘ga-h‘on /order

of our actions,
cs,oeo_iallﬂ i we're
saﬂir\ weVe made a
mistaKe.

~—— Co:nsis‘h:neﬁ

~~—~ Choice of words

~—~—~ Customer focus
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After

Bullets can help maKe communications easier to
read , but it's possible to overuse them. If its
jus‘f‘ as clear as a short sentence, that's fine.

<——\

Customers liKe it if we reflect their own
lanﬂuogc. So it's fine to use the slig\n‘f'lﬂ
informal phrase '3ch You some momﬂ'.

&

4/

We are talking about an ‘overpayment here.
But that is @ technical ferm that the reader
might not understand, so it's 3ood to use a

simpler phrase.

We all prefer to read ‘Hm‘v:’?s that are written
in a positive way, Our eustomers do too. If we
have a bit of good news, try to deliver it in
a positive tone.

If we use terms that need explaining, like & L/
Adjudiaa‘f’or or Ombudsman, we should explain
Fhem s+rai3h+ away,

S

Where possible, choose e\/erﬂdoﬂ words and phrases
that people conneet to. Most people would say
‘still not \r\appS' rather than ‘remain unhappﬂ'.

pcololc find it easier To understand sentences that
have only one thought in them. There are two
ﬂ\OuﬂH’S here = so ﬂ\cﬂ are in two sentences.

HM Revenue
& Customs

If you have had to pay out any money, please tell us as soon as you can.
\Mmight include postage, phone calls or any professional fees. Please keep

any receipts, as we may need to see them.

If you think our actions have affected you particularly badly, causing you
worry or distress, please tell us as soon as you can. We may be able to.give_

= You some money to apologise.

If our mistakes or delays in using information you give us mean that you get
a late income tax or Capital Gains Tax bill or w, oy, to! cht
_ credits, we may agree to collect less than the full amount you owe. There are
conditions, so please ask the person dealing with your complaint if you
want more information.

How. to take your complaint further.

If you’re unhappy with how we’ve tried to put things right, you can ask us

to look at your complaint again. A senior officer who hasn’t been involved will:
¢ take a fresh look at your complaint }

* look at how we’ve handled it

* give you our final decision

If you’re still unhappy after this, you can ask the Adjudicator to look into it.
Adijudicator is an independent referee and their service is free of charge.

However, they will only look at your complaint after we’ve had a chance to

pujsrighs.

/ You can ask your Member of Payliament to take up your complaint with us at

any time. You can also ask them }o send your complaint to the Parliamentary
Ombudsman. The Ombudsman /s independent of Government and their service
is free of charge. However, the Ombudsman will usually only consider your
complaint once we and the Adjudicator have looked at it. You can find out
more at www.ombudsman.org.uk.

How to complain about serious misconduct by our staff

If your complaint is about serious misconduct like assault or corruption, please
make it in exactly the same way as you would any other complaint. We then

have to refer it to the Independent Police Complaints Commission. It is
responsible for dealing with allegations of serious misconduct. You can find out
more about the IPCC at www.ipcc.gov.uk/index/complaints/htm. The IPCC only
deals with incidents in England and Wales. If the incident you’re complaining
about occurred in Scotland or Northern Ireland, different arrangements are in
place to deal with it. Your Complaints Manager will explain these to you.

These notes are only intended as a guide and reflect the position at the time of writing.
They don’t affect your right of appeal.

Issued by HM Revenue & Customs
Printed Guidance April 2007

© Crown Copyright 2007

MMN 5009373

Don'’t stop paying

While we’re dealing with your
complaint, please keep payin;
any bills ye send you. If you

don’t, we may_charg_eyou/_—
interest or penalties.

Where to get advice

You may have a professional
adviser or organisation that
can help you. If not, you can
get free advice from a Citizens
Advice Bureau. You can find
them in the phone book or visit
www.adviceguide.org.uk

L—> If were asKing someone o do somethin
‘H\&S really ke it if we say ‘please’.

> TalK about ‘us’ or ‘we’, not "HmRC - i ean
confuse the reader when we refer o HMRC
in the third person.

Headings rcallS help people Find their wa
Orowxc? Theyre most helpful when 'H\cﬂ'ra
consistent. As weve set up a s‘f'ﬁle of "How to..
hcadmgs ) we should Keep going with i

> These three bullets help the reader to see the

three H\h«gs well do.

The margin is For additional infFormation.
A"ﬁ important information that the customer
needs to read should go in the main bodS.

Structure /
nouiga'hon /order

~—— Co;«sis‘f’cncﬂ

~~—~ Choice of words

~~—~ Customer focus





