
Revenues Customer Journey map 
 

 
 
 Telephone  Letter E-mail Web-site  Personal Visit 

Comino Workflow  
Received via Customer Services, Revenues, Scanned documents, imported e-mails, front 
line staff 

Revenues Office 
Information split into processes and monitored by 
Principal Revenues Officer 

Complaints 
 
7 working 
days   

Moves 
 
7 working 
days  

Discounts & 
Exemptions  
7 working 
days  

Refunds  
  
5 working 
days 

Payment 
requests 
10 working 
days 

Investigated 
by senior 
officer and 
letter issued 
with findings

New or revised bill issued by 
Revenues Officers 

Cheque or 
Bacs issued 
by Revenues 
Assistants 

Adjustment 
notice issued 
in 10 days by 
Revenues 
Assistants


