Revenues Customer Journey Map
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Telephone Letter website Personal visit
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Comino Workflow
Received via Customer Services, Revenues, scanned documents, imported e-mails, frontline staff
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Revenues Office
Information split into processes and monitored by Principle Revenues Officer
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Complaints
7 working days

Investigate by senior officer
and letter issued with findings
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Moves Discounts and exemptions Refunds Payment requests
7 working days 7 working days 5 working days 10 working days

Cheque or BACS issued by
Revenues Assistant

Adjustment notice issued in 10
days by Revenues Assistant

New or revised bill issued by
Revenues Officers
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Send letter and child benefit Send application Send notification (bill)
and student application l l
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Proof received

Application received Notification received

Inspection

Send letter / notification (adjustment notice) of outcome
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Deceased

Hold for full information
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Send notification / probate
letters

Close accordingly and send
confirmation



