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1.    PURPOSE OF REPORT

This report is to notify the Committee of an offer of payment of compensation to a 
complainant as part of the settlement of their complaint.

2.    BACKGROUND

The Council have agreed to make an offer of payment of compensation to a 
complainant as part of the settlement of their complaint, where the complainant’s 
bank details were entered onto a third party’s Council Tax account, and the Council 
claimed a number of direct debit payments from the complainant’s bank account in 
payment of the third party’s Council Tax.

3.    SUMMARY OF CASE

Mr D contacted the Council’s Contact Centre to provide us with new bank details for 
the payment of his Council Tax by direct debit. 

The information provided by the Contact Centre to the Council’s Revenues Office 
contained an incorrect Council Tax account number, but Mr D’s correct address, 
including house number.

As the Council Tax account number was incorrect, the information was indexed to a 
Council Tax account record by the address. However, the house number was 
misread and the information was indexed to a third party’s Council Tax account 
record, rather than Mr D’s account record.



When the third party’s Council Tax account was updated with this information, the 
discrepancies between the house number on the account record, and the house 
number on the information was not identified.

Due to the third party continuing to make his own Council Tax payments promptly, it 
was some months before the Council began to claim payments from Mr D’s bank 
account in payment of the third party’s Council Tax account.

Payments were claimed for 11 months without either Mr D, or the third party, 
contacting us to query the situation. In fact, it was the third party, who then brought 
this situation to our attention, when he could not find any evidence of making 
payments of his Council Tax and believed that he may be in arrears with his 
payments.

In correcting this situation for Mr D, we promptly processed a refund of the direct 
debit payments claimed in error directly to his bank account, and issued a BACS 
Remittance Advice for this refund. However, we did not write to Mr D, either as an 
accompaniment to this Remittance Advice, or separately, or telephone Mr D, to 
explain what had happened, and to apologise for what had happened.

On receipt of the BACS Remittance Advice, Mr D telephoned the Council to ask why 
he had received this. He was initially unsure as to whether the Council were asking 
him to pay the sum on the Remittance Advice. Mr D was then made aware of what 
had occurred and a verbal apology was given to him.

Mr D expressed a wish to speak to an Officer of the Council face-to face about what 
had occurred. 

A meeting was arranged with the Council’s Client Officer, who recorded this matter 
as an Official Complaint, and during this meeting Mr D raised the subject of 
compensation, as had the monies the Council claimed remained in his bank account, 
they would have earned him some interest.  Mr D also pointed out that the way this 
situation had been brought to his attention had caused some upset to him and his 
wife.

Mr D’s complaint was responded to with both a written explanation of what had 
occurred and a written apology.

Mr A was offered £100.00 as compensation, which he accepted.
 

4.    APPROVAL OF PAYMENTS

The Corporate Director has approved the above offer of payment and the Monitoring 
Officer has been consulted on this payment. 



5.    ACTIONS TAKEN

A payment of £100.00 has been made to Mr D.

Revenues Office staff have been advised that if they should become aware of any 
similar occurrences (where a taxpayer’s Council Tax payments have been claimed 
from an unconnected third party’s bank account) in future, they must immediately 
bring this to the attention of the Council’s Revenues Manager. The Revenues 
Manager is then to ensure that contact is made by telephone, email, or letter to the 
third party to provide an apology and an explanation for what has occurred, and 
arrange for the relevant sums of money to be promptly refunded to them.

6.   RECOMMENDATION

The Committee are asked to note this Report.


