Summary of Complaints July 2010.

Driver Licensing Division
Correspondence Team


1
Court Section



3

Data Input / Cash



1

Post Team




2
Total





7
Correspondence team – 
missing motorcycle entitlement on licence.
Courts Section -

2 cases challenging disqualification status.





1 complaint related to delays issuing licence.

Data Input / Cash - 

licence issued twice with errors. 

Post Team

 
1 complaint regarding a missing passport.




1 complaint related to a go-back for the fee.
Vehicle Licensing Division

Cherished Transfers


1 

Duplicate books / Record Amends
3
Enforcements



1

First Registrations



2
Postal Licensing



2
Refunds




1
Total





10
Cherished Transfers
Related to request for £25 fee for duplicate V5C(IN) when original was refused during CT.

Duplicate books
Complaint that needs to get GB duplicate book before can do change of keeper.

Customer receiving correspondence related to a different keeper.


Duplicate was issued with incorrect address.

Enforcements

Complaint regarding a clamped vehicle 

First Registrations
2 complaints that keeper details not updated correctly
Postal Licensing
Regarding difficulty in obtaining telephone relicensing number.

Complaint that disc not received.

Refunds


Related to lost documentation
Local Offices




Downpatrick




1
Total





1
1 complaint regarding quality of service and information provided

Enquiries




1
Complaint regarding release of information to third parties involved in parking enforcement.

Test Centres




Belfast




2
Cookstown




2
Craigavon




1
Larne





2
Lisburn




2
Mallusk




1
Newtownards



2
Total





12
4 complaints regarding test outcome.
4 complaint related to damage to vehicle.

3 complaints regarding how a test was conducted.

1 complaint related to an FTA.

Booking Services Program (BSP)
3
1 complaint related to loss of time on a MOT certificate.
1 complaint regarding availability of test appointments online.

1 customer was concerned that they may have been overcharged.
Theory Testing



3
2 complaints regarding difficulties with a booking.
1 complaint related to staff attitude at test location.

Stage Two and Three Complaints
During July 2 complaints which had been previously logged and dealt with as  Stage 1 complaints were escalated to Stage 2.  
· 1 related to licensing enforcement penalty.

· 1 was related to the 21 day vehicle retest regulations.
During July 2 complaints which had been previously logged and dealt with as Stage 2 complaints were escalated to Stage 3.  
· 1 related to an examiner in a test centre.
· 1 was related to vehicle testing methods.
