
 
 

 

 

 

 

Issue 1 August 2013 

Help build support for our week 
of action in September 
We’re four months into HMRC’s 
Enquiry Centre closure pilot in North 
East England and all the concerns 
and issues raised by PCS members 
and reps have borne out.  

HMRC’s own public consultation 
shows customers heavily rely on a 
face to face service. Despite this, 
HMRC intend to plough ahead with 
deeply flawed plans to close all 281 
Enquiry Centres in early 2014 – 
unless we can stop them.  

From 23 – 27 September branches 
across the country will be organising 
protest actions to defend face to face 
services. We’re asking all PCS 
members in Revenue and Customs 
to support our week of action and to 

help build support amongst members 
and in the community.   

If HMRC are allowed to get away 
with slashing this vital service without 
a fight then they will be even more 
confident in their drive to slash jobs, 
pensions and terms and conditions 
across our workplaces.  

Millions of ordinary people in our 
communities rely on this vital service 
every year. This is yet another attack 
on the poor and vulnerable by a 
deeply unpopular government of the 
rich. Don’t let them turn HMRC into a 
faceless service. 
A list of activities taking place in your 
area will be posted on our group 
pages on the PCS website.  

 
 

Get in touch, stay informed 
Issued regularly, this newsletter is 
produced by our PTops GEC team 
to ensure you’re kept up to date 
with the latest news on our 
campaign to protect face to face 
services.  
   
We also want to hear from you: 
 
 Do you work in an Enquiry 

Centre? What do you think 
about HMRCs plans to close 
the Enquiry Centre network?  

 Do you want to get more 
involved in our campaign?  

 Do you have ideas for activity in 
your area? 

 Are you a PCS member? If not, 
why not join today? 

 Provide us with your personal 
email address so we can 
ensure you receive a copy of 
this newsletter.  

 
Email r&ceccampaign@pcs.org.uk 
  

 

News in Brief 

http://pcs.org.uk/en/revenue_and_customs_group/campaigns/enquiry-centres.cfm
https://www.join.pcs.org.uk/en/join-pcs/index.cfm
mailto:r&ceccampaign@pcs.org.uk


 
 

 

 

 

 
Financial ‘rationale’ doesn’t add 
up 

The figures used to justify the 
closure of our Enquiry Centres simply 
don’t add up.  

HMRC claim each face to face 
appointment costs the department a 
whopping £152. They have clumsily 
lumped together staffing costs, estate 
costs and running costs without any 
statistical analysis being carried out.  

Apparently some Enquiry Centres 
cost nothing to run and some others 
are estimated to cost an eye watering 
£400,000 per year to run. To put this 
into context you could rent out an 
entire floor of the tallest building in 
Europe, the Shard, for less!  

      As part of their £152 estimated 
cost per appointment, HMRC has 
factored in around £42 to reflect 
departmental overheads – the share 
of central HMRC costs. However 

many of these costs will not be 
reduced as a result of closing Enquiry 
Centres.  

They have included a share of the 
chairman and chief executives 
salaries as part of these overheads. 
We look forward to seeing details of 
Lin Homer and Mike Clasper’s salary 
cuts if Enquiry Centre closures go 
ahead!  

 

Who do you trust? 
You’ll have read a lot from HMRC on 
how great the Needs Enhanced 
Support (NES) pilot is and how 
taxpayers love the closure of their 
Enquiry Centre.  

 
We’ve also received a lot of 

reports which are at odds with the 
official HMRC line. It’s only fair we 
present both sides and let you decide 
who to believe.  

HMRC feedback: 
One customer said: ‘If this is the 
service we can expect by closing a 
few Enquiry Centres then I think you 
should just close them all!’ 

PCS feedback: 
A brick was lobbed through the 
window of a now closed office in York 
in protest about its closure and 

government cuts. Graffiti is daubed 
on HMRC public posters almost 
weekly criticising Tory cuts.  

HMRC feedback: 
‘The feedback I have been given from 
the customers I have dealt with has 
been very positive and they have 
appreciated the level of service they 
have been given.’  

PCS feedback: 
Members involved in the pilot are 
spending four hours travelling by 
public transport to offices around the 
pilot area to carry out 15 minute 
appointments.  

 
Mobile advisors are sat doing 

Work Management Items (WMIs) 
whilst they wait for appointments to 
come in. 

 
 
 

Get involved 

Your GEC team have been involved 
in an ongoing dialogue with HMRC 
about the NES pilot.  

At every meeting we have voiced 
our strong opposition to their plans – 
which places over 1,300 staff in a 
vulnerable position and removes a 
vital service in our community.   

We continue to engage where we 
can but our campaign continues. We 
need more members to get involved.  

What you can do: 
 
 Talk to your branch secretary 

about participating in activities to 
build support for protests during 
the week of action 23-27 
September.  

 Write to your local MP to voice 
your concerns. Go one better and 
get a group of people to lobby the 
local MPs surgery together. Group 
office can provide support to 
organise this – email 
tracy@pcs.org.uk  

 Sign and distribute our petition. 
Get others to sign it – take it into 
your local Citizens Advice Bureau, 
shop, community centre etc and 
raise awareness of our campaign.  
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