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Housing Income Service Standards  
 

Following a consultation exercise with tenants which took place on 26 September 2008 at the 
Tenants Representative Group meeting, the following Service Standards for the Housing 
Income Team were agreed. 
 
The Housing Income Team will offer the following service standards to all customers: 
 

• Provide a choice and offer advice on a range of payment methods which include, Direct 
Debits, Swipe cards, telephone payments over extended hours, assisted telephone 
payments during office hours, internet payments and Standing Orders. 

 

• Order a replacement Swipe Card for payments within 3 working days of your request. 
 

• Provide quarterly rent statements which are easy to understand, include all transactions 
and a break down of the charges to the account. Monthly statements will be sent to 
tenants who are in arrears.  

 

• Provide a specialist Money Advice Service to assist you to maximise your income and 
reduce rent arrears and refer to a more specialist debt advice organisation if you have 
lots of debts.  

 

• Partner with other local services to promote financial inclusion. 
 

• Give four weeks notice of any changes to your rent or service charges 
 

• Reach affordable repayment arrangements with you in arrears taking into account your 
income and expenditure. 

 

• Adopt a firm but fair approach to getting unpaid rent back. 
 

• Offer you an appointment to see a member of the Income Team before court action is 
taken.  

 

• Provide advice and assistance to you regarding housing benefit and how to claim it.  
 

• Provide you with information and advice on what could happen if your rent arrears are 
not paid.  

 

• Offer rewards to you if you have clear rent account. 
 

• Consult tenants and residents on any proposed changes to the Housing Income 
Service. 
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