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Income Management
Service Standards



Income Management Service
Standards
We will:

Take firm but fair action against those in arrears in line with
clear policy guidelines.

Ensure a consistent approach to all customers.

Discuss issues confidentially, sympathetically and 
courteously.

Contact you within three weeks of receiving notice from the
Council that your entitlement to housing benefit has 
changed to confirm the rent that you have to pay and the 
balance on your account.

Give you at least 28 days notice of an increase in your rent
and/or service charge.

Send you a quarterly rent statement. 

Provide rent statements on request.

Offer you a private interview at our offices or at home.

Offer a variety of ways to pay.

Give new customers clear advice about rent and other 
charges and how to contact us.

When requested, explain rent accounts including how 
arrears have occurred.



Agree realistic, affordable repayment agreements with 
those in arrears based on a financial assessment of their 
personal circumstances.

Help you complete housing benefit claim forms and review 
forms and to submit requests for backdated benefit.

Liaise with Housing Benefits (with customer’s
authorisation) to ensure that customers with support needs
receive their full entitlement to Housing Benefit promptly.

Provide advice and assistance about housing benefit, other
welfare benefits and income maximisation.

Arrange an appointment with an independent welfare 
benefits advisor within seven days.

Provide details of other agencies that may be of assistance
in securing benefits or providing money advice.

Contact you within four weeks of an account falling into 
arrears.

Advise you if legal action is about to be taken due to 
arrears.

Continue to attempt to work with you after legal action has 
been taken to help you avoid losing your home.
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