If you would find it easier to talk to us in your own language
please ask an english-speaking friend or relative to contact
0800 183 0454. We can arrange for an interpreter to contact
you to discuss any translation you need.
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If you would like this document in a different form, for
example audio cassette, large print or Braille, please
contact the Tenant Participation team on 0800 1830454
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Landlord Services Housing Income Team collects all rent and service charge
income to ensure homes are maintained and services can be improved.
Check out the website for our draft Financial Inclusion Strategy setting out
our 3 year action plan to improve services for you.

Because of this you can expect we will

Provide you with a variety of ways to pay and information on where
to pay your rent

Notify you in writing at least four weeks ahead of any rent increase

Ensure all new tenants receive an accurate welfare benefits check
at the start of their tenancy and advice on debt management
where appropriate

Contact tenants who fall in to arrears within seven working days
and ensure that every effort is made to assist you before the debt
becomes unmanageable

Ensure we visit you within six weeks of commencement of your
tenancy to establish if you have any problems including issues
around rent payments

Signpost customers to other agencies that can maximise their
income, whether they are in arrears or not i.e Tamworth CAN

Help customers in arrears to stay in their homes by providing
advice and assistance on debt management through referral to the
Financial Inclusion Officer

Provide you with a rent statement on a quarterly basis, providing
details on the rent you may have paid, any adjustments to your
account including Housing Benefit, and the balance on your
account

Provide you with a copy of your rent account on demand

Recover all debts using a variety of recovery methods including
payment arrangements, deductions from income, pursuing legal
action to repossess homes

Eviction will be a last resort.

Rent Income Performance Indicators

These indicators show we are collecting all the income we can.

Work Frequenc
What we measure Target of monitori%g
Rent collection and Arrears Recovery 99% Monthly
Increase the take up of Direct Debit 15% Yearly

Month on month Monthly
reduction

Reduce the number of evictions (month by month)

Number of Evictions prevented as a result of the Month on month Monthly
Homeless Prevention Protocol reduction

Number of Income Visits with successful outcomes 480 per month Monthly

You can see how we are performing against these targets by visiting the
Council's website, www.tamworth.gov.uk and clicking on the Performance
Information link from the Housing main page. Performance target information is

also provided in Open House the tenant’s newsletter that is published every
three months and at tenant focus group meetings.

How can | comment on the service?

Tamworth Borough Council is committed to providing best value and the best
possible level of service to its customers. We would like to know what you think
about our services, you can complete a “Tell Us’ form to make comments,
compliments and suggestions on how we can improve the service.

If you want to make a formal complaint please complete a’ Complaints’ form

These forms are available from Marmion House reception, can be posted out to
you on request and are easy to complete online at www.tamworth.gov.uk/forms.asp

If you remain unhappy with the way you have been dealt with by the Council
you can, at any stage refer your compliant to the Local Government
Ombudsman who may decide to investigate the matter further. However the
Ombudsman may ask that the Council’s procedures be completed before
carrying their investigation.

Contacts

Income Team, Marmion House, Lichfield Street, Tamworth. 01827 709514
(Monday to Friday 9am to 5pm).
Email IncomeTeam@tamworth.gov.uk



