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1 Always write the phone number in the body of the text. 
This means tenants can quickly see the number that 
they need to call.

agree Place dedicated arrears queries telephone 
number on letters.

31/03/2016 We are pleased to see the phone number 
will be included in the body of the letter.

Complete 
2

Make it clear to tenants that they can access their 
statement and make payments 24 hours a day online

agree Promotional articles in tenant newletters, 
on line and in the video recording in head 
office reception.

31/03/2016 Can the Pool be updated with the outcome 
of this action in six months time? (October 
meeting)

Update in 
October

Featured in the spring and summer 
editions of StreetTalk and will continue 
to be featured

Complete

3 We suggest you consider using a different word, such 
as ‘difficulties’.

agree First three arrears letters to be amended. 30/03/2016 We are pleased to see the word 
'difficulties' used in the letters. Complete 

4

We have produced some drafts of letters for you to 
consider. (See Appendix 1).We do not expect you to 
use these letters word for word, but they are examples 
of what we feel are customer focused letters. We 
would like to see the revised letters you produce 
before they are finalised for use.

agree First three arrears letters to be amended 
and after consultation with Whole Business 
Target Group for rent arrears, Head of 
Progress Connect and Income Collection 
Manager these letters have been amended 
taking into account the Scrutiny Pool 
comments.  These amended letters are to 
be made available as soon as possible via 
our computerised automated arrears 
system.

30/03/2016 We are happy with the draft letters.

Complete 
5 Consider how to reflect a warmer tone in general 

needs arrears letters to encourage tenants to make 
contact with the Association.

agree First three arrears letters to be amended. 30/03/2016 We are now happy with the tone of the 
letters.

Complete 

6

Utilise text messaging and email to advise tenants 
they can check balances and make payments online 
24 hours a day. agree

Promotional text or/and email messages to 
those tenants in arrears that they can 
check balances and make payments on 
line 24 hours a day.

On-going during arrears collection 
campaigns which are held during 
celebratory times of the year, i.e. Summer 
Holidays, Easter, Christmas, Non 
collectable weeks (rent free weeks)

We want to see online payments 
embedded into all arrears texts and 
emails, not just promotional campaign. email only

Early stage arrears letters
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