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What you  
can expect 
from us
At Family Mosaic we want to provide 
you with the best service we can.  This 
leaflet sets out the standards you can 
expect when accessing our rent service. 



Access to our services
There are a range of ways  
you can contact us:

0300 123 3456 and press option 2
Dedicated Customer Care Line

to speak to a housing officer.

Via email
customercareline@familymosaic.co.uk

Via letter
Family Mosaic 
Albion House, 20 Queen Elizabeth Street, 
London, SE1 2RJ or  
Family Mosaic 
Pembroke House, Northlands Pavement, 
Pitsea, Essex SS13 3DU.

Through our web site
www.familymosaic.co.uk



For new 
residents 
we will…

 � carry out a Pre-Tenancy 
Financial Assessment to 
ensure that you will be able 
to sustain your tenancy

 � assist you in making Housing 
Benefit claims

 � tell you about the different 
ways you can pay your rent

 � advising you of our arrears 
policy and the consequences 
of not paying rent on time.

For all 
residents 
we will…

 � be polite and treat everyone 
fairly and with respect

 � provide you with a range of 
payment options

 � respond to you by the end of 
the next working day if no-one 
is available to deal with your 
call immediately

 � send you a monthly rent 
statement showing all 
payments and charges to your 
account

 � provide financial incentives for 
you to pay rent on time

Our aim is to charge rents that are affordable. We also 
aim to ensure that rent is paid on time. If you fall behind 
with your rent we will provide prompt advice and help you 
establish a sustainable repayment agreement with us.

Our Income Collection Team are here to manage your rent 
account and assist with your enquiries. They are responsible 
for the recovery of rent arrears from both current and former 
tenants. This document outlines what we expect of you and 
the standards we will work hard to maintain.



 � write to you in plain English 
(letters will bear the Crystal 
Mark)

 � give advice on claiming a range 
of welfare benefits and tax 
credits to maximise your  
income and in complex cases 
refer you to our in-house 
Welfare Rights Service Officer

 � provide general help and  
advice on income and  
budgeting to help you remain 
debt free

 � provide weekly ‘rent surgeries’ 
which we will publicise via the 
newsletters and monthly rent 
statements.

For residents 
in rent arrears 
we will:

 � make contact with you as soon 
as you fall into 2 weeks  
of arrears

 � provide prompt advice on 
repaying the debt

 � help set up a manageable 
repayment arrangement

 � only take possession action 
when all other avenues 
have been explored and 
agreements to pay off the 
debt have been broken

 � before taking legal 
action - always refer you 
to independent advice 
agencies such as a Citizens 
Advice Bureau or Legal 
Advice Centre.

We expect 
you to…

 � treat our staff with respect

 � pay your rent on time

 � take responsibility for your 
housing benefit claim if you 
have one

 � contact us as soon as you 
encounter difficulty in 
paying your rent

 � respond promptly to our 
letters and phone calls.



Bengali French

Somali Spanish

Turkish Vietnamese

Printed on FC paper  
from mixed sources 
including recycled.

Talking your language

This document gives you information about our Rent and Arrears 
standards. If you need any part of this document in large print, 
Braille, on CD or explained in your own language please contact us 
on 0300 123 3456
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