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1. Policy Statement

1.1. This policy sets out the Council’s approach to rent collection, arrears prevention and recovery of arrears.  It is vital that all rent is collected so that the income can be reinvested into delivering high quality housing services to our tenants.  Effective management of rent collection and arrears recovery is essential to achieve this.
1.2. The Council aims to provide a clear consistent approach to rent collection and arrears recovery.  It is important to balance income management with providing the appropriate support to our tenants.  Preventing arrears is a key focus and this involves addressing the causes of arrears, which may include changes to benefit entitlement, financial pressures or difficulty in managing household finances. 
1.3. This policy sets out the Council’s approach to income collection, arrears prevention and recovery along with performance monitoring to support the effective management of the Housing Revenue Account.

2. Scope of the Policy

2.1. The policy applies to all residents living in homes that we own and manage, including general needs, Independent Living Schemes and Council-owned Temporary Accommodation.  It also includes former tenants with outstanding rent arrears It covers the Council’s approach to rent collection, arrears prevention, arrears recovery whist offering the appropriate support.
2.2. This policy does not apply to residents living in temporary accommodation owned and managed by another provider. 

3. Responsibilities

3.1. Council responsibilities 

· Provide clear information to residents relating to their rent and service charges, tenure, payment methods and tenancy obligations from the start of the tenancy or their stay in temporary accommodation.	Comment by Jo Fox (Housing): As this applied to people in TA, I think we should use residents as the catch all
· Ensure that rent accounts are accurately maintained 
· Provide residents with access to up to date rent account information and rent statements on request
· Provide residents with appropriate notice of any changes to rent charges in accordance with Government policy.  Rent is reviewed annually and any changes will be implemented from the first Monday in April each year, with a minimum of 4 weeks notice.  This is in accordance with our Rent and Service Charge Setting Policy.
· Identify and support residents at risk of financial difficulty through early intervention and signposting to the appropriate support services.
· Make reasonable adjustments where required to support resident understanding and engagement.

3.2. Council Tenant responsibilities

· All Council tenants are responsible for adhering to the terms of their tenancy agreement, including paying rent with the agreed payment schedule, usually in advance. 
· Where a tenancy is held jointly, each tenant is jointly and severally liable for the payment of rent and any arrears arising from the tenancy.
· Where a tenant is eligible for Housing Benefit or Universal Credit, it is their responsibility to submit and maintain claims for support with housing costs.  Tenants must notify the Council and the Department for Work and Pensions where applicable of any change in circumstances that may affect entitlement. 
· Tenants are expected to contact the Council at the earliest opportunity if they are experiencing difficulty paying rent to ensure the appropriate advice and support can be provided.

4. Account and Arrears Management 

4.1. Rent accounts are monitored and progressed on a weekly basis to ensure that rent payments are received and arrears are identified at the earliest stage.
4.2. Residents are expected to contact the Council promptly when arrears start to accrue.  They should work with their Neighbourhood Housing Officer to agree appropriate payment arrangements where required.
4.3. Where a rent account shows a credit balance, including as a result of overlapping Universal Credit direct payments, the Council will review the account and a decision made to whether credit should be retained against future liability or refunded.  

5. Arrears Prevention and Early Intervention 

5.1. A key objective of this policy is the prevention of rent arrears.  The Neighbourhood Housing Officer will monitor rent accounts at an early stage to identify any potential issues and provide support where appropriate.




5.2. The Council will use early intervention methods including
· Early contact when arrears start to accrue, such as a standard arrears letter, or other contact methods, such as a telephone call or home visit.
· Signposting to the Welfare Reform Intervention Officers where appropriate 
· Support with benefit applications 

5.3. Rent arrears can often be as a result of a wider family issue or change in circumstance, including financial hardship, sickness or unemployment.  Early intervention can help to prevent escalation and to sustain tenancies. 

6. Housing Benefit and Universal Credit

6.1. The Council will work with tenants to resolve issues relating to Housing Benefit and Universal Credit claims
6.2. Where a tenant in receipt of Universal Credit is unable to manage their monthly payment and falls into arrears, the Council will suggest to the tenant that an application for an Alternative Payment arrangement is submitted to receive the rent directly from the Department of Work and Pensions.
6.3. The Council may also apply for a separate arrears payment from Universal Credit, if appropriate and in line with DWP guidance.
6.4. Where eligible, tenants will be encouraged to apply for financial support through the Crisis and Resilience Fund, which is the replaced the Discretionary Housing Payment from 1st April 2026, to assist with shortfalls in rent.

7. Arrears Recovery 

7.1. Rent Arrears recovery is managed through a structured process and is to ensure compliance the pre-action Protocol for Possession Claims by Social Landlords.  If a tenant engages with their Neighbourhood Housing Officer, the process can be paused, providing a payment arrangement is maintained.
7.2. Recovery action will be proportionate and will be based on individual circumstances, taking into account vulnerability, engagement and affordability.
7.3. Escalation to legal action may occur where
· No payment arrangement is in place or is breached
· Benefit claims are not made or maintained
· Rent arrears are not reducing

7.4. Where a tenant has entered Breathing Space and notification is received, recovery action will be paused for this period.  Rent however will continue to be charged. 
7.5. Eviction will be considered a last resort.  Where possession action is being considered and may result in eviction, cases may be referred to the Eviction Panel and will be reviewed by the Housing Management and Housing Option Teams to ensure that all reasonable steps have been taken to engage with the tenant, to explore alternatives to eviction and support the Council’s homelessness prevention duties.

8. Vulnerable Tenants

8.1. The Council does recognise that some tenant require additional support to manage their rent account.
8.2. Where a vulnerable tenant is identified, the Council will look at appropriate support measures including 
· Additional home visits and contact where required
· Referrals to support agencies or the internal welfare team
· Consideration for Alternative Payment Arrangements for Universal Credit

9. Temporary Accommodation 

9.1. This policy also applies to households living in Council-owned Temporary Accommodation.  Rent and service charges are charged in accordance with licence agreements rather than tenancy agreements
9.2. The Council will take a consistent approach when managing rental income, with a focus on early engagement to prevent arrears from increasing.
9.3. Recovery action will be proportionate and will take into account the residents’ individual circumstances, including vulnerability.
9.4. The Council will work with residents living in Temporary Accommodation to agree an affordable repayment plan where arrears do accrue. Escalation to further action will be considered where there is a failure to engage or if arrears continue to increase 
9.5. Where there is a failure to engage, the Council may issue warnings and will consider to end the placement, if appropriate.  Each case will be considered on an individual basis. 
9.6. As Temporary Accommodation is provided under a licence agreement, the Council may bring the placement to an end without the need to seek a possession order through the courts.
9.7. Residents are responsible for ensuring that any Housing Benefit claim is submitted and all required information is supplied to support the claim.  Where appropriate, the Council will provide support to help maintain payments towards charges.
9.8. Residents are responsible for complying with the terms of their licence agreement.  They are expected to engage with the Council where arrears arise and that any repayment arrangement is maintained. 


10. Former Tenant Arrears 

10.1. All former tenant arrears will be pursued where it is reasonable and cost effective to do so. 
10.2. Repayment arrangements may be agreed with former tenants based on their current financial circumstances.
10.3. Debts may be considered for write-off where 
· There is no realistic prospect of recovery 
· It is uneconomical to recover, 
· The debt is over 6 years old 
· It is not appropriate to take further action, for example when a former tenant is deceased and it is confirmed there are no funds available from the estate. 

11. Complaints 

11.1. Where tenants disagree with their rent account or arrears balance, the Council will treat this as service request and will provide a clear explanation and supporting information.
If a tenant is not satisfied with the way the Housing Service has handled their rent enquiry or any other action taken in relation to their rent account, they can refer to and follow the  Housing Service Complaints Policy.  

The Housing Ombudsman Service can be contacted if further advice and support is needed on making a complaint.  Their contact details are as follows:
Website at:  www.housing-ombudsman.org.uk
Telephone: 0300 111 3000   
Email: info@housing-ombudsman.org.uk
Write to them at Housing Ombudsman Service, PO Box 152, Liverpool L33 7WQ

12. Monitoring 

12.1. Rent arrears are monitored on a weekly basis to ensure rent is collected effectively.

12.2. Monitoring includes the analysis of
· Rent Arrears levels
· Collection performance
· Use of legal action

13. Data Protection 

13.1. The Council processes personal data in accordance with the UK General Data Protection Regulation (GDPR) and the Data Protection Act 2018.
13.2. Information is only used for the purposes of managing tenancies, rent accounts and related housing services.  Data may be shared where necessary with relevant agencies to support service delivery or legal obligations. 

14. Review

14.1. This policy will be reviewed every 4 years, or earlier where required due to legislation or operational change.
14.2. The policy and recovery process will be kept under continuous review and will be amended where there are further changes to legislation and guidance. 
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