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Rent Arrears Policy

an provide this procedure on request, in large print, in Braille,
on tape or in other non-written format, and in a v of languages.
Ardenglen Housing Association can provide this policy on request, in large print, in
Braille, on tape or in other non-written format, and in a variety of languages.
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SECTION 1
INTRODUCTION & BACKGROUND

1.1

Ardenglen is a community based Housing Association operating in Castlemilk,
which is in South East Glasgow. At the time of writing we own approximately 950
properties. Of these, 541 are rehabilitated tenemental stock, while the remaining
are new build houses, cottage flats and tenements.

1.2

The remit of this policy is to explain how the association will maximise its rental
income by keeping rent arrears to a minimum. In achieving the general aim, the
association will have regard to the particular needs and circumstances of its
tenants, and the reasons for which they get into arrears. Our approach will aim to
balance the prevention of homelessness together with maximising rental income
to the association. We recognise that most tenants get into arrears because of an
inability, not unwillingness to pay.

1.3

The association receives the majority of its rental income through housing benefit
payments. Research has shown that that many people do not claim the full
benefit to which they are entitled. This is a matter of general concern for the
association when so many of its tenants depend on the benefit system for their
income and ability to pay rent

1.4

Many tenants move in and out of the margins of benefit entitlement and our
experience has shown us that rent arrears often develop when the entitlement to
housing benefit stops. These factors linking benefit entitlement to rent arrears
influence the Associations general approach to prevention and recovery of
arrears

SECTION 2
AIMS & OBJECTIVES
2.1

The association aims to adhere to the Scottish Housing Regulator Activity
Standard AS1.8 which states “We act to prevent arrears of rent and service
charges building up. We recover any arrears fairly and effectively.”

2.2

To help prevent the development of arrears by providing information, advice and
offering a Welfare Rights service to tenants to help them maximise their incomes
and improve the ability to pay rent.

2.3

To have a sympathetic but firm approach to rent arrears control that involves
responding promptly and purposefully to nonpayment of rent.

2.4

To respond effectively where rent arrears persist by establishing personal contact
at an early stage and by making formal and sustainable agreements for
repayment
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2.5

To take legal action only as a last resort, and to do so in a way that is appropriate
and effective, whilst being at a minimum cost.

2.6

To set and meet specific targets for the control and reduction of arrears

2.7

To prevent homelessness through arrears management and by having sound
systems in place for identifying vulnerable households

2.8

To promote a positive payment culture, for both new and current tenants and
encourage communication when financial difficulties arise

2.9

To develop and encourage good working relationships with partner agencies
such as Glasgow City Council Housing Benefit and Social Work Departments,
Castlemilk Credit Union and Budgeting Services and Department of Work and
pensions.

SECTION 3
ARREARS MANAGEMENT
3.1

We will allocate adequate resources to the function of arrears recovery. The day
to day management of the arrears caseload will be undertaken by the Housing
Services Section. Housing Services Assistants will deal with less serious cases
where legal action has not been instigated. Housing Service Officers will deal
with all other cases, with the Housing Services Manager becoming involved
where a case is being considered for court action. Staff will be available at any
time, without prior appointment, to discuss rent account matters and voicemail
service is available out with office hours

3.2

The Association will ensure that our IT systems are adequate to ensure accurate
rent account information is available at any time. We will credit individual
accounts with payments on the day they are made available to us. We will also
ensure our end of period procedures are carried out as soon as all payment
information is loaded on to the system. This will enable us to respond efficiently
to nonpayment cases

SECTION 4
ARREARS PREVENTION
1. Rent Collection
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4.1

The Association charges its rent debit in arrears i.e. the rent payment is due at
the end of the accounting period. The association currently charges its rent on a
4 weekly cycle

4.2

We will offer tenants the option of paying their rent by installments during the
payment cycle (e.g. weekly or fortnightly basis) to take account of their particular
circumstances. We will also accept payments on a monthly basis if this is the
frequency that coincides with income

4.3

We will offer a wide range of payment methods to make it as convenient as
possible for people to honour their rental commitments.

2. Liaison with Housing Benefit
4.4

We will attend Quarterly liaison meetings with Glasgow City Council Housing
Benefit section and ensure that all staff are made aware of any relevant issues
discussed

4.5

Where Housing benefit is being applied for we will give an indication of what the
entitlement is likely to be. This will be done either by or Welfare Rights Service or
by the on line facility available from Glasgow City Council e claim. This will
ensure arrears do not accrue whilst benefit processing is in progress

4.6

We will encourage authorisation that any entitlement to Housing Benefit gets
made directly to the landlord as a 3rd party payment

4.7

We will assist Housing Benefit Department to obtain information required in order
to process a claim. This will be done where we are notified that such a situation
exists, and is particularly relevant where cases are being routinely reviewed

4.8

In order to avoid housing benefit being overpaid, we will recognise triggers form
information being given to us in order to encourage swift engagement with
Housing Benefit Section.

3. Welfare Rights Services & Signposting
4.9

The Association will continue to employ a Welfare Rights Officer to assist tenants
with a wide range of financial issues such as benefit checks, housing benefit
overpayments, fuel efficiency, council tax, debt problems, appeals and tribunal
representation.

4.10

At time of writing the Association buys Welfare Rights provision from Money
Matters, Govan. It is demand led and is currently available by appointment for 2
full days per week. Priority for appointments is given to tenants; however,
occasionally appointments may be given to other household members where it is
thought likely that the income of a household could benefit from this.
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4.11

From time to time Welfare Rights Campaigns will be launched to target specific
household groups in an attempt to maximise income. An example of these may
be a drive to increase discretionary housing benefit to those who have partial
eligibility to the benefit or a mail drop to pensioners to ensure full entitlement to
benefits are being claimed

4.12

Where it is deemed to be appropriate staff will signpost or refer to other relevant
agencies such to offer assistance such as Social Work Department, Castlemilk
Credit Union or Budgeting Services

4. New tenants
4.13

All letters offering accommodation will clearly state the rental charge for the
property. On acceptance of an offer of a tenancy, all individuals will be invited to
sign a tenancy agreement. During this process full details of the rental process
and obligations will be explained

4.14

Within 4 weeks of the tenancy starting, the Housing Services Officer will arrange
to carry out a “settling in visit.” This is a useful and important opportunity to pick
up on any potential or actual rent payment problems

5. Existing tenants
4.15

Where it is clear that an existing tenant is experiencing difficulties in meeting their
rental commitments, the Association recognises the importance of early
intervention, and wherever possible face to face contact. This is crucial in arrears
prevention

4.16

Existing tenants will be given information similar to new tenants as detailed in
section 4.13 above, however the discussion is more likely to focus on their
individual circumstances and the reasons as to why arrears have accrued

6. Publicity campaigns
4.17

The Association issues a quarterly newsletter which will be used as a vehicle to
promote information and services to tenants regarding payment of rent, arrears
control and prevention

4.18

Posters will be displayed in the office to promote methods of payment and
services available to tenants experiencing difficulties in making payments

4.19

The Association offers a Gold Service incentive scheme. This operates on the
basis that a clear rent account is rewarded by an enhanced service such as the
issuing of tenant bonus bonds or an improved response service to repairs. It is
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used as a method to prevent and control arrears and its effectiveness will be
continually evaluated

SECTION 5
ARREARS RECOVERY
1. Early intervention
5.1

As a result of effective monitoring procedures, the association will ensure early
intervention as soon as a missed payment is identified.

5.2

The association’s preferred method of contact is face to face, however, each
case will be dealt with individually and a variety of communication methods will
be used

5.3

We will be concerned both with level of debt and also number of periods in
arrears

2. Repayment arrangement
5.4

We are committed to recovering all debts due in a manner which is realistic and
achievable for both the tenant and the association. We will be sensitive and non
threatening whilst communicating the seriousness of the situation.

5.5

Our repayment arrangements will be based on individual’s circumstances and will
take into consideration income and expenditure commitments. We will negotiate
repayment arrangements at any stage of the arrears process and give indications
when the debt will be paid off.

5.6

We will always seek to establish the reason for rent arrears accruing and
signpost or refer as appropriately based on the information we are given

5.7

We will confirm details of repayment arrangements in writing and encourage
contact with staff if difficulties in maintaining payments are encountered.

5.8

Acceptable arrangements will include the option of a lump sum payment or
payment by installments or a combination of both. We will also consider direct
deductions from benefits where appropriate

SECTION 6
LEGAL AND COURT PROCESSES
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6.1

Legal action is the last stage in the rent arrears process. The decision to request
that an action for recovery of possession of the property and payment of arrears
of rent may be raised will only be taken when all other means of recovery have
been exhausted. The court may make either (or both) an order for recovery of
possession or an order for repayment. An award of expenses will be sought

6.2

Legal Proceedings will always adhere to the current legislation which at the time
of writing is the Housing (Scotland) Act 2001. Throughout the legal process,
Ardenglen will always be willing to enter into a suitable repayment agreement

6.3

The first stage in the legal action process will be the serving of a Notice of
Proceedings . Notices will be served on the tenant and every member of the
household over 16 years old.

6.4

The exact point at which Notice of Proceedings will be issued will be decided on
a case by case basis. Factors that will be considered will include the level of the
arrear, the lack of tenant contact and the continual breaking of repayment
agreements

6.5

The association will appoint solicitors to advise and represent the Association
during the legal process. Action taken will be dependent on the individual
circumstances of the case. Tenants will be kept informed and fully involved in all
stages of the legal action process

6.6

A decree for eviction will be enforced only as a last resort. Prior to any eviction
taking place, the association will ensure the tenant is given the appropriate
advice on whom to contact with regards to their housing situation.

6.7

The final decision on whether or not to enforce an eviction decree lies with the
Housing Services Sub Committee who will receive a full report on the situation.
Anonymity of the tenant will always be preserved

SECTION 7
FORMER TENANT ARREARS

7.1

The association will actively pursue rent arrears owed by former tenants. Upon
termination of tenancy, those with rent arrears are made aware of the debt and
encouraged to either clear the balance in full or enter into a repayment
agreement.

7.2

Where attempts to recover arrears by letter have failed, or the former tenants’
whereabouts is unknown, the debt will be referred to a debt recovery agency. At
the time of writing, this is Network Credit Services
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7.3

Legal action to recover the arrears will be taken in circumstances where an
assessment of the former tenants financial circumstances indicate that such an
action would be appropriate.

SECTION 8
WRITE OFF AND BAD DEBTS
8.1

Where a debt is uneconomic to pursue or there is no prospect of recovery the
debt will be written off at the end of each financial year.

8.2

The criterion for write off of arrears is;
o Cases closed by the debt collection agency
o Amounts owed by people who have died
o Balances of under £100 where no payments have been received or contact
made following first and second reminder letters
o Arrear balances under £10

8.3

As well as arrears balances, annual write offs for credit balances will also take
place. The credit write off criterion are;
o Housing benefit is entitled to but has not made any reclaim 12 months after a
tenancy has ended
o Tenant deceased with no estate or next of kin
o No forwarding address is known to issue a refund
o Balances of under £10
o Credit balances to a zero account as a result of a previous write off

8.4

All write off’s by the association will be classified as bad debt. In addition to this,
bad debt will be further defined as any debt that cannot be cleared within 2 years.
In these cases the write off will be for accounting purposes only and the
Association will continue to pursue the debt

SECTION 9
PERFORMANCE MONITORING
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9.1

The Housing Services Sub Committee will monitor the effectiveness of this policy
and will receive the following information to allow them to do so;
o The actual amount of money collected during the period in relation to the rent
debit charged
o The current and former tenant arrears at the end of the accounting period
o The percentage of the total annual rent debit that is represented by current
tenant arrears
o The number of cases on a quarterly basis with legal action against them. The
legal action will be broken down by category
o The instances where an eviction decree has been received

SECTION 10
DISPUTES, TRAINING AND REVIEW

10.1

Any tenant who wishes to complain about the way in which they have been dealt
with under the terms of this policy or who wishes to appeal against a particular
decision should first contact their Housing Officer. If they are dissatisfied after
that they should consult the Associations Complaints Policy which is available on
request

10.2

Frontline staff dealing with rent arrears will be empowered with clear
responsibilities and will receive appropriate training and support

10.3

The policy will be monitored and reviewed as required but at least on a 3 yearly
cycle. The review will take account of legislative changes, new policy guidance,
best practice advice and the views of users.
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