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1.0 INTRODUCTION 
 

Wishaw and District Housing Association is a non-profit making organisation and relies solely on 
the income it receives from rents, and shared ownership occupancy charges to fund its activities 
and services such as carrying out repairs and improvements, repaying loans for new building, 
office costs and management services.  It is therefore extremely important that the Association 
ensures that it maximises its rental/occupancy charges income in order to safeguard the Association’s 
financial position.  However, the Association recognises that its ability to do so is likely to be severely 
compromised over the next few years as a result of the welfare reforms and, in particular, the 
introduction of the under-occupancy deductions and the end of direct payments to the landlords 
under the proposed Universal Credit. 
 
The Association also recognises that many individuals do experience periods of financial difficulties 
and may struggle to meet all their commitments.  The Association also realises that where high 
arrears accrue, they are often part of a wider financial problem.  As such, the issue of arrears can 
be embarrassing and emotional for people and the Association wishes to be seen as a sympathetic 
and supportive landlord. 
 
The Rent and Service Charges Collection Policy is intended to determine an overall approach to 
the collection of rent and services charges and the recovery of arrears that will protect the 
Association’s financial position while taking into account the difficulties and circumstances of the 
individual tenant/sharing owner.  In doing so the policy will provide guidance to both staff and 
residents as to the type of service and support that can be given, as well as the consequences and 
the action that will be taken in the event of persistent non-payment and/or non co-operation. 

 
 
2.0 LEGAL FRAMEWORK 
 

In all aspects of the process of rent and occupancy charge collection and recovery of arrears, the 
Association will conform and comply with all legislation, performance standards, guidance and good 
practice that directly and indirectly affect the recovery procedures. 

 
 
3.0 AIMS & OBJECTIVES 
 

The primary aim of the policy is to provide a framework that will encourage tenants and sharing 
owners to show a commitment to fulfilling their responsibilities to pay their rent/occupancy charges 
and to assist and support them to keep control of their rent/occupancy charge accounts and prevent 
arrears accruing.  In doing so, the Association will ensure that it’s financial position is protected by 
maximising it’s income and minimising the expense of legal action to recover high levels of monies 
owed. 
 
Arising from these overall aims of the policy are a number of key objectives which will influence the 
Association’s approach to the collection of the rent and occupancy charges due and will determine 
the day-to-day procedures that will be implemented by staff. These objectives are; 
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• Identify the collection of rent/occupancy charges and arrears control function as a priority task 
within Tenancy Services activities. 

• Promote a ‘payment culture’ amongst our tenants and sharing owners. 

• Support residents through the transition to Universal Credit payment. 

• Explore all options for maximising the housing element of universal credit for residents. 

• Where appropriate apply for direct payments. 

• Offer a wide range of options for making payments 

• Provide an effective arrears prevention and control system. 

• Give the highest priority to the early control of arrears. 

• Wherever possible, recover monies owned with the voluntary co-operation of the tenant / 
sharing owners. 

• Provide good quality information and advice. 

• As far as possible avoid further hardship, distress and/or financial difficulties for the household. 

• Use the most appropriate method of debt recovery. 

• Ensure fair, equal and sensitive treatment is offered to all residents. 

• Use the legal procedures for the recovery of the debt only when all other avenues have been 
investigated. 

• Pursue legal action for eviction or repossession only as a last resort. 

• Set realistic performance and collection targets and have effective monitoring procedures in place. 
 
 
4.0 DEFINITION OF ARREARS 
 

4.1 Arrears due to Non-payment of Rent 
 

Under the terms of our Scottish Secure Tenancy Agreement, a tenant’s rent becomes 
lawfully due on the 28th day of each month.  For all new tenants since 1st September 2011 
the rent is lawfully due on the 1st of each month.  Rent due that is not paid by this date 
constitutes an arrear and will show as money due on the individual’s rent account. 
 

 4.2 Arrears due to Non-payment of Shared Ownership Occupancy Charge 
 

The terms of the Occupancy Agreement state that the sharing owner is required to pay 
their occupancy charge on the 1st day of each calendar month.  Occupancy Charges due 
that are not paid by this date constitutes an arrear and will show as money due on the 
individual’s account. 
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4.3 Technical Arrears 
 

There are occasions when arrears will accrue in a rent/occupancy charges account for 
reasons other than non-payment by the tenant/sharing owner.  Technical arrears can arise 
due to:- 

 

• Delays in payments being posted to individual rent account. 

• Banking delays in processing payments such as Bank Standing Orders. 

• Payment cycles of Housing Benefit. 

• Delays in processing Housing Benefit claims. 

• Agreement between the tenant/sharing owner and the Association that the payment 
can be made after the due date 

 
In practice, most technical arrears will not be pursued as an arrear. 

 
However, where delays in processing the Housing Benefit claim are as a result of tenants / 
sharing owners not returning review forms or required information to the housing benefit 
office, the Association will hold the tenant / sharing owners responsible for the non-payment 
and may pursue payment. 
 
Once the tenant / sharing owner receives their housing element as part of their Universal 
Credit, the Association will not have access to the same level of information regarding a claim 
for assistance with the rent/occupancy charge.  Arrears that accrue as a result of delays in 
processing claims by the DWP or the provision of information by the tenant / sharing owner 
will therefore be regarded as a debt and will be pursued in line with the policy and procedures. 
 

4.4 Arrears due to repayment of Overpaid Housing Benefit 
 

Arrears created by the repayment of overpaid housing benefit cannot be taken into 
account in any legal action taken for the recovery of possession of the property and/or rent 
arrears, and will therefore not be not be included in the sums sought in any court action. 

 
4.5 Former Resident Arrears 

 
An arrear becomes a Former Tenant/Sharing Owner arrear at the end of the tenancy / 
shared occupancy agreement and, as such, can not be recovered by means of serving 
notices for the recovery of possession of the property and/or monies owed.  However, the 
former tenant / sharing owner shall remain responsible for clearing the arrear and these 
will be pursued in line with the Association’s Former Resident Debt Recovery Policy and 
Procedures.  
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5.0 FACTORS AFFECTING ARREARS 
 

It is accepted that the tenants and sharing owners that are most likely to fall into arrears are, 
mainly, those: 
 

• In low paid employment or have a constantly changing income. 

• On Housing Benefit but have a non-dependents deduction. 

• Have an under-occupancy reduction. 

• Are affected by the benefits capped. 

• In casual or temporary employment. 

• Temporarily off work through illness and claiming benefits. 
 
Additionally the introduction of the Universal Credit will result in many residents who have previously 
been on full Housing Benefit having to take on the responsibility for budgeting and making their 
own rent payments perhaps for the first time.  This may prove, for some tenants and sharing 
owners, to be a skill that needs to be learned and developed over time and, until these skills are 
embedded, payments may be erratic and result in arrears accruing. 
 
However, it is also recognised that a good ‘payment culture’ greatly helps to keep levels of arrears 
low as residents place a greater priority on paying the rent.  The Association will, therefore, seek to 
encourage tenants and sharing owners to attach the highest level of importance to the payment of 
rent/occupancy charge and to view it as a priority payment.  

 
 
6.0 METHODS OF PAYMENT  
 

The Association is committed to assisting all our residents to make payments lawfully due to the 
Association.  This includes ensuring that it is made as easy as possible for residents to make their 
payments in a manner that best suits them.  All options and methods of payments will be considered 
and made available by the Association wherever reasonable, appropriate and practical. 

 
6.1 Allpay Swipe Card 

 
Every tenant and sharing owner will be issued with an Allpay swipe card to allow them to 
make payments in cash, by cheque or by debit card at outlets around the country.  Residents 
will also be provided with details of how and where payment can be made. 

 
6.2 Direct Debit 

 
Tenants and sharing owners can mandate Allpay on the Association’s behalf to set up a 
direct debit with their bank to allow regular payments to be collected directly from their 
account.  Payments will be automatically adjusted by the Association to reflect any changes 
in the charges (e.g. as a result of the annual rent review and/or service charges). 
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6.3 Bank Standing Order 
 

Tenants and sharing owners can make their own arrangement with their bank to have 
regular payments paid to the Association directly from their account.  With bank standing 
orders, the onus is on the account holder to make any adjustments required as a result of 
changes in their rent/occupancy charge. 

 
6.4 Callpay (Telephone Banking) 

 
Residents will be issued with details on how they can make debit card payments into their 
rent account via the telephone banking system.  

 
6.5 Allpay Internet Banking 

 
Tenants will be provided with information and advice on how they can make debit card 
payments via the internet. 

 
6.6 Bank Payments 

 
Cash and cheque payments can be made through the Clydesdale Bank.  This facility will 
only be made available, when no other payment method is suitable.  

 
6.7 BACS Payments from ‘Jam Jar’ Accounts 
 

Due to the transaction costs involved in transferring payments from jam jar accounts, this 
method of payment will, when available, normally only be offered where the tenant or 
sharing owner has clearly identified difficulties in budgeting and making payments to their 
account. 

 
6.8 Cash Payments at the Office 
 
 Payments of cash will not normally be accepted at the office.  
 
6.9 Cheque Payments at the Office 
 

Payments by cheque will be accepted at the office. 
 
 
7.0 BANK CHARGES 

 
7.1 Cheque Payments 

 
Any payments made by cheque payments that are not honoured by the tenant’s / sharing 
owner’s bank due to insufficient funds being available in the account will incur a cost that 
will be added to the tenant’s rent account/sharing owner’s occupancy charge account.  
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7.2 Direct Payments from Tenant’s Bank Accounts 
 

Any payments to be made by Bank Standing Order or Direct Debit that are not honoured 
due to insufficient funds being available in the tenant’s / sharing owner account will incur a 
cost that the bank will automatically recharge to the tenant / sharing owner. 

 
 
8.0 ASSOCIATION RESPONSIBILITIES 
 

8.1 Promoting a ‘Payment Culture’ 
 

The Association recognises that many of our residents are on low incomes and/or have 
multiple debts.  Additionally, with the introduction of Universal Credit, there will be a number of 
our tenants that have been on full housing benefit and therefore have never had to make 
rent or occupancy charge payments.  Many of our tenants may not, therefore, see their rent 
as being a priority payment. 

 
The Association is committed to assisting our tenants and sharing owners with developing 
budgeting skills that places rent payment as a priority. 

 
8.2 Processing Payments 

 
The Association will ensure that all payments of rent, occupancy charges and/or arrears 
are processed and recorded as quickly as possible in order that both staff and tenants / 
sharing owners can be provided with an accurate statement of their account at any time.  
Efficient processing of payments will also ensure that staff are not pursuing an arrear that 
has, in fact, been paid or taking action when arrangements are being adhered to. 

 
8.3 Communications with Tenants and Sharing Owners 

 
Staff are committed to helping tenants and sharing owners with problems they may 
experience in paying their rent/occupancy charge and, to that end, will seek at all times to 
resolve problems by communicating directly with the tenant / sharing owner.  Residents 
will be given every opportunity to co-operate with the Association and to enter into a 
manageable payment arrangement that, as far as possible, will avoid further financial 
hardship for the household. 
 
However, where tenants / sharing owners refuse to maintain communication with the 
Association or continually default on arrangements made, the Association will actively 
pursue recovery action in line with the Association’s procedures.   

 
8.4 Record Keeping 

 
Staff will maintain accurate and comprehensive records of all payments, communications 
and action taken in relation to an individual’s arrears, including copies of letters and legal 
notices sent, correspondence with external agencies, details of telephone calls and copies 
of e-mails sent and received. 
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8.5 Advice and Assistance 
 

Staff will take a supportive approach when dealing with tenants and sharing owners that 
are in arrears and will, wherever possible, offer appropriate advice and assistance, including:- 

• Help in completing Housing Benefit application forms. 

• General benefits advice, particularly on entitlement to Housing Benefit. 

• General Debt and Financial advice on money management and savings 

• Referrals to independent advice agencies such as Money Advice, Citizens Advice 
Bureau, Welfare Rights Officers, etc. for more detailed or specialist advice 

 
 
9.0 RESPONSIBILITIES OF TENANTS AND SHARING OWNERS 
 

9.1 Payment of Rent 
 

The obligation for tenants to pay their rent is detailed in their Scottish Secure Tenancy 
Agreement and, for sharing owners, stipulated in their occupancy agreement. 
 
This obligation still applies to residents entitled to assistance with their rent who have 
responsibilities to ensure that they: 

• Submit an application for Housing Benefit/Housing element of the Universal credit 

• Provide all information required by Housing Benefit department /the Department of 
Works and Pensions to process their application within the timescales. 

• Return all review forms on time. 

• Liase with the Housing Benefit department /Department of Works and Pensions to 
check on progress of claim appeals or requests for backdated benefit. 

• Advise the Housing Benefit department /Department of Works and Pensions and the 
Association of any changes in their circumstances that would effect their entitlement to 
benefit. 

 
9.2 Contact with the Association 
 

In the event that an arrear does accrue in a rent/occupancy charge account, tenants and 
sharing owners are expected to respond to all requests to contact the Association to seek 
a resolution and to co-operate with staff in seeking a resolution. 
 
Failure to do so will be seen as unwillingness to co-operate with the Association and will 
be taken into account when deciding on appropriate action for recovery of the debt. 
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9.3 Clearing Arrears 
 

When tenants/sharing owners accrue arrears in their account, they have a responsibility to 
clear the account as quickly as possible by strictly adhering to the payments arrangement 
made. 

 
 
10.0 POLICY METHODS 
 

In order to achieve the Association’s goals and objectives with respect to arrears, the Association 
will have in place comprehensive procedures for arrears control and recovery that will reflect the 
following policy methods:- 
 
10.1 Arrears Prevention 
 

The over-riding approach towards arrears will be that the best means of control is through 
prevention.  Tenants and sharing owners will be encouraged to give the payment of their 
rent/occupancy charge the highest priority and will be given assistance, advice and support to 
ensure that they are in a position to meet their responsibilities to pay the rent/occupancy 
charge due. 
 
Until the full introduction of Universal Credit where payment is made to the tenant, the 
Association will seek to have all Housing Benefit payments made directly to the Association 
and will liaise with the Housing Benefit department to ensure that all claims are processed 
as quickly as possible in order to ensure that payments due are made promptly. 
 

10.2 Arrears Control 
 

The Association will seek to develop a firm but sympathetic and non-judgemental atmosphere 
which will encourage tenants and sharing owners to sustain contact with the office and enter 
into frank and honest discussions regarding their circumstances.  The Association will seek 
to establish early contact directly with the tenant / sharing owners and will endeavour to 
maintain contact until the arrear is cleared or under control. 
 
Early action and contact with the tenant/sharing owner will be a priority for staff in order to 
deal with the problem and, wherever possible, avoid a higher level of arrear accruing on 
the account. 

 
10.3 Arrears Recovery 

 
Although all tenants / sharing owners that accrue arrears will be dealt with in line with the 
Association’s policy and procedures, the method of contact and the approach towards the 
recovery of the debt will be influenced by the tenant’s / sharing owner’s individual 
circumstances, the staff’s relationship with the resident and the level of co-operation and 
commitment the tenant/sharing owners displays towards clearing the arrear. 
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Wherever possible, voluntary arrangements to repay the arrear will be made that are 
realistic, manageable and will not cause further financial hardship for the household. 
 
No formal or legal means of recovery will be implemented by the Association without the 
tenant / sharing owner being informed in writing and being given the opportunity to enter 
into a voluntary arrangement with the Association or to discuss the decision.   
 
Where applicable, the resident will be referred to external agencies such as Debt Counselling, 
Money Advice, etc. and the Association will liase with any such organisation mandated to 
represent the tenant/sharing owner. 
 
Whilst the Association will endeavour to be sympathetic toward the resident’s financial 
difficulties, the financial well being of the Association must remain a paramount consideration 
in the recovery of arrears. 

 
10.4 Means for Recovery of Arrears 

 
Where all attempts to reach a voluntary agreement with the tenant / sharing owner for the 
repayment of the arrear have failed, the Association will consider other means of recovery 
of the debt. 
 
10.4.1 Direct Payment of Housing Benefit/Housing Element of Universal Credit 

 
Where there is no mandate for Housing Benefit payments to be paid directly to the 
Association, the Association will request direct payments for any tenant / sharing 
owner whose account is eight weeks in arrears.  The tenant will be advised of the 
Association’s request but, in line with Housing Benefit legislation, their permission 
is not required. 
 
Where a tenant on Universal Credit has accrued a level of arrears of eight weeks, 
the Association will apply for payment of the Housing Element to be made directly 
to the Association. 
 

10.4.2 Arrears Direct 
 

Where the tenant is on Income Support, or equivalent or Job Seekers Allowance, 
Pension Credit or Employment and Support Allowance and is at least eight weeks 
in arrears of rent, the Association can apply to have payments deducted from the 
tenant’s benefits and paid directly to the Association via Arrears Direct.  Alternatively, 
with the tenants consent, deductions can start when at least four weeks arrears of 
rent is outstanding. 
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10.4.3 Wage Arrestment 
 

The Association may consider making application to the courts for an arrestment 
of the tenant’s wages.  The application will normally also include a claim for expenses. 

 
10.4.4 Small Claims Court 

 
Where the arrear is below £3,000 and is not increasing but has been outstanding 
for some time, the Association may consider applying to the courts for an order of 
payment.  The application will normally also include a claim for expenses. 

 
10.4.5 Credit Consultants/Debt Collection Agencies 

 
Credit consultants and debt collection agencies will not normally be used for the 
recovery of rent arrears from current tenants / sharing owners of the Association. 

 
10.5 Legal Action for Recovery of Rented Property 

 
No legal action for the recovery of either the property and/or the debt will be instigated until 
all other means of recovery have been considered or have proved unsuccessful and all 
pre-action protocols have been satisfied. 

 
Legal action against tenants will normally be raised as conjoined action for recovery of the 
property and monies owed.  As the Association’s legal expenses cannot be recovered 
without a Court Decree, actions raised will normally also allow for the recovery of legal 
costs incurred by the Association.  In cases where it is not considered appropriate to 
seek possession of the property, authorisation may be given by the Board of Director 
for the action to be for the repayment of the sum outstanding only. 

 
 10.6 Legal Action for Repossession of Shared Ownership Properties 
 

No legal action for the repossession of a shared ownership property will be instigated by 
the Association until all other means of recovery have been considered or have proved 
unsuccessful.  However, where repossession action is to be instigated by the sharing 
owner’s lender, the Association is obliged under the Co-operation Agreement to join in the 
action. 

 
10.7 Enforcing Decrees for Eviction 

 
A decree for eviction granted by the Court will only be enforced as an absolute last resort 
and strictly in line with the Association’s Evictions and Repossessions Policy and Procedures. 
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11.0 SERVICES TO TENANT 
 

11.1 Improvements to Rented Properties 
 

Where a tenant has accrued substantial arrears or has consistently refused to co-operate 
with the Association or has had Notices served on them, the Association retains the right 
to withdraw that tenant’s home from any programme of improvement works such as the 
renewal of kitchens, bathrooms, window units, etc.where it is believed that such an approach 
will assist with case management 

 
The decision to remove a property from the improvement programme will be considered 
jointly by the Tenancy Services and Technical Services departments and will take into 
account the costs and effects on the Association. 

 
11.2 Right To Purchase Applications 

 
In keeping with Sections 46 and 47 of the Housing (Scotland) Act 2001, the Association 
will not process any application to purchase a property where the tenant(s) has outstanding 
rent arrears on their account.  However, the tenant(s) will be given the opportunity to clear 
the arrear and then re-apply to the Association to purchase their home.  

 
 
12.0 REFUNDS TO TENANT AND SHARING OWNERS 
 

Before the Association refunds all or part of a credit that has accrued in a tenant’s / sharing 
owner’s account, the Association will take into consideration:- 

• The previous pattern of payment. 

• Any history of arrears. 

• Entitlement to assistance with housing costs 

• Any monies owed to the Association. 

Where the tenant owes monies to the Association (for example Rechargeable Repair) the tenant’s 
permission to use the credit towards clearing the debt will be sought. 

 
 
13.0 WRITE-OFFS OF ARREARS AND CREDITS 
  

Although an arrear may be written-off it may be resurrected at any time, and be actively pursued by 
the Association. 
 
A current tenant’s / sharing owner’s arrear will not normally be written off unless the tenant / 
sharing owner has been sequestrated and the debt has legally become uncoverable. 



12 
\\sbs01\sys\working files\Policies and Procedures\Tenancy Services Policy\Rent Collection Policy.doc 

Credits in the rent account of current tenants will not normally be written off but will either be 
refunded to the tenant / sharing owner or used, with the tenant’s permission, to clear other monies 
owed to the Association by the tenant/sharing owner.  
 

 
14.0 MONITORING OF COLLECTION AND ARREARS LEVELS 
 

Members of the Tenancy Services Department shall be responsible for identifying and pursuing 
new arrears cases as well as the regular monitoring and pursuing of ongoing individual arrears 
cases.  The Housing Operations Manager shall be responsible for the overall monitoring of 
individual staff member’s performance in relation to arrears and for ensuring that the Association, 
as far as possible, meets it targets. 
 
The Board of Directors will be provided with quarterly and annual reports giving statistics and 
details such as collection rates, arrears levels, trends, performance against targets and cases that 
have been referred to court, and are charged with using the information to monitor the Association’s 
rent collection performance. 

 
Reports will be reviewed from time to time, to ensure they are providing the Board with sufficient 
and relevant information.  

 
 
15.0 TARGETS 

 
When setting the Association’s internal performance target for collection and arrears, consideration 
will be taken of past and current performance, as well as the latest peer group and sector averages 
and performance figures. 

 
 
16.0 APPEALS AND COMPLAINTS 
 

Any appeals or complaints in relation to this policy, its implementation or its operation will be dealt 
with in line with either the Association’s Appeal’s procedures or its Complaints procedures as 
appropriate. 

 
 
17.0 CONFIDENTIALITY 
 

All personal information provided to the Association during the course of implementing the policy 
and procedures will be treated with the strictest of confidence.  Any reports made to the Board of 
Directors will be made anonymously. 
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18.0 ACCESS TO PERSONAL FILES 
 

Under the Data Protection and Access to Information legislation, tenants and sharing owners have 
the right to request access to information held by the Association pertaining to their tenancy, 
shared ownership and/or their former tenancy/shared ownership.  Requests for access will be 
processed in line with the Association’s relevant policy and procedures. 

 
 
19.0 EQUAL OPPORTUNITIES 
 

Wishaw and District Housing Association is committed to Equal Opportunities and will endeavour 
to ensure that all functions within the rent collection are carried out in a fair and undiscriminating 
manner in line with both the Rent Collection Policy and the Equal Opportunities Policy. 

 
To ensure that the Association’s rent collection procedures are understood by all affected parties 
and that everyone concerned has access to the relevant information and advice, translation and 
interpretation services will be provided where required and, where appropriate, information will be 
made available in other formats including tape, Braille and large print.  These services will be 
provided in line with the Association’s Translating and Interpreting Policy. 

 
 
20.0 CONSULTATION 
 

The Association will seek to carry out a consultation exercise on any proposed review and/or 
amendment to the Rent Collection Policy and, where appropriate, will seek comments and views 
from interested and affected parties.  All appropriate and relevant comments and views formally 
expressed and submitted to the Association as part of the consultation exercise will be considered 
by the Board of Directors. 

 
 
21.0 REVIEW OF THE POLICY 
 

The full Rent Collection Policy will be reviewed at least once every three years. 
 
 
Document History 

 
First Adopted at Management Committee –  20 November 1989 
First Revision by Management Committee –  17 March 1998 
Second Revision by the Board of Management –  18 December 2001 
Third Revision by the Board of Management –  3 June 2003 (only to make alterations as  
        required by the Housing (Scotland) Act 2002 
Fourth Revision by the Board of Directors  –  4 July 2006 
Fifth Revision by the Board of Directors   – 27 August 2013 
 
 


