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Rent Collection and Recovery Policy- Tenant Arrears 
 

 Introduction and Scope  
 

 Mount Green Housing Association relies on the income it receives in order to provide a wide 
range of services to residents. It is therefore extremely important that we minimise the loss of 
rental income in order to safeguard Mount Green’s financial position whilst being mindful of our 
role as a social landlord. Mount Green aims to maximise income, minimise debt and act in a way 
that sustains all our tenancies.  

 
 Income management is no longer just about rent collection and arrears reduction. Many people 

on low incomes in social housing are excluded from affordable financial services and struggle to 
manage limited personal resources.    It therefore requires a more proactive approach to both 
arrears prevention and collection. Welfare reform and the introduction of Universal Credit 
continues to pose a risk to our rental income. In most cases, the ‘Housing Costs Element’ of 
Universal Credit – which replaces Housing Benefit – is paid directly to the ‘lead’ claimant in the 
household. Benefit Payments will be made on a monthly basis in arrears but the resident will be 
responsible for paying the full rent in advance as well as additional contributions towards any 

arrears.  

 
 Mount Green recognises the economic and social cost of eviction and therefore we will take a 

preventative and proactive approach to dealing with rent arrears. The Pre-action Protocol for 
Possession based on Rent Arrears, which came into effect in October 2006, applies only to 
assured and secure tenancies. However, we will follow this Protocol when recovering monies 
owed by residents with assured shorthold tenancies or residents occupying accommodation 
provided by any other agreement. 

 
 This policy applies to collection of arrears of rent and occupancy charges which include service 

charges and to all residents of Mount Green rented property.   This policy will also apply to the 
collection of Garage rental income and arrears. This Policy does not apply to shared owners or 
leaseholders who are covered in separate policies and procedures. 

 For the purposes of this policy the term rent implies the total monthly or weekly charge inclusive 
of any service, heating charge, water rates or independent living charges. 
 

 Policy Objectives  
 

 In our Rent Arrears Policy we aim to; 

 Promote a payment culture, encouraging early payment and preventing residents falling into 
arrears. 

 Complete pre-tenancy work with prospective residents to ensure they understand their rent 
and other charges together with their responsibilities before they accept an offer of Mount 
Green accommodation. 

 Identify arrears at an early stage and manage them in a firm, fair and proactive manner. 
 Support residents to sustain their tenancies.  
 Work with residents to enable financial inclusion and to minimise debt and rent arrears. 
 Make referrals to internal and external advice and support agencies as appropriate.  
 Communicate with residents in a manner that is positive and solution-oriented at all times. 
 Encourage residents to contact us regarding any changes in their financial circumstances. 
 Encourage residents to contact us if they are experiencing difficulties with managing their 

finances that will result in missed rent payments. 
 Tailor our approach to individual residents and families, responding sensitively and being 

flexible to their needs. 
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 Work with other agencies as appropriate to ensure that residents understand their contractual 
obligations and receive appropriate advice and support. 

 Effectively recover rent arrears in a timely manner, where eviction is seen as a last resort. 
 Act consistently and in accordance with the principles of the protocol for rent arrears possession 

claims. 

 
 Definitions 

 
 Rent- A payment due to us, as set out in the occupancy agreement.  

 Arrears- Monies owed to us by a resident when payments have not been made.  

 Discretionary grounds for possession – Grounds for possession we use when serving a notice in 
which the court can make a discretionary decision to grant an order for possession. 

 Mandatory grounds for possession – Grounds for possession we use when serving a notice in 
which the court must make a mandatory decision to grant an order for possession.  

 Alternative Payment Arrangements (APA) – An arrangement where Universal Credit can be paid 
in an alternative way to one monthly payment, this may include paying the Universal Credit more 
often than monthly, splitting it between the claimant and their partner, or paying Universal Credit 
directly to Mount Green as landlord. 

 Resident Obligations 
 

 We consider rent a priority debt and therefore residents are responsible for paying their rent, 
service charges and Independent Living charges as set out in their agreement.   It is also the 
residents’ obligation to inform us if they are having any problems paying their rent or if they are 
likely to fall into arrears.  

 All our occupancy agreements state that rent must be paid in advance irrespective of the method 
of payment.   Housing Benefit and Universal Credit is usually paid in arrears.  All residents must 
have a credit on their rent account to comply with their occupancy conditions.  

 For monthly tenancies, the credit should be a minimum of a quarter of a month’s rent and for 
weekly tenancies, the credit should be a minimum of one week’s rent. This will help to promote a 
positive payment culture and will mean that the resident has a small buffer should their 
circumstances change. 

 

 Pre-tenancy 
  

 Ensuring that residents comply with their legal rent payment obligations from the start of the 
tenancy is essential to ensure tenancies are sustained in the long term.   Mount Green will; 

 Complete an affordability assessment before any offer of accommodation is made.  This will 
ensure that the prospective tenant is aware of the cost of their new home and Mount Green are 
confident that they can afford it.  

 Refuse nominations where a prospective resident is assessed as being unable to afford to live in 
a Mount Green property. 

 Before a new tenancy agreement is signed the prospective resident will be required to pay the 
rent in advance.    We may make exceptions to this policy if an applicant can evidence that they 
are facing extreme financial hardship.  Any exceptions will be subject to the approval of the 

Housing Services and Independent Living Managers. 
 

 Where a new resident is claiming Universal Credit and is identified as vulnerable in accordance 
with definitions set out by the Department for Work and Pensions, an immediate request for an 
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Alternative Payment Arrangement (APA) will be made. This means that the rent element of 
Universal Credit will be paid directly to Mount Green.  

 

 Promoting a payment culture 
 

 Encouraging early payment and preventing residents falling into arrears will always be our first 
step. We understand the value of using a range of preventative measures to help sustain tenancies 
and minimise the use of possession action.   Our preferred payment method is payment by Direct 
Debit, however we will accept alternative payment methods based on tenant need.    Mount Green 
will;  

 Promote a rent payment culture, highlighting the connection between rent payments and our 
ability to provide a high quality service.  

 Refer residents who require advice and support with welfare benefit applications to other 
agencies or Mount Green’s welfare benefit service. 

 Foster a positive relationship between officers managing rent accounts, local authorities, 
Department of Work and Pensions and the Court User Groups. 

 Encourage payment by Direct Debit, as our preferred payment option, and provide residents 
with alternative payment options if required.  

 Closely monitor rent accounts to identify problems at an early stage.  
 Empower residents to keep themselves informed about their rent account balance through an 

online resident’s portal.   
 Identify any vulnerabilities or additional needs and refer residents to appropriate support 

services. 
 Identify any communication needs and provide information in alternative formats if required.  
 Publicise the consequences of accumulating arrears via Newsletters and other resident 

communications.    
 Provide residents with clear and straight forward information on their responsibilities, payment 

methods and available support at sign-up. This will be followed up with a settling-in visit after a 
specified period to ensure a rent payment method is in place.   

 Take steps to maximise income, including promoting benefit take-up, training, employment 
support, offering assistance in managing finances and referring to appropriate agencies where 
necessary. 

 Encourage residents to inform us of any change in personal circumstances and any likelihood of 
missing a payment.  

 Encourage residents to pay their rent directly to Mount Green out of their Universal Credit 
payments via Direct Debit.      

 Make applications for direct payments from a residents’ Universal Credit claim where they fall 
within Department for Work and Pensions vulnerability criteria.    

 
 Providing assistance for residents in arrears 

 
 If arrears do arise, we will engage with the resident to identify and tackle the causes. We are aware 

that one missed payment, no matter how small, could place low income households in a financial 
position that it is difficult to recover from. Mount Green will; 

 Present information in easily accessible formats and ensure residents understand that they are 
in arrears and what this means.  

 Understand the personal circumstances of the resident and any household members, wherever 
possible through personal contact.  

 If a resident in arrears is identified as vulnerable or in need of debt advice we will liaise with the 
relevant support agencies and internal departments as appropriate  

 Complete income and expenditure forms with residents in rent arrears and provide budgeting 
advice.  

 Make every effort to make an affordable agreement with the resident to repay the arrears 
within a set time period.   
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 Liaise with Housing Benefit officers where the resident is eligible for Housing Benefit.  
 Signpost residents to debt counselling or other relevant advice agencies.  
 Accept Third Party Deductions from the legacy benefits of income support/job seekers 

allowance as a repayment arrangement.   
 Seek direct payments from Universal Credit where agreements to repay arears have been 

broken.    

 Provide housing options advice where rent arrears have arisen due to a change of circumstances, 

such as under occupation.  
 

 If a resident falls into arrears we will work with them to make arrangements to clear their debt 
with us, outlining the importance of maintaining regular payments to their account and 
highlighting the consequences of not doing so.  

 We do not offer our residents financial advice or debt counselling.   Our Welfare Benefit Officer 
will offer assistance where appropriate and refer to appropriate agencies. Residents wishing to 
seek financial advice or debt counselling will be signposted to suitable independent agencies 
which can include the Citizens Advice Bureau or the Money Advice Service.   

 Taking enforcement action 
 

 Possession proceedings will only commence when all other steps have been taken and all 
reasonable options to tackle the debt have been attempted. Mount Green will ensure it is 
operating within the law at all times and may seek external legal advice at any point in this process.   

 Details of the specific grounds we use for possession can be found in our Grounds for Possession 
Policy. Mount Green will; 

 Identify any vulnerabilities before any proceedings are issued, paying particular regard to the 
Equality Act 2010 and will refer residents to relevant support agencies as appropriate. 

 Consider alternative options to possession action at all stages of the process. 
 Consider using the mandatory Ground 8 in Notices of Seeking Possession where it is 

proportionate to do so.  
 Take all reasonable steps to prevent evictions from occurring 
 Keep the resident informed of all the action we take and continue to offer advice and 

information to the resident on debt repayments, the requirements of court orders and where to 
obtain independent legal advice. 

 Encourage residents to attend court as appropriate and give information on sources of 
independent advice and support 

 Liaise with relevant internal departments 
 Notify Local Authority homelessness teams of households at risk of homelessness.   

 
 We will not normally issue possession proceedings for arrears if: 

 
 The resident is complying with an arrears repayment agreement; or there is a reasonable 

expectation that the Housing Benefit claim will be paid within an acceptable period.  
 The resident has provided the local authority with all the evidence necessary to process a 

Housing Benefit claim and the resident has paid other sums due not covered by Housing Benefit 
 A resident is verified to be in receipt of the housing element of Universal Credit or an application 

has been made for a direct payment and the resident has been making payments towards a 
proportion of the rent 
 

 Assured short-hold fixed term tenancies 
  

 During the probationary period the rent account will be monitored closely and the usual income 
collection procedures will apply.  
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 Where a resident fails to engage and comply with a payment agreement, a decision may be taken 
to end the tenancy by issuing and enforcing a s.21 (Notice Requiring Possession). Conditions 
under which the notice can be issued can be found on the s.21 form.  

 Payment history will also form part of the assessment process undertaken towards the end of the 
fixed period and may result in the decision not to issue a new fixed term tenancy. 

 

 Post tenancy  
 
 We aim to minimise losses from former residents who leave owing rent by: 

 Pro-active early intervention and arrears management while the tenant is still in residence  
 Stipulating that rent accounts must be cleared at the end of the tenancy and a forwarding 

address is provided.  
 Making every effort to ensure that when a tenancy is terminated and the resident is claiming 

Housing Benefit or Universal Credit, the Local Authority and the Department for Work and 
Pensions are informed. Where a resident leaves a property with arrears we will follow our 
Former Tenant Arrears Policy. 

 

 Contact with residents 
 
 We will be proactive in establishing direct personal contact at all stages of income collection and 
arrears management. As well as writing to residents, we will use a variety of methods to facilitate 
personal contact, including home visits, telephone contact, e-mail and text messaging.  

 We will provide information in alternative languages or alternative formats if required. We will 
log and maintain records of all communication and correspondence made with residents 
regarding their arrears. 

 Loss of rights for Residents in arrears with assured and secure tenancies 
 
 Residents in arrears of a specified period may not be granted a joint tenancy from a sole tenancy 
and will not normally be eligible for transfer or mutual exchange. There may be situations where 
discretion can be used to allow a management transfer for a resident in rent arrears.   This may be 
when a resident is being harassed or where the resident is experiencing severe financial hardship  

 Residents on a starter tenancy will not immediately move onto an assured or fixed term tenancy 
if they are in rent arrears. Mount Green will consider extending the starter period up to 18months 
with an agreement in place to clear arrears within this time. 

 Where and in accordance with our Allocations Policy we agree for a resident in arrears to transfer 
to another of our properties, it will be a condition of the transfer that the resident signs an 
appropriation agreement as part of their new tenancy agreement. 

 Compensation/Rent Refunds 
 
 Where a resident has been awarded compensation or a rent refund, we may offset any such 
payment against any outstanding debts, including the current month’s rent.  

 Rent is payable in advance so any compensation payment or rent refund will be offset against any 
rent arrears.  
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 Other debts 
 
 We recognise that residents in rent arrears may also owe other debts to Mount Green, such as 
court costs, rechargeable repairs and other sundry debts. Where multiple debts exist we prioritise 
debts in the following order: 

i. Current rent and service charge arrears 

ii. Unpaid current Independent Living charges 

iii. Garage Rent Arrears 

iv. Current repairs recharges 

v. Court costs, former resident recharges and miscellaneous debts 

vi. Former resident arrears 

 Confidentiality 
 

 All interviews regarding arrears will be carried out in confidence. The details of a resident’s rent 
account will not be made known to people outside Mount Green Housing Association except 
where court action is being taken and without permission from the resident.  When dealing with a 
phone query, we will not disclose personal information without first confirming the resident’s 
identity.  

 Should the resident be deceased, we will ask to see proof of Power of Attorney or Executor of the 
Will prior to discussing the deceased residents rent account.  

 Where we have identified that a resident is vulnerable and is at risk of eviction, we may contact 
the relevant support services, as appropriate. This will only be done on a case by case basis, and in 
line with our data protection policy.  

 We will release information on residents who are at risk of homelessness to the Local Authority 
and as part of our duty of care to prevent homelessness. The type of information and the purposes 
for which it can be used will be governed by the individual protocols we have in place with each 
local authority. We will share information with the Department of Work and Pensions where 
relevant. 

 Procedure 
 

 See separate Rent Collection Procedure. 

 
 Monitoring  

 
 We will monitor arrears performance and evictions regularly to ensure the effectiveness of this 
policy.   
 
 We will regularly report to the Board of Mount Green on arrears performance against annual 
targets. 
 
 We will review our rent collection policy and procedures every three years or in line with 
changes in legislation in order to continuously improve our services and performance. 
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 Equality, Diversity and Inclusion  
 

 Mount Green respects and values the differences of our residents, partners and staff. We will 
treat all residents fairly and with respect.  
 
 For residents whose first language is not English, we will provide any necessary support they 
need throughout the arrears process, this could include translating information or providing an 
interpreter if needed.  
 
 We will communicate with residents in the way that suits them wherever possible. We will 
provide tenancy information that is easy to understand and we will communicate in an 
appropriate way.  We will use a combination of letters, visits, text, email and telephone contact 
to ensure that residents are able to understand the issues and the potential consequences of 
non-payment of rent.   
 
 We will monitor evictions to identify any trends and any equality and diversity issues that may 
arise. 
 

 Consultation and Publicising the Policy  
 
 This policy has been consulted on via our website and our engaged resident groups.  

 
 This policy will be publicised to residents through: 
 

 Leaflets 
 Our website 
 Resident Engagement Forums  

 
 
 
   


