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DALES HOUSING LIMITED
RENT COLLECTION AND ARREARS RECOVERY POLICY

1. INTRODUCTION

The aim of Dales Housing is to ensure that: 

· all rent and other charges payable by Tenants, Leaseholders, Shared Owners and other customers are collected within agreed timescales. 

· all customers are offered an appropriate method of paying any rent and other charges due. 

· tenants and other customers are told clearly of their obligations to pay rent and other charges and are kept informed on a regular basis about the amount they are required to pay.

The aim is to minimise arrears of rent and other charges.  Whilst a serious view will be taken of all arrears, it is recognised that Tenants and other customers may have a number of issues that need to be taken into account before recovery action is taken.  A caring and realistic approach will be adopted, but with the firm objective of always recovering the debt. 

2.
OBJECTIVES OF THE RENT COLLECTION AND ARREARS POLICY 

These are:

· To prevent Tenants and other customers falling into arrears.

· To achieve the highest possible collection rates of rent, service and other charges.

· To ensure that all customers are made aware of their responsibility to pay their housing charges, and the consequences if they fail to do so including advising Tenants of their loss of status should they become a Tolerated Trespasser.

· That all new tenants receive appropriate advice and assistance on the payment of rent and other charges at the time they sign the tenancy agreement.

· To encourage customers to use the swipe card or direct debit to pay the charges due as appropriate.

· To provide welfare benefit advice to customers including, if necessary, referral to specialist local agencies to help maximise income for clients.

· To provide initial debt counselling to customers with multiple debts including referral to appropriate debt management agencies and welfare benefit agencies.

· To ensure that customers are given regular information on the level of charges they are expected to pay and a minimum of two account statements each year.

· To prevent arrears by early intervention and regular contact with customers who fall into arrears.

· To agree realistic and appropriate repayment agreements with tenants in arrears.

· To take all reasonable steps to reach agreements with Tenants which will recover arrears and wherever possible enable them to stay within their homes.

· To use eviction only as a last resort and to continue to consider alternatives even where a warrant for possession has been obtained.

· To consider the use of a range of methods such as reputable external debt collection agencies to pursue bad debts and former tenants’ arrears.

· To ensure that any action taken in connection with this policy is in accordance with the Company’s Equal Opportunity, Equality and Diversity Policy.

3.
PRINCIPLES OF RENT COLLECTION AND ARREARS POLICY ARE THAT:

· All employees are fully aware and trained on policies and procedures with regard to rent collection and arrears recovery.
·   All employees will be required to adopt a firm, sensitive and non-threatening approach to undertake early action. They will offer supportive advice and guidance to tenants encountering difficulties at the earliest opportunity.
·   All rent arrears will be pursued fairly, consistently and equally, and all the appropriate options for arrears recovery will be used as detailed in the procedures.  

·   The needs of customers who are vulnerable or who have other particular circumstances or needs will be taken into account, and appropriate assistance and advice provided, to ensure that they are not disadvantaged in any way.
·   All available remedies will be used to prevent arrears. Eviction will be used as a last resort.  
·   No Court hearing will be scheduled unless Dales Housing has complied with the Pre-Court Action protocol
·   That all evictions are formally sanctioned by a Senior Manager or in their absence by the Head of Tenancy Services and only after all the circumstances relevant to the case have been considered.
4. PERFORMANCE INDICATORS

The Board will approve Key Performance Indicators measuring the effectiveness of this policy.

5.
RESPONSIBILITY
The Head of Tenancy Services has overall responsibility for the implementation of this policy.
6. CONSULTATION

Consultation on the rent collection and arrears policy will be taken formally         through the relevant Tenant Groups. 

7.
MONITORING 

The implementation of the Policy will be monitored on a quarterly and annual basis and monitoring reports will be presented for Area Panels, the Tenant Liaison Group and Board Meetings. These will illustrate how the Rent Collection and Arrears Policy is being implemented.  Monitoring against agreed performance targets will measure the effectiveness of the Policy.  

8. REVIEW

The effectiveness of this policy will be reviewed every two years or on the introduction of new legislation and/or guidance.
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