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What are we trying to achieve and why? 
 
Introduction  
This strategy builds upon our previous income collection strategy that was agreed by 
Board in November 2012. This sets out the key objectives that deliver a detailed 
action plan for the future development and improvement of the income collection 
service to be undertaken by Progress Housing Group to ensure that all rental income 
is collected effectively and efficiently.   

This income collection strategy supports and drives the income collection service in 
an operational context and explains how it fits within the strategic framework of our 
organisation.  It details key objectives and priorities of the organisation in relation to 
income collection, the context in which we are trying to tackle debt issues, the 
legislation with which we have to comply and how we will monitor and review what we 
are doing.  

This strategy will convey clear and consistent messages about our service ethos to 
staff, tenants and those within the voluntary and statutory agencies who have an 
interest in our service provision.   

The prevention and effective management of rent arrears is critical in terms of 
maximising the resources available to the Group, so that we can guarantee future 
financial viability to maintain and improve our stock, fund the development of new 
stock and provide good quality services to customers.   

This revised strategy sets out the delivery of this service for the next 3 years.
 
Policy Statement 
Progress Housing Group will provide for an efficient income collection service in order 
to meet its objectives to provide for excellent services, build an even stronger 
organisation, put customers at the heart of our business and serve local communities. 

The overall aim of the Income Collection Strategy continues to be prevention allowing 
us to maximise rent collection, minimise tenant debt and enable tenants to maintain 
their tenancy wherever possible. 

We are committed to working with other statutory and voluntary agencies to agree 
effective measures to prevent rent arrears, former tenant arrears and sundry debt 
from occurring in the first place.  We will work with the appropriate statutory and 
voluntary agencies to support our vulnerable tenants. 

We believe that tackling rent arrears, former tenant arrears and sundry debt is a key 
part of delivering sustainable communities and improving the quality of life of our 
residents. 

We are committed to taking prompt action when rent arrears, former tenant arrears or 
sundry debts occur, in an effort to make the repayment of the debt achievable. 

The Welfare Reform Act 2012 has changed the way some of our tenants receive their 
benefits and though the impact of this change has not yet become clear we are 
committed to providing an income collection service that meets the needs of our 
tenants. 
 
Aim and Objectives 
Strategic Aim One: Put customers at the heart of business 
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Our priorities are detailed in the action plan set out below. 

Strategic Aim Two: Serve local communities 

Our priorities are detailed in the action plan set out below. 

Strategic Aim Three: Provide excellent services 

Our priorities are detailed in the action plan set out below. 
Strategic Aim Five: Build an even stronger organisation 
Our priorities are detailed in the action plan set out below. 
 
 
 
Protected Characteristics 
We will not treat anyone less favourably than any other person or group of people 
because of their protected characteristics as set out in the Equality Act 2010 and we 
will take all matters concerning income collection seriously and will take prompt and 
effective action. 

 

Where are we now? 
Progress Housing Group has adopted a firm approach to reinforce a consistent 
message that the Group will lack tolerance with regard to rent arrears, former tenant 
arrears and sundry debts.  This does not mean that legal action is the only response 
considered by the Group; it means that monies owed to the Group is challenged and 
the aim is to get the monies outstanding recovered in a prompt and effective manner.  

PHG will consider and use the legal powers available to them to assist in the recovery 
of monies outstanding to them where the resident will not agree or adhere to a 
payment plan.   

Activities to promote efficiency savings will continue to be undertaken. Where it is 
reasonable and appropriate to do so, PHG will undertake self-representation in the 
County Court for the remedying of rent arrears, former tenant arrears and the 
collection of sundry debt. 
 
 

What we need to do to achieve our aim? 
Prevention of Rent Arrears, Former Tenant Arrears and Sundry Debts 

We will continue to review current income collection procedures to enable a more 
efficient and effective rental income collection service. 

The Welfare Reform Act 2012 and the introduction of Universal Credit means it is now 
crucial that we take a proactive stance in combating arrears and helping tenants to 
pay their rent on time.   We have a PHG Under Occupancy Strategy in place, which 
strives to ensure that the new benefit changes do not affect a tenant’s ability to pay 
their rent.   

We will continue to carry out tenant profiling to identify which benefit reforms are likely 
to affect which households and proactively advise them via the PHG financial 
inclusion team.  

For all tenancies preventative and proactive work will take place as follows. 
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Offer of Accommodation  

Tenants are advised of their rent liability and that payment for the first weeks rent is 
due when the signing up of the accommodation takes place and that failure to provide 
for the first weeks rent could result in the offer of accommodation being withdrawn.  

Tenancy Agreement 

Tenants are advised of the duty to pay rent and service charges in line with the 
tenancy agreement.  Progress Housing Group will continue to review the range of 
payment options open to tenants to pay charges that are due to the Group and in 
some circumstances where it is appropriate to do so, payment by direct debit may be 
the only option offered”.  

Advice on housing benefit or Universal Credit will be given to a tenant at the sign up 
stage to ensure that the initial application is submitted in a timely manner. Tenants will 
be advised of how important it is to provide any supporting documentation that is 
required to complete their application and enable their claim to be processed. 

Rent Statements  

We will issue quarterly rent statements to our tenants (which may be in electronic or 
paper format) in addition to the annual rent increase notifications. Rent statements will 
also be provided on request. 

We will issue all current and former tenants who fall into arrears with rent statements 
so that they are kept informed of the debt that they owe to the Group. 

Auto Escalation 

We have introduced the auto escalation of low level rent arrears management .This 
involves letters automatically being sent out to tenants who owe rent. We will continue 
using auto escalation as a way of managing all of our current and former tenant debt, 
enabling targeted effective action on those in breach of their tenancy. 

Communication 

We will continue to communicate with our customers in their preferred method of 
contact which includes letters, telephone calls, text messaging, and emails etc., so 
that the management of their rent account, sundry debt or former tenant arrears can 
be undertaken in an efficient and effective manner.  

The introduction of Task Manager will enable us to manage an effective efficient text 
messaging service to a large number of customers who fall into rent arrears. This will 
allow for an improved more timely and responsive service to customers who fall into 
rent arrears.  

We will promote the financial inclusion team by way of campaigns of awareness 
raising and marketing so that our customers are encouraged to contact us to obtain 
appropriate money management advice and guidance whenever they need it.  In 
addition all staff will continue to be encouraged to sign post customers to external 
financial inclusion related organisations when appropriate to do so. 

We will also promote the ‘need to pay on time’ for our customers through campaigns 
of awareness raising and marketing, so that our customers continue to be encouraged 
to give their rent payments and their arrears payments a high priority and to make 
payments in a timely manner.  
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Visits  

A new tenant’s visit will take place within 6 weeks of the tenancy commencing for our 
general needs and sheltered tenants, during this visit the rent account and benefit 
issues will be discussed as a priority.  

Benefit entitlement for tenants of supported living properties will be discussed as part 
of the tenancy sign up process.  Staff work closely with the tenant and their support 
workers, advocates and family representatives to ensure that applications for benefit, 
including housing benefit are submitted on time.  

Tenant Profiling 

We will look to identify the most likely households who might need support from the 
start of their tenancy, help with payments and information, and consider what is likely 
to be the most effective action for them.  We will utilise both the income collection 
team and the financial inclusion team to work with these households to carry out 
preventative advice, support and guidance regarding their rental obligations.  

We will look to highlight and target specific groups that are more likely to fall into both 
current and former arrears as part of our annual income collection action plan.   

Sustainability 

Whilst we will consider all the legal powers provided to us to enforce the payment of 
debt outstanding, we will strive to prevent arrears and sundry debts from occurring in 
the first place.   

We will make our customers aware of the need to pay their rent and other charges on 
time and we will make it as easy and convenient as we are able for them to do so. 

We will encourage our customers to pay by way of direct debit and we will introduce 
‘any day’, paperless direct debits so that payments can be made at a time that is 
convenient to our customers.  

Partnership Working 

We shall work in partnership with our customers, other housing providers and public 
agencies to prevent and tackle poverty and debt in our neighbourhoods.  

There is usually no one single agency responsible for finding a solution to resolve 
debt problems and it often requires partnership working between a variety of agencies 
to do so. 

PHG are actively supporting the Working with Families initiative to deliver joint 
working to support families and to increase the opportunity of an improved lifestyle, 
whilst preventing debt. 

 

Legal Action  

We will consider the use of all the legal powers available to us to recover debt owed 
to the Group. 

We will review and clarify our position regarding starter tenancies and the use of 
mandatory grounds for possession. 

 

Value for Money 

To ensure compliance with the Regulatory Standards we shall have a comprehensive 
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approach to managing our resources to provide cost-effective, efficient, quality 
services and homes to meet tenants’ and potential tenants’ needs. 

To ensure value for money when accessing external legal services, the Group legal 
framework will be used. For other services, regular review of the value provided will 
be carried out.  

When it is appropriate we will continue to self-represent in the local county courts to 
provide for efficiency savings. 

Consultation 

We will ensure that our policies are robust and kept up to date, by undertaking 
reviews in consultation with tenants and partners, and where necessary revise and re-
publish our policies to reflect changes in legislation, statutory guidance, good practice 
and service developments and improvements. 
 
 

Conclusion   
The income collection review report is available for information and provides detailed 
analysis of our performance across the Group.  This review report specifically looks at 
trend analysis where available and summarises some of the key income collection 
performance.  

The action plan for 2014/15 is detailed in this income collection strategy and some of 
the key actions are to prepare for and achieve a reduction in arrears and to strive to 
reduce the number of accounts that fall into arrears in the first place.  

We will continue to work to achieve the target set for customer satisfaction in the 
collection of rent arrears. 

The Group income collection strategy has taken into account the introduction of the 
Welfare Reform Act 2012 and the introduction of universal credit.  

 
 

Implementation, Monitoring and Review 
We will report upon the achievement of the action plan that drives this income 
collection strategy on an annual basis.  
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Action Plan 

Income Collection 
Objective Action Target Date Desired outcomes Specific Measures 

Build an even 
stronger 
organisation 

Review former tenant arrears 
collection processes 

March 2015 Improved income collection  Improved collection rates 

 Reduced rent arrears 

Build an even 
stronger 
organisation 

Ensure all new customers 
make their first rent payments 
at sign up 

On-going Increase in the level of rent paid in 
advance 

Rent is paid on time for 90% of 
new tenancies at sign 

Put customers at 
the heart of the 
business 

Explore new ways to engage 
customers; for example 
texting or emailing. 

March 2016 More effective ways of engaging with 
customers 

 Increased customer 
satisfaction year on year 

 Reduced rent arrears 

Provide excellent 
services 

Increase the number of 
customers who pay by direct 
debit 

March 2015 More customers paying by direct 
debit, improving income collection 

Number of customers paying by 
direct debit up by 10% 

Put the customers 
at the heart of the 
business 

Review the use of the 
automated payment line 

March 2015 To ensure maximum collection of 
income 

Improved collection rates 

Build an even 
stronger 
organisation 

Increase the range of services 
available to take payments 

On-going Increase the range of services 
accepting rent arrear payments 

Reduced rent arrears 

Serve local 
communities 

Target under occupancy and 
provide the support advice to 
maintain tenancies 

On-going Reduction in under occupancy  Improved income collection 

Serve local 
communities 

Run incentive schemes and 
rent arrears reduction 
campaigns 

March 2015 Targeted budgeting workshops at 
communities where arrears are most 
prevalent 

Reduced rent arrears 

Provide excellent Work with IT on reviewing the On-going Continued assessment of KPI’s in Improved performance of the 
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services collation, comparison and use 
of performance data 

areas of income collection KPI’s 

Put customers at 
the heart of the 
business 

Review the cost and 
frequency of sending rent 
statements 

March 2015 Value for money by making the 
process more cost effective through 
digital access 

Reduction in costs producing 
rent statements 

Build an even 
stronger 
organisation 

Work with neighbourhood 
teams to help reduce rent loss 
due to voids 

March 2015 Reduction in rent loss through void 
properties 

Achieve a reduction in rent loss 

Put customers at 
the heart of the 
business 

Consult with customers on 
income collection 
performance 

On-going Increased customer understanding of 
what to expect from the income 
collection team and the development 
of  external standards 

Increased customer satisfaction 
year on year 
 

Build an even 
stronger 
organisation 

We will review and clarify our 
position regarding starter 
tenancies and the use of 
mandatory grounds for 
possession. 

March 2015 To ensure maximum collection of 
income 

Improved income collection 


