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1. INTRODUCTION 

1.1 The overall aim of this policy is to maximise rent collection, minimise 
debt and enable our tenants to maintain their tenancy.  

1.2 Without an efficient and effective income collection service Progress 
Housing Group (PHG) would lack the resources to meet its 
objectives of providing excellent services.  

1.3 PHG has produced an Income Collection Strategy to help deliver this 
policy.   

1.4 The income collection service delivered by PHG will be achieved 
within the context of our legal and regulatory obligations and other 
related PHG policies.  

 

2. SCOPE OF THE POLICY 

2.1 This policy covers Progress Housing Group Limited (and its 
subsidiary companies) including the market rent and leaseholder 
properties.  Leaseholder properties include, but is not limited to 
shared ownership, Right to Buy, Right to Acquire and commercial 
leaseholders.  

2.2   

2.3 Income Collection for the purpose of this policy refers to rent arrears, 
service charge arrears, former tenant arrears and housing 
management sundry debts including associated court costs and debt 
recovery fees arising from the above. 

2.4 This Policy is not designed to cover the technical details of specific 
service delivery but to present the overall approach and methodology 
of managing income. 

2.5 Procedures have been produced to provide specific guidance on rent 
arrears, former tenant arrears and sundry debts.   

2.6 Where reference is made to the “Income Collection Service,” this 
means specific work carried out by specialist officers and teams. 

 

3. RESPONSIBILITY 

3.1 The Operations Director is responsible for the implementation of this 
policy.  

3.2 The Head of Community Safety and Income Collection is responsible 
for the effective day to day operation of this policy.  
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3.3 The Head of Community Safety and Income Collection is also 
responsible for ensuring that all staff involved in the recovery of rent 
arrears is adequately trained in the companies procedures. 

3.4 The Income Collection manager and Debt Recovery officers for the 
effective management of rent accounts and to ensure that the 
relevant policies and procedures are followed. 

4. POLICY 

4.1 Key Aims & Objectives  

4.1.1 The key aims of this policy are as follows:  

 making it easy for tenants to pay and to access financial 
inclusion initiatives to prevent debt 

 To ensure a firm but fair professional, consistent and 
timely approach to debt recovery.  

 To cost effectively pursue rent and service charge arrears, 
former tenant arrears and sundry debts owed to the group 
ensuring that those with the means to pay do pay  

 To promote a coordinated preventative approach towards 
sharing debtor information and managing multiple debts 
owed to the group. 

 To improve the levels of income collected by the group.   

 Working in partnership with other agencies to ensure that 
debts are managed in accordance with legislative 
provisions and best practice.  

4.1.2 These aims will be delivered through the following objectives:  

Prevention  

4.1.3 New Tenants: Rent is due in advance of the commencement 
of a tenancy. It is the tenant’s responsibility to pay the rent in 
line with the terms set out in tenancy agreement.  

4.1.4 If it is apparent at any stage of the void process that a 
customer needs specialist support they will be referred to the 
appropriate support agency and in particular if they need 
money advice in the first instance a referral will be made to 
our  Financial Inclusion team.  

4.1.5 Rents are normally due either weekly or monthly in advance 
and an account will be deemed to be in arrears if the rent is 
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not paid as set out in the relevant tenancy agreement or 
license agreement.   

4.1.6 Promoting a debt prevention and easy payment culture 

4.1.7 Tenants will be regularly advised of their account balance 
through quarterly rent statements, with arrears 
correspondence and on request. Access to rent statements is 
also available on line through our www.progressgroup.org.uk 

4.1.8 Correspondence sent to tenants will emphasise the 
importance of keeping up to date with rent payments. The 
correspondence will clearly indicate that failure to do so may 
result in home loss and will offer contact details for tenants to 
get advice where necessary. 

4.1.9 In line with PHG Communications Policy, the organisation will 
provide information in plain English and ensure that tenants 
can access a responsive interpretation and translation service 
as well as have information in other formats such as large 
print. Communication will be clear, customer friendly and 
encourage tenants to contact PHG or other agencies when 
needed. 

4.1.10 PHG will undertake campaigns on financial inclusion options. 

4.1.11 The group offers various payment methods by which our 
tenants can pay their rent or debt outstanding to the business 
and we will continue to promote these payment methods to 
enhance our chances of increasing income into the business 
whilst reducing debt owed.  

4.1.12  Sundry Debts Any sundry debts will be fully explained to the 
customer.  

4.1.13 Sundry debt invoices will be issued promptly and the full 
range of payment methods and payment plans will be 
provided.   

4.1.14 Former Tenant Arrears On receipt of a tenant’s wish to end 
their tenancy they will be notified of any outstanding money 
owed and how to pay.   

4.1.15 Support 

4.1.16 The group provides for a Financial Inclusion team who take a 
pro active approach in trying to ensure that our tenants obtain 
the advice on the benefit system.   
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4.1.17 We will monitor current rent arrears, former tenant arrears and 
sundry debt on a regular basis to increase our chances of 
increasing income into the business whilst reducing the debt 
owed.  

4.1.18 If our tenants have rent arrears they will be reminded of their 
tenancy conditions and their responsibility to make regular 
rent payments. They will also be informed of the amount of 
outstanding money owed and of the potential implications of 
non-payment.  

4.1.19 Early identification allows the group more opportunity to offer 
support and to make agreements with tenants to clear 
arrears.  

4.1.20 Tenants will actively be encouraged to make early contact 
with PHG should they be experiencing any difficulties in 
meeting rent payments or any other financial difficulties.   

4.1.21 A referral will be made to the Financial Inclusion team or other 
specialist agency when appropriate to do so.    

4.1.22 Vulnerable Tenants and Tenants with Support Needs 

4.1.23 These needs of our potential customers and existing tenants 
will be taken into consideration and referrals to the 
appropriate specialist support agencies will be undertaken as 
and when appropriate to do so. 

4.1.24 We will work in partnership with specialist support agencies 
and where relevant, social service commissioners, to enhance 
our chances of increasing income into the business whilst 
reducing debt and to increase the opportunity of our tenants 
to remain in their home.  

4.1.25 In some cases it will be appropriate to consider an individual 
or household’s full debt portfolio.  People with multiple debts 
will be offered the opportunity to take up debt counselling 
through our Financial Inclusion team or by way of a referral to 
the local CAB. 

4.1.26 Former Tenant Arrears The group adopts a firm but fair 
approach to the recovery of former tenant rent arrears.  

4.1.27 PHG will provide assistance and advice to former tenants to 
enhance our chances of reducing debt owed to the business. 

4.1.28 Sundry Debts The group adopts a firm but fair approach to 
the recovery of sundry debts and will provide assistance and 
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advice to those who owe us debt to increase our chances of 
reducing debt owed to the business.  

4.1.29 Partnerships 

4.1.29.1 We will work in partnership with specialist support agencies 
to enhance our chances of increasing income into the 
business whilst reducing debt and to increase the 
opportunity of our tenants to remain in their home.  

4.1.29.2 Housing Benefit – We will liaise with the local Housing 
Benefit office with regard to housing benefit payments 
made to the group.  

4.1.29.3 We will work in partnership with the relevant agencies to 
gain a better understanding and greater knowledge 
regarding changes in legislation that will affect our 
customer’s income and housing benefit payments. 

4.1.29.4 Social Services – We will liaise with the local Social 
Services departments in all cases where possession of a 
home is being considered and where there is a vulnerable 
person involved in this process.  

4.1.29.5 Local Authority departments- Working effectively with 

Local Authority Trading Standards departments to tackle 
door step lending and loan sharks 

4.1.29.6 3rd Sector – We will liaise and work with local credit unions 
to promote fair and accessible money products for its 
tenants.  It will also work with Citizens Advice in delivering 
good quality, sound financial advice.   

4.1.30 Enforcement 

4.1.31 The group has detailed procedures for debt recovery and 
gives full details of any action to be taken and a timetable for 
action.  

4.1.32 We will take preventative and recovery action in the form of 
telephone calls, emails, text messages, letters, office 
interviews and home visits.  

4.1.33 Debt recovery action will escalate and unless there are 
extenuating circumstances, we will follow county court 
protocols in the pursuance of any debts owed  

4.1.34 In exceptional cases (minimum of 3 months arrears at the 
time of service and at court) the group will consider the 
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serving of a Notice of Seeking Possession under ground 8 of 
schedule 2 of the Housing Act 1988.  These cases will be 
referred and authorised by the Head of Community Safety 
and Income Collection.  

4.1.35 The group will comply with the Court Pre-Action Protocol 
(Protocol for Possession Claims based on Rent Arrears 
issued by the Civil Justice Council in October 2006). 

4.1.36 The group will treat all joint tenants as jointly and severally 
responsible for rent arrears on the account.  

4.1.37 In all cases where financial difficulties have been highlighted 
to the organisation and there is a willingness to make part 
payment towards arrears, agreements will be considered on a 
case by case basis.  

4.1.38 Sundry Debts We will seek to recover the full cost, including 
the administration and management elements of all sundry 
debts owed to the group.  

4.1.39 Where appropriate to do so the group will take court action to 
recover debts relating to sundry debts. 

4.1.40 Former Tenant Arrears The group will promptly pursue all 
recoverable former tenant arrears. 

4.1.41 Where a debt is uneconomic to pursue or it is deemed that 
there is no prospect for recovery following internal processes 
being satisfied, the debt will be written off in accordance with 
the PHG Bad Debt and Write Off policy.  

4.1.42 Where financial difficulties have been highlighted to the group 
and there is a willingness to make part payment towards the 
debt owed, agreements will be considered on a case by case 
basis.  

4.1.43 Tenants in arrears will not usually be accepted on to a 
transfer list or mutual exchange register.  

4.1.44 In exceptional circumstances, a management decision may 
be made to allow a tenant to transfer where arrears are a 
factor.  

4.1.45 If a tenant is in arrears, any payments such under-occupation 
entitlements will be credited to their rent account.  

4.1.46 Sustainability 
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4.1.47 In terms of sustaining the service, the group have produced 
an income collection strategy designed specifically to ensure 
that the Income Collection service provides an effective, 
holistic approach to maximising income and reducing debt 
outstanding to the group.   

4.1.48 Performance and Quality Monitoring We monitor our 
income collection performance and provide for a performance 
reports to our management team. 

4.1.49 We will continue to contribute to HouseMark services so that 
we can benchmark our performance with our peer groups at a 
national level. 

4.1.50 Regular one-to-one individual staff and team meetings will be 
held to drive performance and quality.  

4.1.51 Continuous Improvement – We will continue to review the 
income collection service delivery annually as part of the 
income collection strategy action plan.   

4.2 Abbreviations 

4.2.1 PHG – Progress Housing Group 

4.2.2 CAB – Citizens Advice Bureau 

4.3 Definitions 

4.3.1 Arrears Any unpaid rent charge or use and occupation 
charge owed to PHG by a tenant regardless of the method of 
payment.  

4.3.2 Sundry debts owed by tenants/former tenants, or customers 
that are not rent. For the purpose of this policy, a sundry debt 
refers to housing management rather than corporate debts.  
These are recorded separately on other accounts, but are 
linked to the tenants rent account. Examples of sundry debt 
include but are not limited to rechargeable repairs, septic 
tanks, service charges, gas access legal costs, ASB legal 
costs and Helpline / Lifeline costs.  

4.3.3 Former Tenant Arrears The amounts of rent debt that 
remains unpaid and owed to a landlord when a tenant vacates 
a property.  

4.3.4 Vulnerable Customer PHG has adopted the following broad 
definition of “vulnerability”: “Those individuals or households 
who for some reason, be it financial physical or social, need 
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services to be provided differently or in addition to those 
provided as standard by the company. 

4.4 References 

4.4.1 The regulatory framework for Social Housing in England from 
April 2012 

4.4.2 Welfare Reform Act 2011 

4.4.3 Pre-action Protocol for Possession Claims Based on Arrears  

4.4.4 HOL Judgement – Knowsley Housing Trust v White, Porter v 
Shepherds Bush Housing Association, Honeygan-Green v 
Islington LBC (10 December 2008)  

4.4.5 Housing and Regeneration Act 2008 Schedule 9  

4.4.6 The Insolvency Act 1986 s285(3)/The Enterprise Act 2002 

4.4.7 Housing Act 1988 Schedule 2 

4.4.8 The Housing Benefit (General) Regulations 1987 (SI 
1987/1971)  

4.4.9 Housing Act 1985 Schedule 2.  

 

4.5 Data Protection 

4.5.1 In the collection and management of income, PHG will be 
party to specific personal information about the customer.  In 
every area of income management the PHG Data Protection 
Policy will be followed ensuring compliance with the Data 
Protection Act 1998. 

 

5. IMPLEMENTATION 

5.1 Training  

5.1.1 This policy will be made available to all staff. This will be 
reinforced with training and management supervision of all 
staff involved in collecting debt. 

5.1.2 Although there are variations in the procedures relating to 
different debt streams, training will be delivered by PHG to 
ensure the corporate approach to recovering debt as set out 
in this policy is followed for each procedure.  

5.2 Procedure references 
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5.2.1 PHG Rent Arrears Procedure 

5.2.2 PHG Former Tenant Arrears Procedure 

5.2.3 PHG Sundry Debts Procedure 

5.2.4 PHG Write Off Procedure 

5.2.5 PHG Rechargeable Repairs Procedure 

5.2.6 PHG Vulnerable Customer Procedure 

5.3 Linked documents 

5.3.1 PHG Income Collection Strategy 

5.3.2 PHG Write Off Policy 

 

6. CONSULTATION 

6.1 This policy has been reviewed by the Group Housing Forum   

 

 

7. REVIEW 

7.1 This policy will be reviewed every 3 years unless changes to internal 
policies or legislation require a review to be carried out sooner. 

 

8. EQUALITY IMPACT ASSESSMENT 

8.1 An Equality Impact Assessment has been produced for this policy.  
This is available on request.   

8.2 All staff receive Equality and Diversity training on joining PGH and 
are responsible for ensuring that the Equality and Diversity policy is 
incorporated into all work activities and all dealings with customers 
and colleagues. The Equality and Diversity policy is available on the 
website or on request.  

 


