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1. Background 
The Scrutiny Pool selected the use of arrears letters following concerns that early 
stage arrears letters are causing unnecessary distress for some customers. In 
addition, new letters are currently being produced and we felt that we could 
contribute to the development of these letters. 
 
2. What we chose to look at 
Following a staff briefing on the arrears process we decided to focus solely on 
early stage arrears letters and consider: 

• Do they effectively communicate the issue to tenants? 
• Do they provide clear information for tenants on what they can do to resolve 

the issue? 
 
3. What we reviewed 
We conducted the scrutiny by: 

• Receiving a briefing from Progress Connect on how early arrears letters are 
produced and sent 

• Reviewing the content of early stage arrears letters for general needs, 
independent living and supported living tenants. 
 

4. What is working well? 
It is easy to get in touch with staff to discuss arrears and there are a range of ways 
to do this. Members found that when contacting staff to discuss arrears they are 
helpful and work with the customer to address their arrears issues. General needs 
and independent living tenants have access to a financial inclusion team to help 
them with a range of financial issues. 
 
5. Value for Money 
We note that Progress is constantly reviewing its processes to achieve value for 
money with income collection. For example, letters are kept to one page to 
minimize paper use and low cost communications such as e-mail and text 
messaging are used. Outsourcing arrears letters to iMail has reduced the costs of 
sending out arrears letters and we are satisfied that there is a system in place to 
identify and monitor savings made. 
 
6.  What we think can be improved and our recommendations 
Having reviewed the information available to us we have detailed below 
our findings and recommendations. 
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Our Findings Our recommendations 
 

The body of the text in the general 
needs letters does not contain the 
phone number.  

 

 
Always write the phone number in the 
body of the text. This means tenants 
can quickly see the number that they 
need to call. 

 
The body of the text does not tell 
tenants they can check their rent 
statements online. 

 
Make it clear to tenants that they can 
access their statement and make 
payments 24 hours a day online 

 
We note that the words ‘struggling to 
pay’ is used on arrears letters for 
general needs and independent 
living tenants. We feel that this word 
is inappropriate as many tenants are 
not ‘struggling’ to pay. Tenants can 
fall in to arrears for lots of reasons 
such as changes to housing benefit 
or miscalculations on direct debit 
payments.  

 
We suggest you consider using a 
different word such as ‘difficulties’. 

 
Having reviewed the arrears letters 
we felt a number of changes could be 
made to ensure they are more 
customer focused. 

 
We have produced some drafts of letters 
for you to consider. (See Appendix 1).We 
do not expect you to use these letters 
word for word, but they are examples of 
what we feel are customer focused 
letters. We would like to see the revised 
letters you produce before they are 
finalised for use. 

 
We felt that the Supported Housing 
Arrears Letters were warmer in tone 
and offered a personal touch.  

 
Consider how to reflect a warmer tone 
in general needs arrears letters to 
encourage tenants to make contact with 
the Association. 
 
 
 

  
Text messages and emails don’t 
promote access to rent accounts 
online. 

 
Utilise text messaging and email to 
advise tenants they can check balances 
and make payments online 24 hours a 
day. 
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7. Support provided for the Scrutiny Review 
The group wishes to express its thanks to all those staff members who have 
supported and assisted with this scrutiny review. 
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