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Outcome 11 – Tenancy sustainment 
 
“Social Landlords ensure that tenants get the 
information they need on how to obtain support to 
remain in their home, and ensure suitable support 
is available, including services provided directly by 
the landlord and by other organisations”. 
 
Standard 13 – Value for money 
 
“Social Landlords manage all aspects of their 
business so that tenants, owners and other 
customers receive services that provide continually 
improving value for the rent and other charges 
they pay”. 
 
Outcome 14 &15 - Rents and service charges 
 “Social landlords set rents and service  
charges in consultation with their tenants and 
other customers so that: 

• a balance is struck between the level of 
services provided, the cost of the services, 
and how far current and prospective 
tenants and other customers can afford 
them 
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Regulatory Standards of  
Governance and Financial 
Management 

• tenants get clear information on how rent 
and other money is spent, including any 
details of individual items of expenditure 
above thresholds agreed between 
landlords and tenants”. 

 
 
Standard 3: 3.1, 3.3 
“The RSL manages its resources to ensure its 
financial well-being and economic effectiveness”. 
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Rent Setting, Collection and Debt Recovery Policy 

1. Introduction 
 
1.1 Rent is our main source of income.  It is therefore essential that we effectively 

manage the collection of rent and any other charges and minimise arrears. 
This will be given the highest degree of priority by staff. 
 

1.2 It is important that we keep rents affordable, comparable and competitive with 
other housing associations while ensuring the financial health and future 
viability of the Association and our ability to maintain our obligations to our 
tenants now and in the long term. 

 
1.3 Preventing and managing rent and other service charge arrears are crucial to 

maximise the resources available to improve and maintain our stock and also 
contributes to ensuring our continuing financial health.   

2. Aims and objectives 
 
2.1 We aim to manage rent, service charge and other debt collection and arrears 

effectively to maximise our income and to support our tenants to avoid rent 
arrears and the potential risk of tenancy termination and expensive debt 
recovery action. 

 
2.2 The main objectives of this policy are: 

 
2.3 To maximise income received, through: 
 

• Efficient and effective rent/ service charge/ sundry debt (e.g. 
rechargeable repairs) account management 

• Encouraging a positive payment culture where tenants understand and 
prioritise payment of rent in household budgeting decisions 

• Offering varied payment methods 
• Clear and effective communication 

 
2.4 To minimise the level of arrears by: 
 

• Promptly identifying non payment  
• Adopting a firm but fair approach to arrears recovery 
• Taking early action to prevent arrears arising or increasing 
• Taking a tailored approach in which action is targeted and recorded 
• Assisting tenants to manage debt by offering flexible and realistic 

payment plans 
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2.5 To support our tenants to sustain their tenancies by:  
 

• Making full use of all available remedies and using eviction only as a last 
resort  

• Referring tenants to welfare rights and income maximisation services for 
independent financial advice on benefits and debt management. 

3. Legislative Framework 
 
3.1 This policy meets with all relevant legislative and good practice requirements, 

including: 
 

• Housing (Scotland) Act 2010 –in particular guidance in relation to the 
recovery of possession of a tenancy when a tenant has breached the 
conditions of their tenancy agreement by accruing rent arrears. 

• Homelessness Etc (Scotland) Act 2003 –in particular Section 11 
which requires us to notify City of Edinburgh Council in any case where 
we raise proceedings for possession in a Court. 

• Data Protection Act 1998 and Freedom of Information (Scotland)  
Act 2002 – within the terms of these Acts, we will ensure that information 
provided by an applicant and/or tenant, or sought by the us is relevant 
only to the payment of rent and management of rent arrears and that all 
such information received is treated in the strictest confidence.  Under 
the provisions of these Acts individuals have the right to see and receive 
a copy of any personal information that is held about them by us and to 
have any inaccuracies corrected. 

• Children (Scotland) Act 1995 – we will consider this Act prior to 
proceeding with a recovery of possession where children are part of the 
household. 

• Debt Arrangement and Attachment (Scotland) Act 2002 – in the 
event that legal action is required, we will comply with this Act. 

4. Rent Setting 
 
4.1 We aim to set rents which are affordable to households on low incomes, take 

account of the costs of managing and maintaining our houses and which enable 
us to repay our loans. The rent setting mechanism historically was based on a 
points system and has since been amended to take into account grant and 
related funding arrangements for each new scheme developed.  

 
4.2 The Scottish Government, through the Social Housing Charter, sets the 

outcomes it expects Housing Associations to achieve for its residents. In terms 
of how rent and service charges are applied the Social Housing Charter states 
that:  
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 Outcome 14 and 15: Rents and service charges 
Social landlords set rents and service charges in consultation with their tenants 
and other customers so that: 

 
• a balance is struck between the level of services provided, the cost of 

the services, and how far current and prospective tenants and other 
customers can afford them 
 

• tenants get clear information on how rent and other money is spent, 
including any details of individual items of expenditure above thresholds 
agreed between landlords and tenants. 

 
4.3 As part of updating our long term business plan and annual budgets, we will 

review annually out rent changes and assumptions and propose a rent increase 
that ensures the long term financial health of the Association to protect the 
interests of our tenants and ensure we deliver on all our short and long term 
obligations. 

 
4.4 Under the terms of the Housing (Scotland) Act 2001 the Housing Association 

is responsible for setting rent levels for properties within its ownership and for 
consulting with the residents involved.  In line with the legal requirements of the 
Scottish Secure Tenancy Agreement, we will consult with our tenants about 
any proposed increase in rent or service charge and have regard to their 
opinions before we make our decision.  We will inform them in writing at least 
four weeks before the beginning of the rental period when the change is due to 
start. 

 
4.5 Our rents and service charges, where applicable, are charged every fortnight 

and are payable in advance by tenants on or before the first day of each rental 
period as specified in their Scottish Secure Tenancy Agreement. 
 

5. Arrears/ Debt Prevention 
 
5.1 The prevention of rent/ service charge and sundry debt arrears is fundamental 

to good account management.  We will promote good payment practices 
amongst tenants to stop arrears from accruing, to sustain tenancies and to 
maximise rental and other income.   

 
5.2 We will: 
 

• Provide prospective tenants with clear and detailed information on rent/ 
service charges for any property they are offered 

• Explain in detail to new tenants their responsibilities to pay rent every 
fortnight in advance on or before the first day of each rental period 

• Make available convenient payment methods 



 7 

• Provide tenants with 24 hour access to their rent balances online and by 
text, as well as paper copies on request and enclosed with every arrears 
letter  

• Encourage tenants to sign up to ‘My Tenancy’ to access information 
about their rent account online. 

• Highlight to tenants the link between rental income collection and our 
ability to deliver a high quality service 

• Ensure tenants are aware of the serious consequences of non-payment 
in relation to their tenancy 

• Ensure tenants are kept informed about changes to state benefits that 
they rely on to help pay their rent 

• Ensure tenants are kept informed about changes to state benefits  
through the Government’s welfare reform programme 

• Establish a good working relationship with the housing benefit service 
within City of Edinburgh Council to ensure a quick and satisfactory 
resolution to any difficulties with claims by our tenants.  

• Establish protocols with the Department for Works and Pensions (DWP) 
for the collection and management of rents and arrears through 
Universal Credit. 

• Signpost tenants and prospective tenants to specialist advice and 
support services provided by external agencies for income maximisation 
and debt management support 

 
5.3 The foundation of our preventative approach is early, tailored and personal 

verbal and written communication.  We will make all communication, including 
letters, leaflets, newsletters, telephone conversations and visits as clear and 
easy to understand as possible.  All written communication will be in plain 
English. 

6. Debt Recovery and Monitoring 
 
6.1 Early intervention is essential to the effective management of arrears and to  
 ensure the debt is repaid at the earliest juncture and does not become 

unmanageable.  Where arrears do occur, we will take immediate action to 
minimise their impact and use personal contact to engage with tenants 
promptly. 

 
6.2  For the purpose of reporting, rent arrears will be split into technical (i.e. those 
 where local authority housing benefit payments are still to be made) and non-

technical (i.e. those which are due to the non-payment of rent not covered by 
benefit help).   

 
6.3 Where arrears of service charges occur, where it is possible to do so, we may 

consider withdrawal of the services until arrears are cleared.  
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6.4 Where possible, we will ask for payment in advance for any rechargeable 
repairs that are required to a tenant’s property or other area covered by their 
missive of let. Where this is not possible, we will recover sums owed using the 
same principles as other debts covered in this policy. 
 

6.5 We will monitor rent accounts for all payments due and intervene at the  
           earliest opportunity when we identify a problem.   
 
6.6 We will aim to credit payments to tenants’ accounts on a daily basis to ensure 
 monitoring can be carried out as effectively and efficiently as possible. 
 
6.7 Rent, service charge and other sundry debt recovery will be based on early, 

tailored, targeted action that will escalate up to and including repossession for 
non-payment of rent and court action for recovery of debt owed.  We have in 
place a detailed procedure setting out the steps which will be followed, and the 
timescales which we will adhere to. 

 
6.8 Where a tenant cannot clear their outstanding balance in full then a realistic  
 and manageable payment arrangement will be agreed with them. This will be 

kept under regular review to ensure the debt is cleared as soon as possible and 
generally within a maximum of 6 months. 

 
6.9 Where a tenant has applied to transfer to another or our properties and they 

      have outstanding rent arrears or other debt through rechargeable repairs, we 
      will suspend their application until the debt is equivalent to or less than a  
      month’s rent, or until they have kept to an agreed payment arrangement for  
  at least three months and are continuing to pay.  We will take these factors 

and others into account in line with the provisions on allocations in the Housing 
(Scotland) Act 2001.   

 
6.10 Where a tenant has applied to move to another landlord, we will provide a 

reference on receipt of a signed mandate from that tenant including information 
on outstanding debt from rent arrears, court costs, rechargeable repairs and 
likely costs to be incurred should we have to bring the property up to a relettable 
standard. 

 
6.11 We will monitor all payment arrangements closely and will take prompt action 

when a payment is not received. 
 
6.12 We will maintain a clear and comprehensive record of all action taken and of  

 all contact with the tenant.   
 
 

6.13 We will provide clearly written arrears/ debt recovery letters which detail the 
   current outstanding balance, what action is required and the appropriate 
   contact details to discuss the matter. 
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6.14 Before starting legal action, we will comply fully with the pre-action  
  requirements set out by the Scottish Government by: 

 
• Giving clear information about the tenancy agreement and the 

unpaid rent or other financial obligations. 
• Making reasonable efforts to give help and advice on eligibility for 

housing benefit and other types of financial assistance. 
• Giving information about sources of help and advice with the 

management of debt. 
• Making reasonable efforts to agree with the tenant an affordable and 

realistic plan for future payments. We will not proceed with legal action 
if an agreed repayment plan is being adhered to. 

• Considering the likely result of any application for housing benefit that 
has not yet been decided. We will not proceed with legal action if a 
pending housing benefit application is likely to clear the account or 
reduce the arrears to a reasonable level to us. 

• Considering other steps the tenant is taking which are likely to result in 
payment within reasonable time. We will not proceed with legal action if 
a tenant is taking steps which are likely to result in the repayment of the 
arrears within a reasonable time to us. 

• Considering whether the tenant is complying with the terms of an agreed 
plan for future payments; and 

• Encouraging the tenant to contact their local authority about their 
housing situation. 

7. Legal Action 
 
7.1      Where a tenant takes no action to clear or reduce an arrears balance, or 

where they continually break agreed payment arrangements, then we will 
consider legal action against them.  We will take into account the individual 
circumstances and actions of the tenant before taking any action. 

 
7.2      We will determine whether action should be for debt recovery, repossession   

of the property, or both.  We will also consider other available options for 
recovery, such as direct payments from benefits. 
 

7.3 We regard repossession action as a last resort and will consider this only after 
the pre-action requirements have been fully met and all other reasonable 
actions have been exhausted.   
 

7.4 We will only start repossession action when we intend to pursue it to a 
conclusion. This could ultimately mean the tenant losing their home via eviction 
and/ or securing and enforcing a payment decree to recover all sums owed 
including the all costs incurred as a result of the court action. 
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7.5 We will adhere to the prescribed form of Notice of Proceedings in pursuing 
possession action.  When seeking Decree for Recovery of Possession, action 
will be instructed via our solicitor.  When authority to evict has been granted, 
implementation of the Decree will only be undertaken with the approval of the 
Chief Executive. 

 
7.6 Where the next stage is legal action, we will continue to make every effort to 

contact the tenant, including out of hours contact to give them a final opportunity 
to resolve the issue. We will record all correspondence, visits and interviews. 

 
7.7 After legal action is started, we will continue all our efforts to contact to the 

tenant to make it clear that we can support them to make an arrangement 
acceptable to us before the case goes to court and to ensure that they know 
how to get representation. 

 
7.8 Where legal action is proceeding for Recovery of Possession, we will inform 

the Social Work and Homelessness departments of City of Edinburgh Council 
irrespective of the tenants’ wishes, to ensure they receive the necessary 
support and advice.   

8. Former Tenants  
 
8.1 We will pursue former tenant rent arrears and any other debt using the same 

principles as current tenant arrears/debt as detailed in Section 6.  Where 
appropriate, payment arrangements will be agreed with former tenants to clear 
the balance. 

 
8.2 Tenants ending their tenancy will be reminded of their payment responsibilities 

and must provide a forwarding address. 
 
8.3 Where action to recover former tenant arrears has proved unsuccessful we may 

pass cases to an external Debt Collection Agency to pursue. Former tenant 
arrears balances will only be written off where it is judged uneconomic to pursue 
them, or where the evidence indicates that they are not recoverable, or where 
attempts to recover them fail.  In such cases, the debt will be written off in 
accordance with our financial/ governance procedures.  

9. Irrecoverable Debts/Write Offs 
 
9.1 As indicated at 8.3 former tenant arrears balances will only be written off where 

the amount is such that it would uneconomic to pursue, where the evidence 
indicates they are not recoverable, or where we have pursued the debt 
unsuccessfully. 
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9.2 Balances on current tenants’ accounts will not normally be written off.  
However, where a small balance exists and the value is such that it would be 
uneconomic to pursue, then on occasion this balance may be written off, in 
accordance with our financial/ governance procedures. 

10. Performance Monitoring 
 
10.1  We aim to maintain and ultimately improve our performance in the management 

and recovery of rent/ debt collection through effective and efficient monitoring 
in the following areas: 

 
• Targets – an annual target for collection will be set at the start of each 

financial year.  The target will be challenging to support the financial health 
of the organistaion and our ability to best serve the interest of our tenants. 
The aim is for continuous improvement, learning from best practice 
internally and externally and targets will be reviewed each year. 

• Measurement – quality information is important to be able to measure 
current performance against stated objectives and published targets.  This 
will indicate the overall arrears percentage, and will also be broken down 
into current and former tenant arrears.  Where possible, technical and non-
technical arrears and legal action cases will be identified. 

• Reporting – arrears performance indicators will be produced for the Board 
on a quarterly basis in order that they can verify performance against stated 
targets and objectives. We will report annually in the Annual Return to the 
Charter on rent collected and the level of rent arrears. We will publish 
information regularly on our performance in relation to rent arrears in 
Performance Reports and tenant’s newsletters. 

• Benchmarking – we will monitor performance not only against our own 
targets and objectives, but also against national standards, and the 
performance of other Registered Social Landlords, in particular our 
designated “peer group” of Landlords. 

 

11. Complaints 
 
11.1 We recognise that in the delivery of our services to customers there may be 

occasions when a customer is not satisfied with the way a particular issue 
was dealt with.   Tenants, their representatives or others who use our service 
can make a complaint to any member of staff who will try to resolve the 
matter straightaway.  If this is not possible, we will make sure the matter is 
fully investigated in line with our complaints policy and procedure.  Copies of 
these are available from our office or on our website.  Feedback from 
complaints will be used to help improve our service. 

.  
 
 



 12 

12. Equality, diversity and inclusion 
 
12.1 We aim to promote equality and diversity and operate equal  opportunities 

policies which inform all aspects of our business.  We will ensure that we adhere 
to the Equality Act 2010 by being committed to equal and fair treatment for all 
and opposed to any form of unlawful discrimination.  

 
12.2 No one will be treated differently or less favourably than others because of any 

of the protected characteristics as listed in the Equality Act 2010:  
 

• age; 
• disability;  
• gender reassignment;  
• marriage and civil partnership 
• pregnancy and maternity;  
• race;  
• religion or belief; 
• sex; 
• sexual orientation; 

 
12.3 Upon request, we will make information about our Rent accounting and arrears 

policy and procedures available in alternative formats, such as large print, 
audio, Braille, and community languages. 

13. Anti-Bribery 
 
13.1 We are committed to the highest standards of ethical conduct and integrity in  

all our activities and, in order to ensure compliance with the Bribery Act 2010, 
we have introduced an Anti-Bribery policy and procedures.  These must be 
adhered to by all employees, Board Members and associated persons or 
organisations acting for or on our behalf when undertaking any actions referred 
to in this policy. 

14. Confidentiality, Date Protection and Rights of Access 
 

14.1    We will ensure that information provided by an applicant and/or tenant, or  
sought by us is relevant only to the payment of rent or other debt or managing 
of debt collection. All such information received will be treated in the strictest 
confidence, and will only be discussed with other parties with the individual’s 
prior consent.   

 
14.2    We will comply with the Data Protection Act 1998 when holding personal  

information of any kind on our computer systems. 
 
14.3 We will adhere to the Access to Personal Files Act 1987 which gives  
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individuals the right of access to personal information about themselves held 
on file and the right to have inaccuracies corrected. 

 

15. Policy Review 
 
15.1 This policy will be reviewed every 3 years unless key changes are required 

earlier to comply with legislation, guidance or new learning. 
 
15.2   As part of this review, consultation will take place with staff and customers to 

ensure that operational issues and the opinions of customers are taken into 
account.   

 
15.3 The effectiveness of accompanying procedures and guidance will be monitored 

on a regular basis and, where applicable, amended as required operationally; 
or to reflect legislative changes.  

 
15.4 Where references are made to specific job titles, roles, groups or committees, 

such references shall be deemed to include any changes or amendments to 
these job titles, roles, groups or committees resulting from any restructuring or 
organisational changes made between policy reviews. 
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