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1  Introduction  
 

1.1 This policy outlines CDS’ approach to rent arrears management and the collection of rent 
and service charges (service charges are included within rental charges). 

 
1.2 The purpose of this policy is to maximise income through the prevention and recovery of 

current tenants’ arrears. 
 

1.3 Rental income forms a significant proportion of CDS’ total income. We recognise that 
efficient collection and effective prevention and management of arrears is essential to 
ensuring that we can continue to invest in the maintenance and improvement of our 
properties, provide good quality services and meet our regulatory requirements as a 
landlord. 

 

1.4 CDS is committed to ensuring a minimum level of arrears through the development of a 
strong payment culture and taking prompt action to prevent arrears accumulating.  
 

1.5 Whilst we will assist our tenants as much as possible to sustain their tenancy, it is 
ultimately the responsibility of the tenant to pay amounts due on time in accordance with 
their tenancy agreement. 

 

2 Scope of the policy 

 
2.1 This policy applies to all CDS general needs and will be applied equally irrespective of the 

type of tenancy held. The policy should be read in conjunction with the Rent Arrears 
Procedure.  
 

2.2 This policy does not apply to properties owned by clients and homeowners. 
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2.3 For the purpose of this policy ‘arrears’ includes current rent arrears, former customer arrears 
and associated court costs. 

 

3 Aims and Objectives of the Policy  
 

3.1 We aim to:  
 

• Ensure that rental loss due to arrears is kept to a minimum to help safeguard CDS’ financial 
viability. 

• Maximise rental income through a prompt, effective and proportionate approach to 
recovery of rent arrears. 

• Promote early intervention to prevent debt from accruing and to sustain tenancies. 
• Promote a rent first culture by ensuring rent due is collected quickly and paid in advance. 
• Adopt an approach to arrears management which is firm but also considers tenants’ 

individual circumstances. 
• Work with vulnerable tenants by signposting them to other agencies where appropriate to 

ensure they can access support necessary to help them manage their arrears situation. 
•  Comply with all legislative requirements. We will endeavour to meet the aims of the Pre-

Action Protocol for Possession Claims for social landlords. 
• Work closely with tenants in arrears and only relying on eviction action as a last resort once 

all other reasonable steps for arrears recovery have been taken. 
• Monitor our performance in debt management and income collection by means of regular 

reports, target setting and benchmarking against other social landlords.  
• Work in partnership with other agencies to ensure that debt is managed in accordance with 

legislative provisions and best practice.  
• Achieve upper quartile performance in the collection of rent and the recovery of arrears   

 

4 Policy statement   

4.1 The rent policy is based on the following:   
 

• Pre-tenancy work  
• Preventative action 
• Welfare reform 
• Support for vulnerable tenants 
• Support for tenants in arrears 
• Action to recover arrears 
• Debt relief order 
• Former tenants 
• Account in credit 
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5 Pre-Tenancy Work   

 
5.1 A new tenancy is allocated in accordance with CDS’ Allocation Policy. Applicant(s) nominated 

by local authorities for CDS properties are required to provide income information for 
themselves and any other adult named on their application form.  

 

5.1 We will conduct an affordability assessment before an offer of accommodation is made to 
ensure prospective tenant(s) who may be at risk of financial difficulty are offered appropriate 
advice and are referred on for further support.  

 

5.2 Prior to the commencement of the tenancy, we will clearly advise the applicant(s) on the 
level of rent and any service charges payable for the property, the need for regular and 
prompt payment as well as offering them flexible methods of payment.  

 

5.3 We will ensure the applicant(s) is/are made aware of their obligation to pay rent in advance 
in line with their tenancy agreement and we will clearly communicate the implications of 
failing to engage with us when working to clear arrears.  

 
5.4 All new tenants are required to pay one month rent in advance at the point of starting their 

tenancy including those who will claim welfare benefits. CDS has system in place to facilitate 
card payments being taken over the telephone.  

 

5.5 CDS understands that tenants who are in receipt of welfare benefits may not be able to pay a 
month’s rent due to financial hardship. We will work with tenants to ensure they can comply 
with this requirement by setting up a payment agreement to bring their rent account to a 
period of rent in advance.    

 

5.6 We will provide assistance to those who need to claim Housing Benefit or Universal Credit. 
 

5.7 Staff will identify whether the prospective tenant or any member of their household has any 
support requirements or receives a service from or work with any group or agency. 

 
5.8 CDS’ preferred payment method is Direct Debit. New tenants will be encouraged to set up 

new instruction at the point of signing their tenancy. For those who are unable to set up a 
Direct Debit, their Income Officer will discuss alternative methods with them.  

 

5.9 New tenants will be asked to complete a checklist to assess vulnerabilities and whether 
further discussion or support is required.  
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6  Preventative Action  

 
6.1 CDS operates a specialist income management service to ensure that the required focus is 

given to securing our income. Staff will support tenants to maximise their income and 
manage their money effectively.  

 

6.2 Tenants are responsible for paying their rent, including any service charges in advance as set 
out in their tenancy agreement and for informing us if they are having any problems paying 
their rent or if they have fallen into arrears. 

 

6.3 We will clearly explain to tenants the consequences of non-payment and the need to pay rent 
promptly and regularly. The Income Team will assess tenant’s financial capability to make up 
any shortfalls and provide support or make referrals to other agencies where appropriate.   
 

6.4 Consideration will be given to the needs of an individual when we communicate with them. 
We will use a variety of contact methods including letters, emails, telephone calls and home 
visits where appropriate. 

 

6.5 At all points of contact, staff will promote the need for timely rent payments and promote a 
rent first culture.  

 
6.6 We recognise that there can be a delay in the payments of any welfare benefits claimed and 

the Income Team will monitor these cases closely and respond to requests for information 
quickly to help minimise any delays.  

 

6.7 Flexible ways of paying rent will be offered to make it as easy as possible for residents to make 
payments.   

 

6.8 Rent statements will be issued to tenants every month and when requested 
 

6.9 New tenants will have their rent account monitored closely for early signs of difficulty and 
will receive a visit within six weeks of the start of the tenancy to emphasise the advice 
given at the sign-up interview and to identify and resolve any early payment issues. 

 

6.10 All tenants will receive clear information on any rent increases.  Following any increases, 
rent accounts will be carefully checked to ensure the increased payments are being received 
from Housing Benefit, DWP and tenants.  

  
6.11 All tenants will be encouraged to contact us as soon as they are aware they may experience 

difficulties in paying their rent.  The Income Team will explore with tenants ways in which the 
arrears can be prevented and reduced before debts escalate to an unmanageable level.  

 

6.12 Our rent accounting system will be administered to ensure accurate and up to date 
information is maintained. 
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7 Welfare Reform   

 
7.1 The Welfare Reform Act has fundamentally reformed payment of benefits including housing 

Benefit. Housing Benefit will  completely cease to exist over the next few years. Where rent 
arrears accrue because of welfare reform changes, CDS will take action on rent accounts as 
per this policy. 
 

7.2  The Income Team has a key role to play in ensuring tenants understand the changes 
imposed by welfare reform and what it means for them. 

 
7.3 Tenants who are under occupying their homes and have their Housing Benefit reduced will 

be expected to make up the shortfall in their rent. 
 
7.4 We expect tenants to be paying any rent due which is not covered by benefits and all 

tenants including those getting benefits are expected to be in advance with their rent 
payments.  

 
7.5 Tenants paying in arrears via Housing Benefit will be encouraged to start making payments  

To bring their rent accounts into credit in accordance with their tenancy agreement. This is 
to assist tenants manage the transition to Universal Credit. 

 
7.6 Where tenants have been moved onto Universal Credit, they are expected to make their full 

rent payment to us every month. If a tenant in receipt of Universal Credit fails to pay their 
rent, CDS will make an application for an alternative payment arrangement (direct payment 
to the landlord) via the Landlord portal in line with the DWP’s guidance.  

  
7.7 Welfare Benefit and Debt Advice 
 
7.7.1 CDS offers an in-house welfare benefit maximisation service and tenants who are 

experiencing financial difficulties will be encouraged to utilise this service. We will also 
advise tenants that they are able to seek independent advice from other agencies such as 
the Citizens Advice Bureau. 

 

8 Support for Vulnerable Tenants   
 

8.1 CDS will ensure that all arrears are pursued in a timely manner, but we recognise that 
because of vulnerability, certain circumstances may require more sympathetic and 
sensitive handling. 

8.2 There is no standard definition of what is meant by the term ‘vulnerable’. We understand 
that some tenants can be vulnerable over the long term or for a short period and this may 
be because of a traumatic life event or family crisis.  
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8.3 We will work in partnership with specialist support agencies where relevant to enhance our 
chances of increasing income into the business whilst reducing debt and to increase the 
opportunity of our customers to remain in their home. 

 
8.4 We will provide support where appropriate to our vulnerable tenants by:   

• Considering the needs of our potential and existing tenants and signposting them to 
specialist support agencies that offer support tailored to their circumstances when 
appropriate to do so. 

• Liaising with family members and/or people supporting the tenant where permission is 
given. 

• keeping in contact with any support worker, statutory or voluntary agency until such time 
as the issue with arrears is resolved. 

 
8.5 Vulnerable tenants who fall into arrears will be treated on a case-by-case basis. While we 

accept that vulnerable tenants may need additional support, we still expect rent to be paid 
on time and arrears to be repaid as quickly as possible. Vulnerabilities will not be used as a 
reason not to work to recover arrears from such tenants.  

 

9  Support for Tenants in Arrears   

 
9.1  It is recognised that some tenants experience financial hardship which could result in 

arrears accruing on their accounts. CDS will seek to provide support to such tenants to help 
prevent arrears increasing which may ultimately lead to eviction. In these circumstances, 
CDS will ensure tenants are actively encouraged to claim Welfare Benefits to which they may 
be entitled.     

 

9.2 Staff will provide welfare Benefits advice to tenants and make referral to other agencies 
where appropriate. 

 
9.3 We will work with tenants to resolve any arrears including those which are the result of a 

problem in claiming Housing Benefit or Universal Credit, including verification of whether a 
claim has been made. 

 

10 Action to Recover Arrears   
 

10.1 CDS will adopt a firm and sensitive approach to rent arrears recovery. 
 

 10.2 Early and personal contact with the tenant is essential. In the first instance, staff will attempt 
to contact the tenant by telephone. Effective recovery and management of rent arrears is 
unlikely to occur unless early personal contact is made with the tenant. If we fail to establish 
contact by telephone, we will follow up by another appropriate method of communication.  

 
10.3 Tenants will be encouraged to settle the amount owed in full immediately. However, where 

this is not possible, we will negotiate a repayment plan to gradually reduce the arrears owed 
in order to avoid the need for legal action. This will usually be by securing a lump sum 
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payment to reduce the amount owed and agreeing a weekly /monthly amount to be paid in 
addition to the charges due.  

 
10.4 When calculating the agreement term, we will take into account the circumstances of the 

household including their income, expenditure and other outstanding debts.  We will expect 
low level debts to be cleared in a single payment. 

 
10.5 Our advice and engagement with individual tenants will depend on their level of 

engagement with us.  
 
10.6 Where preventative approach fails, we will act quickly and decisively to enforce the payment 

of rent in accordance with the tenancy agreement, including the use of court action. 
 
10.7 CDS will initiate enforcement actions where all other reasonable methods to recover and 

control the arrears have failed or when the tenant has failed to engage or respond or has 
breached a repayment agreement and rent arrears continue to increase or have not 
reduced.  

 
10.8 Court action will be undertaken in line with CDS’ procedure and in accordance with the pre-

action protocols for possession claims based on rent arrears.  
 
10.9 We will always seek an award for costs against the tenant at court.   
 
10.10 Eviction action is seen by CDS as the last resort in managing rent arrears and can only be 

sought after obtaining permission from the Housing Services Manager and Operations 
Director.   

  

11 Use of Ground 8 – Mandatory Possession  
 

11.1 Ground 8 is a mandatory ground for possession used for Assured tenants where arrears are 
more than 8 weeks or 2 months’ rent at the date of service of the Notice of Seeking 
Possession and at the date of the hearing. The court has no power to stay or suspend it. 
 

11.2  CDS would prefer to engage and work with those tenants who fall behind with their 
payments but reserves the right to use Ground 8 where it is legally and contractually able to 
do so.  

11.3 CDS will consider using Ground 8 in the following circumstances: 
  

• In cases where tenants are not taking responsibility for the processing of Housing 
Benefit /Universal Credit claims e.g. non-compliance with request for information. 

• Where a tenant refuses to engage with the help and support offered by CDS, makes 
no attempts to address their arrears situation and arrears are increasing. 

• There are no known vulnerabilities that, with appropriate support in place, affect 
the customer’s ability to pay their rent and attempts have been made to determine 
if there are vulnerabilities. 

• Non-payment without cause i.e. wilful or where there is evidence of attempts to 
mislead us. 

• Non-engagement and no contact from the tenant, and appropriate checks have 
been made to establish whether they are residing at the property. 
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• A history of non-payment of rent over a sustained period of time, or where a tenant 
has repeatedly gone into high arrears and has a history of court action and 
suspended orders. 

• If a tenant fails to pay their rent for a minimum of two months after securing a Debt 
Relief Order (DRO) or a Bankruptcy Order and fails to engage. 
 

11.4 For the avoidance of doubt a ‘refusal to engage’ includes, but is not limited to, the complete 
or persistent failure to co-operate with CDS staff, complete or persistent refusal to meet with 
CDS staff, or complete or persistent failure to respond to communication from CDS.   

11.5 The use of ground 8 will not usually be considered in the following circumstances: 
 

• Frail older tenants 
• The tenant is deemed by CDS to have a vulnerability that affects their ability to pay 

their rent with existing appropriate support in place from social / care services  
• Where a tenant is co-operating and taking responsibility to reduce their arrears. 
• Evidence has been provided by the tenant that they have submitted a Housing 

Benefit /Universal Credit claim and the tenant has provided the necessary proofs. 
• Housing Benefit/Universal Credit have confirmed that they have received a claim 

 
11.6  We would include the discretionary rent arrears Grounds 10 and 11 as well as Ground 8 

when a Notice of Seeking Possession is being served, keeping our options open by making a 
decision just prior to court as to which ground we would rely on. 

 
11.7 Before Ground 8 is used the case should normally be referred to and authorised by the 

Housing Services Manager or anyone delegated on their behalf.  
 

12 Joint Tenants   
 
12.1 Both tenants are ‘jointly and severally’ responsible for paying the full rent and for any rent 

arrears. This means that if one joint tenant does not pay, the other is fully liable. This will still 
be the case where Universal Credit/ Housing Benefit is only paid to one tenant, or where one 
joint tenant has left the property. Where court action is initiated, this will be taken against 
both tenants. 

 

13 Insolvency Arrangements – Bankruptcy, Individual Voluntary Arrangements (IVA) and Debt    
Relief Orders (DROs) 

 
 
13.1  Where a tenant has an insolvency arrangement, they remain liable to pay current rent as 

normal.  
 
13.2 Bankruptcy – we will deal with repayment of rent arrears in line with this policy and follow 

standard procedures for recovery action where arrangements or a court order are not kept 
to.  

 
 
13.3 DRO - the main feature of a DRO is a ban (called a moratorium) which prevents creditors 

pursuing debts for a period of 12 months. Tenants with a DRO are still liable to pay rent, and 



 9 

rent arrears incurred after the DRO order has been made are not covered by the 
moratorium. We will deal with repayment of these arrears in the standard manner. 

 
13.4 Where a tenant has secured a DRO or Bankruptcy Order and includes the debt owed to CDS 

in the order, we may consider seeking possession of the property based on the tenant’s 
inability to afford future rent payments. 

 

14 Former Tenants’ Arrears  
 

14.1 CDS will pursue the recovery of debts left by former tenants.  On receipt of the customer’s 
wish to end their tenancy, their Housing officer will notify them of any outstanding money 
owed and how to pay.  

 
14.1 Former tenant arrears will be recovered in accordance with the Former Tenants’ Arrears 

Policy and procedure. 
 

14.2 We will use all efficient and economic means including tracing agents and debt collection 
agencies where appropriate.  

 

14.3 Any action taken to pursue and recover former tenant arrears must be cost effective and 
former arrears may be written off when actions according to the Former Tenants’ procedure 
have been unsuccessful in recovering the debt.  

 
14.4 Thresholds are set for the limit of former arrears which the Finance Director and the Board 

can authorise for write offs. 
 

15  Accounts in Credit 
 

15.1 Tenants will be advised if their rent account is in credit via their monthly rent statement. 
 

15.2 Tenants can request for a refund of the balance on their account. However, in line with the 
requirement of the tenancy agreement that rent must be paid in advance, we may not 
refund credit on account where this will result in arrears. 

 

15.3 Refunds will only be processed for tenants in receipt of Housing Benefit /UC whose rent is 
being paid directly to us subject to confirmation from HB /DWP that there is no 
overpayment.   

  
  

16 Training  
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16.1 Effective arrears management requires staff to be trained in a range of areas, including 
welfare benefits regulations, legal framework for rent recovery and sensitive approaches to 
debt collection. CDS will provide necessary training to staff involved in the income collection 
service.  

 

17  Complaint   
 

17.1 CDS welcomes complaints and positive feedback, both of which provide information which 
helps us to improve our services. If tenants are dissatisfied with how we have managed their 
arrears or debt, they can complain to us.   

 

18 Equality and diversity 
 

18.1 CDS will ensure that this policy is applied fairly and consistently and will not directly or 
indirectly discriminate against any person or group in line with equality laws and principles.  

 

19 Monitoring and continuous improvement   
 
19.1  This Policy will be reviewed every three years, unless legislation, business or 

 sector developments require otherwise, ensuring that it continues to meet its 
 objectives and take account of good practice developments. 

19.2 The CDS Board of Management receives a dashboard of key performance indicators at 
each meeting, which includes information about collection rate, current and former 
arrears position.   

 

19.3 The Services Committee of the Board of Management receives commentary to accompany 
the monthly performance dashboard which provides analysis and proposes actions to 
improve performance if arrears control is not meeting agreed targets.  

 

20 Confidentiality   

 
20.1 CDS will collect and process data in line with our current Data Protection Policy.   
 
20.2 All information provided will be treated with confidence and will only be passed to external 

agencies with prior consent.  
 
 20.3 CDS is committed to working in partnership with other agencies like DWP, Housing Benefit 

departments, social services, and other relevant organisations in accordance with their local 
procedures and information sharing protocols. This is essential to enable these organisations 
to carry out their statutory duties. 
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21 Legislation and Regulation 
 

21.1 This policy takes into account the following legislation, and staff are encouraged to refer to 
these where required. 

 
• The Housing Act 1988, amended 1996, 2004 
• The Housing Act 1985  
• The Equality Act 2010  
• Welfare Reform Act 2012  
• Localism Act 2011 
• GDPR & Data Protection 2018 
• Civil procedure Rules for Pre-action Protocol for Possession Claims for Rent Arrears 

 

22 Associated policies and procedures   
 
The following procedures are associated with this policy: 

• Former Tenants’ procedure  
• Allocations policy  
• Letting procedure 
• Arrears management and Arrears Legal procedure   

 

The policy is supported by:  

• Data protection policy 
• Complaint policy 
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