
 
 
 
 

 

 
 

 
 
 
 
 
 
 
Policy Title:      Rent Arrears 
 
Policy Manual Section:    Housing Management 
 
Policy Number:      HM03 
 
Performance Standards References:  GS1.2, AS1.7 and AS1.8 
 
Scottish Social Housing Charter  1:Equalities  
       3:Participation 

11: Tenancy sustainment 
13: Value for money 
14 and 15: Rents and Service       
Charges 

 
Date Approved  
by Management Committee:   25th April 2013 
 
Next Review Date:     April 2016 
 
 
 
 
 

 
 
 
 
 
 

This document will be made available in different languages and formats on 
request, including Braille and audio formats. 



1.0 Aims 
 
1.1 The Association has a duty to maximise its income by preventing arrears and service charges 

building up and by recovering any arrears fairly and effectively. 
 
1.2 This policy sets out the principles that the Association conforms to in its aim to minimise arrears. 
 
2.0 Principles 

 
2.1 Rental income is the Association’s main source of income. Effective and efficient management of 

rent arrears is vital to the successful functioning of the Association. Maximising rental income 
(including service charges) and preventing rent arrears accruing at the earliest opportunity will 
contribute to ensuring the Association’s financial viability. 

 
2.2 Rent arrears may be incurred by tenants of the Association failing to abide by their contractual 

obligations. Tenants have a right to ask for their tenancy to be ended at any time and as long as the 
Association agrees this can be done without 28 days notice. If a new tenancy has been created and 
the tenant asks for the tenancy to end within 28 days of the tenancy commencing and the 
Association agrees to this, no rent will be charged to the tenant for this period. 

 
2.3 The Association expects that its tenants take responsibility for ensuring that rent and charges are 

paid regularly and on time. This is the case even if tenants have applied for housing benefit. 
 
2.4 The Association will promote a rent payment culture and endeavour to prevent arrears. 
 
2.5 Tenants entitled to housing benefit will be encouraged to have their benefit paid directly to the 

Association. 
 
2.6 The Association will seek to make it as easy as possible for tenants to pay their rent by providing a 

range of payment methods that meet their needs, including Allpay cards and direct debit. 
 
2.7 The first priority for the Association in relation to rent arrears is to prevent arrears occurring.  All new 

tenants will be given assistance to complete housing benefit forms where necessary and advice on, 
and/or referral to, other agencies, as required. We will also explain their tenancy obligations, which 
include their responsibility to make regular payments, monthly in advance. 
 

2.8 All new tenants will have a visit from a member of the Association’s housing management staff 
within 6 weeks of their tenancy commencing. During this visit the any issues the tenant has relating 
to their rent account will be discussed and assistance and advice provided on any claims for 
housing or other benefits. 

 
2.9 The Association will consult with tenants regarding any change to the rent payable and will give 

tenants 28 days written notice of any increase in rent. 
 
 
3.0 Equality and Diversity 

3.1 Govan Housing Association is committed to equality  and diversity and will not discriminate in the 
operation of this policy on the basis of age, gender, race, colour, ethnicity or national origin, 
language, religion or political belief, marital status, family circumstances, sexual orientation or 
disability.  The Association will regularly test this policy for Equal Opportunity implications and take 
appropriate action, where necessary. 



 
4.0 Management of Rent Arrears 

 
4.1 The Association will develop a detailed set of procedures identifying actions, roles and 

responsibilities in implementing its policies. These procedures will be subject to regular review and 
audit. 
 

4.2 The Association recognises that on occasions individual tenants experience problems that affect 
their ability to pay rent and charges. 

 
4.3 Early detection of rent arrears and initiation of prompt action are critical principles of effective 

arrears recovery.  Early intervention by the Association will be initiated in a bid to prevent the 
arrears escalating.  The Association will use a variety of measures to contact tenants in arrears 
including telephone calls, letters, calling cards or face to face interviews and record all contact and 
the outcome on our IT system, via the action note boxes and activities fields. 

 
4.4 If tenants are in arrears, they must make contact with the Association to agree arrangements for 

clearing any arrears. It is vital that tenants do not delay in making contact or break any arrangement 
made to pay. 

 
4.5 If tenants are having problems managing their finances or are experiencing difficulties with Housing 

Benefit, then the Association will offer practical advice and assistance. 
 
4.6 Benefit advice and debt counselling can help to prevent rent arrears and can improve the prospects 

of recovery of arrears.  Support will be given to tenants to seek advice to maximize their income via 
welfare and housing benefits.  Such support will be offered at the start of a tenancy, including the 
Settle In Visits, which are carried out within 6 weeks of the start of the tenancy, and during all stages 
of arrears recovery.   

 
4.7 Where a tenant has accrued arrears and has consistently refused to co-operate with the 

Association, the Association retains the right to withdraw that tenant’s home from any improvement 
programme. 

 
4.8 Where tenants have the Right To Buy, applications will not be processed if the tenant(s) has 

outstanding rent arrears on their account. Once the arrear has been cleared, the tenant can re-apply 
to the Association to purchase their home. 

 
5.0 Recovery of Rent Arrears 
 
5.1 If tenants do not co-operate in dealing with outstanding arrears or respond to letters or visits, then 

legal action will be taken. This can lead to proceedings to end their tenancy and eviction from their 
home. 

 
5.2 If tenants fail to respond to letters or visits and the arrears remain unpaid, the Association may 

serve a Notice of Proceedings on the tenant and all qualifying occupiers notifying them that legal 
action is likely to commence a suitable arrangement is not made and adhered to. 

 
5.3 Eviction will be considered only as a last resort and every effort will be made at each stage to avoid 

it.  Tenants will be given advice and assistance and actively encouraged to get independent help 
from statutory and voluntary bodies as necessary. 

 



5.4 The Management Committee will decide if eviction action is to be carried out. In making this 
decision, they will take into consideration the following: 

 
 If the tenant is in a position to repay the outstanding arrears within 14 days of the charge 

notice together with the resulting expenses.  
o If they are in  this position,  the eviction would be cancelled 
o If they are not, the eviction would be carried out 

 If the tenant is in a position to repay a significant amount  within a specific timeframe ( for 
example 50 or 75% of the outstanding balance within 3 months) the tenant will be asked to 
establish a repayment arrangement for the balance of the arrear and sign a new tenancy 
agreement and the decree will not be enforced. 

 
5.5 If eviction does occur, the Association will ensure that the Homeless Persons Unit is advised in an 

effort to secure alternative accommodation, either temporary or permanent. 
 
5.6 Changes introduced by the 2010 Act mean that any decree granted from 01.08.12 will no longer end 

the tenancy. A decree is only valid for 6 months so if no eviction is carried out within the 6 month 
period then the existing tenancy continues. 

 
 
6.0 Former Tenant Arrears 
 
6.1 The Association will endeavour to stop former tenant arrears occurring but where inevitable, to also 

minimise the level of arrears at the end of tenancy. 
 
6.2 Former tenant arrears may be passed to a debt collection agency (DCA)  for pursual. If a tenant 

absconds or is evicted, the debt will be passed by the Association directly to the DCA.  
 
6.3 Arrears deemed to be irrecoverable by a debt collection agency will be written off without further 

action. Written off debts does not negate the former tenant’s responsibilities for the debt and should 
their whereabouts be known in future or they make an application for rehousing, they will be 
pursued for the debt. 

.  
6.4 The Housing Manager has delegated authority to authorise the write off arrears under £500. Former 

tenant arrears of £500 or more will not be written off without the authority of the Management 
Committee.  

 
7.0 Review 
 
7.1 This policy will be reviewed every three years. 



Appendix 1 –RELEVENT LEGISLATION 
 
The following is a brief summary of the legislation that affects the recovery of rent arrears: - 
 
1.0 The Data Protection Act 1998 

Imposes obligations on the Association not to disclose personal information held on computer or 
certain types of non-computerised data. 

2.0 Equality Act 2010 
Social landlords perform all aspects of their housing services so that every tenant and other 
customer has their individual needs recognised, is treated fairly and with respect, and receives fair 
access to housing and housing services. 

3.0 Housing (Scotland) Act 2001 
The Act requires the Association to provide tenants with a written document stating the terms of the 
tenancy, including the obligation to pay rent lawfully due. Section 16 and Schedule 2, Part 1 of the 
Act gives the grounds for repossession of a Scottish Secure Tenancy and Section 14 lays out the 
procedures for possession. 

3.0 The Civil Partnership Act 2004 
Civil partners should be given the same rights as married couples. 

4.0 The Equality Act 2010 
Bans unfair treatment and helps achieve equal opportunities in the workplace and in wider society. 
The act covers nine protected characteristics, which cannot be used as a reason to treat people 
unfairly. 

5.0 The Housing (Scotland) Act 2010 
The Act introduced pre court requirements that every registered social landlord must follow to show 
that they have taken specific action before proceeding with court action for arrears recovery. 
 
 
The Association will observe the terms of all of the above legislation and strive to implement 
the policy and procedures to meet all legal requirements.  

 
 
 
 
 


