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1. INTRODUCTION

1.1 Calvay Housing Association (CHA) takes a customer-focused and preventative approach
to managing rent arrears and other forms of tenant debt. We recognise that effective
arrears management is essential to maximising rental income, maintaining affordable
rents, and ensuring the financial sustainability of the Association — all of which contribute
to the improvement and maintenance of our housing stock.

The prevention and management of rent arrears and other customer debt is vital not only
for the Association’s financial health but also for supporting tenants and sharing owners in
maintaining their tenancies. Our approach aims to:

Maximise rental income

Minimise the impact of arrears on tenants and the Association

Provide clear, fair, and consistent procedures for staff and Committee
Support tenants in managing their finances and avoiding escalating debt

Arrears relating to factoring charges for sharing owners and other factored owners are
addressed separately in the Association’s Factoring Policy.

1.2 Prevention is the primary aim of this policy however, We understand that arrears may still
arise despite our preventative efforts. In such cases, we will:

Alert tenants as early as possible

Offer help and support to minimise debt

Adopt a reasonable and early intervention approach to recovery

Ensure our recovery methods are firm but fair, recognising that tenants may face
multiple debts or complex personal and financial difficulties

o Take individual circumstances into account and act within the law at all times.

1.3 CHA is committed to engaging with tenants and providing appropriate support to help
manage arrears. This includes:

Access to Welfare Rights and budgeting advice

Proactive communication through calls, emails, texts, and home visits

Referrals to specialist services for households with multiple or complex needs
Ensuring Housing Officers are aware of tenants who may be vulnerable or require
additional support

We aim to maximise income potential for tenants and ensure they receive the assistance
they need to sustain their tenancies.

LEGAL, REGULATORY & GOOD PRACTICE STANDARDS

2.1 CHA will ensure proper compliance with relevant legislation, regulatory standards and good
practice in the operation of this policy and related procedures.
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2.2 The legal framework governing rent management and arrears recovery includes:-

Housing (Scotland) Act 2001 - Introduced the Model Scottish Secure Tenancy
Agreement and outlines the grounds for possession where tenancy conditions are
breached due to arrears.

Housing (Scotland) Act 2010 - Established the Scottish Housing Regulator and the
Scottish Social Housing Charter. It also introduced Pre-Action Requirements that must
be met before initiating legal action for rent arrears.

Housing (Scotland) Act 2014 - Updated tenancy agreements for tenancies created
on or after 1 May 2019, and amended tenant rights and responsibilities.

Homelessness (Scotland) Act 2003 - Requires landlords to notify the local authority
under Section 11 when legal action is being considered for possession due to arrears.

Bankruptcy (Scotland) Act 2016 - Provides the legal framework for tenants to
manage debt through sequestration, which may affect arrears recovery.

The Equality Act 2010 - introduced nine protected characteristics and requires the
Association to ensure that policies and procedures to provide fair and equal treatment
for all. CHA will ensure that all tenants are treated fairly, without discrimination based
on any of the nine protected characteristics: Age, Disability, Gender Reassignment,
Marriage & Civil Partnership, Pregnancy & Maternity, Race, Religion or Belief, Sex,
and Sexual Orientation

2.3 The Scottish Social Housing Charter sets the standards and outcomes that all social
landlords should aim to achieve when performing their housing activities, e.g.

Outcome 1 — Equalities : they support the right to adequate housing every tenant
and other customer has their individual needs and rights recognised, is treated fairly
and with respect, and receives fair access to housing and housing services.

Outcomes 7/8/9 — Housing Options : people at risk of losing their homes get advice
and information on preventing homelessness.

Outcome 11 — Tenancy Sustainment : 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 organisation.

Outcome 13 — Value for Money : tenants, owners and other customers receive
services that provide continually improving value for the rent and other charges they
pay.

Outcomes 14/15 — Rents and Service Charges : a balance is struck between the
level of services provided, the cost of the services, and how far current and prospective
tenants and service users can afford them - tenants get clear information on how rent
and other money is spent, including details of any individual items of expenditure above
thresholds agreed between landlords and tenants.
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3. AIMS AND OBJECTIVES

The main aims of this policy and related procedures are to:

3.1 Minimise rent arrears and other customer debt:
Through proactive and reactive strategies applied both before and during the tenancy, we
aim to foster a payment culture and prevent the accumulation of debt.

3.2 Ensure effective arrears management:
By promoting early intervention, personal contact, and a firm but fair approach, we
encourage tenants to engage and take ownership of their arrears.

3.3 Accurately identify and pursue technical arrears:
Ensuring that all arrears are correctly classified and addressed in line with best practice.

3.4 Provide access to welfare and budgeting advice:
Supporting tenants with financial guidance to help prevent and manage arrears.

3.5 Offer flexible payment options:
We will provide a range of payment methods to suit the needs and preferences of
tenants, making rent collection as accessible as possible.

3.6 Establish clear guidelines for debt recovery:
Staff and tenants will be supported with clear procedures outlining when legal action is
appropriate, including defined responsibilities and timescales for decision-making.

3.7 Report regularly to Committee:
To support their role in monitoring and reviewing arrears performance and policy
implementation.

3.8 Work in partnership with external agencies:
To sustain tenancies and prevent homelessness, we will maintain regular liaison with
support services such as Housing Benefit, DWP, Universal Credit, Job Centre Plus,
Social Work, and other relevant organisations.

3.9 Use legal action appropriately:
Legal proceedings will only be initiated after all other efforts have been exhausted and all
pre-action requirements met. Eviction will always be a last resort.

3.10 Recover former tenant debt responsibly:
We will implement systems to pursue former tenant arrears and write off debts that are

uneconomical to recover due to age, amount, or the whereabouts of the debtor being
unknown.

4, PREVENTATIVE MEASURES
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4.1

4.2

4.3

4.4

4.5

4.6

4.7

4.8

4.9

4.10

4.1

CHA recognises that the legal process for recovering rent arrears and other debts is
generally lengthy, costly, and can lead to increased tenancy turnover, homelessness, and
reduced community stability. As such, our focus is on preventing and minimising arrears
through early engagement, clear communication, and proactive support. To achieve this,
the Association will ensure:

Clear Communication at Offer Stage - All prospective tenants receiving a written offer of
tenancy will be informed of the monthly rent due in advance, as outlined in the Tenancy
Agreement. They will also be advised of any welfare benefit restrictions that may apply to
the type or size of property offered.

Rent in Advance - Tenants will be asked to pay rent in advance, as per their tenancy
agreement, to avoid immediate arrears occurring, cover potential benefit delays, and
account for the four-week notice period at tenancy end. Discretion may be applied in
exceptional circumstances, with a payment agreement put in place to cover the initial rent.

Awareness of Payment Responsibilities - Tenants will be made aware of available
payment methods, any agreed arrangements, and the consequences of non-payment —
including court action, expenses, and recovery procedures. Those eligible for Housing
Benefit or Universal Credit will be reminded of their responsibility to apply and manage any
shortfalls.

Regular Account Monitoring - Tenants’ rent accounts will be monitored regularly to
identify early signs of financial difficulty, enabling timely intervention and support to prevent
arrears from escalating.

Accessible Information and Advice - Tenants will receive relevant information at sign-
up and throughout their tenancy via handbooks, settling-in visits, correspondence, one-to-
one discussions, texts, emails, newsletters, the website, and consultation events.

Welfare Rights Support - Tenants will have access to the Association’s Welfare Rights
Officer, who can assist with benefit applications and offer budgeting advice to help
maximise income and manage finances effectively.

Referral to External Support Services - Where appropriate, tenants will be signposted
or referred to external agencies for specialist advice on debt management, fuel poverty,
tenancy sustainment, employment, and other support needs.

Liaison with Benefit Agencies - The Association will maintain regular contact with
Housing Benefit, Universal Credit, DWP, and Job Centre Plus to stay informed of changes
in procedures or reforms that may affect tenants’ entitlements or payments.

Staff Training and Development - Staff will receive ongoing training — both in-house and
externally — to ensure they have the knowledge and skills required to deliver effective
arrears management and provide accurate advice on housing and related benefits.

Effective Tenancy Termination Procedures - The Association will make every effort to
ensure tenancies are ended properly to avoid former tenant arrears. Abandoned properties
will be identified and dealt with promptly to prevent the accumulation of debt.
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5. RANGE OF PAYMENT OPTIONS

5.1 CHA offers a range of secure and flexible payment options to support tenants in meeting
their rent obligations. These options are designed to suit individual needs and references,
and to encourage regular payment.

Methods of payment include:-

through the Calvay HA Website - “make a payment” button

requesting a paylink

Callpay — telephone payment through CHA office

at any Post Office or Paypoint terminal

by debit card over the phone to Allpay, which is a 24 hour service, or

by debit card over the phone or at the Association’s office during office hours

on line at www.allpayments.net

by using their smartphone and downloading the Allpay APP

by Direct Debit via their bank account, or a BACS payment

through Housing Benefit, Universal Credit, or Alternative Payment Arrangements
(APA), including deductions from ongoing DWP benefits — these will only be
applied where the tenant fails to engage or make direct payments

5.2 The Association does not accept cash payments at the office for security reasons, but will
accept cash in extenuating circumstances, where deemed appropriate by staff.

5.3 Tenants may use a credit card to make payments over the phone or online. While this
facility is available, it is not advertised or encouraged, and is intended only for limited
use, such as preventing eviction following a court decree.

6. ARREARS MANAGEMENT AND CONTROL

6.1 The Association maintains computerised records of information on all tenants’ rent
accounts and arrears case management, including notes of contact and actions. Copies
of relevant correspondence are recorded or attached within each tenant’s diary entry. Rent
statements are also produced from this system as appropriate. This system enables staff
to monitor arrears effectively and maintain a clear audit trail of all interactions and
decisions.

6.2 All personal information collected and shared is handled in accordance with GDPR

requirements and the Association’s Fair Processing Notice. Data is only used for the
purposes communicated to tenants and is stored securely.
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6.3 Payments are generally downloaded and posted from Allpay daily, to ensure accounts
are up to date. This allows for timely identification of missed payments and broken
arrangements, enabling swift follow- up and support.

6.4 Early contact is critical when an arrear occurs, or a payment is missed. This may be by
letter, interview at the office or home visit, calling cards left prompting the tenant to
contact the office, or by telephone calls, text or email messages. Staff will determine the
most appropriate method based on the tenant’s circumstances, with the aim of building
a supportive relationship, gaining understanding the reason for non-payment, and agreeing
on a resolution.

6.5 Written communication will also be used to record formal steps in the pre-court
requirements process, confirm actions and agreements and ensure tenants are fully aware
of the legal implications of failing to pay their rent.

6.6 Where appropriate, the Association may apply for direct payments or Alternative Payment
Arrangements for Universal Credit (APA) deductions from or other benefits. This may
occur when:

A tenant fails to maintain a voluntary payment arrangement
Arrears exceed eight weeks’ rent

The tenant requests it

The tenant meets vulnerability criteria

6.7 Tenants may be asked to sign a mandate to allow the Welfare Rights Officer or other
Housing staff member to discuss a specific issue relating to their HB or UC claim. (This is
to satisfy the GDPR requirements for accessing personal data)

6.8 Tenants can also visit the Association’s website and register for a Tenant Register/Login
which will enable them to view their last 6 rent transactions and monitor the balance on
their account.

6.9 Housing Officers are trained to identify tenants who may be vulnerable or facing complex
financial or personal challenges. Where additional support is required, staff will:

e Engage with tenants in a respectful and empathetic manner
o Make appropriate referrals to internal or external support services
e Monitor progress and maintain ongoing contact to encourage continued engagement

7. WELFARE RIGHTS AND ADVICE

71 Maximising benefit entittement and offering debt counselling are considered vital in
assisting tenants to maintain rent payments. The Association’s in-house Welfare Rights
Officer will provide support to all potential and existing tenants, while working closely with
the Housing Officers, to increase the tenants’ ability to pay.

7.2 The Association also works closely with and maintains strong working relationships with

local authority HB Teams, UC and DWP Departments, Job Centre Plus and other relevant
agencies to ensure that claims for tenants are processed efficiently and accurately.
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7.3 The Welfare Rights Officer, together with the assistance of other Housing staff, will advise
and support tenants in various ways, by:-

(i) Identifying where an appeal against a benefits decision may be appropriate and
helping tenants prepare and follow the correct benefit appeal process

(i) Referring clients onto colleagues or other agencies, as appropriate, for specialist
help with issues that fall outside the remit of CHA.

(iii) Assisting tenants with on-line benefit applications, where they don’t have access to
the internet and/or the necessary skills to use the internet.

(iv) Investigating and applying for other funds, e.g. charitable grants, and working with
other agencies that will improve tenant welfare, fuel poverty, etc.

(v) Supporting clients with their Universal Credit (UC) claims, help develop a better
understanding of UC as it is rolled out and how it may affect clients’ claiming both
Income Related and Contribution Based legacy Benefits.

(vi) Providing and promoting basic money advice, including household budgeting,
money saving tips and making referral to specialist agencies.

8. LEGAL ACTION

Any tenant served with a Notice will also be given information, advice and assistance on
how to rectify the situation and made fully aware of the seriousness of their situation. Only
reasonable offers of repayment will be accepted and monitored at this stage.

8.1 Notice of Proceedings (NOP) and Pre Action Requirements

Pre-action Requirements Section 155 of the Housing (Scotland) Act 2010 sets out
additional procedures for serving notice on a tenant to recover a property. Our policy
and related procedures are underpinned by the Scottish Government's Housing
(Scotland) Act 2001 and 2010 Guidance for Social Landlords on Pre-Action
Requirements and Seeking Repossession of Social Housing (for the full guidance see:
http://www.scotland.gov.uk/Publications/2012/06/2337/0).

The guidance outlines the pre-action requirements we are required to satisfy before serving
a Notice of Proceedings to recovery the property. These include details of the action we
have taken to resolve the arrears up to the date when the notice is served.

In line with this legislation, we must provide clear and accurate information in the notice on
the following pre-action requirements:

¢ We have provided clear information to our tenant about the tenancy agreement and the
unpaid rent or other financial obligations;
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8.2

8.3

8.4

We have made reasonable efforts to give help and advice on eligibility for Housing
Benefit and other types of financial assistance;

We have provided our tenant with information about sources of help and advice with
the management of debt;

We have made reasonable efforts to agree with our tenant a reasonable plan for future
payments;

We have considered the likely result of any application for Housing Benefit our tenant
has made that has not yet been decided;

We have given consideration to other steps our tenant is taking which are likely to result
in payment within a reasonable time;

We have given consideration to whether our tenant is complying with the terms of an
agreed plan for future payments; and

We have encouraged our tenant to contact their local authority (where the local
authority is not the landlord).

In complying with the guidance and pre-action requirements, we will ensure that all
reasonable efforts have been made to try to resolve the arrears before serving the notice.
We will give consideration to any support needs our tenant may have, including difficulty in
reading or understanding information. We will take reasonable steps to make sure
information is communicated in a way that is easy to understand. This may include
communicating via a support worker where permission has been given by our tenant

Section 11 Referral

In line with the Homelessness (Scotland) Act 2003, the Association will notify Glasgow
City Council under Section 11 when legal action is being considered. This referral is
made via secure email and includes:

o Tenant details

e Reason for referral

e Summary of arrears and actions taken

o Offer of support and engagement history
Court Action

If arrears continue to escalate and the tenant fails to respond or maintain a payment
arrangement, the case will be referred to court. All potential court actions must be
reviewed and approved by the Senior Housing Officer or, in their absence, the Operations
Manager.

Once a court date is fixed:

The case must call in court, even if a payment offer is received.
The case may be continued to monitor payments or sisted if arrears reduce significantly.

Tenant Communication
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Tenants will be kept informed at every stage of the legal process. Housing Officers will
maintain personal contact and ensure tenants understand the implications of legal action
and the options available to resolve the situation

8.6 Seeking Decree

Approval from the Senior Housing Officer / Operations Manager is required before
seeking Decree for Recovery of Possession. Where decree is sought, the Association will
also request an award of court expenses.

If the arrears are cleared prior to the court date, the Association may seek an expenses-
only decree.

8.7 Enforcement of Decree

Where a Sheriff grants Decree for Recovery of Possession, the Association will generally
enforce this upon receipt of the Extract Decree. However, housing law allows up to six
months to enforce decree. At its discretion, the Association may accept full payment of
arrears and expenses in lieu of enforcing possession.

8.8 Court Expenses

If a tenant has previously been to court and subsequently failed to clear any outstanding
court expenses linked to that action, the Association will also include this debt in the
NOP, in order to pursue repayment of these expenses and the rent arrears.

9. OTHER DEBT

This section outlines Calvay Housing Association’s approach to managing and categorising debt,
including technical arrears, former tenant arrears, and the processes for write-offs. It also
highlights our commitment to value for money and partnership working with statutory agencies to
support tenancy sustainment and prevent homelessness.

In line with the Scottish Social Housing Charter, particularly Outcome 13 — Value for Money, the
Association aims to manage resources efficiently, minimise arrears, and ensure that services
deliver increasing value for tenants and customers.

The Association recognises the following categories of debt:

9.1 Sharing Owners Arrears

Any persistent arrears will be dealt with under the Shared Ownership Policy.
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9.2 Technical Arrears

These are arrears that arise due to timing issues, such as:

o Housing Benefit or Universal Credit payments due but not yet received.
o Agreed late payments outside the standard rent cycle.

These are recorded separately to ensure accurate performance reporting and follow-up.

9.3 Former Tenant Arrears

Where a tenancy ends with outstanding rent, the Association will or may:

Seek a forwarding address and payment arrangement

Pursue recovery where decree has been granted or contact details are known
Consider the cost-effectiveness of recovery before proceeding

Liaise with a Tracing Agency to obtain an address and pursue arrears

9.4 Write-Offs

Debts may be written off where recovery is deemed impractical or uneconomical,

such as:
o The tenant is deceased
o The debt is below a threshold
. No contact details are available
e Legal advice confirms no further action is viable

Write-offs are subject to approval by the Management Committee at year-end. If new
information arises, the Association may reinstate and pursue the debt.

9.5 Sequestration

Once a tenant is legally bankrupt, the Association cannot pursue debts incurred before
the sequestration date. These are typically discharged after one year unless extended
due to non-compliance.

9.6 Trust Deeds

A legally binding agreement where the debtor contributes income to a trustee. Debts
are discharged after up to four years. The Association will seek legal advice before
writing off such debts.

9.7 Debt Arrangement Schemes (DAS)

DAS allows tenants to repay debts over time through a third-party arrangement. While
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interest may be waived, debts are not written off. The Association will respect DAS
protections and monitor repayment progress.

10. PERFORMANCE MONITORING AND REVIEW

Effective monitoring is essential to ensure that this policy and its associated procedures are
implemented consistently and deliver positive outcomes. Arrears will be monitored by the Housing
Officers, overseen by the Senior Housing Officer, Operations Manager, with strategic oversight
provided by the Management Committee.

The following measures will be used to assess and improve arrears management performance:

10.1 Target Setting and Internal Review

o Establishing and reviewing performance targets for reducing current and former
tenant arrears.

e Targets will be informed by Calvay’s historical performance and sector benchmarks
published by the Scottish Housing Regulator and other good practice bodies.

10.2 Comparative Analysis

¢ Comparing current performance with previous years to identify trends and areas for
improvement.

¢ Monitoring the outcomes of legal actions, evictions, and abandonments to inform
future policy and practice.

10.3 Benchmarking and Sector Engagement

¢ Benchmarking performance against peer organisations through membership of the
Scottish Housing Network (SHN).

¢ Participating in sector forums and good practice events to share learning and
improve service delivery.

10.4 Regqulatory Reporting and Tenant Feedback

e Submitting performance data via the Annual Return on the Charter (ARC) to the
Scottish Housing Regulator.

e Sharing ARC outcomes with tenants and inviting feedback to inform service
improvements.

10.5 External Learning and Collaboration

¢ Reviewing annual reports and performance data from other housing providers.

e Engaging with Easterhouse Housing Regeneration Alliance (EHRA) members at both
manager and senior officer levels to discuss policy and procedural developments.
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11. COMMUNICATION

The Association is committed to handling all rent account matters with the highest level of
confidentiality.

We will not discuss a tenant’s arrears with any third party without the tenant’s written consent,
except in the following circumstances:

With Health & Social Care Partnership services

With Housing Benefit departments

With the Department for Work and Pensions (DWP)

With an MSP or Councillor formally representing the tenant

With any other person formally mandated to act on the tenant’s behalf, in line with the
tenant’s recorded communication preferences on our housing system

(For full list of all third party parties please refer to our Customer Privacy Notice — Link here )

When tenants in arrears visit our office, they will be interviewed in a private interview room. Staff
will not discuss personal details at the reception desk or in public areas.

If tenants have provided an email address or mobile number, we may use these to communicate
confidential rent account information — unless the tenant has specifically asked us not to use
these methods.

12. DATA PROTECTION / GDPR

The Association will treat all personal data in line with our obligations under the current General
Data Protection Regulations and our own Data Protection Policy and Data Retention Procedures.
Information regarding how your data will be used and the basis for processing tenant’s your data
is provided within our Customer Privacy Notice.

Tenants or former tenants may request a copy of their personal data by submitting a Subject
Access Request in writing. We will respond within one month. A template and further information
are available on our website.

13. CONSULTATION

The Association values tenant input and will consult with tenants, resident groups, and other
relevant stakeholders when significant changes are proposed to this policy.

While we do not anticipate frequent major changes, we are committed to ensuring that any
updates reflect the views and needs of our community.
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14. THE ROLE OF COMMITTEE

14.1 The Management Committee plays a key role in ensuring effective oversight of rent
arrears and debt management. Their responsibilities include:

e Approving and reviewing the Arrears and Debt Management Policy

¢ Arrears Management will be reported on a quarterly basis to the Management
Committee as part of Key Performance Indicators. Performance Indicators are
approved by the Management Committee on an annual basis.

14.2 Reporting to the Management Committee
To support governance and accountability, the following reports will be presented:

Annually:
e Write-off report for former tenant arrears
e Annual overview of rent arrears performance (ARC Return)

Quarterly:
e Non-technical arrears for tenants and sharing owners
e Value of current non-technical rent arrears
e Gross Rent Arrears as a % of rent due for year
e Rent lost through voids, expressed as a percentage of possible gross rent
receivable
e Any other issues relating to rent arrears recovery

14.3 All actions, timescales and levels of responsibility are detailed further in the working
document, Arrears and Debt Management Procedures.

15. DECLARATION OF INTEREST

Committee Members who are in arrears are not considered to have a conflict of interest, provided
they have a payment agreement in place and are adhering to it.

Where this is not the case, it is the responsibility of the Operations Manager to inform the member.
If the member is present at a meeting where arrears are being discussed, they must:

e Declare an interest, and
o Withdraw from any discussion or decision-making related to arrears

This ensures transparency and maintains the integrity of the Association’s governance processes.

16. PERSONAL DATA PROTECTION

Any personal data processed under this policy / procedure must be processed in accordance
with UK data protection laws. For further information please refer to our Data Protection Policy
and associated policies and procedures. Any queries relating to the processing activities should
be referred to our Corporate Services Manager or Data Protection Officer
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17. COMPLAINTS

Complaints related to rent arrears or debt management will be handled under the Association’s
Complaints Policy, which covers:

¢ Disagreement with the outcome of the policy
e Concerns about staff treatment
e How a tenant or sharing owner has been dealt with

Copies of the Complaints Policy are available from the office or can be downloaded from the
Association’s website.

If a complainant remains dissatisfied after following the policy and exhausting all the internal
options, they may escalate their complaint to the Scottish Public Services Ombudsman.

18. POLICY REVIEW
This policy will be reviewed every five years from the date of approval, or earlier if needed to reflect:
¢ Changes in legislation

e Shifts in good practice
e Evolving circumstances.
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