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RENT ARREARS POLICY
INTRODUCTION
The term ‘Stroud’ includes, in this policy/procedure, Stroud staff, principally those operating in the Housing Management Service Unit of the Directorate of Housing and Environmental Services as well as external contractors appointed by Stroud District Council.

The term ‘rent’ is most frequently used for the purposes of this policy document.  It should be noted, however, that the Housing Management Service Unit is responsible for the provision of housing income collection, recovery, control and administration services for the following:-

· current tenant arrears

· former tenant arrears

· Housing Benefit overpayments

· unpaid rechargeable repairs
)

· unpaid leasehold charges
)
holding account arrears

· court costs
)

References to the above are detailed in the Procedure Guide.

Stroud is obliged to give the tenant opportunities to pay the rent and in return the tenant is expected to meet his/her obligations under the Tenancy Agreement.

The Tenancy Agreement, Schedule 3 (Clause 1) and Schedule 4 (Clause 3) states:

Schedule 3 - Your duties
1.
Rent

You will pay the rent, and all other charges shown on the rent card (which forms part of the tenancy agreement) for the use of your home, regularly and on time.  The figures on the left hand side of your card show how much you have to pay each week.  You must pay for the two weeks to come on the first Monday of each fortnight unless we ask you to pay in some other way.  If we change the amount of rent, we will give you at least four weeks’ written notice.  After this you must pay the new amount.  If we change other charges, the date which these new charges will apply from will be shown on your rent card.


For more information please see section 3 of the tenants’ handbook.


Schedule 4 - Our rights if you do not keep to this agreement
2.
Recovering rent you owe us

If you do not pay your rent regularly and on time, we may bring a civil action in the county court.  We may also be able to repossess your home.  We may also be able to sell your possessions to pay any rent you owe us.

GENERAL PRINCIPLES AND OBJECTIVES OF ARREARS CONTROL
Stroud District Council recognises that occasionally tenants may have financial difficulties and are unable to pay the rent due.  Our policy, therefore, embodies a ‘firm but fair’ approach to provide all tenants in arrears with sound financial advice and assistance with practical arrangements for repayment.  Eviction will only be considered as a ‘last resort action’, if all other action has failed, so as to ‘break the cycle of homelessness’ by avoiding repossessions and abandonment of homes wherever possible.

To support these principles Stroud has the following arrears control objectives:

· to use policies and procedures that are effective, easily administered, and are standard within the Housing Management operation.

· to maximise income to the Housing Revenue Account, to maximise service delivery to the benefit of all tenants, by minimising rent arrears.

· to ensure the primary function is to recover debt rather than regain possession.

· to reduce the impact of personal debt by providing advice and support at an early stage to tenants who are in financial difficulty.

· to consider each case individually, fairly and objectively within the Policy and Procedure set down.

· to maintain good working communications with all other colleagues and agencies involved in arrears recovery, benefit and debt advice, particularly amongst others, Housing Benefits, DSS, CAB, Mothers Union and Money Advice Services.

· to discourage tenants from accumulating debts by demonstrating that prompt action will be taken over arrears both in terms of recovery and genuine support and advice to instil a payment culture amongst Stroud’s tenants and leaseholders.

· to ensure staff are sufficiently trained in relation to arrears recovery and benefit advice, and equally as important in terms of the wider social and interpersonal skills required for this discipline.

· to strike a balance between the cost and likely success of recovery particularly for former tenant arrears and holding account arrears.

· to observe and annually review Stroud’s overall policies, procedures and objectives.

GENERAL PRINCIPLES OF CONTACT WITH TENANTS
NEW TENANTS
We recognise that for those moving into a new property can be a costly and a difficult time for new tenants to organise their financial and personal affairs.  To assist we will provide full pre-tenancy counselling, particularly in relation to rent payments.  The sign-up includes:-

· a Tenancy Agreement

· checking, completion of, and advice relating to Housing Benefit application forms (sent with the offer letter)

· a Tenant’s Handbook

· an information sheet on how, when and where to make rent payments as well as what to expect in terms of advice and action if the account falls in arrear.

Direct Debit to be offered as the first and preferred method of payment.  In the case of new garage accounts, a direct debit is mandatory as the method of payment.

The sign-up Officer will run though each part of the Tenancy Agreement and provide other useful information related to the tenancy and estate generally.  The tenant will then be asked to sign a form of checklist to ensure he/she has received and understood the advice given by the Officer.

The checklist is copied to the appropriate Rent Officer who will make contact with the tenant within 35 days of moving in and :-

· check they are paying the correct rent due

· check Housing Benefit has been or is likely to be received

· answer any other rent queries

NEW AND EXISTING TENANTS
In all arrears cases we will:-

· take prompt and effective early action in every case to prevent any problems becoming worse

· make personal contact with tenants -backed by letters if there is no response

     use discretion, flexibility and a range of responses within the arrears procedure to obtain       

     the best results

· document all actions and conversations

· write and send arrears letters in plain English

· agree repayment arrangements based on the tenant’s income and reasonable expenditure  

· assist with Housing Benefit advice 

· provide initial debt advice

· provide details of contacts for further benefit and debt advice as appropriate

· take stronger action if no payment or agreement is reached

· where necessary recover arrears via DSS direct payments

ELDERLY AND VULNERABLE TENANTS
Stroud has many tenants who are elderly, who are vulnerable through mental or physical disabilities, who have young dependent children and who cannot read or write.  Our policy is specifically tailored to ensure that sufficient checks are in place to reflect the special circumstances of such tenants.  The checks are:

for tenants of pensionable age and disabled tenants:-

· repayment arrangements must be realistic

· positive attempts must be made to identify any support worker/agency working with the individual who may be able to help assist the arrears recovery

· a Notice of Seeking Possession (NOSP) will not be served until a home visit/interview has been complete, or every effort  has been made, without success, to contact the tenant

· notify Social Services that possession proceedings in the County Court are about to commence

· inform Social Services when requesting a Warrant for Possession be executed by the County Court

· all letters are to be sent on yellow paper with black text for improved visibility

for vulnerable tenants or tenants with mental health problems/learning difficulties:-
· repayment arrangements must be realistic

· positive attempts must be made to identify any support worker/agency working with the individual who may be able to help assist the arrears recovery

· a Notice of Seeking Possession (NOSP) will not be served until a home visit/interview has been completed,or every effort has been made ,without success,to contact the tenant

· notify Social Services that possession proceedings in the County Court are about to commence

· inform Social Services when requesting a Warrant for Possession be executed by the County Court

for households with young children (ie under 16):-

· notify Social Services that possession proceedings in the County Court are about to commence

· inform Social Services when requesting a Warrant for Possession be executed by the County Court

for tenants who cannot read or write (or read or write English):-
· to communicate all key advice and decisions verbally or by the use of a translator.

INTERVIEWS
All interviews at the tenants home, or in District Council owned or leased premises, and estate offices must be sensitive and non-threatening.  Interviews must take place in a private room and it is important for tenants to know that any information they give will remain private and confidential.  If it is not convenient for the tenant to discuss rent account details then an alternative appointment must be agreed and documented.

Failure by the tenant to agree or keep to a subsequent appointment will be regarded as approval to progress the case to the next stage of the recovery cycle if the arrears do not reduce, unless there is good cause not to do so.

All interviews will be recorded on an Arrears Interview Form and the key points confirmed in writing or by means of a Rent Arrears Agreement.

HOME VISITS
For interviews in the tenants home Stroud staff will:-

· introduce and identify themselves with ID cards

· politely explain the purpose of the visit

· ensure there is adequate privacy for the tenant

· staff to observe the guidance contained in the ‘Dealing the Aggression and Violence’ Divisional Policy Document as regards best practice interview techniques and precautionary measures for difficult interviews.

LETTERS
All correspondence will be in accordance with our Customer Service Guarantee standards and be:-

· in plain English

· correctly addressed

· have direct line phone number of the sender

· in sealed envelopes

and following an interview or home visit will:-

· summarise the key points of the meeting

· show a current balance with date

· request to pay outstanding debt with suitable repayment arrangement

· a summary of the action that will follow if the tenant does not pay as agreed

EXTERNAL PARTNERS

In the case of mortgage references a fee of £29.38 (inc. VAT) will be charged, payable in advance and payable to Stroud District Council.

General rent queries from Local Authorities and Housing Associations will be provided free of charge.
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1.1.
POLICY GUIDANCE FOR CURRENT TENANTS ARREARS
	Pre-tenancy interviews
	All tenants will have a pre-tenancy interview at which the Estates Officer will stress the importance of regular payments and provide advisory literature.



	Early contact
	Any tenant who is newly in arrears will be interviewed by the respective Rent Officer so that steps may be taken to prevent any problems becoming worse.

Advice will be offered, repayment arrangements established and with the tenant’s agreement, the respective Rent Officer will liaise with any other agencies involved.

In addition where deemed appropriate, the case officer will draw to the attention of any adult member of the household (who is not necessarily the tenant/joint tenant) of the arrears situation to engender repayment.  If in any doubt regarding this approach then the Senior Rent Officer should be consulted.  This approach will apply at all levels of the recovery process.



	Flexibility
	Each case of arrears will be dealt with individually.  The Rent Officer will use discretion, flexibility and a range of responses within the arrears procedure to obtain the best results.



	Income Support
	The Rent Officer will routinely seek direct payments from benefits or earnings as a contribution to any agreement or Court Order for the reduction of arrears.



	Housing Benefit
	The Rent Team will liaise regularly with Housing Benefit Officers in order to establish good working relations.



	Rent Arrears and Control System (RACS)
	Individual Rents staff must ensure that Northgate Housing is continuously updated to ensure accuracy of data, particularly diary entry notes to reflect progression of and contact with debtors.



	Notice of Intention to Seek Possession/Notice to Quit


	The Rent Officer will issue a NOSP/NTQ to any tenant with arrears which have reached the end of Stage 3 (no response after letters A01/A02) or GL1/GL2 for garage arrears.




	Postponed Possession Order
	The Council will apply for a Postponed Possession Order if the tenant makes an agreement to clear their arrears in full or on terms.



	 Possession Order
	The Rent Officer will prepare case details for the Senior Rent Officer to consider and authorise.



	Eviction
	The Council will only seek eviction when tenants have been given every opportunity and assistance to resolve their payment problems.

An eviction can only be authorised by the Principal Rent Officer in the manner detailed in the section ‘ Possession Order’ immediately above.

Once the warrant has been issued, eviction will be avoided only if the tenant offers to clear the arrears and associated costs in full.  Only in exceptional circumstances will any other offer to significantly reduce arrears to avoid eviction be considered and only then at the discretion of the Principal Rent Officer.

After eviction has taken place, neither the tenant nor members of the tenant’s household will, be allowed back into the property unless under the strict supervision of the Principal Rent Officer and the Estates Officer and only then to remove possessions.



Current Tenant Arrears - Recovery Cycle
	
	Current
	Proposed

	Action Taken
	Week
	Arrear (£)
	Week
	Arrear (£)

	L1
	3
	99
	3
	99

	L2
	5
	198
	5
	198

	Visit
	7
	297
	6
	247

	NOSP
	9
	396
	7
	297

	Apply to Court
	16
	792
	12
	500

	Court Hearing
	20
	940
	16
	742

	Breach - Postponed Possession Order
	22
	990
	18
	841

	Contact Tenant
	23
	1,089
	19
	891

	AHM
	25-26
	1,188
	-
	-

	Apply - Eviction
	26-27
	1,287
	20-21
	940

	Eviction Date
	30
	1,435
	24-25
	1,138

	NB:  Based on average weekly rent £49.49

	Reduction:  (proposed) £297 - up to 6 weeks rent


1.2.
ARREARS PROCEDURES: UP TO NOTICE OF SEEKING POSSESSION (NOSP)
	Who
	Does What
	How
	When

	RACS
	Rent accounts updated on Northgate Housing with new balances


	IT – Northgate Housing review

* for garage arrears
	week 3, day 1

	RO
	Review all arrears cases up to NOSP level and writes to:-

· all tenants newly in arrears

· (tenants who are not keeping an arrangement)
	( A01

( GL1*
	By week 3,

day 1

	RO
	Next Arrears Balance, assuming no response/ payments from ‘new’ arrears cases then:

· send warning letter
	( A02

*( GL2
	By week 5, day 1

	RO
	Arranges to contact the tenant (preferably home visit)

· discuss the problems causing the arrears

· advise and inform on possible solutions

· agree a realistic payment plan

· completes Arrears Interview Report
	( (
( AIF


	By week 6, day 1

	RO
	Writes to tenant to confirm agreement made
	( 
	Within 1 day of contact with tenant(s) (week 6, day 2)

	RO
	Monitors payments                     Visit/write if fails to comply                       
	Northgate Housing
	Through to next Arrears Balance Review on week 7, day 1

	RO
	If the tenant fails to keep the payment plan or has made no response


	
	By week 7, day 2

	RO
	To complete NOSP Recommendation Form for SRO to authorise (to be used for NTQs in the case of garages)
	( NSP RF
	

	RO
	Authorise NOSP/NTQ
	Signature
	Within 2 days

	RO
	Serves NOSP/NTQ with Explanatory Notes
	( NSP/NTQ* with B/F of 7 days
	On week 7, day 5 or before


1.3.
PROCEDURAL NOTE: SERVING NOTICE OF SEEKING POSSESSION (NOSP)
	Warning (

	It is essential that the information within the Notice is accurate in all respects or the legal proceedings could fail.



	Wording and format
	All Notices must be in a prescribed form.  The wording in the legislation must be repeated verbatim in the Notice.

All Notices must be accompanied by the Council’s Explanatory Notes.



	Grounds for possession
	The Notices must specify the appropriate grounds on which the Court will be asked to make an Order for Possession. 

Comprehensive information justifying the grounds must be laid out in Section 4 of the Notice.  This must include:-

· the appropriate Ground to be used and the description of that Ground under the Housing Act

· the amount of the arrears as at the last arrears balance date



	Entering names of tenant(s)
	The name on the Notice should only be that of the existing tenant, entered in full, or in the case of joint tenancies, the full names of all the joint tenants.



	Addressing the Notice for a flat
	The address on the Notice must be precise for a flat and the number should be specified.



	Beginning proceedings
	County Court Proceedings cannot begin until a full 28 days has elapsed from the date of the Notice.



	Validity of Notices
	Notices will be current under the following terms:-

· Notices are valid for 12 months after expiry

· No proceedings can start after the 12 months have elapsed

· if a tenant clears the arrears, then defaults again, a new Notice must be served.



	Method of service
	A Notice may be served by:-

· hand wherever possible

· Recorded Delivery and no mail post

Note: if the Notice is served by hand, a note must be made of the date, time and method of service and the Notice must be witnessed.




	Monitoring NOSPs
	As well as the monitoring procedures detailed in the procedure notes 1.4. RO’s must attach a 10 month B/F to all NOSPS issued to ensure NOSPs are re-issued within 12 months if arrears still exist and the case has not been progressed and/or arrears cleared.




1.4.
ARREARS PROCEDURES: FROM NOSP TO OBTAINING A POSTPONED POSSESSION ORDER (PPO)
	Who
	Does What
	How
	When

	Note: NOSP ISSUED (SEE 1.3. ARREARS PROCEDURES)

	RO
	Contacts tenant to confirm:-

· content and understanding of NOSP

· arrange repayment plan and/or clearance by an accepted date

Then writes to confirm 28 DAY PERIOD ATTACHED TO NOSP EXPIRES AND RE-AFFIRM ARRANGEMENT OR OTHERWISE.
	( (
Write special letter if contact achieved and arrangement reached

( 
 
	By week 9

By end of week 9.

Beginning of week 11

	RO
	IF AGREEMENT BROKEN OR NO RESPONSE – AND COMPLETE COUNTY COURT REQUEST FORM FOR SRO AUTHORISATION
	( 
( 
	Week 11, days 1 and 2

	SRO
	Then complete ‘Instructions to Solicitor for County Court Hearing’ Form
	( Inst.1
	By week 12, day 1

	See procedural note 1.5. ‘Obtaining a Suspended Possession Order’




1.5.
PROCEDURAL NOTE:  OBTAINING A POSSESSION ORDER (POSTPONED/OUTRIGHT/MONEY JUDGEMENT)
	Who
	Does What
	How
	When

	Solicitor
	Applies to the Court Office for a summons to be served on the tenant
	(
	on SRO instructions (Inst.1 - week 12)

	SRO
	Sends a set of documents to the Solicitor to use in the Court hearing:-

· tenancy agreement

· print out of rent account

· Notice of proof of service

· any payment arrangement form

· correspondence with the tenant

· any Notice of Admission/ defence

· Notices of Variation to the original tenancy agreement, including rent changes


	( Court witness statement


	

	
	IF THE TENANT PAYS OFF THE ARREARS BEFORE THE HEARING DATE
	
	

	SRO
	· attend the hearing and request the proceedings to be withdrawn but for costs to be awarded, or
· instruct the Solicitor to cancel


	(

	

	
	RO/SOLICITOR
	HEARING DATE
	Est. date = 16 week

	SRO
	Attends Court to act as witness.

Note: if the SRO responsible for the case is not available, the PRO  should attend.


	
	


	Who
	Does What
	How
	When

	Solicitor
	Requests a Postponed Possession Order or Money Judgement Order in cases where majority of outstanding debt is as a consequence of a Housing Benefit overpayment or Outright Possession Order.
	
	At court hearing

	SRO
	Writes to the tenant to confirm terms of Court Order and payments expected, including Court costs.

(Note: must add Court costs to rent account on Northgate Housing)
	( 


	Within 2 days of hearing

	SRO
	Monitors payments
	Northgate Housing
	Weekly

	
	IF TENANT BREAKS TERMS OF ORDER

Write immediately and endeavour to meet tenant to discuss the situation:-

· check if there are any Housing Benefit problems

· explain seriousness of the situation

IF ARRANGEMENT MADE WITH PPO TO COMPLY THEN .

IF NO CONTACT OR PAYMENTS THEN
	( 

( (
( 

( 
	Est. week 18

Within 5 days of breached identified

Est. week by 19 

	SRO
	In the case of an Hassan Order the SRO writes to the tenant advising the breach of the order and the debt outstanding, how far behind they are with the Court Order and that a warrant will be requested. This gives the tenant two weeks to respond, if no contact is forthcoming the SRO Prepares a report for the PRO with recommendations to request authorisation for Warrant for Possession and present case file and notes to the Rehousing Team for consideration of potential homelessness applications
	( Request for Possession Report
	Within 5 days (est. weeks 20/21)

	PRO
	Authorises SRO to seek possession or gives alternative instructions
	(

	Week 20/21

	SRO
	Write to inform respective Ward Members
	
	

	SRO
	Updates records and maintains contact with tenant
	( ( (

	Throughout

	
	See Procedure 1.7. Obtaining Possession
	
	


1.6.
PROCEDURAL NOTE: OBTAINING POSSESSION
	Who
	Does What
	How
	When

	SRO
	Instructs Solicitor to issue the Warrant
	( AM01


	Est. week 21/22 within 1 day of approval from AM

	SRO
	Informs:-

· Social Services

· Ward Members

· Rehousing Mgr

of the tenant’s potential homelessness and (need to change locks on possession date )
	( 
	Same day

	County Court
	Notifies SDC of date of execution of the Warrant
	
	Est. week 24

	SRO
	Arranges a team for the eviction:-

· Carpenter

· Security (Police on standby if considered appropriate)

· MUST add eviction costs to rent account on RACS.
	
	Est week 24

	
	IF THE TENANT OFFERS TO MAKE A FULL PAYMENT

Note: Payment must be made in cash or bankers draft at Ebley Mill.
	
	

	SRO/PRO
	Informs  Solicitor.

Note: partial payment will not be accepted after the warrant has been issued but the tenant can ask the Court to suspend or repeal the warrant
	
	Immediately

	SRO/

Solicitor
	EVICTION DATE
	
	Est. 24-25


	Who
	Does What
	How
	When

	 PRO

Carpenter Estates Officer
	Attends the eviction:-

· take possession from the Court Bailiff

· secure property

· complete inventory as required

· prevent the tenant or any members of the tenants’ household from re-entering the property

· add lock change & carpenter’s costs to the legal costs of the eviction

· notify Rent Assistant to terminate a tenancy
	( 
	Same day

	EO
	Arrange for clearance and storage recharges to be made to the tenant
	( (
	Within 7 days

	SRO
	Update records and notify EO if not sooner
	(

	Within 7 days


2.1.
POLICY GUIDANCE FOR FORMER TENANT ARREARS
	When do former tenant arrears occur
	Former tenant arrears arise when a tenant who owes rent leaves a property or no longer has a legal interest in a tenancy.  Such cases occur in the following situations:-

· a tenant is evicted by the Council;

· a tenant leaves a dwelling without giving notice;

· a tenancy is properly terminated with a clear rent account, but a reclaim of overpaid Housing Benefit is posted to what is now a former tenancy;

· a tenant transfers to another landlord;*

· a tenant transfers to another Stroud District Council dwelling;*

· assignments and successions of tenancies where there is a transfer from a sole to a joint tenancy (or vice versa) or from a sole tenancy to another sole tenancy.  Such cases generally occur in the case of matrimonial breakdown when the court issues a property adjustment order after determining who is best suited to hold the tenancy.  In such cases the original tenancy, together with any arrears, becomes a former tenancy.  In other cases, where tenants request a surrender of a joint tenancy, the Council will only agree where there is no arrear.

*
Transfers with rent arrears are agreed only in exceptional circumstances. A full report of the circumstances is to be prepared in conjunction with the AHM and then presented to the Head of Housing Management who has delegated authority to consider such requests. 



	Who is liable
	The following are liable for outstanding payments:-

· the former tenant, if a sole tenancy

· either or both tenants in the case of a joint tenancy

· the estate of a deceased tenant

· assignees of the tenancy



	Who is not liable
	The following are not liable and will not be pursued:-

· the spouse and co-habitees of a sole tenant

· the successors of a deceased tenant



	Responsibility for pursing the arrears
	Responsibility for pursuing former tenant arrears at initial stages lies with the respective Rent Officer.  The RO has specific responsibility for the preparation of write-off lists and referrals to and monitoring of debts sold to external agencies for recovery.

· The RO to use Housing Benefit Overpayment Tracing  Agency for search for new address.

· Provided forwarding address known, if no response to letters, case can be passed to Collecting Agency


	Legal action: authority
	The Senior Rent Officer must authorise legal action and the recovery process thereafter.



	Bankruptcy
	Bankruptcy
When a person is declared bankrupt most of his/her property vests in the Trustee in Bankruptcy giving them complete responsibility for his/her assets and financial affairs/liabilities.  Rent arrears at the date of bankruptcy are effectively frozen and payments are rarely forthcoming.

Once proof of the Bankruptcy Order and amount has been received, the debt can be written-off. (see Write-Off Procedures.)



	
	Direct Deduction from Income Support
If the debtor is still a current tenant of the Authority but has a former tenant debt and is in receipt of Income Support, then it is possible to obtain direct deductions from the Department of Social Security to repay the debt at a fixed rate of £2.90 per week.

Note:-
Once the sanction of eviction is removed, former tenant arrears are rarely worth pursuing.  If the tenant was in arrears with their current tenancy, it was because they could not or would not pay, and often that situation is likely to continue when an interest in the tenancy is lost and particularly if the former tenant(s) has moved away.


Whatever method of recovery is employed, with many former tenant debts a stage will be reached at which further action cannot be justified and the debt must be considered for writing-off.



	Write-offs: when considered
	The following system is used for writing off arrears (as resolved by HMSC - report No.DHES.162/1/98):-

i. Where the debt is held by a current Stroud District Council tenant it will not be written-off.

ii. Where the debt is being reduced or Court action is proceeding it will not be written-off.

iii. Where the address of the debtor is known:-

Debts less than £5: will be written-off without recovery action.




	
	.Where the address of the debtor is not known
a) Use Housing Benefit Overpayment Tracing Agency

b) Debts greater than £250: the address of the debtor will be sought.  The debt will be written-off if there is no progress after 6 months.

The same procedures outlined above be applied to historic debts except where:-

· the debt is being reduced;

· the debtor is a current tenant

It should be emphasised that writing-off an arrear removes it from the Council’s overall level of indebtedness but does not preclude further recovery action.  A separate list of written off former tenant arrears will be maintained by the Rent Officer and, if it is known that the debtor’s circumstances change to justify recommencing recovery action, such action will be taken.



	Write-offs: authority
	Financial Regulation 11.8 empowers the Director, in agreement with the Director of Corporate Services, to authorise amounts not exceeding £10,000 to be written-off.  Financial Regulation 11.9 also requires the Cabinet Member of Finance and Corporate Services to be advised of the actual total of former tenant debts written-off under the delegated authority provided by Financial Regulation 11.9.

Former tenant arrears which exceed £10,000 have to be reported and recommended to the Cabinet Member of Finance and Corporate Services for write-off again in accordance with Financial Regulation 11.9.

The arrears are written-off against the arrears for rents bad debt provision within the Housing Revenue Account.

	Write-offs: internal audit
	All information relating to written off debts is to be retained for internal audit.




2.2.
INITIATING ACTION FOR FORMER TENANT ARREARS
	If...
	And...
	Then...

	
	the debt is less than £25
	1.  RO will list for write-off submission without any recovery action.

	the forwarding address is known
	the debt is greater than £25
	1. RO sends ( FTA1 within 7 days of end of tenancy.

2.  If there is no reply within 10 days RO sends ( FTA2.

2.a. If repayment arrangement reached RO sends ( FTA3 and monitors arrangement.



	Default/no payment made
	
	Forward to collecting agency Tenon Group PLC

 Monitor monthly statements

Keep Tenon updated with any changes

Tenon write-offs added to Write-off List




	If...
	And...
	Then...

	the forwarding address is not known
	the debt is £250 or less
	1. RO to attempt to trace debtor.

2.  If no progress after 3 months then ( Control Sheet 1 to be completed and debt authorised for write-off.

	the forwarding address is not known
	the debt is over £250
	1. RO to attempt to trace debtor.

2. If no progress after 6 months then ( Control Sheet 1 to be completed and debt authorised for write-off.

	procedure on death of former tenant RO
	the debt is £250 or less
	1.  Within 5 days of notification RO to write to next of kin offering condolences and requesting advice as to who is the Executor of the tenant’s estate ( FTA (D1).

(If FT has died intestate then enquiries to be made of the Public Trustee).

	RO
	IF NO RESPONSE

Write again
	( FTA (D2) ( after 4 weeks.

	RO
	IF NO RESPONSE
	Submit SRO to add to write‑off list

	Procedure on death of former tenant
	the debt is greater than £250
	Proceed as above, if no progress evidence of insufficient funds in the estate is required before submission for write-off.


FORMER TENANT ARREARS WRITE-OFF PROCEDURE
1.
Schedules of proposed write-offs prepared by the Housing Management Service Unit and passed to Internal Audit for preliminary review.

2.
When Internal Audit check is complete schedules are either 

· Annotated by Internal Audit and returned to the Housing Management Service Unit for correction



or
· Contain no errors and are annotated by Internal Audit and returned to the Housing Management Service Unit for submission to the Head of Accountancy and Audit (HAA) in writing.

3.
Written submission received by HAA, who will consult with Internal Audit before sending written agreement to the Housing Management Service Unit.

4.
Write-offs with a value of up to £10,000 are actioned on Northgate Housing and copies of the relevant batch reports sent to Internal Audit with reconciliation report of any variances.

5.
All irrecoverable amounts with a value in excess of £10,000 should be submitted to the HAA by the Head of Housing Management for approval by the Cabinet Member of Finance and Corporate Services to write-off the debt.

7.
When approval has been received, the debt should be actioned on Northgate Housing and a copy of the relevant batch report sent to Internal Audit.


NB
(i)
Financial Regulation 11.8. empowers the Director, in agreement with the Director of Corporate Services, to authorise amounts not exceeding £10,000 to be written-off.



(ii)
Financial Regulation 11.9. requires that the Cabinet Member of Finance and Corporate Services is advised of the total value written-off under delegated authority detailed (i) above.  It also requires that amounts in excess of £10,000 are referred to the above Cabinet Member for permission to write-off.
3.1.
PROCEDURAL NOTE: GL1 TO NOTICE TO QUIT (NTQ)

	Who
	Does What
How
	When

	Northgate Housing
	GL1 letter raised by system


	Week 3

Day One



	RO
	GL2 letter raised if no payment or contact from the tenant


	Week 5

Day One

	RO
	GL3 (NTQ) issued if no payment or contact from the tenant


	Week 7

Day One



	RO
	GL4 raised to tenant giving 24 hours to clear garage account


	Week 11

Day One

	RO
	No contact - garage repossessed on Monday of Rent Week 2


	Week 12

Day One

	RO
	Memo to Repairs for lock change 
(on 4-hour response)


	Week 12

Day One

	
	New lock keys returned directly to Estates Officer


	Week 12

Day One

	RO
	If the tenant has been issued with 1 NTQ after 1 October 2006 and clears the arrears, the garage will be repossessed when a second NTQ is issued, even if the arrears have been cleared.  Only in exceptional circumstances will the second NTQ not be actioned, and this decision will be made by the PRO only.


	


3.2.
PROCEDURAL NOTE: SERVING A NOTICE TO QUIT (NTQ)
	Warning
	It is essential that the information within the Notice is accurate in all respects.



	Wording & Format
	All Notices must be in the prescribed form.  The wording in the legislation must be repeated verbatim in the Notice.

All Notices must be accompanied by the Council’s Explanatory Notes.



	Grounds for Possession
	The Notices must specify the appropriate Grounds on which the possession is sought.



	Entering name(s) of the tenant(s)
	The name on the Notice should only be that of the existing tenant, entered in full, or in the case of joint tenancies, the full names of all the joint tenants.



	Addressing the Notice
	The address on the Notice must represent the garage address.



	Method of Service
	A Notice may be served by:-

· Hand when possible

· Recorded Delivery

Note:
If the Notice is served by hand, a record 
must be made of the date, time and method 
of service.




4.1 PROCEDURAL NOTE: FLOW CHART FOR HB OVERPAYMENT RECOVERY
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5.1

6.1

7.1 Procedural Note – taking cash payments

It is now possible for Rent Officers to make home visits and take payments, this is done with a receipt book and a monitoring book which are both held securely by the Principal Rent Officer (or the Senior Rent Officer in case of absence). 

The Rent Officer will sign out the receipt book in the monitoring book which will stay in the Rent Office, when monies are received the tenant will have a receipt for their payment and a copy remains in the receipt book. When the Rent Officer returns to the Council Offices any monies are immediately paid in to Cashiers and the receipt book is reconciled with the monitoring book.

7.2 Telephone payments

Tenants can now make telephone payments directly to the Council by debit or Credit Card.

When a tenant contacts the Rent Team their payment is taken in the following format below. 
PAYMENT FORM

TELEPHONE PAYMENTS

	Accept MASTERCARD, VISA, VISA DELTA, SWITCH, SOLO OR JCB cards only. NOTE: SWITCH IS CHANGING TO MAESTRO (uk).
DO NOT accept ELECTRON cards for telephone payments. DO check callers name and initial same as Cardholders name and initials.  If caller is paying for someone else we need his or her address as well as the account address.

DO complete all of the sections below.

	 1.
	Cardholder details

Title …………

Initial(s) ……………

Surname ……………………………

*Address……………………………..

………………………………………

*Post Code……………………………
	Billing address (if different)

 ……………………………………………..

………………………………………………

………………………………………………

………………………………………………………………………………………………………………………………………………

	 2.
	Contact Tel No (Home, work or mobile)
	………………………………………………………

	 3.


	*Amount being paid
	£ ………………

	 4.
	*Which Bill is being paid


	CouncilTax/Rent/SundryDebtor/Mortgage/ NNDR and Car Pk Fines  

	 5.
	Council Tax/Rent etc

Reference Number
	………………………………………………………

	 6.
	Which card type (ELECTRON NOT ACCEPTED)
	Debit Card/Credit Card

	 7.
	*Card Reference Number (16 to 19 digits)
	………………………………………………………

	 8.
	*Card Expiry Date
	(MMYY) ……………………

	 9.
	*Card Start Date
	(MMYY) ……………………

	10.
	*Card Issue Number (if present) for Switch and Solo cards
	…………..

	11
	*Card Security Code

(This is the last 3 digits printed on or just beneath the card signature strip either after the full card number or after the last 4 digits of the card number)
	…………….

	11.
	*Cardholder’s name and initials as they appear on their card (check with cardholders name above)
	………………………………………………………



	12.
	*The name of the Bank that has issued the card
	………………………………………………………


Taken by: ………………………………… Date: ………………… Time: …………...

                           (Print Name)

*These columns must be completed

When this form is completed it is passed as soon as possible to Cashiers to post the payment. In the case where a payment is declined Cashiers will ring the customer directly (provided a telephone number has been taken), if not it will be returned to the Officer who has taken the payment to follow up. In addition there is an online facility using the following protocol:  

Go to www.stroud.gov.uk

Go to Payments and On-line Services

Click on "Payments"

Click on "You can make a secure payment here"

Choose bill - scroll down to rent

Click reference number (provided the customer has it, if not you will need to refer back to a Rent Officer)

Click on the amount to pay and then Submit

You will then have a number of fields to complete including address and debit/credit card details and then a confirmation button "make payment of" to complete.
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