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Aim of the policy  

Ekaya Housing Association recognises that the collection of rent is crucial in the 

terms of maximising income in order to maintain and improve our stock, provide 

services to residents and respond to our regulatory requirements.  

Ekaya’s approach to rent collection and rent arrears management will be firm but fair 

with early intervention and prevention as the key  

We aim to:  

Prevent rent arrears by ensuring that tenants are aware of their obligations to pay 

rent regularly in advance 

Be respectful and inclusive when dealing with customers and communicate in a clear 

and effective manner  

Provide a tailored approach for vulnerable tenants and work with other agencies to 

provide the necessary support 

Ensure tenants have access to the appropriate welfare benefits and debts advice  

The policy  

The rent arrears policy is based on the following: 

 Arrears prevention 

 Rent arrears protocol  

 Vulnerable tenants 

 Bankruptcy and voluntary arrangements. 

Arrears Prevention  

Ekaya recognises that tenants may experience financial problems and will not be 

able to pay their rent. Ekaya Housing will offer to meet with tenants as soon as the 

problem arises and offer tenants sensitive support and advice, including benefit 

advice. 

Staff will provide new tenants with clear information on their responsibility to pay 

rent, rent payment methods.  The officer will ensure that those eligible for Housing 

benefit complete the Housing benefit form. 

Staff will carry out as part of the settling visit a home visit to all new tenants within six 

weeks of sign up and discuss their rent account.  
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Staff will receive ongoing training in welfare benefits and financial inclusion to enable 

them to provide these services to high standards and to ensure that rent is paid and 

arrears are reduced. 

Tenant will be given access to a range of payment methods  

 Tenants in receipt of housing benefit will be encouraged to have it paid direct 

to Ekaya housing. 

 

 Ekaya will seek to reach agreement with individual tenants in arrears to pay 

their rent arrears off over a reasonable period of time. These agreements will 

be both manageable for the tenant and acceptable to the organisation 

 

 If however, a tenant refuses to make or adhere to a reasonable agreement 

legal action will be taken by Ekaya.  This may include action to repossess 

their home but this action will be used as a last resort. 

 

 Ekaya recognises that some tenants will need help and support in meeting 

their rental obligations. Assistance and guidance will be given to tenants on 

range of benefits available to them, particularly housing benefit, both when 

they first become a tenant and during their tenancy. 

Rent arrears management  

Rent arrears action will be based on staged escalation process, up to and including 

eviction.  The process will be based on a preventative approach that seeks to 

maximise tenant’s entitlement to benefits and secure regular payments. Emphasis 

will be based on intensive management and personal contact whilst arrears are at a 

relatively low level in order to prevent escalation of arrears. 

Ekaya’s rent arrears procedure will details the action to be taken at every stage and 

the timetable for actions 

The main features of the early intervention stages of our rent arrears procedures are: 

 We will treat joint tenants as jointly and severally liable for rent arrears  

 

 We will monitor rent accounts regularly so that problems can be identified at 

an early stage and arrears levels minimised 

 

 We will inform tenants of their debt and advise them of the consequence of 

continued non payment  
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 We will endeavour to make personal contact with tenants who are in arrears, 

either by visiting, inviting them for interview or telephoning so that the arrears 

position can be discussed. 

 

 We will ensure that any tenant in arrears is aware of their debt at an early 

stage and given an opportunity to come to an arrangement to clear the 

arrears. The consequences of not reaching and maintaining it will be carefully 

explained 

 

 We will ensure that appropriate welfare benefits and debt counselling advice 

is offered 

 

 During the arrears recovery process, we will ascertain the full circumstances 

of the tenant and where possible help the tenant to address any factors 

immediately contributing to the arrears for example recent breakdown in 

relationship, ill health, loss of employment etc. 

 

 We will encourage direct payments from the DWP where this is practicable 

Enforcement  

Serious arrears action will commence when arrears continue to rise, or direct contact 

with the tenant has failed. This may include initial stages of raising legal proceeding 

against the tenancy. Emphasis will continue to be on personal contact. 

We will use eviction as a last resort where all other attempts to resolve a tenants’ 

rent arrears have failed. 

The main features of the enforcement stages of the Rent Arrears Procedures are: 

 We will serve Notice of Seeking Possession in accordance with its procedures 

and in line with current regulations  

 We will begin Court action in accordance with its procedures and in line with 

pre action protocol for possession claim under the Civil Procedure Rules 

 We will request the appropriate order at Court, depending upon the individual 

circumstance of the tenant and the case 

 We will always request an award for costs at Court. Where granted these will 

be added to the outstanding debt 

 Where repossession is sought and the tenant or members of the tenants are 

considered to be vulnerable. Ekaya will liaise with the local authority in 

advance of the eviction action being taken 
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 We will use ground 8, 10 and 11 of Schedule 2 of the Housing Act 1988 

 We will use Notice to Quit procedures to end Licence agreement 

Joint Tenants 

Joint tenants are jointly and severally responsible for arrears that accrue. If the 

Association cannot recover arrears by agreement, appropriate legal action will be 

taken. Where possession proceedings are started, both tenants will be notified 

separately. 

Vulnerable tenants  

One of the objectives is to increase the ability of Ekaya residents to successfully 

manage their income and any debt in a sustainable and consistent way. We 

recognise that many of our tenants are both vulnerable and lack financial literary. We 

will make effort to advise people of their right to apply for benefit assistance and sign 

post them to the appropriate agencies 

Universal Credit  

Tenants will start to receive their out of work benefit along with the housing element 

directly to them on monthly basis in arrears, as a lump sum payment through bank 

account direct payment.  Customers who do not meet their commitments and in 

arrears will be subject to normal arrears recovery process. Whilst the criteria for 

payments to be reverted back to the landlord has not yet been determined, Ekaya 

will follow the DWP guidelines in place and at the point that the arrears levels reach 

8 weeks or the circumstances of the customer match the criteria, prompt application 

for the payment to be made directly to the landlord will be made.  

Under-occupiers 

Housing Officers will continue to work with residents, offering support in the most 

appropriate area e.g. mutual exchange, re-housing and make arrangement with 

residents with rent shortfall as a result of the bedroom tax  etc. 

Former Tenant Arrears 

Former tenant arrears will be pursued using the same principles as current tenant 

arrears. Where appropriate payment arrangements will be agreed with former 

tenants to clear the balance. Tenants ending their tenancy will be reminded of their 

payment responsibilities and encouraged to provide a forwarding address. 

Where initial action to recover former tenant arrears has proved unsuccessful, the 

balances will be passed to a Debt Collection Agency to pursue. 
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Shared Ownership 

Rent and other charges for shared ownership are usually payable monthly in 

advance depending on the provisions contained in the lease. A procedure guide is in 

place providing guidance when dealing with arrears cases. The Association will 

endeavour to reach a payment agreement to clear the arrears with the shared owner 

or their mortgage lender. Notice must be served on the shared owner’s mortgage 

lender prior to any possession or forfeiture proceedings being taken. The Head of 

Operations must approve possession or forfeiture proceedings and be satisfied that 

such steps are appropriate. 

Bankruptcy and Voluntary Arrangements  

Where a tenant has been declared bankrupt or entered into an (Individual Voluntary 

Arrangements) IVA and stays in occupation, the tenant is liable to pay the current 

rent as normal.  

Where we receive official notification that a tenant has been declared bankruptcy, 

any arrears pre-dating the bankruptcy order will be treated as normal. 

Following the Harlow v Hall case in 2006, we are no longer obliged to write off 

arrears following bankruptcy. We continue to seek possession where appropriate. 

Arrears will therefore be treated in the normal way and arrangements made for 

repayment of arrears. Where arrangements are not kept, we will follow procedures 

for recovery action.  

Relevant legislation and regulatory compliance 

 Housing Acts 1988, 1998 and 2004  

 Welfare Reform Act 2012 

 The Human Rights Act 1998 

 Data Protection Act 1998 

 Rent Arrears Protocol – [The Court Services - Code of Good practice 2006 & 

2015] 
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