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1. Policy Statement  
1.1. The purpose of this policy is to ensure that TorVista Homes is taking positive preventative 

action and, where appropriate, reasonable recovery and legal steps to maximise the 
collection of rent and service charges that are due.  
 
Rent and service charge collection are long standing functions of housing associations. 
However, in light of the current economic climate, and the introduction of the Welfare 
Reform Act 2012, the collection of rent and service charges is significantly more important 
and challenging. Income collection is at risk and this policy seeks to support this function as 
much as possible. 

  
 

2. Scope 
2.1. The collection of rent and service charges is a key priority for TorVista Homes and this Policy 

seeks to: 
2.1.1 Promote a payment culture of rent in advance to prevent households from falling 

into arrears. 
 
2.1.2 Ensure early intervention and contact when arrears occur.  
 
2.1.3 Building a culture of customers contacting us if they have concerns maintaining 

their rent payments.  
 
2.1.4 Recover rent arrears as efficiently as possible whilst maintaining the aim of eviction 

being an action of last resort.  
 
2.1.5 Sustain tenancies in as many cases as possible. 
 
2.1.6 Ensure that TorVista Homes is compliant with the pre-action protocol for rent 

arrears possession claims. 
 

 

3 Policy Aims 
3.1 We understand that in the current economic climate the challenges for some of our 

customers around finances can be challenging and stressful. 
 

3.2 The aim is the prevention of debts owed to Tor Vista Homes by balancing the supported 
offered to customers with protecting the income into the business. This is achieved by having 
three keys elements 
3.2.1 Early intervention 

 
3.2.2 Working with customers by informing and engaging with them as well as offering 

support, and encouraging two-way communication. 
 
3.2.3 To regularly monitor all debts owed to the business. 
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3.2.4 Offer assistance with the business or provide a signposting service to the relevant 
agency or partner depending on the individual issues 

 
3.2.5 To create a payment and support plan for each individual customer who 

experiences difficultly in meeting their rent payment obligations. 
 

4 Legislation and Guidance 
4.1 The following is a list of documents and associated policies/publications: 

4.1.1 Housing Act 1996 
 

4.1.2 Housing Act 1988 
 

4.1.3 Landlord and Tenant Act 1985 
 

4.1.4 Data Protection Act 1998 
 

4.1.5 General Data Protection Regulation 2018. 
 

5 Positive Payment Culture 
5.1 TorVista Homes promotes a positive rent payment culture to support the minimisation of 

arrears. Payment is expected in full on the date it is due, or in advance, and always in line 
with the tenancy agreement. Any payments beyond this date will place the account into 
arrears. 

 
5.2 The rent payment requirements are made clear throughout the letting process and a 

payment in advance is required prior to letting. Non-payment of the rent in advance may 
result in the refusal or withdrawal of an offer. Rent activity is discussed at the New Resident 
Visits within the first eight weeks of the commencement of their tenancy, so an issues can be 
identified and resolved as quickly as possible, underlining the payment culture that rent is a 
priority. 

 
5.3 TorVista Homes will highlight the importance of rent payments and how the collection of rent 

has a direct impact on the services we are able to provide as an organisation. 
 

5.4 To support the requirement of regular, timely payments Direct Debit is the preferred 
payment option. For those customers who find Direct Debit a difficult option a variety of 
efficient and simple payment options are available ensuring that all customers have an 
opportunity to manage their rent account effectively. 

 
5.5 Customers are able to access and view the balance of their rent account at their convenience 

through a tenant App, ensuring that they can remain in control of their account. 
 

5.6 A payment and support plan will be provided to any customer who fall into difficulty in paying 
their rent. This plan will provide the customer with information on when and how payments 
should be paid as well as any support TorVista Homes or another agency can offer. 
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6 Prevention and Early Intervention 
6.1 Prevention is the key factor in minimising the accrual of arrears. Whilst it is acknowledged 

that ultimately payment is the responsibility of the customer TorVista Homes seeks to 
support prevention of arrears for customers in the following ways: 
6.1.1 Prior to letting a financial assessment is carried 
 
6.1.2 At the point of the financial assessment any opportunity to maximise the 

customer’s income through welfare benefits or other means will be identified to 
the customer. 

 
6.1.3 If a refusal of housing or withdrawal of offer is to be made a customer may be 

signposted to other agencies for support to improve their financial situation. 
 
6.1.4 Arrears are identified at the earliest opportunity and communicated to the 

customer so that together we can manage the issue as soon as possible.  
 

6.1.5 If a customer is receiving or applying for Universal Credit and they meet the DWP 
tier 1 or tier 2 factors, an Alternative Payment Arrangement (APA) and/or direct 
deductions may be applied for. 

 
6.1.6 TorVista Homes, officers will work with our customers who are transitioning onto 

Universal Credit to support them during and immediately after the application 
process. This is to ensure that the customer is fully advised of their responsibilities 
during the transition and that their account can be monitored effectively and only 
appropriate action taken. It also allows for the opportunity to further signpost 
customers if needed for additional support. 

 
6.2 If arrears do arise, we will engage with the customer to identify and tackle the causes. We are 

aware that one missed payment, no matter how small, could place low income customers in 
a financial position that it is difficult to recover from. 
 

7 Recover 
7.1 Once an account falls into arrears TorVista Homes follows its arrears collection procedure. 

This ensures consistency across all accounts. Whilst legal action and eviction action are the 
last resort they are necessary tools to ensure that arrears are recovered where appropriate. 
Legal action will only be taken where numerous and timely attempts to come to an 
agreement have not been successful. 
 

7.2 Our process is:-  
7.2.1 Preventative work at pre tenancy sign up. E.g. Verification around their income, 

their support/dependency needs, their family and friend support network, and the 
key procedures which they need to be aware of. 
 

7.2.2 If an account goes into arrears, the customer is made aware of this and support and 
information is provided. 
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7.2.3 Depending on the reason for arrears and or support needs, a more robust stance 
may be taken. Accounts will be checked weekly. 

   
7.3 TorVista Homes considers joint tenants to be jointly and severally liable for any rent arrears 

accrued and will pursue both joint tenants for all rent arrears accruing under the tenancy. 
TorVista Homes is also mindful that residents experiencing domestic abuse are more likely to 
have arrears and may be subject to economic abuse. All decisions made on future 
enforcement action will consider and reports received of domestic abuse and where 
economic abuse is identified we will work with the customers affected to find a positive way 
forward. 

 
7.4 Attempts will be made to identify any customer vulnerabilities at the pre tenancy stage or at 

any contact stage, in order to ensure that communication is appropriate and relevant 
referrals for support can be made at the earliest possible stage. 

 
7.5 TorVista Homes will utilise the most appropriate grounds for possession when applying for a 

case to go to court. This includes Grounds 8, 10 and 11. All requests for court action and in 
particular outright possession will require the approval of the Head of Service and their 
Director.  

 
7.6 During a starter tenancy TorVista Homes will consider if an extension to the starter tenancy 

period is appropriate for arrears or if a Section 21 may be served. Please refer to the Starter 
Tenancy Policy for full details. 

 
7.7 If an eviction is the next step an officer will prepare an eviction request report detailing the 

current position of the account, what action has been taken to recover the arrears and why 
eviction is the only appropriate option left. This report needs to be approved by the Head of 
Service and their Director, before any application to eviction is made.   

 
7.8 If all attempts to recover the arrears are unsuccessful and legal action e.g. a court hearing is 

necessary the relevant local authority will be notified that there is a possibility of a person 
becoming homelessness.  

 
7.9 TorVista Homes believes that repossession of a property should only be carried out as a last 

resort, but will not hesitate to take this action in appropriate cases. 
 

7.10 Eviction proceedings may only be completed with the authorisation of both the Head of 
Service and their Director through the eviction request report. All evictions are reported to 
the board annually 

 

8 Former Tenant Arrears 
8.1 TorVista Homes seeks to minimise the loss of income from customers who move on. This is 

done through the implementation of the Former Tenant Arrears Recovery Process. 
 
8.2 Where a debt is identified a customer will be notified as soon as possible and the implications 

of leaving with a debt will be made clear, including the potential impact on being re-housed 
in the social housing sector. 
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8.3 Where addresses or telephone number are unknown, TorVista Homes will utilise a debt 

collection agency or tracing agent to either recover the debt or trace the address of the 
debtor. 

 
9 Write Offs 

9.1 Former Tenant arrears or sundry debts will only be written off if: 
9.1.1 They are considered uneconomical to pursue 
9.1.2 The debtor cannot be traced 
9.1.3 Recovery procedures have been unsuccessfully exhausted 

 
9.2 Should circumstances change and the debt becomes possible to recover in future, further 

recovery action will be taken.  
 

10 Small Claims Court 
10.1 Debtors who fail to make re-payment arrangements can be referred to the small claims court 

should it be considered appropriate. The maximum level of debt referred will be in line with 
the small claims court rules limits (currently £5,000) 
 
 

11 Debt Relief Orders and Individual Voluntary Arrangement’s 
11.1 If at any stage a customer should seek to enter into a debt relief arrangement or insolvency 

such as a Debt Relief Order (DRO) or Individual Voluntary Arrangement, (IVA), TorVista 
Homes will follow the legal required steps related to the debt. 

 
11.2 For a DRO TorVista Homes will freeze the debt until it can be written off, (usually after 12 

months). However if there is a Suspended Possession Order in place before the DRO is 
complete then TorVista Homes will consider if eviction action may be required. Any eviction 
action will require approval from the Head of Service and there Director, through an eviction 
request report. 

 
11.3 For an IVA TorVista Homes will consider all applications to include the rent but these are 

likely to be refused as it would put the tenancy at risk. 
 

12 Compliance and Confidently  
12.1 TorVista Homes treats all information taken during the management of arrears cases as 

confidential. The information is handled under the Data Protection Act 1998 and the General 
Data Protection Regulation 2018 
 

13 Equality and Diversity  
13.1 We will ensure that this policy is applied fairly to members and applicants.  We will not 

directly or indirectly discriminate against any person or group of people because of their race, 
religion, gender, marital status, sexual orientation, disability or other grounds set out in our 
Equality Policy. 

 
13.2 When applying this policy we will act sensitively towards the diverse needs of individuals and 



Page | 8 

 

 

to reduce discrimination and harassment by: 
13.2.1 Ensuring communication relating to rent arrears is sent in the most appropriate 

format for the recipient. 
  

13.2.2 Ensuring that all tenants are given the same opportunities regardless of any 
protected characteristic they may have. 
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