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Rent Arrears 
Hostels and Supported Housing 

 
 

Policy 

 
1. Rent Arrears Policy 

1.1 The Association has a duty to maximize its income by preventing rent and 
service charges arrears and by recovering any arrears fairly and effectively. 
This policy and procedure seeks to set out a framework incorporating the 
following key elements: 

• Consistency of policy and procedure implementation. 

• A systematic but flexible approach. 

• Sensitivity to individual circumstances. 

1.2 Single people who have experienced homelessness may be inexperienced in 
handling their own finances. Additionally, most will be on very low incomes and 
the collection of both rent and any personal charges will need to be made both 
sensitively and firmly. 

1.3 It is essential at all times that residents receive the maximum welfare benefits 
to which they are entitled. 

1.4 Residents who confide their personal circumstances to members of staff have a 
right for this information to remain confidential. At no time will an individual's 
arrears position be made known, or inferred to any other resident. 

 

2. Monitoring and Reporting 

2.1 Rent arrears will be monitored by the project managers on a weekly basis. It is 
important that sufficient time is set aside each week to chase arrears, and 
contact the DWP or Local Authority for new or revised claims. 

2.2 Front line staff need to monitor arrears on QL for their clients at the end of each week. 

2.3 Managers are responsible for monitoring arrears reports and making sure that 
staff implement arrears recovery procedures. 

 

3. Procedure 

3.1 Initial Interview Stage 

At the initial interview stage, an assessment should be carried out to ensure that 
the prospective resident can afford the rent and sustain their tenancy. 
 

3.2 Signing up New Residents 
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Front line staff must ensure that a Housing Benefit [HB] forms (where appropriate) 
is completed and submitted to the relative authority at the sign up meeting. They 
must also insure that all supporting documentation is submitted with the HB form.  
At sign up meetings residents will be advised of their responsibility to:  

• Ensure rent is paid including any short falls 
• Inform HB of any changes in circumstances such as a change of benefit or if 

they take up education, training or employment.  
• The consequences of not complying with the above may to lead to eviction 

from the scheme.  

At the sign-up stage, new residents will be advised on methods of payment, 
entitlement to benefits, the importance of contacting a member of staff if there are 
any difficulties in paying rent, and the arrears policy. Residents will be required to 
pay 2 weeks personal charge plus a key deposit, if applicable. 

If residents/tenants are unable to pay upfront they will be given the option to sign 
the rent arrears agreement. Should residents fail to comply with this agreement - a 
Notice To Quit will be issued. Failure to sign the agreement could result in not 
being booked in to the service. 

 
4. Housing Benefit  

 
4.1 If Housing Benefit is not awarded within fourteen days of submission, or there’s 

change in circumstances, the front line staff must contact Housing Benefit to 
ascertain the reason for the delay  

4.2 Within three days of receipt of the letter awarding HB the frontline staff should check 
that the following is correct  

• award of benefit 
• start date 
• room number. 

5. Monitoring Payments 
Fr on t l i ne  s t a f f  ( hostels) will monitor all payments each week. All new cases of 
arrears will be identified as soon as possible. 

5.1 At the first missed payment of rent, the f r o n t l i n e  s t a f f  will issue a stage one 
arrears letter. 

5.2 Two Weeks' Rent Outstanding 

If the resident fails to pay for a second week, a stage two arrears letter will be 
issued.  

5.3 Three Weeks’ Rent Outstanding 

If the resident continues to fail to pay for a third week, a stage three arrears letter 
will be issued and a meeting will be arranged with management and frontline staff. 
At the meeting, an arrears agreement will be offered if the resident is unable to 
clear the full outstanding balance. 

5.4 Four Weeks' Rent Outstanding 
If the resident continues to fail to pay for a fourth week, a 14-day Notice to Quit will 
be issued. 
At the manager’s discretion, these stages can be escalated at any time. 

5.5 The tenant is informed of their right to appeal and r ight  to independent legal 
advice. 

 



Sapphire Independent Housing Ltd  Finance polies 

 
PolicyFinance/Rentarrears1.doc Approved xxxxx Rent Arrears Page  
Reviewed July 2017   

6. Eviction 
6.1 If the resident refuses to leave, this will be escalated and emergency services will 

be called 
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