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1. Introduction 
This Policy outlines our approach for preventing and managing rent arrears and 
other debts. The rental income collected by the Council pays for many services 
provided to tenants such as the tenancy management and repairs to our homes; 
therefore, it is essential to maximise rent collection through the effective 
management of rent arrears. 
 
2. Purpose 
The purpose of this policy is to: 
 
• Enable us to collect 100% of the rental income 
• Minimise rent arrears through fair and effective action 
• Take preventative action which minimises tenant arrears 
• Actively pursue measures to recover outstanding amounts 
• Enable tenants to sustain tenancies 
• Support tenants to maximise their income by providing advice and guidance. 
 
3. Scope of Policy 
This policy will be delivered by a combination of processes: 
 
• Advising tenants of their obligations, both before and at the time of 

tenancy sign up. 
• Giving advice at the time of sign up, where relevant, of entitlement to 

Housing Benefit or Universal Credit 
• Reminding tenants of their rent obligations, as well as offering a variety of  

payment methods. 
• Provision of a debt counselling service. 
• Providing specialist support to vulnerable tenants. 
• Ensuring close liaison with the Council’s Housing Benefit section and the 

Department for Work & Pensions. 
• We’ll be fair and firm when handling arrears and debt owed to us. We expect 

you to pay rent and service charges on time, keep your account in credit and 
pay any money owed in line with agreements made with us. 

• We’ll make it easy for you to monitor your rent account, for payments, charges, 
and if you’re in credit or arrears. You can access your rent and service charge 
statement anywhere online once registered on our website. We’ll send you a 
quarterly rent statement. You can ask us to send you a statement at any time. 
This will help you to manage your rent payments and minimise the likelihood 



you’ll accumulate arrears.  
 
This Policy covers all of our rented residential accommodation and garages. This 
policy does not cover leaseholder service charge arrears as these are not 
recovered by the Housing Landlord Services Team. 
 
4. Definitions 
When we say ‘rent’ in this Policy, we mean rent, service charges and any payments 
forming part of your tenancy agreement.  
 
When we use ‘you’ and ‘your’, we mean tenants (tenants and licensees).  
 
The terms ‘we’, ‘our’, and ‘us’ mean Gravesham Borough Council.  
 
Arrears refers to monies owed by current or former tenants. 
5. Legislation and guidance 
 
This policy is intended to support the Council’s Housing Services to ensure that 
they meet their obligations as a social housing landlord in relation any relevant 
legislation and statutory guidance, which includes but is not limited to:  
• Rent Act 1977  
• Protection from Eviction Act 1977  
• Housing Act 1985 (as amended by the Housing Act 1996)  
• Landlord & Tenant Act 1987  
• Housing Act 1988 (as amended by the Housing Act 1996)  
• Local Government and Housing Act 1989  
• Housing Benefit (Recovery and Overpayments) Regulations 1997  
• Equalities Act 2010  
• Human Rights Act 1998  
• Welfare Reform Act 2012  
• Data protection Act 2018  
• Pre Court Action Protocol for Possession – Civil Procedure Rules  
• GBC Vulnerability Policy  
• GBC Corporate Fair Debt Policy  
• GBC Write Off Policy  
• GBC Equalities Policy  
• GBC Housing Allocations Scheme  
• GBC Rent Arrears Procedure  
 
This policy was correct at the date of issue and is has been drafted according to 
current legislation. Any subsequent changes in legislation or best practice will be 
adhered to and included in future updates. 
 
6. Tenant responsibilities 
One of your main responsibilities as a tenant is to pay rent in advance and in full. 
If you contact us as soon as you fall into difficulties, we can help and advise you. If 
you work with us to resolve any issues you are less likely to lose your home. 
 
  



You are also responsible for claiming and providing information for all welfare 
benefits. You must tell the Housing Benefit Department or Department for Work and 
Pensions (DWP), and us, if your circumstances change. This helps avoid under or 
overpayments. Examples of changes include:  
• A new child  
• Someone moving in or out of your home on a permanent basis  
• A new job or losing your job  
• An increase or decrease in your income/benefits  
 
Contact us as soon as you think you may struggle to pay your rent or debts so we 
can offer you help. We’ll help you get the support you need. With your agreement 
we’ll liaise with your support worker or advocate, if you have one. If you don’t have 
a support worker, we can make a referral to try and get you the help you need 
and/or signpost you to other services.  
 
If you have a joint tenancy, both parties are liable for rent and arrears. This applies 
even if one tenant has left your home. If your tenancy is transferred following a 
court or property order, we’ll allocate the arrears in line with the order. 
 
7. Enforcement 
If you don’t pay your rent, we’ll contact you to ask you to clear the arrears in full. If 
you’re unable to, you must agree a repayment plan with us. In some cases we can 
apply to have direct payments made from your benefits.  
 
We won’t start possession proceedings (apply to court) where arrears are due to an 
outstanding benefit or Universal Credit claim, providing:  
 
• You have given all the correct information required to the DWP or Housing 

Benefit if required  
• You are paying any sums due, not covered by benefit  
• Housing Benefit / DWP give us information about your claim and agree your 

claim is still valid. You’ll need to give them your permission for us to discuss 
your claim with them.  

 
Where tenants rent arrears, initial steps to recovery will include the issuing of rent 
arrears letters. These are detailed in the Rent Arrears Procedure and are currently:  
 
a) after 1 full week of rent arrears, an RA1 letter is issued  
b) after 2 full weeks of rent arrears, and RA2 letter is issued.  
 
We’ll take legal action to repossess your home where:  
 
• Arrears are at least four weeks, and  
• You make no contact or agreement  
• You have refused to engage with us  
• You break repayment agreements  
• You persistently fail to pay rent and service charges.  
 
Eviction is our last resort. Any arrears cases progressing to eviction will need 
approval from the Service Manager (Housing Landlord Services) before eviction 



can be sought. Our overall aim is to ensure we collect rental income and intervene 
early where you’re facing financial difficulties that mean you’re unable to pay your 
rent.  
 
In order that arrears recovery amounts are fair and affordable, they will always be 
based upon the tenant's income/expenditure. The agreement should follow the 
completion of the Income & Expenditure form. Minimum payments will be set in 
respect of tenants who are in receipt of benefit which differ to the minimum 
payments set for tenants who are in full employment.  
 
We don’t normally allow tenants in arrears to move to another Council home. If we 
do allow it (in exceptional circumstances), we’ll include the arrears as former tenant 
arrears in the new tenancy agreement and agree payment options in line with this 
policy. We can take legal action if these are not paid. 
 
8. Vulnerable tenants 
There is no standard definition of what is meant by the term ‘vulnerable’ however it 
is widely acknowledged that a vulnerable person may have additional support 
needs. A person can be vulnerable over both long and short term. 
 
Where a tenant is identified as vulnerable, we will work with support providers and 
voluntary organisations to offer extra support and guidance, signposting to agencies 
best suited to support a tenant needs.  
 
When dealing with tenants who are in arrears, we will take into account their 
circumstances to ensure that our actions are proportionate and fair as set out in the 
Rent Arrears Procedure. 
 
9. Former tenant arrears 
Former tenant arrears will be passed to the Council’s Corporate Debt Section for 
further recovery as per the Corporate Fair Debt Policy or put forward in order to be 
written off in line with the Corporate Write-Off Policy. 
 
10. Garage arrears 
You must clear all arrears and debts owed to us before we will consider letting a 
garage to you.  
 
If you get into garage arrears, we’ll ask you to clear your arrears immediately. If you 
don’t, we’ll end the agreement and take possession of the garage.  
 
If you already have a garage and get into arrears for your home, we’ll end the 
agreement and take possession of the garage. 
 
11. Rent refunds and write-offs 
 
Refunds 
Housing Services will not refund any credit on a rent account that will result in arrears on an 
account before the next payment is expected.  
 



Rent refunds will only be given to the amount that leaves a rent account in one week credit 
as per our tenancy agreements.  
 
Rent refunds will need to be approved by the Housing Income and Performance Manager 
before they can be issued.  
Write Offs  
The existing structure for writing off rent arrears will be as follows:-  

- debts up to £1000 should be authorised for Write Off by the Director of Housing  
- debts up to £5000 should be authorised for Write Off by the Director (Finance) or 

the Assistant Director (Finance).  
- debts over £5000 and up to £15000 should be authorised for Write Off by the 

Director (Finance) in consultation with the relevant Cabinet portfolio holder.  
 
12. Equality and impact  
This Policy works in conjunction with the Council’s Equality Policy. 
 
Gravesham Borough Council is committed to treating people with dignity and 
respect. This applies to colleagues, tenants and members, all of whom undertake 
not to discriminate directly or indirectly or victimise because of race, colour, ethnic 
or national origin, nationality, citizenship, sex, sexual orientation, marital status, 
disability, age, religion or political persuasion.  
 
All information/ literature will be made available in other formats, or translated upon 
request.  
 
The Council is committed to addressing issues of financial inclusiveness by 
referencing its Vulnerability Policies.  
 
Front line staff will signpost customers to external advice agencies providing 
additional help and support with regard to equalities, ensuring full use of available 
resources.  
 
Appointments arranged to discuss issues covered by this policy will be made 
reflecting awareness of cultural and religious holidays and celebrations. Alternative 
dates/times for attendance will be offered should the suggested date/time conflict 
with a cultural or religious celebration.  
 
This policy has satisfied an Equalities Impact Assessment, which has been carried 
out in line with the Equalities Act 2010. 
 
13. Monitoring and review 
The Housing Landlord Services Team will monitor and review performance on a 
regular basis through a range of methods such as staff performance reports, 
monthly performance reports and HouseMark.  
 
This policy will be reviewed every three years or in line with regulatory or legislative 
changes. 
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