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1. Income and Debt Policy

2. Reference Number 3.5.3

3. Statement of intent including cross-reference to bdht’s
Corporate and Directorate objectives

3.1 bdht seeks to deal with debt in a sensitive and cost-effective way and aims to 
maximise its income through the collection of debts. bdht will seek to recover all 
debts owed to it as the financial stability of bdht depends on it. Also a failure to 
recover debt will ultimately have to be passed on to customers by either higher 
charges or reduced services. 

3.2 bdht as a housing association and a charity will be concerned about customers’ 
ability to pay. bdht recognises that many of our customers are on a low income 
and in receipt of welfare benefits. Being in debt is a difficult and worrying time for 
people and bdht will ensure that customers in genuine difficultly are given support 
and treated fairly. 

3.4 This policy covers all income and charges due from our current and former 
customers including rent charges, service charges, leaseholder charges, support 
charges, other housing related charges, sundry debt, legal costs and recharges. 
It also does not cover income lost e.g. loss of income through properties being 
void. 

3.5 We recognise in this policy and related procedures that preventative action and 
early intervention are imperative to reduce debt long term. 

3.6 This policy also sets out the procedure for the provisioning for bad debts and the 
write off of bad debts within bdht. Bad debts can be either rent debts or other 
sundry debts. It should be noted that current & former arrears are only ever 
written off as a bad debt in very exceptional circumstances. Continued efforts are 
made to collect any outstanding rent arrears monies, however bdht make 
provision for theses debts as written off. 

3.7 bdht provides services for leasehold properties that is flats sold under the PRTB 
Scheme. This policy sets out a framework for an efficient customer focused 
recovery process.  
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3.8 bdht charge sundry debts to various customers. This policy will also reflect a 
framework for the efficient recovery of these debts. 

3.9 bdht will ensure that all services comply with the law, regulatory requirements and 
standards of good practice. The successful implementation of this policy will 
enable Bromsgrove District Housing Trust, to achieve its Corporate Objective.  

3.10 The aim of this policy is to balance the financial needs of bdht as a business with 
the personal needs of our customers. 

4. Legal and Regulatory Requirements

 Housing Act 1996 and 2004
 Equality Act 2010
 Rent Act 1977
 Protection from Eviction Act 1977
 Housing Benefit (Recovery of Overpayments) Regulations 1997
 Localism Act 2011
 Welfare Reform Act 2012
 Housing and Regeneration Act 2008
 Ministry of Justice Pre-Action Protocol for Possession Claims for Social Landlords
 The Landlord and Tenant Acts 1985 and 1987 and The Landlord and Tenant

(Covenants) Act 1995.
 The Leasehold Reform, Housing and Urban development Act 1993.
 The Commonhold and Leasehold Reform Act 2002

Regulation 

 Regulatory Framework
 Rent Standard 2020
 Tenant Involvement & Empowerment Standard
 re-action Protocol for Housing Possession Claims
 Civil Procedure rules for Court Action

5. Policy Statement

5.1 Income Collection and Account Statement: 

 A variety of payment methods are available to customers
 Customer’s payments are recorded against their account as quickly as possible
 Customers can view their rent accounts online
 Statement of all accounts are available to customers on request.
 bdht will review on a regular basis method of payment offered to its customers and

will consider new methods as they become available.
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 5.2 Prevention and Management of Arrears: 

 Actions are in place to try and prevent debts occurring such as:
o Identify pre-tenancy applicants who may struggle to manage their finances

and give them advice and assistance.
o Through an effective letting and sign up procedure, that customers are

aware of their financial obligations prior to the start of their tenancy.
o A focus on sustaining tenancies providing the relevant support.
o Independent Living Service to all tenants living in Independent Living

accommodation.
o To work with Housing Benefit (or relevant authority) to ensure easy access

benefit for our customers.
o The use of an effective arrears analytics software.
o bdht ensure that customers are given the required ‘Breathing Space’ to

deal with debt.

 Debts are identified to customers at an early stage to prevent them escalating
 That where they are able, people do pay their debts to bdht and cannot avoid their

obligations.
 Where they are not able, agreements are reached that take into consideration the

debtor’s ability to pay.
 Customers are able to receive basic budgeting and benefit advice
 Customers are referred for specialist debt advice where appropriate
 Provide vulnerable tenants with appropriate support.
 Provide accurate and clear information on rent accounts to staff and tenants
 bdht recognise customers differences and any vulnerabilities, the service will be

adapted to ensure it is accessible.

5.3 Management of Arrears - Where arrears do occur bdht will follow set procedures. 
At all stages customer will be offered advice and support as detailed above. The 
preferred outcome will be the payment of the debt or the successful stage 
repayment of the debt by agreement. 

 bdht will ensure people with arrears are treated with respect at all times.
 bdht  will ensure that all our communications are clear, customer friendly and

encourage contact.
 bdht will make personal contact with tenants in arrears at an early stage to

prevent arrears rising or increasing.
 bdht will take a staged approach in which action is targeted and recorded.
 bdht will act in a firm but fair way, dealing with customers as individuals, in

line with our values, referring cases for legal action only as a last resort
 bdht will use mandatory Ground 8 for eviction only in exceptional

circumstances – Which will be signed off by the Head of Sustainable
Communities or the Director of Housing & Communities.

 bdht  will make use of all available remedies and use possession and eviction
only as a last resort, once all other reasonable steps have been taken.

 bdht will always recognise that customers require different communication
methods and therefore where possible offer these options.
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 Before any debt related eviction, the Tenancy Sustainment Panel (TSP) must
try and prevent the eviction. In the rare event an eviction is required then this
must be signed off by the Head of Sustainable Communities or the Director of
Housing & Communities.

 bdht will ensure that our actions reflect our policy and procedures by
monitoring compliance and performance.

5.4 Prioritisation of debt, where there are multiple debts to bdht the following 
prioritisation guidance will apply: 

 Debt relating to the security of tenure of the customer’s home should be
prioritised first in all instances.

 Debts related to essential support services should then be prioritised.
 Then all former debt will be prioritised by the size of each debt.
 bdht acknowledges when negotiating debt arrangements that

consideration must be given to debtor’s responsibilities to other creditors
 bdht will refer customers for assistance in prioritising their debts and advise

customers that debts which can affect their security of tenure must be given
the highest priority.

5.5 bdht will communicate clearly with leaseholders and sundry debtors, by providing 
accurate, timely and clear information and advice. bdht will act promptly and 
recovery action will be taken in accordance with the recovery procedure and/or 
lease.      

5.6 Bad debt is an outstanding sum of money owed to bdht that has not been paid, 
despite all efforts to collect being made. Only after all efforts to collect have been 
exhausted and the debt cannot be economically recovered will the debt be put for 
write off.  

 Current Tenant Rental Arrears - A provision is made based on the value of
the debt up to 80%. The provision for overall tenant arrears is shown on
bdht’s balance sheet. The movement in this provision from period to period
is charged to the income and expenditure account.

 Current Tenant Other Lettings Arrears - A provision is made of 60% -100%
on current tenant other lettings arrears. The provision for overall tenant
other lettings arrears is shown on bdht’s balance sheet. The movement in
this provision from period to period is charged to the income and
expenditure account.

 Former Arrears - In order to be prudent a general provision of 100% is
made on all former tenant arrears and is shown on bdht’s balance sheet.
The movement in this provision from period to period is charged to the
income and expenditure account.

 Leaseholder arrears - In order to be prudent a general provision of 20% is
made on all current leaseholder arrears, 100% on major works leaseholder
arrears and 100% on all former leaseholder arrears and is shown on bdht’s
balance sheet. The movement in this provision from period to period is
charged to the income and expenditure account.
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 Write Off - Rent arrears are proposed for write off by the Income Team
when they are deemed to be irrecoverable. The process for write off of
irrecoverable debts is defined in the standing orders and financial regs.

 5.7 The Housing & Communities directorate plan will ensure there are effective 
strategies in place to create sustainable homes. The plan will also ensure an 
effective response to the cost of living crisis and any future welfare reforms.   

5.8 bdht will work in partnership with other relevant agencies to tackle financial 
exclusion. 

5.9 It is the policy of bdht that the full charge should at all times be applied to an 
account. If for any reason the full charge needs to be supplemented an allowance 
will be set against the full charge. In this way the full charge and any allowance 
against the charge can be identified and the reason for this recorded.  

5.10 Rent statements are available via mybdht or paper copies can be provided upon 
request 

6. Summary of Service Standards

6.1 Money Management Service Standard

Income Collection Service Standard

Leaseholder

Sundry Debtors

7 Priorities

7.1 It is essential for the effectiveness of this policy, that all stages of this policy are
given equal priority.

8 Policy Implementation

8.1 Staffing

bdht will train staff in responding sensitively to tenants in debt whilst maximising
rental income. bdht will ensure that staff have basic welfare benefit and budgetary
training so they are able to give advice to customers. bdht will ensure that staff are
aware of the implications of all relevant legislation and regulatory guidance when
dealing with rent arrears cases and be fully aware of service charge legislation and
best practice.

8.2  Procedure 

The implementation of this policy will be detailed in the following procedures: 

 Lettings Property Procedure
 Rent Arrears Procedure
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 Former Tenant Arrears Procedure
 Write off procedures.
 Bad Debt provisioning procedures.
 Monitoring – Quarterly monitoring report will be presented to Board
 Leaseholder and Sundry Debtor recovery procedure plan that sets out in

detail each process.

8.3 Monitoring of the Policy 

 bdht will establish systems to monitor the effectiveness of this policy.

9 Links to associated external Documents 
Regulatory Standards 

 Pre-action protocol for Housing Possession Claims 

10 Link to associated internal Documents 
 Standing Orders and Financial Regulations
 Service Standards
 Mission Statement and Core Values
 Tenants Handbook
 Equality & Diversity Policy
 Customer Care Policy
 Asset Management Strategy
 Leaseholder recovery procedure
 Sundry Debtor Recovery procedure
 Leaseholder service standards
 Sundry Debtor service standards
 Leaseholder Policy

11 Board/EMT Approval was gained 
Approved November 2023 by the Board. 

12 Review Date 
This policy will be reviewed in November 2026 

13 Responsibility for implementing the policy 

The Director of Housing & Communities and the Director of Resources are 
responsible for the implementation of this policy. 

14 Date Issued 
October 2021 




