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Policy Summary

This policy establishes Stonewater Group’s commitment to an efficient and
effective income management service which maximises the income due and
collectable from rent, service and other charges.

The policy applies to all of Stonewater Group properties, and covers all current
customers where they pay or were contracted to pay rent, service or other
charges.

Policy Objectives

Stonewater aims to minimise outstanding debt. The key objective of this policy
is to manage our income effectively and maintain debt to a minimum and ensure
the continued financial viability of the organisation.

Our income management policy will reflect good practice and meet legal and
regulatory requirements at all times. We will continually monitor good practice
and statutory and regulatory requirements.

Our procedures will take account of the Pre-Action Protocol for Possession
Claim for rent arrears (issued under the Civil Procedure Rules in October 2006
and updated April 2013). However, from 22 March 2020 any associated
enforcement action is indefinitely suspended given the COVID 19 pandemic and
associated Government policy.

We recognise the need to help people avoid getting into financial difficulty and
sustain their home. We aim to achieve a balance between supporting customers
when they are in difficulty and taking firm but fair action against individuals that
are in debt.

In cases of persistent debt, following appropriate warnings, Stonewater will take
appropriate legal action to repossess the property; although such action will be
postponed, as per the above, until further notice.

Policy Details

Below is a summary of our policy commitments in relation to debt and income
management. We aim to:

e Set rent and other charges appropriately;

e Give customers clear and timely information about rent and service
charges written in plain language and available in different formats or
languages on request;

e Make awide range of payment methods available to customers and
publicise these through a variety of means;

e Encourage the use of direct debits and on line payments to existing
customers;

e Encourage a positive payment culture amongst all customers;
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e Deliver efficient and effective rent accounting processes;

e Identify, control and recover debt promptly;

o Offer early and appropriate support and guidance to customers as to
how they can reduce rent debt, maximise their income and assistthem
in sustaining their tenancy;

o Staff will be trained to deal effectively with rent debt, including
prevention, intervention, legal action and civil proceedings.

Specifically for new customers at the point of the tenancy being signed we will:

e Collect one week’s rent regardless of housing benefit eligibility;

e Reinforce the terms of tenancy and the importance of regular rent
payments being made;

e Provide information regarding the alternative methods of rent payment
available;

e Signpost to appropriate support who can assist with the prompt
completion and submission of a housing benefit or Universal Credit
application;

e Provide details concerning benefits advice, and money management
agencies.

Non - payment of rent and other charges

Where a customer fails to make regular or adequate payments for the charges
due we will:

e Have in place procedures which ensure that early contact is made to
make arrangements to clear the outstanding debt

e Provide signposting information to debt and other advice agencies,
encouraging customers to use these services

e Have in place debt recovery procedures which include regular contact
with the customer

e Ensure that any compensation is paid directly to the rent account,
where there is a debt on that account

e Record all relevant interactions and support, to ensure that appropriate
and proportionate legal remedies can be accessed following the
removal of emergency Government Policy in relation to COVID 19.

Key Outcomes

The service aims to ensure that Stonewater Group maximises the available
income and minimises the rent and other charges debt owed by customers.

Equality and Diversity

We will apply our income management policy consistently and fairly and will not
discriminate against any person on grounds of their race, colour, ethnic or
national origins, religion, sexual orientation, disability, gender, age or any other
matter that may cause a person to be treated with injustice.
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5.2 The needs of vulnerable residents where this affects their ability to make
payments will be considered in accordance with the Pre —Action Protocol for
possession based on rent arrears and the Equality Act 2010.

6.0 Technical Data

There is a high risk of business failure
if the Association fails to collect income
and manage debt appropriately. This
risk is identified in the Corporate Risk
Risk Assessment Map

Maximising income for customers and
the business supports sustainability
and avoids the social and financial cost
of recovery action and eviction.

Value for Money

Emergency change to policy
Consultation

Catherine Evans, Customer
Experience Director and income
portfolio lead.

Strategic Group Director Leads

Helen Caldwell, Head of Income

Responsibility for Implementation Maximisation

Date of Issue 21 March 2020

Date of Review 21 March 2020

Date approved by Board 22 March 2020

Performance Reporting & Tenant A quarterly review of performance is
Scrutiny considered by the Board, Customer

Experience Committee and EDG

Performance is reported annually to
customers and is open to periodic
review by the Scrutiny Panel

7.0 Revision History

Version | Date Author Description

1.0 06.01.15 Approved by Board
2.0 29.11.16 Approved by Board
3.0 22.03.20 Catherine Evans | Approved by Board
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