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	Introduction
Seven Locks Housing Ltd takes the payment of rent and service charges seriously and we aim to create a payment culture where staff and tenants respectively all give high priority to the prompt collection and payment of rent. 


	Context: Statute, Regulation and Guidance


	Aims and Objectives
· Ensure that all customers are made aware of their responsibility to pay their housing charges and the consequences if they fail to do so
· Ensure that new customers receive appropriate advice and assistance on payment of rent and other charges at the time they sign their tenancy agreement.
· Prevent customers falling into serious arrears by early intervention and sustained contact with customers. 
· Take into consideration that in certain circumstances some customers will have difficulties in paying their rent and other charges.
· Treat customers with courtesy at all times and adopt a fair but firm approach to rent arrears recovery.
· Treat all personal details sympathetically and in confidence in accordance with the Confidentiality Policy.
· Ensure that we meet our service standards for Income Management.

· Improve Income Management through customer involvement.


	Operational Principles
· Provide customers with appropriate methods of payment.

· Ensure that customers are given regular information on the level of charges that they are expected to pay.

· Provide initial debt counselling to customers with multiple debts including referral to appropriate debt management agencies.

· Build and liaise with a network of support agencies that may be able to provide support and advice to help customers maximise their income and regain control of their finances.

· Consider the use of a range of methods to pursue debt recovery.


	Consultation
Will be through the relevant tenants’ groups and Special Interest Group.


	Equality Impact Assessment 
All Acclaim policies aim to address the general duty of the Equality Act 2010 to; eliminate unlawful discrimination, harassment and victimisation, advance equality of opportunity between different groups and foster good relations between different groups.


	Monitoring
KPI’s and benchmarking through Housemark.


	Other related SLH policies



	Responsible Person/s
The Head of Housing has overall responsibility for the implementation of this policy.


	Review Date
Every three years or on the introduction of new legislation or guidance.


	Implementation Date 
27th May 2011.
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