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SCOTTISH HOUSING STANDARD 1: The governing body leads and directs the RSL
to achieve good outcomes for its tenants and other service
REGULATOR STANDARDS | users.
STANDARD 2: The RSL is open about and accountable for
what it does. It understands and takes account of the needs
and priorities of its tenants, service users, and stakeholders.
And its primary focus is the sustainable achievement of these
priorities.
STANDARD 3: The RSL manages its resources to ensure its
financial well-being and economic effectiveness.
STANDARD 4: The governing body bases its decisions on
good quality information and advice and identifies and
mitigates risks to the organisations purpose.
STANDARD 5: The RSL conducts its affairs with honesty and
integrity
Contents Page No.
Introduction 1
Background 1
Principles, Aims and Objectives 2
Equal Opportunities 3
Legal and Regulatory Framework 3
Arrears Management 3
Legal Action 5
Debt Recovery 5
Performance Monitoring 6
Policy Reviews/Consultation 7
Customer Services 7
Appendix 1: Equality Impact Assessment 8




1.1

1.2

1.3

1.4

1.5

1.6

INTRODUCTION

Cathcart & District Housing Association Ltd (CDHA) is a registered social landlord,
responsible for implementing this Arrears and Debtors Policy.

CDHA must ensure that performance meets the performance levels and targets required by
CDHA's Business Plan and policies.

This policy sets out to ensure that owners receive a consistent and unambiguous approach
to factoring arrears and debt recovery across the organisation.

In order to ensure consistency, there is no scope for local variation in this policy.
CDHA'’s Arrears and Debtors policy has four key elements:

Preventive action

Arrears management

Legal action
Debt recovery

These elements are interdependent and essential. Taken together, they form a
comprehensive policy, which seeks to reduce factoring arrears and other debt, using legal
action only as a last resort.

1.7 Responsibility for the implementation of this policy lies with finance staff for:

2.1

2.2

Preventive action

Effective management of all factoring debt

Processing Notice of Potential Liability for Costs

Processing court action for Recovery of debts plus expenses

. BACKGROUND

The prevention and effective management of factoring arrears and other customer debt are
crucial to the maximisation of resources available to Cathcart & District Housing Association
to improve and maintain its stock. Measures to prevent debt are in place. Effective
management also ensures adequate response to the performance management
requirements of best value and inspection.

Factoring arrears arise when owners do not pay their factors bills by the due date.
There are also a number of other debts associated with factoring including:

Service charges.

Insurance

Court expenses
Rechargeable repairs and
Payments for one-off services
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Customers who have factoring arrears may also have other debts. It is important that we
have a consistent and corporate approach to factoring payment and debt collection and to
ensure that this has a very high priority with our customers and within our organisation.

PRINCIPLES, AIMS & OBJECTIVES
Principles

CDHA follows legislation and good practice principles in managing factoring arrears and
other debts.

We aim to reduce overall the level of debts owed to us. We seek to ensure that we recover
factoring arrears and outstanding debts from current and former owners. We promote a
corporate approach to the recovery and management of debtors’ arrears.

We expect that all customers will fulfil their legal obligations to pay factoring and other
outstanding debts. Where such obligations are not met, we have a firm but sympathetic
approach. Many owners in arrears may be facing multiple debts and complex personal and
financial difficulties. We will ensure that we are aware of individuals’ circumstances and take
account of our customers overall debts when assessing what actions to take.

We provide services that adhere to our Equality and Diversity Strategy. We ensure
customers are treated at all times with respect. We seek to understand our customers’ needs
and take particular account of the needs of vulnerable people. We will provide advice,
information, and support and refer people to other agencies where this is appropriate.

We put an emphasis on a proactive, preventative approach rather than being focused mainly
on reactive enforcement measures. We use early personal contact to discuss arrears and
debts and use letters to confirm arrangements and actions.

We maximise the use of all available alternative remedies and use legal proceedings only
as a last resort, once all other reasonable steps have been taken. We will seek to deduct
any outstanding debts from any payments due to a debtor. Such deductions will conform
with legislation relevant to that case.

We will ensure that staff understand our policy and operate in a consistent way. We have
detailed procedures, guidelines, and staff training to underpin this policy.

We work in partnership with other agencies. Managing arrears effectively involves good
liaison and joint working with other support services such as the Department of Works and
Pensions (DWP) & money advice agencies.

Aims of the policy
The aims of the Arrears and Debtors Policy are to:

Promote a culture of payment.

Provide information and support at all stages.

Provide a range of cost-effective collection methods that take account of owner’s
preferences and their ability to access services.

Give accurate and clear information on factoring accounts and other debts to staff and
owners.



4.1

4.2

4.3

5.1

5.2

6.1

6.2

Ensure that all our communications are clear, customer friendly, and encourage contact.
Make personal contact with every customer as soon as arrears or other debts arise, or
payments are missed, using a variety of methods to suit customer needs.

Take a staged approach in which action is targeted and recorded.

Negotiate realistic, affordable, and sustainable repayment arrangements to clear factoring
arrears and other debts.

Take appropriate action to recover former owners’ arrears and other debts.

EQUAL OPPORTUNITIES

This Policy complies fully with CDHA’s Equality and Diversity Policy. We recognise our
proactive role in valuing and promoting diversity, fairness, social justice, and equality of
opportunity by adopting and promoting fair policies and procedures.

We will check our arrears and debtor’s policy and associated procedures regularly for their
equal opportunity implications, taking appropriate action to address inequalities likely to
result or resulting from the implementation of the policy and procedures.

We are committed to providing fair and equal treatment for all its stakeholders including
owners and will not discriminate against any on the grounds of race, colour, ethnic or
national origin, language, religion, belief, age, gender, sex, sexual orientation, marital status,
family circumstances, employment status, physical ability, and mental health. Indeed, we
will positively endeavour to achieve fair outcomes for all.

LEGAL & REGULATORY FRAMEWORK

In formulating and implementing this policy, statutory requirements, Performance
Standards, and good practice outlined in documents such as ‘Raising Standards in Housing’
have been incorporated, where required.

Legislation relevant to this Policy includes:

Property Factors (Scotland) Act 2011
The Code of Conduct for Property Factors
The Revised Code of Conduct which came into force on 16" August 2021.

ARREARS MANAGEMENT

CDHA provides a fully integrated Housing Management System, which holds the records
for factoring and arrears case management, customer services, and property. All payments
to factoring accounts or changes in ownership are automatically reflected in arrears
balances.

The Home Master system is designed to assist staff in managing an arrears caseload. It
therefore provides information by Officer area to facilitate monitoring, early action, and ease
of updating. Its key features can be summarised as follows:

Interfaces with Factoring and Housing Management Systems
Maintains a payments history for each owner.
Generates letters.
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Provides easy to update with stage of action.

Monitoring prints and reports to assist operational control.

Provides operational, management, and performance data.

Continuous notes page to record all conversations and dealings in relation to each case.

Finance staff are responsible for arrears management. They are responsible for arrears
recovery and whilst an integrated arrears management system can help staff meet that
responsibility it cannot replace the early and continuous contact between them and the
owners that a successful arrears recovery process demands.

Prompt action when arrears are small is essential. This will prevent arrears from escalating
and reinforce to the owner that factoring arrears will be dealt with as a matter of priority. Our
emphasis will be on close personal contact on factoring payment and debt. The purpose of
this early personal contact is to establish the reason for non-payment and reach an
agreement on how this will be resolved. The aim is to agree on an appropriate and affordable
repayment arrangement, which takes into account individual circumstances and other debts.

We will use a range of methods of personal contact, to suit customer needs including:

Interviews at the Association office

Home visits

Telephone contact by our staff during office hours and in the evening.

Email where appropriate.

Text messaging where appropriate. This service is being introduced as we build up a
database of mobile numbers.

We will also maintain personal contact whilst the owner remains in arrears, to encourage
regular payments and ensure that the owner’s circumstances have not changed.

Written communications will be used to record formal steps in the process and confirm
actions and repayment agreements. It is important that owners are fully aware of the legal
implications of failing to pay their Factors Bills or to respond to our efforts to pursue arrears.
Any contact with any owner in arrears, in whatever form, should be noted in the “notes” page
within the Home Master system.

It is critically important that customers understand the possible serious implications of failing
to pay factoring and other debts. We will use interpreters, lip speakers, and sign language
where customers need this. Factoring and debt collection communications will be written in
plain language and as clearly as possible. We will also provide letters in different languages,
large print, easy read, Braille, or other formats if requested.

We will send all our owners a statement of account at regular intervals when they are in
arrears or have clear accounts. This will ensure that owners understand that we monitor
accounts and are aware of the status of their account.

Our focus at the early stages of arrears recovery is as follows:

Establish contact and build up an effective relationship with the owner.

Establish the reasons for non-payment.

Make a formal arrangement to pay signed by the owner and a copy issued to them.
Advise owners of the consequences of failing to adhere to this arrangement.

Confirm the strict monitoring arrangement that will be put in place to confirm adherence.



6.10 We will adopt a firm but sensitive approach to arrears recovery. Communication with owners

6.11

7.1

7.2

7.3

7.4

8.1

8.2

as soon as arrears arise may reveal other issues such as multiple debts, illness,
harassment, or relationship breakdown. Where owners are vulnerable specialist support
may be required.

Debt counseling services, community or voluntary groups, Social Work Services, and/or
mental health teams, can provide advice and support to both owner and finance staff when
such a need is identified. Where external advice or support is required, we are able to
provide information on where and how to access such support.

Our staff should also consider other alternatives to legal action, where appropriate. These
include:

Voluntary Wage Deduction
Agreement to Standing Order

LEGAL ACTION
Notice of Potential Liability for Costs and Court Action

Should attempts to make contact be ignored or the owner fails to make or adhere to an
arrangement, we will issue a Final Notice.

Prior to referring the debt to our solicitor, our staff must complete the following checkilist:

A Statement of Account has been issued with a cover letter advising that failure to settle
the arrears within 7 working days will result in a 10% late payment charge being added to
the account.

A Final Notice has been issued.

Where possible contact with the owner has been made and recorded.

Agreed actions have not been implemented and payments have not improved.

No reasonable offer of repayment will be refused prior to the first calling of the case.
Continuations or sists will be acceptable where a significant offer of payment has been made
in court. Instalment Plans are acceptable at any stage of recovery action up to and including
the first calling in court and should reflect the owner’s ability to pay. Effective arrangements
will be in place to ensure that staff are involved in decisions, including cases which have
previously been in court.

We will also seek Decree for Payment and will use all means of available diligence
thereafter, including arrestment of wages or bank accounts.

DEBT RECOVERY

Debts encompass all monies owed to CDHA by current or former owners, with the exception
of current factoring charges. There is however a strong link between the debts and factoring
arrears policy as a debtor could owe multiple debts.

The basis for the Debtors Policy is the premise that all debts to CDHA by an individual are
taken into account before actions are initiated for recovery. Recovery should take place on
a priority basis rather than having several recovery processes in operation at the same time.



All Factoring debt is top priority for collection. We will seek to recover debts in the following
order:

i) Current Factoring Arrears (including service and insurance charges)
i)  Court Costs (to clear court orders)

iii)  Former Owner Debts

iv)  Repairs outstanding

v)  Other Debts

8.3 Taking prompt action when a debt first arises is essential to prevent debts from becoming a
long-term liability. The sooner the debtor is contacted, and recovery starts, usually by
arrangement, the higher the probability of recovering the total debt.

8.4 We will seek to achieve full cost recovery of the debt demonstrating value for money in doing
so and will explore alternative routes which may include, for example, raising actions for
Small Claims.

8.5 A debt can only be pursued through the Courts if it is less than five years old. After five years
a debt becomes prescribed and is no longer recoverable, provided that the debtor has made
no payments towards the debt during that period, thereby interrupting the period of
prescription and unless court action has been raised in respect of the debt. If all efforts to
trace the debtor have failed, consideration should be given to writing off the debt in
accordance with our Policy on Debt Write-Off.

8.6 Before an action can be taken against a debtor, it is essential that all relevant information is
extracted from files and systems and fully collated to underpin the action. The following

principles apply:

e Following the issuing of the invoice, if at any time thereafter an arrangement that is
acceptable to us can be agreed, then further action on the debt should be suspended
unless the arrangement is broken. An acceptable arrangement is one that clears the debt.

e Every effort should be made to agree an arrangement that is both practical and
sustainable.

e The involvement of the Welfare Benefit Advisor should be considered where their advice
and assistance may aid the debtor.

¢ Debtors who make an arrangement to pay should sign a statement of confirmation that
they agree to the arrangement and a copy of the arrangement should be given to them for
their own information.

e Clear advice on the consequences of not adhering to the arrangement should be given to
the debtor, including the importance of maintaining regular contact with the relevant officer
so that any changes in circumstances can be taken into account.

e All arrangements must be monitored, and action taken immediately on a breach of the
arrangement conditions.

e |If an arrangement is broken, the outstanding amount should be recovered by taking
appropriate action. This may in certain circumstances involve a further visit, interview, or
letter before proceeding to the issuing of a final reminder.

e If an arrangement is made at the final reminder stage, then broken, the case should be
referred to the CDHA'’s Legal Advisors, who will take steps to recover the outstanding debt.

9. PERFORMANCE MONITORING

9.1 In order to judge the success of this policy, we will put in place a system which monitors and
measures both corporate and local performance.



9.2 This will involve regular reports being made available to the CDHA Management Committee
and CDHA Sub Committee.

10. POLICY REVIEWS/CONSULTATION

10.1 We will review this policy every three years. More regular reviews will be considered where,
for example, there is a need to respond to new legislation/policy guidance. Reviews will
consider legislative, performance standards, and good practice changes.

10.2 We have developed this policy in consultation with service users and account has been
taken of representations made. Similar consultations will take place for all proposed policy
reviews.

A copy of the full policy is available on request.

11. CUSTOMER SERVICES
Confidentiality

11.1 All information given by customers in relation to this policy will be treated as strictly
confidential and will not be discussed with third parties without their permission. We will
comply with the Data Protection Act 2018 and UK GDPR in this regard. Individual cases
referred to the Management Committee should be treated in the strictest confidence.
Information should be provided in such a way that it is not possible for the identities of
individuals to be revealed.

Customer Satisfaction

11.2 We are committed to a high level of customer satisfaction in the delivery of this Policy,
seeking continuous improvement. Satisfaction with the full range of services we provide will
be measured regularly, including the effectiveness of the objectives of this policy, and
results will be disseminated to tenants and other service users.

Complaints

11.3 Our aim is to get it right first time; however, we have published a Complaints Policy. This
procedure can be used where there is dissatisfaction with this policy or its operation. A
summary of the Complaints Policy and procedure is available as a separate document from
our offices. As with all of our policies, this can readily be made available on tape, in Braille,
in large print, or translated.

11.4 Staff and individual Management Committee members should at all times declare an interest
in arrears cases relating to close relatives. They should under no circumstances be involved
in such cases and should refrain from accessing files or participating in any decisions made.



Appendix 1: Equality Impact Assessment

Name of policy to be Factoring Arrears and Debtors [IER{iTE = F =08 e fe] [T 76 ] & Review
assessed Policy review?

Person completing the Lorraine Glasgow Date of Assessment 05.02.24
assessment

1. Briefly describe This policy sets out to ensure that owners receive a consistent and unambiguous approach to factoring arrears ang
the aims, debt recovery across the organisation.
objectives, and
purpose of the The aims of the Arrears and Debtors Policy are to:
policy

e Promote a culture of payment.

¢ Provide information and support at all stages.

e Provide a range of cost-effective collection methods that take account of owner’s preferences and their ability]
to access services.

¢ Give accurate and clear information on factoring accounts and other debts to staff and owners.

e Ensure that all our communications are clear, customer friendly, and encourage contact.

o Make personal contact with every customer as soon as arrears or other debts arise, or payments are missed,
using a variety of methods to suit customer needs.

e Take a staged approach in which action is targeted and recorded.

¢ Negotiate realistic, affordable, and sustainable repayment arrangements to clear factoring arrears and other|
debts.

e Take appropriate action to recover former owners’ arrears and other debts

2. Who is intended to Staff, owners, and landlords
benefit from the
policy? (e.g. staff,
applicants,tenants,
staff, contractors)




3. What outcomes are
wanted fromthis
policy? (e.g. benefits
to customers)

To reduce the level of debts owed to us.

To ensure that we recover factoring arrears and outstanding debts from current and former owners.
To promote a corporate approach to the recovery and management of debtors’ arrears

To maximise income for CDHA.

4. Which protected characteristics

Minority Ethnic:
Gender: x
Disability: x
Sexual Orientation: x
Marriage/civil partnership:

X

X

could be affected by the policy (tick all that apply)

Age: x

Religion/belief: x

Transgender: x
Maternity/Pregnancy: x
Socio-economic status: x

5. If the policy is not relevant to any of the protected characteristics listed in part 4. State why and end the process here.

The policy applies to all. Difficulties with paying debt can occur regardless of protected characteristics.

6. Describe the likely positive or
negative impacts the policy cou
have on the groups identified in
part 4.

Positive Impacts Negative Impacts

All owners who have difficulty paying
their factoring bills are treated
consistently and fairly and are assisted
in dealing with debt at an early stage.

Id L .
There are no negative impacts for owners resulting from

this policy.

7. What actions are required to

this assessment?

address the impacts arising from

No actions are required.

Signed: Lorraine Glasgow

Date: 05.02.24



