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1. Policy Statement
1.1. We are committed to maximising recovery of money owed to Cottsway by
former tenants. We will aim to minimise the amount of arrears transferred to
former tenant cases by taking early action to prevent debt from accruing.
1.2. We recognise that the cost of recovery can sometimes outweigh the sum
recovered. Therefore, Cottsway will action debts where it is economical to do
so and may consider ‘write off’ where it is not possible to pursue the debt
further. We will however resurrect debts previously written off in appropriate
circumstances.
2. Definitions

e Former Tenant Debt - describes all sums due after the tenancy has
ended.

e Bad Debt Provision - each year Cottsway sets aside an amount which
covers the write off of tenant debt once a tenancy has ended and is
deemed unrecoverable. This is accounted for in our financial records.

3. Policy Scope and Objectives

3.1. This policy sets out our approach to managing and recovering former tenant
arrears. It outlines how we will manage former tenant debt, including
balancing the costs of recovery against the value of the debt owed.

3.2. This policy should be read alongside Cottsway’s Rent Arrears and Recovery
Policy and procedure as well as our bad debt provision.

4, Regulatory and Legal Considerations

This policy aligns with the expectations of the Regulator of Social Housing, by
having clear, accessible and regularly updated policies.
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This strategy, policy or procedure applies to Cottsway Housing Association Limited and all other
Cottsway Group Companies.




5.

5.1.

5.2.

5.3.

5.4.

5.4.1.

Policy Details

Former tenant debt may include:

e arrears of rent and / or service charges or other rental charges

e garage arrears

e sundry debts

e legal costs provided for in court orders

e recharges to make good or repair damage or unauthorised alterations
to the property

Implementation:
To implement this policy, we will:

e prevent former tenant debt by collecting all sums due before tenancy
end

e oOffset credit balances against sums owed at tenancy end - including all
accounts held by a customer

e provide for repayment plans to pay sums owed, based on personal
circumstances - where debts cannot be cleared in full immediately, we
will work with former tenants to establish realistic, affordable, and
sustainable repayment plans

e we will pursue debts owed in a proportionate and cost-effective manner

e use tracing & collection agencies to locate former customers to recover
sums owed were appropriate

e call on legal remedies including Money Judgement Orders, attachment
of earnings and small claims procedures were appropriate

e write off debt that, following investigation, is unenforceable or
uneconomic to recover

e pursue local authority partners for any outstanding housing benefit

e write back any debt that is deemed to be recoverable following trace
or reappearing

¢ we will not issue any refund to a former tenant until we are satisfied
no money is/or will be outstanding.

Vulnerability and Support:
To support customers, we will:
e Take account of personal circumstances including those suffering or
fleeing domestic abuse when attempting to recover debt.
e Sign post to appropriate debt advice services.
Rehousing and Future Housing:
Where an applicant (including those applying for a mutual exchange) has

outstanding rent, occupancy charges, mortgage payments, or other housing-
related debts and has failed to maintain agreed repayments, we will seek
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5.4.2.

5.4.3.

5.4.4.

6.1.

6.2.

7.1,

7.2.

7.3.

7.4.

information from previous landlords and lenders. This will include requesting
references relating to their rental or mortgage history.

This information will form part of our pre-tenancy assessment process and
will be used to understand the circumstances and reasons for the housing
debt before any offer of accommodation is considered.

This approach also applies to former tenants who owe money to Cottsway
and have not adhered to agreed repayment plans.

(Please refer to the Letting Policy for further details)

Monitoring and Reporting

The policy will be monitored against defined team performance indicators
including:

e monetary value of new former tenant debt accrued
e total former tenant debt
e value of bad debt written off

An annual summary report will be provided to Treasury and Finance
Committee detailing the value of debt write off in line with our bad
debt provisions.

Equality, Diversity & Inclusion

We will treat all customers with fairness and respect and will act within the
scope of our equality, diversity and inclusion framework when applying this
policy to the recovery of former tenant debt.

We recognise that we have an ethical and a legal duty to advance equality of
opportunity and prevent discrimination on the grounds of age, sex and sexual
orientation, disability, race, religion or belief, gender reassignment, pregnancy
and maternity, marriage and civil partnership.

We will promote inclusion and challenge discrimination, and we will ensure
that everyone can access our services and that no one is excluded
inappropriately from any services or activities provided by us.

This policy aligns with the principles of the Equality Act 2010.

Review
This policy will be reviewed every 3 years or sooner, subject to any changes

in legislation or regulation, good practice or business changes which may
trigger an earlier review.
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9. Associated Documents Policies and Procedures
e Rent Arrears Recovery Policy
Rent Arrears Recovery Procedure
Former Tenant Arrears Procedure
Cottsway Financial Regulations / bad debt provision
Complaints Policy
Lettings Policy
Date Protection Policy

List of changes

Date Change

May 2026 Policy refresh and introduction of new policy template

5.2. expanded implementation section (bullet points 3 & 4)
introduction of new sections outlining our approach to dealing
with former tenant debt through repayment plans and recovery
action.

5.3. introduction of new section taking account of customer
personal circumstances

5.4. introduction of new section to outline our approach to dealing
with former tenant debt owed to Cottsway when tenants are
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