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 Introduction & Aim 
 
1.1  Cobalt Housing is committed to ensuring it maintains financial viability at all times, including 

maximising the income it generates from rent collection. If we fail to collect rental income 
effectively, it is likely that we will be unable to deliver our targets in our Business Plan and our services 
to our customers will be impacted.  

 

1.2 Cobalt Housing also recognise that whilst balancing the need to maximise our rental income, it is 
also important that we provide a range of measures which are proactive, preventative and which 
support our customers, rather than purely focusing on collection and enforcement. This will ensure 
that we can help and encourage our customers to maintain rent payments particularly in the 
current economic climate. 

  
1.3  This policy sets out the provisions Cobalt Housing have in place to: 
 

• Ensure that our customers are aware of their responsibilities to pay their rent 

• Offer a wide range of accessible payment methods for customers to make their rent payments 

• Incorporate a pre-tenancy interview which will include an affordability assessment based on the 
applicant’s income & expenditure 

• Provide information and support to customers to ensure they are ‘financially included’, that arrears 
are prevented and that they receive any welfare benefits that they are entitled to 

• Provide information and support to customers who may be affected by changes introduced 
through Government legislation 

• Ensure that customers understand the information provided relating to their arrears and remove 
any barriers that may prevent them from doing so 

• Ensure customers have access to Debt and Welfare Advice and support to help them manage their 
rent account 

• Act in a firm but fair manner when arrears occur including making assessments of capacity to 
understand actions being taken 

• Use all necessary tools to recover former tenant’s arrears  
 
The aim of the policy is to: 
 

• Promote prompt and effective action that will safeguard Cobalt Housing as a business, whilst 
protecting the interests of our customers 

• Outline our approach to the management of both current and former tenant arrears 

• Maximise rental income collection and performance 

• Ensure that appropriate methods and practices are adhered to, whilst ensuring fairness and 
consistency 

• Promote a rent payment culture, encourage early payment and prevent our customers  falling into 
arrears 

• Ensure we act consistently and in accordance with the pre-action protocol for rent arrears for social 
landlords 

• Support our customers to sustain their tenancies therefore creating more sustainable 
neighbourhoods. Understand factors such as the Social Size Criteria (Bedroom Tax), Benefit Cap, 
Universal Credit and work with external agencies to support our customers. This would include 
support to make applications for Discretionary Housing Payments (DHP’s) and making Alternative 
Payment Arrangement (APA) applications to safeguard rent payments where appropriate 

• Provide the appropriate support to our customers impacted by Welfare Reform measures 
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2 Policy Statement 

2.1 Cobalt Housing’s primary aim in developing and operating a Rent Payment and Arrears Recovery 
Policy is to ensure it maxmises all income that is due from rent and to recover arrears accrued by 
former tenants. This is necessary for Cobalt to maintain its financial viability and to ensure: 

 

• Loan covenant and ongoing management costs can be met 

• We can continue to provide high quality services to our customers 

• We can continue to expand our stock through funding a range of development initiatives 

• Customers have the support they require to maximise their income 

• It provides a framework for Officers to manage the recovery of current and former 
tenants arrears effectively and efficiently 

• It meets the requirements of the Regulator of Social Housing (RSH) Regulatory Standards   

• Our customers are aware of their tenancy obligations to pay their rent and service 
charges and maintain an account free of arrears 

 
2.2 Cobalt Housing will operate a firm but fair approach to rent collection and arrears management by 

providing convenient and easily accessible methods of payment for customers to make their rent 
payments or any outstanding arrears relating to previous tenancies. 

 
2.4 We will take swift and decisive action against customers who refuse to engage and reach 

agreements on ways to reduce outstanding debts (where they are deemed to have sufficient capacity 
to understand and act accordingly). 

 
2.5 Cobalt Housing will pro-actively support customers adversely impacted  by legislative changes to 

welfare benefits. 
 

2.6 Cobalt Housing will apply to safeguard the housing element of Universal Credit to support customers 
at risk of losing their home. 

 

2.7 At all stages in the recovery process, Cobalt Housing will make available: 
 

• Private face to face interviews in Cobalt office or visit customers in their own home 

• Advice and assistance to make Housing Benefit/Universal Credit claims 

• Access to our Welfare Benefits Advice Team 

• An individual financial assessment to ensure that realistic and affordable repayment 
arrangements are made to pay off outstanding arrears 
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• Advice and assistance to submit applications for funds such as the Discretionary Housing 
Payment Fund, and Utility Trust Funds where appropriate.  

 
2.8 Cobalt Housing will take legal action to repossess the property in cases where customers  are not 

meeting their rent obligations and are not engaging or trying to resolve the situation. At all stages 
of the legal process, customers  will be informed of the action being taken, the implications of the 
action and help and advice available from both Cobalt Officers and external partners. 

 
2.9  Eviction warrant applications for arrears will be approved by the Head of Housing.  

 
3       Policy Principles 
3.1  The policy covers how Cobalt Housing will aim to collect rent including service charges  
  and arrears relating to current and former tenant arrears. 
 
3.2  The policy will cover the following areas: 
 

• Rent collection 

• Arrears prevention 

• Rent arrears management 

• Enforcement 

• Former tenants arrears 

• Debt Relief Orders and Bankruptcy 

• Management of rent credits 

• Equality and Diversity 
 
3.3 Rent collection 
 
3.3.1 Rents and service charges are the main source of income for Cobalt Housing and it  

is therefore essential that we adopt robust policies and procedures around the collection of rent, 
that ensure rental income is maximised whilst supporting customers to sustain their tenancies and 
become financially resilient. 

 
3.3.2 Customers are responsible for paying their rent, including any service charges in advance as set out 

in their tenancy agreement. They are also responsible for informing us if they are having any 
problems paying their rent or if they have fallen into arrears. 

 
3.3.3 We will carry out pre-tenancy interviews for all new customers including carrying out affordability 

assessments to establish if they are able to sustain a tenancy and identify any support required 
to assist them to manage their tenancies. 

 

3.3.4 We will advise new customers  that the first month’s (or part month for those on full benefit) rent 
is due when they sign for their tenancy. This helps to ensure that their rent account does not go 
into arrears at the start of their tenancy, and to help reinforce their responsibility for rent payment 
in advance and install a positive payment culture. 

 
3.3.5 To ensure customers are able to maintain their tenancy, we will continue to offer and promote a 

variety of payment methods to pay their rent and service charges, including by direct debit, online 
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payments, telephone payments and options to pay by cash through local pay points.  
 

3.3.6 We will utilise a range of  preventative measures to help customers sustain tenancies and minimise 
the use of possession action. 

 

3.3.7 We will: 
 

• Promote a positive payment culture highlighting the connection between rent payments and the 
importance of this both to our customers and our ability to provide high quality services 

• We will continue to develop positive relationships with key partners and stakeholders including 
Liverpool City Council’s Revenue’s & Benefits Department, DWP, CAB and local advice agencies 

•     Closely monitor rent accounts to identify any problems at an early stage 

•     Ensure staff are well trained to manage rent arrears and that training is refreshed to 
keep up to date with best practice 

•     Provide customers with clear and straightforward information on their responsibilities, 
payment methods and available support at the start of their tenancy  

•     Consider making an application for an Alternative Payment Arrangement (APA) at the 
earliest opportunity where a customer is in receipt of Universal Credit and falls within DWP 
Tier one or Tier two grouping 

•     Advise and support customers in receipt of housing benefit who are under-occupying their 
property and as a result have a shortfall in their housing benefit to complete a 
Discretionary Housing Payment application (DHP) 

• Consider rehousing options for customers who are impacted by under-occupation which is 
impacting their housing benefit eligibility and affordability 

 
3.3.8 With the natural migration of Universal Credit continuing there are strict time limits in place for 

submitting claims for both Universal Credit and Housing Benefit with limited opportunity to 
request backdating of claims. We will advise and support customers to submit claims for Housing 
Benefit/Universal Credit with the necessary supporting evidence to ensure prompt payments. 

 
3.3.9 We will work with partners to ensure that those who require access and support to make online 

claims are able to do so.  
 

3.3.10 We will continue to offer welfare benefit and debt advice to our customers. Customers will be able 
to access services through a variety of options including home visits where appropriate. We will 
also signpost to other independent agencies including the Citizen Advice Bureau. 

 

3.3.11 We will give consideration to the needs of an individual when communicating with them and use a 
variety of contact methods to communicate with our customers, these will include letters, emails, 
text messages, telephone calls and home visits. 

 
3.3.12 Where it is clear that a customer is unable to pay their rent arrears in full we will consider agreeing 

a repayment plan. We will support customers to complete budget plans encouraging them to 
disclose details of their income and expenditure, so that an affordable repayment plan can be 
agreed. An agreement to repay debt is not a right but based on a realistic repayment plan over a 
set period of time. 
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3.4 Arrears prevention 
 

3.4.1 We recognise that effective management of rent arrears is essential for maximising rental income, 
preventing arrears accruing and helping ensure that tenancies are sustained. In cases where rent 
arrears do accrue, Cobalt acknowledges the importance of taking action at the earliest opportunity 
so that they do not escalate. We are committed to ensuring that our arrears recovery process is 
carried out legally and considers the circumstances of each customer. 

 
3.4.2 We will focus on preventative measures for managing arrears and adopt the view that customers 

have a responsibility to pay their rent in advance and they must consider rent to be a priority debt. 
 
3.4.3 Cobalt’s procedures have been developed to take account of pre-action protocol guidance which is 

available from the Ministry of Justice. All social landlords are expected to comply, in summary the 
protocol focuses on the need for social landlords to make every attempt to contact the customer 
in order to find a satisfactory solution to their rent arrears. 
The preventative actions outlined below take account of the pre-action protocol and include that 
we will: 
 

• Provide debt, welfare advice and support to help customers manage their rent accounts. As 
part of this advice, we will make every effort to make repayment arrangements which are 
reasonable and affordable 

• Offer a wide range of payment methods for customers  to make their rent payments 

• Promote a positive payment culture by regularly publicising the importance of customers  
paying their rent 

• Present information in easily accessible formats and ensure customers  understand when they 
are in arrears 

• Assist with the completion of Housing Benefit or Universal Credit for all our customers  who 
are struggling to complete the forms 

• Provide quarterly rent statements to our customers  and statements upon request  

• Aim to understand the personal circumstances of our customers and any household members 
wherever possible through personal contact 

• Make contact with customers  in arrears at the earliest opportunity to offer support, discuss 
options for clearing the arrears, remind the customer  of their responsibilities and obligations 
to pay their rent, and outline the potential implications of non-payment 

• If a customer  in arrears is identified as benefiting from  welfare benefit or debt advice we will 
refer to Cobalt’s Welfare Benefits Team. We can also signpost to an external agency for 
independent advice 

• Highlight the importance of informing Cobalt and relevant agencies (DWP, HB) of changes that 
could affect their benefit entitlement 

• Encourage customers  to contact staff at an early stage if they are experiencing difficulties in 
meeting their rent payments 

• Make an application for an alternative payment arrangement (APA) at the earliest 
opportunity where a customer is in receipt of Universal Credit and falls within DWP Tier one 
or Two grouping 

• Arrange for arrears to be paid direct from the Department of Work and Pensions if the criteria 
is met 
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3.4.4 We will continue to explore the use of technology to support efficient and effective 
management of rent arrears. 

 
3.5      Rent arrears management 
 
3.5.1 Rent arrears action will be based on a staged escalation process, up to and including eviction. The 

process will be based on a preventative approach that seeks to maximise customer’s entitlement 
to benefits and secure regular payments. 

 
3.5.2  Emphasis will be based on intensive management and personal contact whilst arrears are at a 

relatively low level in order to prevent escalation of arrears. 
 

3.5.3 Cobalt will monitor all rent accounts on a weekly basis for non-payment. Whenever this  occurs 
Cobalt will endeavor to make personal contact with the customer  to make arrangements to 
cover ongoing rent liabilities and any arrears that have occurred through non-payment. 

 
3.5.4 We will contact customers  as soon as their rent account falls into arrears. We expect  customers  

to also work with us to resolve  the debt. We will work with customers  to remedy any arrears 
that accrue at an early stage in the recovery process. 

 
3.5.5 The main features of the early intervention stages of our rent arrears procedures are: 
 

• Treat joint tenants as jointly and severally liable for rent arrears 
• Monitor accounts regularly so that problems can be identified at an early stage and arrears 

levels minimised 

• Inform customers  of their debt and advise them of the consequence of continued non–
payment 

• Endeavour to make personal contact with customers  who are in arrears, either by visiting, 
inviting them for interview or telephoning so that the arrears position can be discussed 

• Use texts as well as letters to alert customers of their rent balance when they fall into arrears 
• Ensure that any customer  in arrears is aware of their debt at an early stage and given 

opportunity to come to an arrangement to clear the arrears. The consequences of not 
maintaining their rent account will be carefully explained 

• Ensure that appropriate welfare benefits and debt advice is offered and signposted to other 
agencies 

 
3.5.6 While we accept that vulnerable tenants may need additional support, we still expect rent to be 

paid on time and arrears to be repaid as quickly as possible. 
 
3.5.7 We are aware that issues and delays with benefits can lead to arrears accruing. It is important that 

customers tell us straight away when problems arise.  
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3.5.8 We expect customers  to be paying rent due which is not covered by 
benefits and all customers  including those getting benefits are expected to 
be in advance with their rent payments. 

 
3.5.9 The desired outcome of contact with customers  is always for an agreement 

of arrears to be repaid. In some cases however, legal action for possession 
of the property is the only option which is available and details of this is 
outlined in the sections below. 

 
3.6     Enforcement 
 

Grounds for possessions - all tenancy types 
 
3.6.1 The grounds for each tenancy type are outlined within the Cobalt 

Tenancy  Agreement. Cobalt will rely upon the following grounds against 
customers  who have rent arrears, to seek possession outlined in 
schedule 2 Housing Act 1988: 

 
 Ground 10 

 
3.6.2 Where rent that is lawfully due from the tenant has not been paid by the time 

the possession proceedings are started and was owed at the time the Notice 
Seeking Possession was served 

 

Ground 11 
 
3.6.3 The tenant has repeatedly failed to make payments that are lawfully due on 

time. There  need not be arrears at the time the possession proceedings are 
commenced 

 
3.6.4  For secure tenancies where customers  have rent arrears, Cobalt will seek 

possession by relying upon Ground 1 schedule 2 Housing Act 1985 - Rent 
lawfully due from the tenant has not been paid. 

 
3.6.5  The above grounds are discretionary; Cobalt will need to provide sufficient 

evidence to prove the grounds for possession and satisfy the court that is 
‘reasonable in all the circumstances’ to grant a possession order. It will be 
at the judge’s ‘discretion’ whether or not to grant a possession order. 

 
Additional grounds for possession - Use of ground 8 

 
3.6.6  In some cases we also reserve the right to rely on Ground 8 for 

possession. Ground 8 will only be considered for tenancies commencing 
after the 1st January 2013. This can be used for starter, assured or flexible 
tenancies (Ground 8 is not available for secure tenancies). 

  
3.6.7 Ground 8 - At the time of being given notice and at the date of the court 

hearing your rent is at least 8 weeks in arrears. 
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If we decide to proceed with the possession of a property using Ground 8, this 
decision must  be approved by the Director of Development and Growth. In 
addition we will provide the customer with the right of appeal against this 
decision in order to enable any mitigating circumstances to be presented. 

 
3.6.8  The Court has only limited discretion as to whether or not to adjourn a 

hearing in which a Possession Order is sought under Ground 8 and this 
limited discretion will also apply to suspending an eviction. 

 

3.6.9  We propose to use Ground 8 in very limited circumstances including: 
 

•     Where the customer  has failed to engage with Cobalt and or 
partner advice agencies, following on from repeated attempts to 
contact the customer  and /or partner advice agencies 

•     There is a long history of the customer  failing to complete the necessary 
paperwork for their benefit claim to be processed without good reason 

•     A Notice Seeking Possession has been served using one or more of the 
discretionary grounds and the arrears have continued to significantly 
increase and/or the tenant has failed to engage  

 

3.6.10 Where Cobalt takes legal action for rent arrears through the County Court, 
we will also seek a Money Judgement Order as standard practice. A Money 
Judgement Order can be used with the enforcement of the collection of any 
arrears that remain upon the termination of a tenancy (former tenant 
arrears). 

 
Approval of evictions 

 
3.6.11  Cobalt will only apply for a warrant as the final sanction against non-

payment, any requests to apply for a warrant must be considered and 
approved by the Head of Housing.  

 

Overpayment of housing benefit 
 
3.6.12  Housing Benefit overpayment is an amount paid, to the customer or 

landlord, to which they were not entitled. The most common reasons for 
overpayments are failures on the part of the customer  to declare changes 
in circumstances, declaring the wrong information, or errors by the Local 
Authority in assessing the claim 

 

3.6.13 Overpaid housing benefit will be recovered from the customer’s  rent account 
and if this places the customer  in arrears, the overpayment will be recovered 
as part of the rent arrears procedure in the usual way. 

 
  Breathing Space/Debt Respite Scheme 
 
3.6.14 The Debt Respite Scheme commonly known as ’Breathing Space’ is a 

Government scheme aimed at relieving some of the pressure and stress 
caused by being in debt.  Any requests for a ‘Breathing Space’ moratorium 
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must be referred by a Debt Advice provider and will last for 60 days, If you 
are granted a mental health crisis moratorium this will last for the period you 
receive medical treatment and an additional 30 days after treatment has 
ended.   

 
3.6.15 Cobalt will not contact you or take enforcement action during the moratorium 

period providing you continue to make your rent payments (excludes 
payments to reduce arrears). If you fail to do so we may request a review 
based on your eligibility.  

 
3.6.16 Following the expiry of the moratorium period we will review your account to 

determine if any further action is required. 
 

 
3.7 Former Tenant Arrears 
 
3.7.1 Former tenant arrears typically occur where a  tenancy is terminated 

by the customer leaving arrears, where a property is abandoned, if 
the customer is deceased or enters permanent residential care.  

 
3.7.2 Cobalt will attempt to obtain the address of former tenant at the point a 

customer  provides notice to end their tenancy or when they surrender 
their keys upon expiry of the notice and the tenancy is terminated. If we 
are unable to obtain a forwarding address, we will use a tracing facility to 
trace the whereabouts of former customers. 

 
3.7.3 During the notice period we will engage with the customer to prevent 

arrears accruing, clear any outstanding arrears balance or to agree an 
affordable payment plan to clear the debt.  

 
3.7.4 Former tenant arrears recovery action will be based on a staged escalation 

process aimed at reaching an agreement for the debt to be repaid. Contact 
with former tenants will be made using a variety of methods including 
letters, telephone calls, emails and text messaging. In some instances, Cobalt 
will utilise the services of a Debt Collection Agency to recover the debt which 
will be registered with the Office of Fair Trading. 

 

3.7.5 In instances where Cobalt decides to pursue the debt via a legal route and for 
these cases we will use Money Judgement Orders. Money Judgement Orders 
can be enforced via an attachment to  earnings, Garnishee Order or a 
Charging Order. In some instances, consideration will also be given to 
recovering the debt via the small claims court. 

 
Former Tenant Arrears (FTA) Write Offs 

 
3.7.6 On some occasions, FTA debts may not be recoverable if: 
 

• The tenant cannot be traced 

• The debt is uneconomical to pursue. The value of the debt is less than 
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£100.00     and no arrangement has been made by the tenant 

• The tenant has died and Cobalt is unable to claim from the estate 
 

In addition to the above, consideration will also be given to writing off FTA’s 
where: 

 

• The customer  has entered residential care on a permanent basis and 
write off is requested on compassionate grounds 

• The customer has been given a prison sentence and attempts to 
contact have proven to be unsuccessful 

• If the customer pays 50% of the outstanding former tenant arrears 
within 28 days of being notified of the debt, we will consider writing 
off the remaining debt 

 
3.7.7 Where a debt has a value of less than £10,000 this can be written off under 

delegated authority by Head of Service (up to a value of £2,000), Director 
(Up to £5,000) and EMT Up to £10,000). Write off’s of excess of £10,000 
wil need approval from Board or relevant delegated sub committee). 

 
3.7.8 Where an FTA debt has been written off and the former customer applies 

for re-housing, the former tenant debt will be written back on and the 
former tenant  will be requested to make an arrangement to repay it. 
Failure to make a satisfactory arrangement may lead to them becoming 
ineligible for re-housing with Cobalt (this is included in more detail in the 
Allocations Policy). 

 
3.8 Debt Relief Orders and Bankruptcy Orders 
 
3.8.1  A bankruptcy order may be applied for by the debtor as a means of 

freeing themselves from overwhelming debts. If a bankruptcy order is 
made, the Official Receiver takes control of the debtor/customer’s  assets 
and these are shared out amongst creditors. 

 
3.8.2 A bankruptcy order does not prevent Cobalt Housing from applying for 

possession of the property, therefore customers  need to take legal advice 
before considering the bankruptcy route.  Cobalt is not obliged to write off 
arrears following bankruptcy. 

 
3.8.3 We will continue to seek possession where appropriate. Arrears will therefore 

be treated in the normal way and arrangements made for repayment of 
arrears. Where arrangements are not kept we will follow this procedure for 
recovery action. 

     
3.8.4 A Debt Relief Order (DRO) is granted by the Insolvency Service as 

an alternative to bankruptcy. 
 
3.8.5 The main feature of a DRO is a moratorium which usually lasts for 12 

months, during this period of time Cobalt would not be able to pursue the 
payment of arrears included within the DRO. Customers  with a DRO are 
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still liable to pay rent and any rent arrears accrued which is not covered by 
the moratorium. We will deal with repayment of these arrears in the 
standard manner. 

 

3.8.6 At the end of a DRO period, rent arrears subject to the DRO would be written 
off unless the order is revoked by the Official Receiver. This   may occur if the 
customer’s  circumstances have changed during the 12 month DRO period. 

 
3.8.7 Details of Bankruptcy Orders and DRO’s will be reported to the Board. 

 
 
3.9 Managing Credits 
 
3.9.1 To ensure customers  are aware of their rent account balance Cobalt will 

provide the following; 
 

• Quarterly rent statements 

• Rent statements on request 

• Access to view their rent account via a customer portal  
    
3.9.2 Upon a refund  being  requested, Cobalt will check for any other outstanding 

debts that the customer  has accrued. If a debt has been identified, we will use 
all or part of the credit to clear the balance  If there are multiple debts which 
are still outstanding, the credit will be transferred to clear or reduce them 
which will be determined by the priority of the debt. 

     
3.9.3 When tenants who are in credit with their rent payments claim a refund with a 

value of up to £1,000, we will administer the payment within 14 days of the 
claim being made. 

 
3.9.4 For refunds with a value in excess of £1,000, we will request confirmation from 

the Benefits and Revenues Department in Liverpool City Council that there is 
no overpayment to be recovered. Upon receiving confirmation of an 
overpayment we will request an invoice to repay the value back to Housing 
Benefits. Where no overpayment has been identified we will administer the 
payment within 14 days of confirmation being received. 

 
3.9.5 For any refunds where the credit is in excess of 13 weeks of the gross rent 

charge we will discuss with the customer to understand why the credit has 
accrued, prior to seeking approval from a member of our Executive 
Management Team before administering the payment. 

 
3.9.6 Customers can request refund payments to be made via BACS or a cheque.      
 
3.7 Achieving Equality and Diversity 
 

3.7.1 Cobalt aim to treat everyone fairly and without discrimination, we recognise 
our duties in line with the Equality Act 2010. An Equality Impact Assessment 
has been completed to ensure this policy does not intentionally discriminate 
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either directly or indirectly against persons or groups of people. 
 

3.7.2 We will take a person-centered approach where appropriate and apply a 
reasonable adjustment where deemed fair and necessary. 

3.7.3 There is no standard definition of what is meant by the term ‘vulnerable’. For 
the purpose of this policy, in addition to considering the protected 
characteristics within the Equality Act 2010, Cobalt Officers will consider 
whether the customer has capacity and or a physical or mental disability 
which directly or indirectly affects their ability to pay their rent or arrears. 

We reserve the right to adjust this policy and support the customer by using 
options available for example: 

• Alternative communications 
• A safeguarding referral 
• Agree a third-party contact 
• Sign post to support services involving third parties who may have 

specialist knowledge or expertise 

• Adjust target timescales within this policy to facilitate 
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Risk Management 

 
4.1 The key risk associated with non-delivery of this Policy is: 
 

Risk Register Ref: Risk: 

 

FV01, Threat to rental income  There is a risk that if rental income levels will be less than 
projected/expected resulting in reduced income levels for 
the business. 

 

Risk Consequences: Management and Mitigation: 
 

• Reduction in rent collection 
• Increasing arrears levels 
• An increase in voids 
• Reduced demand for properties 
• Less stable neighbourhoods 
• Loan covenant and ongoing 

management costs are not met 

• We will not be able to expand our 
stock via a range of development 
initiatives 

• There could be a risk to Cobalt’s 
reputation 

• Effective income management process in place 
with robust performance monitoring 

• Securing alternative payment forms and 
methods 

• Introduction of Income Analytics to identify, predict 
and focus on accounts at most risk of non- payment 

• Specialist Welfare and Benefit advice team 
identifying and supporting those at risk 

• Welfare Reform Communications and action plan in 
place 

• Remodelling/adaptation of some stock to mitigate 
the risk associated with the bedroom tax 

• Prudent budget and business plan 
assumptions about future rent levels 

• Rental income projections consistent with 
agreed development plans 

 
4.2 Key Risk Indicators and Control Limits 
 
Key risk indicators for this policy would include performance indicators relating to rent 
collection and arrears levels. They will also include key risk indicators identified and 
included within the Risk Management Framework including control measures to reduce 
the risk which are reviewed and reported upon to Cobalt Board and Executive 
Management Team 
 
Performance indicators reported on a monthly basis include; 
 

• The percentage of arrears for current tenants 

• Rent collected as proportion of rent available 

• The percentage of Former Tenant debt collected as a proportion of the overall 
debt (excluding write offs) 

• Income generated via our Welfare Benefits advice service 
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5    Regulatory & Legislative Compliance 

 
5.1 Cobalt is empowered by a number of Acts of Parliament when taking and 

administering court action. Principally these include: 

 
• Rent Act 1977 
• Protection from Eviction Act 1977 
• Housing Act 1985 as amended by the Housing Act 1996 
• Landlord &Tenant Act 1987 
• Housing Act 1988 (as amended by the Housing Act 1996 and 2004) 
• Housing Benefit (Recovery of Overpayments) Regulations1997 
• Human Rights Act 1998 
• Rent Arrears Protocol- (The Court Services- Code of Good practice 2006 & 

2015) 
• General Data Protection Regulation (GDPR) 2018 

6   Links to Other Key Documents 

 
6.1 This policy has links to the following policies: 

 
• Cobalt’s Allocation Policy 
• Cobalt’s  Tenancy Policy 
• Cobalt’s Equality and Diversity Policy 
• Cobalt’s Corporate Debt Policy 
• Cobalt’s General Data Protection Policy 

• Cobalt’s Rechargeable Repairs Policy 
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7 Governance of this Policy 
 
 

Equality 
Diversity & 
Inclusion 
(ED&I) 

We will take additional steps to assist customers where they are 
deemed vulnerable and cases will be dealt with on an individual 
basis . 
We will use customer profiling information available to ensure 
that we understand how services need to be tailored to meet 
customers’ needs and to help us to deliver accessible services. 
An Equality Impact Assessment has been completed to ensure 
that this  policy meets the requirements to adapt services where 
required particularly relating to vulnerabilities of customers. 

Financial and 
Links to VfM 

Rent collection is responsible for the majority of income 
generated by the business. This policy is aimed at maximising 
income for customers and the business. Failure to deliver this 
policy carries the risk of Cobalt being ineffective in collecting rent 
and arrears which would have a detrimental impact on 
performance. It could also impact on the financial viability of the 
organisation. It is also aimed at reducing costs relating to legal 
action to recover debts 

Privacy and 
Data 
Protection 

Consideration in terms of GDPR needs to be factored in when 
providing information to customers, third parties and external 
agencies. We also need to consider that we meet the 
requirements of what information we can provide particularly 
around financially sensitive data. 
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