
The Vale of Glamorgan Council Housing & Community Safety Division aims 
to: - 

 

• Prevent tenants getting into arrears 

• Minimise the amount of arrears owed by tenants 

• Ensure that tenants have the information, support and advice they need to 
maximise their income and prevent or minimise debt 

• Treat all customers fairly and equally 

• Advertise our service by the publication of information leaflets and posters 

• Be polite and courteous at all times 

• Provide a high quality, value for money service 

• Be accessible, accountable, and to listen and respond to our customers 
needs 

 

The objectives that the Vale of Glamorgan Council Housing & Community 
Safety Division will seek to achieve in meeting its aims are as follows: - 

 

• To maximise rental income by preventing arrears occurring and minimising 
the amount owed by individual tenants 

• To signpost our customers to the relevant internal or external bodies 

• To inform tenants that they are in arrears within two weeks of the last rent 
payment 

• To record all discussions about arrears 

• Ensure that all customers are treated in accordance to the Corporate Equal 
Opportunities Policy 

• To provide information leaflets and posters and report on performance 

• To regularly survey the service through customer satisfaction monitoring 

• To have trained officers dealing with arrears 

• To make paying rent as simple as possible 

• To regularly analyse the causes of rent arrears so as to ensure that ser-
vices are relevant and effective 

• To only use eviction if all other methods of recovery have failed and the 
customer persists in the non-payment of rent   

• Be easy to contact and quick to respond, and to be transparent  
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Preventative Work 
Proactive work takes place at the follow-
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Housing Assistants & Community Estate Workers  

A t offer stage  
The customer is advised of the full 
rental liability and payment  

A t the sign up stage  

The customer is verbally advised of the 
duty to pay rent, given the various pay-
ment methods, and given a new tenant 
pack. Included in this, is a copy of ‘A 
Guide to the Vale of Glamorgan Coun-
cil’s Rent Arrears’ information leaflet 
and a Housing Benefit application form. 
It is also stressed how important it is to 
complete and present a claim within first 
week of tenancy and with supporting 
documentation to follow As Soon As 
Possible if not immediately available if a 
rebate is to form part of the weekly 
rental payment. 

Income Assistants  

C reation of the  

          account 

A letter is issued to all new tenants to 
remind them of their rental duty.   

I nformation 

Pre-printed letterheads, giving useful 
information and telephone numbers on 
the reverse, will be used in all rent cor-
respondence. Early contact posters are 
displayed in the Housing Reception 
area. Information leaflets are available 
for each stage of the arrears process.  

S tatements 

Rent statements are issued biannually 
in April and October and are in addition 
to the rent increase notifications  

V isits  

Visits, telephone calls, appointments 
and additional investigations are used 
wherever applicable  



Targets are set annually for current rent arrears. These are monitored 
on a weekly basis and will be reviewed during that year. 

Performance indicators are monitored on a quarterly basis and per-
formance reported annually to all appropriate stakeholders. 

Targets 

Arrears levels are monitored on a weekly basis and ‘hot spots’ identi-
fied and analysed. Appropriate action and resources will be re-directed 
accordingly to address priority areas. 

The automated process monitors arrears on a fortnightly basis and 
highlights the next action to be taken. The decision to ‘move cases on’ 
is taken by officers in line with procedures. The first stage of recovery 
takes place within two weeks of the last rent payment.  

Small balances are monitored on a monthly basis and letters issued 
accordingly. 

High arrears cases are monitored and controlled on a fortnightly basis. 

Tenant satisfaction surveys are undertaken quarterly.  

Monitoring & Controls 

Direct telephone line numbers and corporate e -mail address are stated 
on all correspondence. 

All written enquiries will be responded to within fourteen working days. 

Pre-printed stationary will be used for all rent enquiry responses and 
will provide useful contact numbers, additional information and meth-
ods of payment. 

A home visit will be arranged on request. 

A trained officer will be available, at any time during the working day, 
with no appointment being necessary, with the interview being con-
ducted in privacy. 

Telephone calls will be answered within six rings and the rent enquiry 
dealt with by the responding officer. 

All discussions about arrears will be manually recorded on the OHMS 

Contact 

This is done in line with Departmental policy and procedures and re-
viewed on a regular basis. 

Recovery Process 
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IT system. 

We will ensure that all staff are fully trained in all areas through in-
house and external courses.  

We will conduct regular personal development reviews. 

We will provide refresher training as determined via the personal de-
velopment process. 

Staff Training 

There are advice services available that will help with maximising in-
come and debt awareness.  

Customers will be signposted accordingly by staff and details will also 
be given on all pre-printed stationary used for correspondence and in 
the information leaflets.  

Debt Awareness 

We will liaise with Social Services wherever appropriate. 

We will continue to develop and implement close links with the 
’Supporting People’ Team to ensure that our vulnerable tenants are 
able to maintain their tenancies in line with their tenancy agreements. 

We will ensure regular liaison takes place with support providers to 
manage effectively the rent issues surrounding vulnerable tenants. 

Meeting the Needs of Our Tenants 

We will ensure that the relevant service level agreements are in place 
and adhered to at all times.  

Service Level Agreement 

We will ensure a corporate approach to the recovery process wherever 
possible. 

Corporate Working 

We will arrange quarterly meetings with all relevant partners. 

We will share authorised information to the benefit of our customer. 

We will enjoy reciprocal training with our partners.   

Liaison with Internal & External Partners 

We have developed the following targets to improve these services:- 

Targets for Improvement 
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Public Sector Housing 
2 - 8 Holton Road 

Barry 
Vale of Glamorgan 

Phone:  
01446 –709512/3 

Fax:  
01446 - 421461 

Vale of Glamorgan 
Council 

V I S I T  O U R  H O U S I N G  W E B S I T E  A T : -  

H T T P : / / W W W . V A L E O F G L A M O R G A N . G O V . U K / C M S / L A Y O U T S /X Q / A S P/ I D O C I D . 3 7 0 9 / Q X/ D E F A U L T 2 .H T M  
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