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1.0 Purpose 
 
1.1 The organisation as a Registered Provider and a charity, must maintain satisfactory 

financial controls including providing effective rent collection processes.     
 
1.2 For the purposes of this policy:  

‘organisation’ means BCHA;  
‘customer’ means any tenant or licensee of a property; 
‘tenancy agreement’ includes a licence agreement; 
‘rent’ includes rent or licence fee due under a tenancy agreement or a licence; 
‘housing benefit’ includes the housing element of universal credit. 

2.0 Background 
 

2.1 Universal Credit aims to simplify the benefits system by replacing six existing benefits 
into a single monthly payment.  The six existing benefits are: 

 Income Support 

 Income-based Jobseeker’s Allowance 

 Income-related Employment Support Allowance 

 Housing Benefit   

 Working Tax Credit 

 Child Tax Credit   
 

2.2 All claimants will be paid every month in arrears and direct payments to landlords of 
Housing Benefit for General Needs customers will stop.  It will be for our customers to 
ensure that they pay their rent to us as would be expected of a customer who is in 
employment.   

2.3 All Universal Credit claims will be managed by the DWP (Department of Works and 
Pensions) and claims must be made online.  At the end of making their application 
they will be invited to meet with a Job Centre Work Coach.  Job Centres and Local 
Authorities will develop support services to assist with the skills or equipment required 
to make a claim.  However, customers will need to be aware that a claim is possible.  
Claimants will need to ensure that they log into the portal in order to receive the 
notification of the outcome of their claim.  

3.0 Scope 
 
3.1 This policy applies to all accommodation managed by the organisation whether under 

tenancy or licence.  

https://www.turn2us.org.uk/Benefit-guides/Income-Support/What-is-Income-Support
https://www.turn2us.org.uk/Benefit-guides/Jobseeker-s-Allowance/Can-I-get-Jobseeker-s-Allowance
https://www.turn2us.org.uk/Benefit-guides/Employment-and-Support-Allowance/Who-can-get-Employment-and-Support-Allowance
https://www.turn2us.org.uk/Benefit-guides/Housing-Benefit-(England-Scotland-and-Wales)/What-is-Housing-Benefit
https://www.turn2us.org.uk/Benefit-guides/Working-Tax-Credit/What-is-Working-Tax-Credit
https://www.turn2us.org.uk/Benefit-guides/Child-Tax-Credit/What-is-Child-Tax-Credit
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4.0 Policy 
 
4.1 The organisation recognises individual’s circumstances can alter, which may affect the 

amount of Universal Credit they receive and their ability to pay rent.   
 
4.2  With the Governments introduction of Universal Credit, this policy sets out the position 

that the organisation will take in managing and supporting customers with this new 
approach to state benefits. 

 
4.3 The organisation is clear that whilst Universal Credit is new, it is the responsibility of 

the customer to ensure that their rent is paid. The organisation will ensure that it has a 
robust approach to managing rent arrears and actions will be taken in accordance with 
our Income Recovery Policy and Procedure. 

 
4.4 The organisation’s General Housing team will financially assess each new nomination 

received by the Choice Based Lettings service.  This will be completed by our Financial 
Inclusion Officer, and will be done on the basis that the customers rent is no more than 
35% of their net income which is a percentage agreed within the sector as an accepted 
value.  

 
4.5 All General Housing new customers will be expected to pay a full week’s rent in 

advance before being given the keys or a tenancy agreement in one of our properties. 
 
4.6 All rent accounts are to remain at least 1 week in advance with their rent, and those 

customers who are not, are to be placed on a payment plan in order to be in this 
position within 6 months.  

 
4.7 All BCHA Supported Housing Teams will allocate rooms in line with their support 

contract agreements and provided that residents have a live claim in place or meet the 
eligibility criteria for claiming Universal Credit.  

 
4.8 Supported Housing customers will be encouraged to pay a week’s advance payment 

at sign up and staff will assist them with phoning the DWP to request that the housing 
cost element of Universal Credit is paid direct to BCHA.  

 
4.6 All rent accounts are to remain at least one week in advance with their ineligible service 

charges, and those customers who are not, will be placed on a payment plan in order 
to be in this position within six months.  

 
4.10 It is the customer’s responsibility to notify the DWP of any rent changes each year.   

Therefore, the organisation needs to ensure that rent change notifications are sent by 
February of each year.  

5.0 Support Actions 
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5.1 The organisation recognises that some customers will need time to adjust to the way 
Universal Credit is administered.  Helping customers to improve their financial stability 
and develop their digital skills is key to supporting and protecting our customers and 
our business. 

5.2 It is critical that the organisation works with all voluntary agencies available.  This 
includes, CAB, YOU trust, Shelter as well as the DWP and Local Authorities. 

5.3  BCHA will advocate for all customers in the following way:  

 We will support customers to learn new financial skills in order to manage 
potentially larger sums of benefits in one payment.  This will be done with Learning 
and Works, our Financial Inclusion Officer, Income Recovery Officers and our 
Support Workers.  

 We will signpost customers to one of the nine main banks that the government has 
worked with, in order to establish a suitable bank account, offer to claimants in 
order that they can receive their payment for the first 12 months. These accounts 
have no overdraft or fees associated with it, but they do allow for Direct Debits.  
After 12 months’ claimants should have the required skills to manage a normal 
current account product.  

 Where appropriate we will work with customers to apply for Advance Payments of 
Universal Credit.  DWP will award this at their discretion and the amount will vary.  

 Where appropriate we will apply for Discretionary Housing Payment on the 
customer’s behalf. This payment is often a one off sum in order to help support a 
claimant out of a short term financial situation.  

 Where appropriate we will apply for Alternative Pay Arrangements.  However, it is 
worth noting that due to the fluctuation in the Universal Credit payments we are 
unable to know what the organisation will receive each month by way of Housing 
Benefit apportionment.   

 We will use Open Housing to text customer’s details of their rent payment days.  
Where possible we need to encourage customers to set up Direct Debit payments. 

 We will ensure that we are signed up to the DWP Landlord Portal as a “Trusted 
Partner” to allow for effective communication with the DWP enabling swift 
verification of claims and sharing of information.  

5.4 For General Needs customers we will also advocate in the following way:  

 When required our Income Recovery Officers will work outside of regular business 
hours in order to make contact with people to discuss rent account payment options 
and advise on the implications of Universal Credit.  

 We will have a culture of setting up Direct Debit payments for rent and obtain email 
addresses or support customers with the setting up of email accounts.  

 We will hold Universal Credit education events for customers. 

5.5 For Supported Housing customers we will also advocate in the following way: 

 We will assist residents with making new claims for Universal Credit. 

 We will help customers with phoning the DWP to request that the housing costs 
element is paid direct to BCHA (subject to review where a customer has displayed 
that they can successfully budget their finances).  
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 We will monitor accounts for late payment of the housing cost element and take 
prompt action to resolve.  

 We will have a culture of maximising rental income and offer as many payment 
options as we can to suit the needs of our customers.  

 We will assist people with accessing their Universal Credit account online and 
encourage customers to fulfil their Claimant Commitment.  

 We will monitor for change of circumstances and support customers to update their 
claim.  

 We will maintain an active list of libraries available in schemes and on the website 
of Trusted Partners who can help customers with their claims.  

6.0 Sanctions 
 
6.1 Claimants of Universal Credit who do not adhere to claimant commitments, which are 

about obtaining employment and are agreed with their Work Coaches will be 
sanctioned by losing a proportion of their benefit for a period of time.  It is the 
responsibility of the claimant to ensure that they co-operate in this, and we can only 
support and encourage them to do this.  

7.0 BCHA Customer Responsibilities 
 
7.1 Whilst BCHA will support customers where possible with the changes to Welfare 

reform and the introduction of Universal Credit, it is clear that it is the customer’s 
responsibility to pay their rent. 

7.2 In supported housing we expect customers to work with us to ensure that where 
applicable direct payment of the rent element of Universal Credit is paid to BCHA. 

7.3 In general needs customers are expected to pay a full weeks rent in advance from the 
commencement of the tenancy.  Those who are already tenant are to ensure that they 
are always one week in credit on their account.  

7.4 Staff will contact customers weekly to ensure where new claims are being made that 
an update is provided to us on the outcome of the application or its progression.  
Customers need to ensure full co-operation in this regard. 

7.5 We have a number of payment options available to customers in order to pay their rent 
effectively and on time.  We will encourage as many customers as possible to set up 
direct debits to BCHA in order to ensure that rent collection occurs at the right time for 
the customer and in line with their payment obligations.   

7.5 Eviction is always our last option and we have a number of measures to work with 
customers to ensure that a tenancy is successfully sustained.  However, we will take 
the necessary actions through the courts to evict people who do not pay their rent.  

 

8.0 Monitoring 
 
8.1 The organisation will regularly monitor arrears cases.  Prior to recommending action, 

consideration must be given as to whether there are any delays with Universal Credit 
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payments, or other payments being recorded in the organisation’s accounts system, 
which could alter the amount of arrears due. 

 
8.2 Staff must keep records of all arrears cases.  All support, action, discussions, 

agreements or decisions etc. are to be recorded promptly on the Open Housing 
Management system. 

 
8.3 Housing managers will report arrears performance to their respective committees at 

each meeting.  A summary report on performance of the organisation as a whole will 
be presented to the Board in every board pack.  
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