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Housing Income Service Guide
Your questions answered...

Following consultation with tenants the following service standards for 
the Housing Income Team were agreed and customers can expect us to:
•    Provide a choice and offer advice on a range of payment methods which 

include, Direct Debits, swipe cards, telephone payments over extended 
hours, assisted telephone payments during office hours, internet payments 
and Standing Orders.

•    Order a replacement swipe card for payments within three working week 
days of your request.

•    Provide quarterly rent statements which are easy to understand, include 
all transactions and a break down of the charges to the account. Monthly 
statements will be sent to tenants who are in arrears.

•    Provide a specialist Tenancy Support Service to help you maximise your 
income and reduce rent arrears and refer to a more specialist debt advice 
organisation if you have lots of debts.

•   Partner with other local services to promote access to money advice, basic 
banking and affordable credit.

•  Give four weeks notice of any changes to your rent or service charges.
•   Reach affordable repayment arrangements with you if you are in arrears 

taking into account your income and expenditure.
•  Adopt a firm but fair approach to getting unpaid rent back.
•   Offer you an appointment to see a member of the Housing Income Team 

before court action is taken; call free from any land line on 0800 6335548.
•   Provide advice and assistance to you regarding housing benefit and how

to claim it.
•   Provide you with information and advice on what could happen if your rent 

arrears are not paid.
•   Offer rewards to you if you have a clear rent account and / or work with us to 

reduce your arrears
•   Consult tenants and residents on any proposed changes to the Housing 

Income Service.

How to pay your rent
Your weekly rent and service charges are due on Monday each week if you 
wish to pay fortnightly or monthly your payments must be made in advance. 
You can pay in the following ways:
•   Direct Debit - Payments can be made weekly or monthly through your Bank 

or Building Society on the following dates: 8th, 15th, and 25th monthly or 
weekly on a Tuesday. Direct Debit mandates can be down loaded from our 
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website at www.charnwood.gov.uk/councilhousing or can be requested from 
the Housing Income team on free from any landline on 0800 6335548.

•   Plastic Swipe Cards - Payments can be made at any Post Office or Paypoint 
outlet using your AllPay swipe card. Payments made with your swipe card will 
take two working days to reach your rent account. If you have lost your card 
or need a replacement, please contact the Housing Income Team free from 
any land line on 0800 6335548.

•   Telephone Payments Using Debit/Credit Cards - Payment can be
made by Debit or credit card by calling the payment lines on 01509 634666
between 8.00 am and 6.00 pm Monday to Friday. Alternatively you can call our 
automated payment line 24 hours a day seven days a week on 01509 634555.

•   Online - You can pay via the internet using your debit or credit card.
This service offers secure payments, 7 days a week. This can be done at  
www.charnwood.gov.uk/councilhousing or www.allpay.net and follow
the links.

•   By Post - You can post a cheque or postal order weekly, when due or 
fortnightly and monthly in advance. A receipt will be posted back to you to 
confirm your payment. Please ensure that cheques are payable to Charnwood 
Borough Council and write your rent account number on the reverse. Please 
DO NOT SEND CASH through the post as Charnwood Borough Council 
cannot be held liable for any loss.

Rent comes first
All money paid towards your rent account is paid in an order of priority, based 
on the charges to your account and whether you have arrears outstanding. 
All payments towards your account will be paid against the charges in the 
following order:
1.  The current week’s rent.
2.   The current week’s service charges of heating, wardens charge, gas, 

electricity, water, council tax, communal service charges, hostel charges.
3.  Any arrears outstanding on your rent account.
4.  Court costs.
5.   Home contents insurance changes.
This demonstrates that your rent is always paid first. If you have a garage 
or home contents insurance with the council and your dwelling rent account is 
in arrears, you may be asked to give up your garage or have your insurance 
cancelled, to ensure you are paying your most important bills first.

Help with your rent - Housing Benefit
If you are on a low income you may be able to claim housing benefit towards 
the payment of your rent. It is your responsibility to ensure you claim and 
received the benefits which are entitled to. It is also your responsibility to notify 
the Housing Benefit section at Charnwood Borough Council, of any changes to 
your income or circumstances once you are receiving Housing Benefit. For more 
information contact the Housing Benefit section visit www.charnwood.gov.uk/
councilhousing Please remember that if you use the housing benefit calculator 
that this is only an estimate of the benefit you may receive.
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Money Advice Service
The Council’s Tenancy Support team offers money management advice for 
tenants who require financial advice and support. 
They can:

•   Offer advice regarding benefits which you may be entitled to.

•   Work with you using a self help guide to resolve your
financial difficulties.

•   Offer you advice on repayment of rent arrears, and other housing debts such 
as rechargeable repairs and former tenant arrears.

•  You do not have to be in rent arrears to receive this service.

The Tenancy Support team will consider your income and expenditure prior to 
suggesting any repayments to the Housing Income Team managing any of your 
outstanding debts. The Tenancy Support team works in partnership with other 
local advice agencies such as, The Bridge Housing Services and the Citizens 
Advice Bureau, if you have debts with other utilities or creditors.

To make an appointment to see the Tenancy Support team call free from any 
landline 0800 6335548 or email housing.income@charnwood.org.uk

How your rent is worked out
The Council decides how much rent you should pay by using a formula that 
the government introduced in April 2000. This new formula is complicated and 
is different for every council property and includes that property’s individual 
valuation, prior year’s rent, local average wage and the rate of inflation. 

Service Charges are identified separately on your rent statements and cover 
the cost of any services you receive. These charges may include heating and 
a charge for communal facilities. You will receive a full breakdown of these 
charges at the beginning of the year.

Home Contents Insurance
CBC offers a home contents insurance scheme which provides low cost cover 
for your personal belongings if you are the victim of fire, flood or theft. You also 
have the option of accidental cover for a slightly higher cost, which will cover 
most other losses. The premiums for the service are payable weekly with your 
rent. For more information about the insurance scheme please call free from any 
land line on: 01509 634666.
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Rent Arrears
It is a condition of your tenancy that you pay your rent regularly. Your tenancy 
agreement is a legal agreement which is why we can take legal action in court 
against people who persistently miss payments.

What To Do If You Have Trouble Paying Your Rent
If you are having difficulty paying your weekly rent regularly, you should contact 
the Housing Income Team free from any landline on 0800 6335548 as soon as 
possible, visit us at the Council Office on Southfield Road, Loughborough, or 
alternatively we can visit you at your home. Remember that we may not know 
you have a problem if you do not tell us and we are here to help.
You should contact us before we threaten you with legal action; we do not want 
to take you to court as you will have to pay the high court costs which we have to 
add to your debt outstanding, taking you longer to clear your rent account.
We can help you by:
•    Advising you how you may get more money by claiming all the benefits you 

are entitled to.
•   Discussing an affordable payment arrangement using an income and outgoings 

form, this will allow you to pay off your rent arrears over a period of time.
•  Refer you to a specialist agency if you have lots of other debts.
We understand that many people are reluctant to discuss their problems with 
us directly and therefore we work in partnership with other advice agencies in 
Loughborough. If you are actively receiving help from them and we are aware 
of it we may delay any action that we are taking against you. REMEMBER IT’S 
NEVER TOO LATE TO SEEK HELP! If you leave one of our properties owing 
money for rent, service charges or rechargeable repairs, we will continue to ask 
you to make payments until your accounts are clear and we may even take you 
to court to recover the money.

Court Action for Rent Arrears
If you owe us more than four weeks rent money we can begin legal action against 
you. What action we can take depends on what sort of tenancy you have. Most 
people who have lived in their home for less than 12 months and have not had 
a council tenancy before will have signed an ‘introductory tenancy’. This means 
that we can take action to end your tenancy more easily. People who have been 
tenants for longer than 12 months are secure tenants and usually have more 
rights.
Before we can take anyone to court we have to give you ‘Notice’ of this. The 
process of giving a tenant the notice is called ‘service’ because it is the first stage 
of legal action. The reason that the Notice has been served will always be stated 
in the Notice or in the letter with it. We will have sent you several warning letters 
and tried to speak to you before the notice is served.
If you receive a Notice from us you must take action immediately. Always contact 
us and tell us what the problem is. We will help if we can and if we can’t we will 
refer you to people who can. Do not ignore any legal Notice that we send – or 
you may end up losing your home.
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Introductory Tenants - What You Must Do
If you are an introductory tenant and you disagree with the reasons stated for 
serving the Notice, you have the right to ask for a review this decision. You can 
use the form enclosed with your Notice to do this or you can send your own 
letter. We must get your request for a review within 14 days of the date the 
Notice was served, or you will lose your right to have the decision reviewed.
When you ask for a review, you must make it clear whether you want to appear 
in person at the review hearing (this is sometimes referred to as an oral hearing) 
or whether you want the review panel to consider your written request only. If 
you do not make this point clear within the 14 day time limit, the Council will 
assume that you do not want an oral hearing.
If you ask for an oral hearing you have the right to be accompanied by another 
person, and may be represented by that person whether they are professionally 
qualified or not. You also have the right to call persons to give evidence, put 
questions to any persons who give evidence at the hearing and to make 
representations in writing.
The review hearing will be carried out by a panel of officers who will not have 
been involved in the original decision to serve the Notice to end your tenancy.
The purpose of the review panel is to check carefully that the correct procedures 
have been followed in serving the Notice itself, and to check that the serious 
evidence against you is clear before we end your tenancy and evict you.
We will let you know the decision of the review panel before the date indicated 
on the Notice when we can apply to the court for a hearing. If the review panel 
accepts your evidence and finds in your favour, the Notice will be cancelled and 
your Introductory Tenancy will continue. You should be aware however, that we 
may serve another Notice at any time if we feel there is good reason for doing so.
If the review panel agrees with the original decision to serve the Notice, a court 
application may be made to ask the court for possession of your property. 
The possession date will be shown on the Court Order. You will not have the 
opportunity to present evidence to the court or come to an arrangement at this 
stage. After this date we will apply to the court for an eviction date. The court will 
tell you the date by which you must leave your home. If you have not left by this 
date, we will ask the bailiffs to remove you from the property.

Secure Tenants – What you must do
The first thing to do is to contact us if you have not done so before. 
You can either call us free from any land line on 0800 6335548 or visit the 
Council Offices at Southfield Road, Loughborough, to make a realistic and 
affordable arrangement to repay the debt outstanding. If you make an offer to 
repay the debt, and make the agreed payments regularly and promptly, we will 
put a hold on the legal action – remember we do not want to take action against 
you – we only want to make sure that your rent, arrears and service charges 
are paid.
If you don’t pay the debt in full, or make an arrangement to pay, your account will 
be referred to the County Court, any time after the date stated on the back of the 
Notice within the 12 month period.

Housing Income Service Guide - Your Money 



Your Money - Housing Income Service Guide

Once a court date has been set you will have to pay legal costs in addition to the 
debt even if you clear the debt before the Court hearing date. These costs are for 
the County Court administration.
The court can then award us possession of your property, either “outright” - we 
can apply for a bailiff’s warrant immediately or suspended - we can ask the court 
to give us possession on a later date.

Evictions
We can only evict you if: The court has stated the date after which we can take 
possession of your home and we have applied for a bailiff’s warrant after this 
date. The Court Bailiff will serve a Warrant of Possession in person to your home 
advising you of the date and time of the eviction.
There will be an additional charge for this which will be added to your 
rent account.
We may agree to postpone the eviction if you can make a lump sum payment,
or an agreement to pay off the arrears. If we agree to this you must go to the 
County Court in Leicester in person immediately, to ask for the warrant to be 
suspended. You must take the warrant that was served on you to the court. The 
court will arrange a hearing in front of a judge and you must attend the hearing 
to explain why you should not be evicted. There is a fee for this however, if you 
show the court that you are in receipt of benefits the fee is not charged.
If we do not agree that you should be given another chance you may still go the 
County Court to ask for the warrant to be suspended, either in person or by asking 
a recognised advice agency to act for you. We will also be asked to attend the 
hearing and tell the judge why the Council has arranged the eviction. The judge 
will decide if your eviction will go ahead or be suspended. If the judge agrees to 
suspend the eviction a new order will be drawn up and we will have to request a 
new eviction date from the court if you fail to keep pay by the terms of the order.
You can stop the eviction by paying all your rent arrears and court costs on your 
account in full prior to the date your eviction is due to take place.  We wish to 
remind you, it is very unlikely that you will be re-housed by the Council if you are 
evicted for not paying your rent.

Recharges For Damage To Your Home
If you cause damage to your home which is not considered to be fair wear 
and tear, you will be expected to repair the damage yourself, or you could be 
charged to have the damage put right by Charnwood Borough Council. For more 
information please see your tenancy agreement.

Renting a garage
If you rent a garage from the Council as well as your home, you must make sure 
that your house rent is paid on time or you may be asked to give up your garage.
If your garage rent falls into arrears and you regularly miss payments, you may 
be served with Notice to Quit your garage.
If you are having difficulties in making payments towards your rent or garage, please 
contact the Housing Income Team free from any landline on 0800 6335548. See 
Your Contacts for more useful numbers to help you manage your finances.


