
The rent we charge pays for the services we provide. 
We offer a wide range of payment options, and will keep you
well informed about your rent account and offer help with
accessing benefits and advice when necessary.

Making payments

Your rent is due on Monday each week from the start of your tenancy.
Your housing officer will tell you how much your rent is and whether
there are any service charges on top. You can make payments
fortnightly or monthly instead as long as these are made in advance.

You can use the following methods overleaf to pay your rent, if you
would like to change your method of payment please contact your
housing officer or a member of our customer care staff: 
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Direct Debit

Direct Debit is the most convenient way to pay your rent and is our
preferred option. All you need to do is set up the Direct Debit once
and we will do the rest. If your payments need to change, you will
receive advance notice from us telling you what the new payment is
and the date the payment will be transferred from your bank.

Direct Debit is the only payment scheme that protects your interest
with a guarantee. The Direct Debit Guarantee provides assurance to
you that any monies debited in error will be immediately refunded by
your Bank.

Ask our customer care staff for a form to complete if you are interested
in this option. We can help you complete the form if required.

Standing Order

If you have a bank or building society account, your rent can be paid
directly to us.

If your rent changes in the future you must remember to change your
standing order.

If you would like to pay via Standing Order please ask our customer
care staff for a form. We can help you complete the form if required.

Rent payment card

Your housing officer will give you a rent payment card. This can be
used with a debit card or cheque to pay your rent at the Post Office or
at local shops and garages where the Pay Point logo is displayed.

If you pay using your rent card you should keep your receipt as proof
of payment.

Replacement cards are available from your area office.

Post

To pay your rent by post, send a cheque or postal order-made payable
to Adactus Housing Association Ltd to your area office. Make sure you
write your name, address and tenancy number on the back of it.
Please don’t send cash through the post.

At your local office

You can pay your rent at your area office by cash, cheque or debit
card.

Over the telephone

You can pay your rent over the phone by calling your area office and
using a debit card. You can pay when the offices are closed by calling
our 24 hour automated line on 0870 243 6040.

Keeping you informed about your rent

Checking your rent account

We will regularly send you a rent statement showing:
• How much rent you’ve been charged

• How much you’ve paid

• What your balance is and whether you’ve paid more than you need
and are in credit, or not enough and are in arrears

If you want to check your balance at any other time, or request an
additional statement, just contact your local office.



So talk to us:

• If you lose your job

• Can no longer work because you are ill

• Need help coping with increases in rent or service charges

If your rent account falls into arrears we will normally write to you to
advise you of the amount overdue. Your housing officer will make an
appointment to meet with you and discuss the situation. This discussion
will remain confidential and we aim to be sympathetic and supportive.
We can:

• Check that you are getting all the benefits you are entitled to
• Work with you to decide on better ways to manage your money
• Come to an agreement with you about paying off any arrears

If you still fail to pay your rent or to make a repayment agreement with
us we will take legal action however. Our procedures are as follows: 

• We would give you an official notice telling you we intend to take you
to court and that this could eventually mean that you would lose your
home. This is called a Notice of Seeking Possession

• There would then be a gap of four weeks before we could arrange a
date for a court hearing. During this time you could get in touch with
us, make an agreement to repay and have the court action cancelled

• If you do nothing, the court would inform you of a date for the
hearing. Even at this stage you could still get in touch with us

• At court you would probably be ordered to pay off your arrears by a
certain amount each week. If you fail to do this you could still lose
your home

• In very serious cases, when someone completely fails to pay or to
keep to an agreement or court order, we will ask the court to allow us
to evict the tenant

• If you leave your home and still owe us rent we will ask you to make
an agreement to clear the debt. If you do not do this, we will pass
your details onto a debt-collecting agency to recover the debt for us

Changes to your rent

Whatever type of tenancy agreement you have we will give you at least
four weeks notice of when the rent is going to increase.

We are not a profit-making organisation so when rents go up it is
because our real costs have increased – the costs of building, repairing
and improving homes, and providing you with our services.

When you get a notice about the rent going up you should make
arrangements for the new amount to be paid from the date that is set.
This may mean telling your bank or contacting your Housing Benefit
Office.

Benefits and advice

Housing benefit and allowances

Our Welfare Rights Team can make sure that you are getting all the
benefits you are entitled to. Contact your area office for an
appointment or speak to the Welfare Rights Team direct. 

If you are in receipt of Housing Benefit you can ask the Council to pay
it directly to us. 

If you are in receipt of Housing Benefit and your circumstances change
you must notify them immediately.

If you fall into arrears

Making sure that rent is collected is important to both our customers
and us because it pays for the work we do and the services you
receive. You may only appreciate some of our services when you need
them most. 



Your questions answered

When do you review how much rent I pay?

Every April.

How is my rent set?

For most of our tenants – those who hold a starter or an assured
tenancy agreement – rents are set according to government guidelines
to ensure that our rents are affordable.  The guidelines mean that we
tend to charge more rent for larger properties in more affluent areas.

For secure tenants – usually tenants who have been with us since
before 1989 – rents are set by the Rent Officer Service, a government
body, and are called ‘fair rents’.  We can apply for a fair rent to be
reviewed every two years or after we make substantial changes to the
property.  In making their decision, the Rent Officer will consider:

• The age and state of repair of the property

• The cost of any services  provided

• The level of fair rents on similar properties in the area

How is my service charge set?

Many of our properties also have service charges added to the weekly
rent for things like:

• Maintaining any shared gardens

• Cleaning, heating and lighting shared stairways

• Door entry systems

• Warden services for older tenants

These extra charges are explained in your tenancy agreement.

For assured tenants, service charges are calculated by us based on 
the actual costs of providing the services for your home. Each year we
will send you a schedule of how the charge has been calculated and
you will get an opportunity to comment on the cost and quality of 
the services.

How can I contest an increase in my rent or service charge?

Most Adactus tenants have the right to appeal against rent increases to
the Rent Assessment Committee (check with your housing officer).

Assured tenants can also appeal about the service charges they pay to
the Leasehold Valuation Tribunal.

Both of these are independent bodies and can set new amounts which
may be higher, lower, or the same as those first proposed.

For secure tenants, the Rent Officer Service can override the service
charge we set.

See the ‘Useful Contacts’ leaflet for further details.
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You can prevent court action if you get in touch with us as soon as
you think you have a problem with paying your rent. 

Our Welfare Rights Team are here to help and will contact you if we
do pursue court action against you.


