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At Milecastle Housing, part of the Isos Housing 
Group, we aim to provide high quality services 
to the communities we serve. We have 
Customer Service Standards, which explain 
the level of service you can expect from us to 
ensure we have a fair and consistent approach 
to managing rents.

This leaflet explains the importance of paying 
your rent, how to pay it and what to do if you 
start having difficulties in paying your rent.

This leaflet is available in other formats, 
languages, large print, Braille and audio tape 
on request.

For advice and support please contact us as 
we will be able to help. Please contact our 
Customer Services Team on: 01434 611400.

Our Rent Policy

The rent that you pay us for your home 
is our main source of income.

We aim to collect all of the rent due to  
us by providing convenient and easy 
ways to pay.

We aim to deal with tenants who are in 
rent arrears in a fair and approachable 
manner.

We will do this by offering early support 
when rent accounts have gone into 
arrears. We will offer advice and support 
to enable tenants to clear their debts.

Your tenancy agreement will set out 
the rent and in some cases the service 
charge you will have to pay. Your 
tenancy agreement is a legal contract 
and this means you are obliged by law 
to pay your rent.

Ways to Pay

We want to make it as easy as possible 
for you to pay your rent.

We offer many different ways of paying.

You can pay your rent by:

•�AllPay – at outlets with the  
Paypoint logo 

•Post office 

•Debit card by telephone 

•�Bank or Building Society– 
Standing Order 

•Direct Debit 

•In an area office, where available 

•Direct payments of Housing Benefit 

•On our website 

•By cheque.

We will continue to find and publicise 
new and convenient ways you can pay 
your rent.

Rent statements will be sent out every  
3 months so you can keep up to date 
with your account.
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Dealing with Rent Arrears

If you think you may have difficulty in 
paying your rent, you should contact us 
immediately to discuss the situation. 
We will be able to help you.

We understand there may be occasions 
when difficulties arise. We want to try 
and help you pay your rent regularly 
with as little delay as possible.

We adopt a firm but fair approach to 
recovering rent arrears. We monitor 
rent accounts on a weekly basis to 
identify tenants who are not making 
regular payments. We will make early 
contact with you if your account falls 
into arrears. We will do this by letter, 
telephone or by visiting you at home.

Our staff are specially trained to advise 
you. They may encourage you to discuss 
the reasons for the arrears, provide 
information and advice and agree an 
affordable repayment plan.

We will ensure that all tenants have 
access to debt and welfare advice 
from our own staff or from other 
organisations. Please contact our 
Customer Service Team for further 
information.

Failure to pay your rent could result in 
legal action, and you will have to pay 
any legal costs.

If you are unable to make a payment, 
please let us know as soon as possible. 
If we don’t know about your situation, 
we can’t help.

Our Customer Service Standards

We will aim to keep our rent and service 
charges affordable, and will work with 
residents who experience difficulty in 
paying their costs.

As part of this commitment, we will:

•�Offer a variety of ways for you to pay 
your rent/service charge, provide you 
with information about how to pay 
these and explain the ways we collect 
arrears and other debts 

•�Send you an accurate statement every 
3 months giving details of your rent 
and service charge account and send 
out a statement within 2 working 
days on request 

•�Monitor rent payments and contact 
you if you fall in excess of 2 weeks 
behind on your rent 

•�Offer advice and always try to come to 
a manageable arrangement with you 
if you have difficulty paying your rent/
service charge 

•�Offer advice on benefits that you may 
be entitled to through our dedicated 
Welfare Rights Service 

•�Take legal action against residents who 
regularly fail to pay their rent /service 
charge. We will keep you informed of 
action taken at every stage 

•�Respond to telephone call enquiries 
about your rent account within  
1 working day and within 2 working 
days if you write to us 

•�Refund you within 15 working days of 
you telling us, if you pay us too much 
rent and your account goes into credit

•�Supply clear information and consult 
you about any changes (such as 
renewing or replacing) to services or 
items that you pay a service charge 
for. We aim to ensure that good 
quality services are provided and that 
the income covers cost 

•�Tell you in writing at least 28 calendar 
days in advance if there will be any 
changes in the rent and service charge

•�Give leaseholders a service charge 
budget showing what you will have to 
pay for the year ahead, agreed after 
consultation with you 

•�Give leaseholders an Annual 
Statement showing the actual costs 
of services provided to your scheme 
in the previous financial year. This will 
show whether there is excess to pay 
or credit for your account.
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How to contact us

Please contact us if you have any 
queries about the contents of  
this leaflet.

Our contact details are: 

Milecastle Housing Ltd
Beaufront Park
Anick Road
Hexham
Northumberland
NE46 4TU

T 01434 611 400
F 01434 611 401
E enquiries@milecastlehousing.co.uk
www.milecastlehousing.co.uk

If you would like this document 
translated, please contact the 
number below giving your full 
contact details.

If you would like this form in 
another language, large print, 
Braille, or audio tape please 
telephone Customer Services 
on: 01434 611 400.

Calls may be monitored and 
recorded for quality and 
training purposes.
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