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1. Policy statement  
  
1.1 This policy sets out Sanctuary Scotland’s approach to fair, consistent and 

person-centred income management. Its purpose is to maximise rental income, 
prevent arrears wherever possible, support tenants to sustain their tenancies, 
and ensure that any enforcement action is proportionate and compliant with 
Scottish legislation. 

 
1.2 This policy is supported by a detailed Income Management - Scotland 

Procedure, which sets out operational processes, roles and escalation routes. 
  
1.3 Sanctuary Scotland views Income Management as a vital part of its housing 

management function as there is a direct relationship between the effective 
collection of revenues and the ability to deliver high-quality services to 
customers.  

 
1.4 Sanctuary Scotland’s approach to income management is based on the 

following principles: 
 

• Prevention and early intervention - supporting tenants at the earliest 
stage to reduce the risk of arrears arising. 

• Person-centred and trauma-informed practice - recognising individual 
circumstances, vulnerabilities and communication needs. 

• Tenant wellbeing and impact awareness - recognising that financial 
difficulty can be stressful and may affect household wellbeing, and 
responding in a sensitive, respectful manner. 

• Proportionate decision-making - ensuring any escalation, including 
legal action, is reasonable, evidence-based and used only as a last 
resort. 

• Clear communication and expectation-setting - helping tenants 
understand their responsibilities, available support and potential 
consequences of non-payment. 

• Partnership working - engaging with external agencies to support 
income maximisation and prevent homelessness. 

• Transparent and accurate record-keeping - maintaining up-to-date 
case information to support consistency and legal compliance. 

  
1.5 This policy and its associated procedure establish Sanctuary Scotland’s 

requirement to operate an efficient and effective income collection service that 
complies with legislative requirements. The approach will ensure that priority is 
given to maximising income and minimising or preventing any risk of customers 
accumulating rent arrears and other tenancy related debt.  

  
2. Roles and responsibilities  
  
2.1 The Director of Sanctuary Scotland is responsible for ensuring adoption of, and 

adherence to, this policy and its associated procedure relevant to their 
operation.  

  
 
 
 

https://sanctuarygroup.sharepoint.com/sites/Intra-PolicyManagement-Policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=7095&FolderCTID=0x0120D52000D86AA9C1A814AC42BFF0C7A3F02106EF0072EED490673A8744A0B441BD6759202A&List=9ec730c5-6e10-4062-9a1e-5519348dc493&RootFolder=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FIncome%20Management%20%2D%20Scotland&RecSrc=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FIncome%20Management%20%2D%20Scotland
https://sanctuarygroup.sharepoint.com/sites/Intra-PolicyManagement-Policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=7095&FolderCTID=0x0120D52000D86AA9C1A814AC42BFF0C7A3F02106EF0072EED490673A8744A0B441BD6759202A&List=9ec730c5-6e10-4062-9a1e-5519348dc493&RootFolder=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FIncome%20Management%20%2D%20Scotland&RecSrc=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FIncome%20Management%20%2D%20Scotland
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2.2 Managers in each office are responsible for:   

  
• ensuring that this policy and its associated procedure are implemented 

by their staff;   
• ensuring that officers are designated to deal with income management;   
• monitoring systems and practices at local levels to ensure a consistent 

and fair approach; and 
• ensuring that any safeguarding concerns identified through income 

management activity are escalated in line with Sanctuary Scotland 
safeguarding policies. 

  
3.  References and sources   
  
3.1 The following legislation, references and sources are relevant to the 

development and delivery of this policy and associated procedure:  
    

• The Data Protection Act 2018 and the UK General Data Protection 
Regulation (UK GDPR) set out obligations regarding the lawful 
processing and sharing of personal information, whether held 
electronically or manually. 

• The Equality Act 2010 sets out duties relating to equality, discrimination 
and reasonable adjustments. 

• The Housing (Scotland) Act 2001 sets out an obligation to provide 
tenants with a written document stating the terms of the tenancy, 
including the obligation to pay rent lawfully due, and requires social 
landlords to consult tenants and take account of their views when making 
decisions about proposed rent increases. 

• The Bankruptcy and Diligence Etc. (Scotland) Act 2007 sets out 
requirements in relation to storage of property belonging to evicted 
tenants. 

• The Housing (Scotland) Act 2010 introduced pre-action requirements that 
landlords must satisfy in all rent arrears cases before serving a notice on 
a tenant. 

• The Scottish Government Guidance for Social Landlords on Pre- Action 
Requirements and Seeking Repossession of Social Housing gives 
guidance on complying with pre-action requirements. 

• The Tenancy Changes - Scotland Policy and Procedure provides 
guidance on rent arrears when there is a tenancy change such as 
succession or assignation. 

• The SFHA/HouseMark Guide to Rent Setting and Affordability Tool 
provides guidance on assessing if rents are affordable. 

• The Scottish Housing Regulator thematic study How social landlords 
consult tenants about rent increases outlines good practice on how social 
landlords consult tenants about proposed rent increases. 

• Anti-Money Laundering - Group Policy and Procedure sets out 
appropriate and proportionate anti-money laundering safeguards and 
reporting arrangements. 

• Cash Handling - Group Policy and Procedure sets out the requirements 
to be followed by staff with regard to the security of cash, receipting, 
banking, and control of petty cash. 

• The Homelessness etc. (Scotland) Act 2003 requires landlords to notify 
the relevant local authority where proceedings are raised for possession. 

https://www.legislation.gov.uk/ukpga/2018/12/contents
https://www.legislation.gov.uk/eur/2016/679/contents
https://www.legislation.gov.uk/eur/2016/679/contents
https://www.legislation.gov.uk/ukpga/2010/15/part/2/chapter/1
https://www.legislation.gov.uk/asp/2001/10/contents
https://www.legislation.gov.uk/asp/2001/10/contents
https://www.legislation.gov.uk/asp/2007/3/contents
https://www.legislation.gov.uk/asp/2007/3/contents
http://www.legislation.gov.uk/asp/2010/17/contents/enacted
http://www.legislation.gov.uk/asp/2010/17/contents/enacted
https://www.gov.scot/publications/housing-scotland-act-2001-2010-guidance-social-landlords-pre-action/pages/3/
https://www.gov.scot/publications/housing-scotland-act-2001-2010-guidance-social-landlords-pre-action/pages/3/
https://www.gov.scot/publications/housing-scotland-act-2001-2010-guidance-social-landlords-pre-action/pages/3/
https://www.gov.scot/publications/housing-scotland-act-2001-2010-guidance-social-landlords-pre-action/pages/3/
https://sanctuarygroup.sharepoint.com/sites/Intra-PolicyManagement-Policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=5026&FolderCTID=0x0120D52000D86AA9C1A814AC42BFF0C7A3F02106EF0072EED490673A8744A0B441BD6759202A&List=9ec730c5-6e10-4062-9a1e-5519348dc493&RootFolder=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FTenancy%20Changes%20%2D%20Scotland&RecSrc=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FTenancy%20Changes%20%2D%20Scotland
https://solis/PolicyManagement/policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=5026&FolderCTID=0x0120D52000DE99EA054D4DF944BE591D81E49729D0008C670BDB86BED740B0B89E295CD8357C&List=a03723e1-d48b-4958-9669-9b86a90ef8b0&RootFolder=%2FPolicyManagement%2Fpolicy%2FPolicies%2FTenancy%20Changes%20%2D%20Scotland&RecSrc=%2FPolicyManagement%2Fpolicy%2FPolicies%2FTenancy%20Changes%20%2D%20Scotland
https://public.tableau.com/app/profile/ryhousemarkscotland/viz/RA3/Rentsetting
https://www.sfha.co.uk/our-work/policy-category/affordability-and-value-for-money/sub-category/affordability
https://www.sfha.co.uk/our-work/policy-category/affordability-and-value-for-money/sub-category/affordability
https://www.scottishhousingregulator.gov.uk/landlord-performance/national-reports/thematic-work/how-social-landlords-consult-tenants-about-rent-increases
https://www.scottishhousingregulator.gov.uk/landlord-performance/national-reports/thematic-work/how-social-landlords-consult-tenants-about-rent-increases
https://www.scottishhousingregulator.gov.uk/landlord-performance/national-reports/thematic-work/how-social-landlords-consult-tenants-about-rent-increases
https://www.scottishhousingregulator.gov.uk/landlord-performance/national-reports/thematic-work/how-social-landlords-consult-tenants-about-rent-increases
https://sanctuarygroup.sharepoint.com/sites/Intra-PolicyManagement-Policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=3845&FolderCTID=0x0120D52000D86AA9C1A814AC42BFF0C7A3F02106EF0072EED490673A8744A0B441BD6759202A&List=9ec730c5-6e10-4062-9a1e-5519348dc493&RootFolder=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FAnti%2DMoney%20Laundering%20%2D%20Group&RecSrc=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FAnti%2DMoney%20Laundering%20%2D%20Group
https://sanctuarygroup.sharepoint.com/sites/Intra-PolicyManagement-Policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=4092&FolderCTID=0x0120D52000D86AA9C1A814AC42BFF0C7A3F02106EF0072EED490673A8744A0B441BD6759202A&List=9ec730c5-6e10-4062-9a1e-5519348dc493&RootFolder=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FCash%20Handling%20%2D%20Group&RecSrc=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FCash%20Handling%20%2D%20Group
https://www.legislation.gov.uk/asp/2003/10/contents
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• The Social Security (Scotland) Act 2018 sets out responsibilities for 

delivering devolved benefits administered by Social Security Scotland, 
which may impact tenants’ ability to pay rent. 

 
4. Impact on diversity  
  
4.1 This policy and its associated procedure apply to the income management of 

social rented properties as outlined above. 
 
4.2 Sanctuary Scotland demonstrates its commitment to diversity and promoting 

equality by ensuring that this policy is applied in a manner that is fair to all 
sections of the community, with due regard to the protected characteristics 
identified under the Equality Act 2010 and in accordance with ‘Inclusion for all - 
Equality, Diversity and Inclusion Strategy 2024-2026’.  

  
4.3 We will seek to ensure that this policy and its associated procedure are applied 

in a manner that is fair to all sections of the community regardless of age, 
disability, gender reassignment, marriage or civil partnership, pregnancy or 
maternity, race, religion or belief, sex or sexual orientation.  

 
4.4 Confidentiality and data sharing 
  
4.4.1 Information relating to a tenant’s financial circumstances will be handled 

sensitively and in compliance with data protection legislation. Sanctuary 
Scotland will only share personal information where: 
 

• it is necessary to prevent homelessness or progress a case; 
• we are legally required to share it; 
• the tenant has provided their consent; or 
• it is necessary to respond to a safeguarding concern. 

 
4.4.2 Only the minimum necessary information will be shared, and any disclosure 

must follow Sanctuary Scotland’s data protection procedures. 
 
4.5 Safeguarding 
 
4.5.1 Income management activity may identify concerns about a child or vulnerable 

adult. Any safeguarding concerns must be escalated immediately in line with: 
 

• Adult Support and Protection (Safeguarding) - Scotland Policy and 
Procedure 

• Safeguarding Children and Young People - Scotland Policy and 
Procedure 

• Domestic Abuse - Scotland Policy and Procedure. 
 
4.5.2 Officers must record concerns factually and follow all required referral pathways. 
 
 
 
 
 
 

https://www.legislation.gov.uk/asp/2018/9/contents
http://www.legislation.gov.uk/ukpga/2010/15/contents
https://sanctuarygroup.sharepoint.com/sites/INTRA-CommunicationAndEngagement/Corporate%20publications/Forms/AllItems.aspx?id=%2Fsites%2FINTRA%2DCommunicationAndEngagement%2FCorporate%20publications%2FInclusion%20for%20All%202024%2D2026%2Epdf&parent=%2Fsites%2FINTRA%2DCommunicationAndEngagement%2FCorporate%20publications
https://sanctuarygroup.sharepoint.com/sites/INTRA-CommunicationAndEngagement/Corporate%20publications/Forms/AllItems.aspx?id=%2Fsites%2FINTRA%2DCommunicationAndEngagement%2FCorporate%20publications%2FInclusion%20for%20All%202024%2D2026%2Epdf&parent=%2Fsites%2FINTRA%2DCommunicationAndEngagement%2FCorporate%20publications
https://sanctuarygroup.sharepoint.com/sites/Intra-PolicyManagement-Policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=3835&FolderCTID=0x0120D52000D86AA9C1A814AC42BFF0C7A3F02106EF0072EED490673A8744A0B441BD6759202A&List=9ec730c5-6e10-4062-9a1e-5519348dc493&RootFolder=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FAdult%20Support%20and%20Protection%20%28Safeguarding%29%20%2D%20Scotland&RecSrc=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FAdult%20Support%20and%20Protection%20%28Safeguarding%29%20%2D%20Scotland
https://sanctuarygroup.sharepoint.com/sites/Intra-PolicyManagement-Policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=3835&FolderCTID=0x0120D52000D86AA9C1A814AC42BFF0C7A3F02106EF0072EED490673A8744A0B441BD6759202A&List=9ec730c5-6e10-4062-9a1e-5519348dc493&RootFolder=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FAdult%20Support%20and%20Protection%20%28Safeguarding%29%20%2D%20Scotland&RecSrc=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FAdult%20Support%20and%20Protection%20%28Safeguarding%29%20%2D%20Scotland
https://sanctuarygroup.sharepoint.com/sites/Intra-PolicyManagement-Policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=3874&FolderCTID=0x0120D52000D86AA9C1A814AC42BFF0C7A3F02106EF0072EED490673A8744A0B441BD6759202A&List=9ec730c5-6e10-4062-9a1e-5519348dc493&RootFolder=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FSafeguarding%20Children%20and%20Young%20People%20%2D%20Scotland&RecSrc=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FSafeguarding%20Children%20and%20Young%20People%20%2D%20Scotland
https://sanctuarygroup.sharepoint.com/sites/Intra-PolicyManagement-Policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=3874&FolderCTID=0x0120D52000D86AA9C1A814AC42BFF0C7A3F02106EF0072EED490673A8744A0B441BD6759202A&List=9ec730c5-6e10-4062-9a1e-5519348dc493&RootFolder=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FSafeguarding%20Children%20and%20Young%20People%20%2D%20Scotland&RecSrc=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FSafeguarding%20Children%20and%20Young%20People%20%2D%20Scotland
https://sanctuarygroup.sharepoint.com/sites/Intra-PolicyManagement-Policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=4051&FolderCTID=0x0120D52000D86AA9C1A814AC42BFF0C7A3F02106EF0072EED490673A8744A0B441BD6759202A&List=9ec730c5-6e10-4062-9a1e-5519348dc493&RootFolder=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FDomestic%20Abuse%20%2D%20Scotland&RecSrc=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FDomestic%20Abuse%20%2D%20Scotland
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4.6 Support and reasonable adjustments 
 
4.6.1 Sanctuary Scotland will identify and record any vulnerabilities, support needs, 

literacy issues or communication barriers that may affect a tenant’s ability to 
manage their rent account. Reasonable adjustments may include: 
 

• providing information in alternative formats or languages; 
• offering additional time for appointments; 
• involving support agencies; 
• using different communication methods; and/or 
• referring tenants to welfare rights or debt-advice services. 

 
4.6.2 These factors will be taken into account when determining the most appropriate 

course of action. 
  
5. Customer consultation  
  
5.1 Customer consultation has not been undertaken as this policy is designed to 

comply with the legal framework for revenue collection. Where proposed 
changes to this policy would significantly affect tenants, Sanctuary Scotland will 
consult tenants in line with section 54 of the Housing (Scotland) Act 2001. 

  
6.  Monitoring and compliance  
  
6.1 Period of review  
  
6.1.1 Until a new policy is formally adopted this document will remain in force and 

operational. 
  
6.1.2 This policy will be reviewed in accordance with the policy review programme 

agreed by Sanctuary Scotland Board of Management.  
  
6.1.3 If there are significant changes to legislation or regulation or there are found to 

be deficiencies or failures in this policy as a result of complaints or findings from 
any independent organisation, the Director of Sanctuary Scotland will initiate an 
immediate review.  

  
6.1.4 Where appropriate, key stakeholders, customers and interested parties will be 

consulted as part of any review of this policy.  
 
6.1.5 All decisions relating to arrears management, support offered, repayment 

arrangements and enforcement action must be recorded accurately on 
OneSanctuary to ensure transparency, audit compliance and evidence-based 
decision-making. 

  
7. Approval  
  
7.1 This policy is approved by Executive Committee and Sanctuary Scotland Board 

of Management. 
  
 
 

https://www.legislation.gov.uk/asp/2001/10/section/54
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8.  Operational arrangements  
  
8.1 This policy must be used in conjunction with the Income Management - Scotland 

Procedure.  
 
8.2 Where rent arrears arise as a result of behaviour linked to antisocial behaviour 

or harassment, Sanctuary Scotland will apply this policy alongside the Antisocial 
Behaviour and Harassment - Scotland Policy to ensure a consistent and 
proportionate approach. 

  
 
Section A - Administration of rents and service charges  
  
1. Rent setting principles  
  
1.1 The policy is based on the following principles.  
  
1.1.1 Cost covering  
  

Rents will be set at levels which ensure that all budgeted costs are covered. This 
will take account of expenditure on the following factors:   

• management of housing stock; 
• maintenance of housing stock (reactive and cyclical); 
• voids and bad debts; 
• loan charges and repayments; 
• provision for future major repairs, component renewal, etc.; 
• provision for any contingencies. 

  
1.1.2 Affordability  
  
  Sanctuary will seek to ensure that rent levels are affordable to its client groups, 

whether they are in receipt of state benefits or in low paid employment, with 
reference to recognised good practice such as the affordability criteria 
established by the Scottish Federation of Housing Associations.  

  
1.1.3 Accountability  
  
  The policy is designed to be easy to explain, understand, and justify. Tenants 

will be able to receive details of how the rents for their houses have been 
calculated. Rent setting will be carried out in a manner which satisfies the 
requirements of the Scottish Housing Regulator.  

  
1.1.4 Flexibility  
  
  The policy is designed to be flexible, to take account of the various 

circumstances in which Sanctuary Scotland may develop or acquire properties, 
and the various locations within which Sanctuary Scotland owns properties. It 
also takes account of the various client groups for which Sanctuary Scotland 
provides housing. 

  
 
 

https://sanctuarygroup.sharepoint.com/sites/Intra-PolicyManagement-Policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=7095&FolderCTID=0x0120D52000D86AA9C1A814AC42BFF0C7A3F02106EF0072EED490673A8744A0B441BD6759202A&List=9ec730c5-6e10-4062-9a1e-5519348dc493&RootFolder=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FIncome%20Management%20%2D%20Scotland&RecSrc=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FIncome%20Management%20%2D%20Scotland
https://solis/PolicyManagement/policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=7095&FolderCTID=0x0120D52000DE99EA054D4DF944BE591D81E49729D0008C670BDB86BED740B0B89E295CD8357C&List=a03723e1-d48b-4958-9669-9b86a90ef8b0&RootFolder=%2FPolicyManagement%2Fpolicy%2FPolicies%2FIncome%20Management%20%2D%20Scotland&RecSrc=%2FPolicyManagement%2Fpolicy%2FPolicies%2FIncome%20Management%20%2D%20Scotland
https://solis/PolicyManagement/policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=7095&FolderCTID=0x0120D52000DE99EA054D4DF944BE591D81E49729D0008C670BDB86BED740B0B89E295CD8357C&List=a03723e1-d48b-4958-9669-9b86a90ef8b0&RootFolder=%2FPolicyManagement%2Fpolicy%2FPolicies%2FIncome%20Management%20%2D%20Scotland&RecSrc=%2FPolicyManagement%2Fpolicy%2FPolicies%2FIncome%20Management%20%2D%20Scotland
https://solis/PolicyManagement/policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=7095&FolderCTID=0x0120D52000DE99EA054D4DF944BE591D81E49729D0008C670BDB86BED740B0B89E295CD8357C&List=a03723e1-d48b-4958-9669-9b86a90ef8b0&RootFolder=%2FPolicyManagement%2Fpolicy%2FPolicies%2FIncome%20Management%20%2D%20Scotland&RecSrc=%2FPolicyManagement%2Fpolicy%2FPolicies%2FIncome%20Management%20%2D%20Scotland
https://sanctuarygroup.sharepoint.com/sites/Intra-PolicyManagement-Policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=4360&FolderCTID=0x0120D52000D86AA9C1A814AC42BFF0C7A3F02106EF0072EED490673A8744A0B441BD6759202A&List=9ec730c5-6e10-4062-9a1e-5519348dc493&RootFolder=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FAntisocial%20Behaviour%20and%20Harassment%20%2D%20Scotland&RecSrc=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FAntisocial%20Behaviour%20and%20Harassment%20%2D%20Scotland
https://sanctuarygroup.sharepoint.com/sites/Intra-PolicyManagement-Policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=4360&FolderCTID=0x0120D52000D86AA9C1A814AC42BFF0C7A3F02106EF0072EED490673A8744A0B441BD6759202A&List=9ec730c5-6e10-4062-9a1e-5519348dc493&RootFolder=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FAntisocial%20Behaviour%20and%20Harassment%20%2D%20Scotland&RecSrc=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FAntisocial%20Behaviour%20and%20Harassment%20%2D%20Scotland
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1.1.5 Comparability  
  
  The method of rent setting will seek to ensure that rent levels are consistent 

across all new Sanctuary Scotland housing stock. Account will also be taken of 
the affordability of rent levels using appropriate guidance and good practice.  

    
2. Rent setting system - Housing Association Grant funded properties  
  
2.1 Rents for properties which are to be developed with Housing Association Grant 

(HAG) funding or its equivalent will be based on a points framework. Points will 
be attributed to a range of property characteristics. These characteristics are 
those which are considered to be the most important to tenants in enjoying their 
homes, and any which may represent additional maintenance costs to Sanctuary 
Scotland.  
 

2.2 A points total will be calculated for each property and the rent then calculated by 
applying a multiplier to the points total. The value of this multiplier will be set 
each year by the Board of Management as part of the rent review process.  

  
2.3 The points framework against which rents are calculated is attached to this 

policy and associated procedure at Appendix 1.  
  
3. Rent setting system - legacy and non-Housing Association Grant funded 

properties  
  
3.1 A points-based method of rent calculation may not be appropriate for properties 

which are acquired or developed under a funding framework which does not 
involve HAG. This could apply to initiatives such as acquisitions, stock transfers 
and local authority-sponsored redevelopments. 

  
3.2 In these circumstances, the rental structure of the disposing or sponsoring 

agency or landlord may require to be accepted as the basis for rent setting. 
  
3.3 Basing rents on the rental structure of a disposing or sponsoring agency is 

acceptable provided that there are no concerns regarding the affordability of the 
rents generated under such a structure.  

  
4. Rent setting system - supported accommodation and leased properties 
  
4.1 In recognition of the different revenue funding system for some supported 

accommodation projects, Sanctuary Scotland may set rent/occupancy charges 
for such projects outwith its points-based rent setting structure. In determining 
the appropriate level of rent Sanctuary Scotland will consider the costs of factors 
such as the following in addition to mainstream costs:  
  

• management, including any enhanced management, services provided 
by Sanctuary Scotland, or any agency contracted by it to provide such 
services;  

• maintaining or replacing any special equipment or features provided 
within the accommodation;  

• any specific costs associated with registration of the property or 
compliance with the requirements of other external regulatory bodies;  

https://sanctuarygroup.sharepoint.com/sites/Intra-PolicyManagement-Policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=7095&FolderCTID=0x0120D52000D86AA9C1A814AC42BFF0C7A3F02106EF0072EED490673A8744A0B441BD6759202A&List=9ec730c5-6e10-4062-9a1e-5519348dc493&RootFolder=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FIncome%20Management%20%2D%20Scotland&RecSrc=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FIncome%20Management%20%2D%20Scotland


Income Management - Scotland Policy               FINAL 

Sanctuary Group     Page 8 of 14 
Issue date: 22/06/2026  

 
• providing, maintaining, and renewing communal areas and facilities, staff 

accommodation, etc.;  
• anticipated void levels where responsibility for rent loss through voids 

rests with Sanctuary Scotland; and 
• providing, maintaining and renewing any furniture, appliances, fittings, 

etc. for which Sanctuary Scotland is responsible.  
  
4.2 Where support is provided to tenants living in properties for which a rent can be 

set under the points-based system, and no additional costs are anticipated to be 
incurred by Sanctuary Scotland in providing or managing the accommodation, 
then it is appropriate for a rent based on the points framework to be applied.  
 

4.3 Sanctuary Scotland will also lease properties directly to providers for purposes 
including temporary accommodation and refuge accommodation. Where no 
additional costs are anticipated, then the rent will be set based on the points 
framework. 

  
5.  Review of rent and service charge levels  
  
5.1 All rent levels and other charges will be reviewed annually, with any increases 

effected in line with the relevant tenancy agreement (normally on the first 
Monday in July for weekly debit tenancies, and the first day in July for monthly 
debit tenancies). The decision as to the level of any increase in rents or other 
charges must be made by the Board of Management. In considering the level of 
any increase to be applied, the Board of Management will take full cognisance of 
any commitments as to future rent increases given to tenants as part of any 
stock transfer consultation process, and in line with the principles set out in 
Section 1 above.  

  
5.2 Where services (grounds maintenance, caretaking, etc.) are provided, the 

charge for these services will be based on the estimated cost of providing these 
services. The cost of providing services will be recovered only from those 
tenants who enjoy the benefits of these services. 
 

5.3 Increases in service charges will not be linked to increases in rent levels but will 
reflect increases in the costs of providing the services concerned and the cost of 
reasonable provision for the maintenance/renewal of capital items.  

  
5.4 Prior to agreeing any increase in rent levels, the Board of Management will have 

regard to any representations received from tenants as a result of a consultation 
exercise on proposed rent increases conducted under the terms of section 25(a) 
of the Housing (Scotland) Act 2001.  

  
5.5 At least four weeks’ written notice of any rent/service charge increase will be 

given to tenants.  
  
5.6 Any tenant who feels that a rent/service charge increase for their property has 

been improperly calculated or applied may request a reassessment of the rent 
level and, if still dissatisfied, may submit an appeal to the Head of Housing.  

  
  
 

https://www.legislation.gov.uk/asp/2001/10/section/25
https://www.legislation.gov.uk/asp/2001/10/section/25
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Section B - Current tenant rent arrears process  
  
1. Current tenant rent arrears process principles  
  
1.1 In cases where rent arrears accrue, we will take early action so that these 

arrears are kept to a minimum and are reduced through a fair, responsive and, 
when necessary, firm approach.  

  
1.2 We aim to help people avoid getting into financial difficulties in the first place and 

help them sustain their tenancy with us wherever possible. We aim to achieve a 
balance between supporting tenants in difficulty and taking firm but fair action 
against individuals who are in arrears.  

  
1.3 We will provide a range of payment options to tenants and work with them to 

access these options.  
  
1.4 If tenants cannot clear their arrears balance in one payment, we will work with 

them to reach fair and effective repayment arrangements which balance our 
requirement to maximise income with the tenants’ ability to pay. Any 
arrangements to pay will be monitored regularly and appropriate action will be 
taken to address broken arrangements quickly.  

  
1.5 We recognise that some tenants will require extra help and assistance to meet 

their rental obligations. We will provide or procure comprehensive welfare 
advice, debt counselling and other financial advice in order to be in a position to 
meet those needs.  

  
1.6 We will reinforce our commitment to homeless prevention by ensuring proper 

support and guidance is given to tenants in arrears on their rights and options, 
ensuring that eviction is used as a last resort; only when all other options have 
been exhausted.  

  
1.7 Where appropriate, we will work closely and co-operate with other agencies 

whose functions and remits include dealing with any aspects of arrears up to 
and including homelessness.  

  
1.8 The confidentiality of all parties involved in cases of arrears will be respected. It 

is also recognised that it can be uncomfortable or distressing for tenants to 
discuss their financial situation with staff. We will treat tenants with consideration 
and respect and ensure that a variety of options are available for tenants to 
communicate with us, including home visits, and accompaniment by specialist 
agencies.  

  
2. Arrears prevention  
  
2.1 We will provide new tenants with comprehensive information on paying their rent 

at the pre-tenancy visit and sign up, to ensure they have all the information they 
need to support them in making payments and are aware of any relevant 
methods of assistance to pay their rent (for example Housing Benefit or 
Universal Credit). We will also carry out a financial assessment and make 
appropriate referrals or provide advice on affordability, as appropriate.  
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2.2 We will support income maximisation as part of our arrears prevention approach 

by providing welfare rights advice and signposting or referring tenants to 
specialist support. 

 
2.3 We will promote responsibility for payment of rent, for example by insisting that 

rent is paid in advance. Tenants in receipt of housing benefit or Universal Credit 
will be asked to pay at least £5 towards the rent at the sign up, and to pay at 
least £5 per week until their claim is processed. 

  
2.4 Early identification of arrears linked to a quick response is essential to 

minimising arrears levels. We will regularly monitor the progress of all rent 
accounts where tenants are in arrears and will normally begin escalation action 
when arrears exceed £10.  

  
2.5 Regular face-to-face contact and home visits form an integral part of our action 

to recover arrears, and emphasis is placed on personal contact from an early 
stage to identify solutions to tenants’ non-payment issues.  

  
2.6 Our approach to arrears prevention and recovery will be publicised to tenants in 

a variety of ways, including information leaflets, tenant handbooks, the 
Sanctuary Scotland website and newsletters and as part of consultation 
exercises on matters such as the annual rent increase. 

  
3. Legal action  
  
3.1 Any enforcement action will always be proportionate, evidence-based and used 

only where all reasonable prevention, engagement and repayment options have 
been exhausted. When a tenant fails to co-operate in reducing the arrears or 
continuously breaks a repayment arrangement, we will consider taking legal 
action. Such action is not taken lightly and only when other options have been 
exhausted. The different forms of action that will be considered include:  

 
• Notice of Proceedings for Recovery of Possession;  
• recovery proceedings including for recovery of the property only, 

recovery of the debt only or conjoined action;  
• earnings arrestment;  
• bank account arrestment; and  
• eviction.  

  
3.2 Any decision to commence legal action, and subsequent decisions on the 

course of action taken, will be taken by staff of at least Area Manager level. Any 
decision to approve an eviction or enforce a decree will be signed off by the 
Director of Sanctuary Scotland, who has delegated authority to approve these 
requests on behalf of the governing body. 

 
3.3 When approval is given to enforce a decree for eviction, the tenant will normally 

be given a final opportunity to pay the debt (including rechargeable repairs, legal 
fees, and expenses (where awarded) and any other associated costs) in full to 
avoid the eviction being carried out. This will normally be accepted as a single 
full payment. Managers may, at their discretion and where it is considered  
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reasonable to do so, accept a payment amounting to three-quarters of the total 
sum of arrears, with an arrangement in place to pay the remaining debt over a 
maximum of 10 weeks. This could be applied where it is clear that the tenant 
cannot pay the full sum as a single payment.  

 
3.4 In circumstances where more than one decree for eviction has been awarded 

against a tenant during their tenancy history with us, we may decide to utilise the 
decree even if the tenant can and does repay the outstanding monies in full. For 
example, if a decree has already been awarded three times, followed by a 
sufficient payment, we may decide to enforce the decree. Staff should clearly 
explain this approach to the tenant after the second decree has been awarded 
and a payment made; their right to stay in the property is not guaranteed if a 
third decree is awarded followed by a payment to clear the arrears. Staff should 
continue to encourage the tenant to clear their arrears on the basis that it could 
have an impact on their access to housing in the future as they will have no 
outstanding debt. 

  
3.5 To comply with section 11 of the Homelessness etc. (Scotland) Act 2003, we will 

instruct solicitors at the earliest appropriate stage to notify the relevant local 
authority where proceedings are raised for possession. 

  
3.6 Evictions and storage of goods  
  
3.6.1 Any goods left in the property will be removed immediately after an eviction is 

carried out. Unless instructed by the sheriff, or unless the former tenant makes 
contact to collect the goods immediately after the eviction, the goods will be 
disposed of immediately. If any goods are in a condition likely to be detrimental 
to the property or other stored goods (for example soft furnishings with sharps or 
infested items), these will be disposed of immediately. 

  
3.6.2 If the former tenant makes contact on or immediately before the date of eviction 

about the collection and removal of their goods, staff may leave the goods in the 
house until 14.00 on the day of the eviction to allow for the belongings to be 
uplifted by the former tenant. If it is not possible in that timescale, then the 
belongings can be removed and stored securely before uplift if required. The 
goods in this scenario should be stored for a maximum of one month then 
disposed of. Sanctuary may recharge tenants for the storage of goods from the 
time they are removed from the property to the date of disposal.  

  
3.6.3 An inventory should be completed to record the former tenant’s belongings 

which are to be removed and put into storage. This should include photos of 
each room as a precautionary measure before items are removed.  

  
4. Pre-action requirements  
  
4.1 The principles set out above are in line with Scottish Government’s Guidance for 

Social Landlords on Pre-Action Requirements and Seeking Repossession of 
Social Housing. This guidance will underpin our approach to the recovery of rent 
arrears. Before sending a Notice of Proceedings for Possession (from here on 
referred to as ‘a notice’), the following steps are followed, we will:  

  
 

https://www.legislation.gov.uk/asp/2003/10/contents
https://www.gov.scot/publications/housing-scotland-act-2001-2010-guidance-social-landlords-pre-action/pages/3/
https://www.gov.scot/publications/housing-scotland-act-2001-2010-guidance-social-landlords-pre-action/pages/3/
https://www.gov.scot/publications/housing-scotland-act-2001-2010-guidance-social-landlords-pre-action/pages/3/
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• provide the tenant with clear information about the terms of the tenancy 

agreement together with any outstanding rent and any other financial 
obligation of the tenancy;  

• make reasonable efforts to provide the tenant with advice and assistance 
on the tenant’s eligibility to receive housing benefit and other types of 
financial assistance;  

• provide the tenant with information about sources of advice and 
assistance in relation to management of debt;  

• make reasonable efforts to agree with the tenant a reasonable plan for 
future payments with us. Any such plan will include proposals in respect 
of future payments of rent, outstanding rent, and any other financial 
obligations of the tenancy;  

• not serve a notice if an application for housing benefit, Universal Credit or 
Alternative Payment Arrangement for the tenant has been made (but not 
yet determined) and is, in our opinion, likely to result in benefit being paid 
at a level which would allow the tenant to pay, or reduce by an 
acceptable level, the outstanding rent and any other financial obligations 
of the tenancy;  

• not serve a notice if the tenant is taking other steps which, in our opinion, 
are likely to result in payment within a reasonable timescale of the 
outstanding rent and any other outstanding financial obligation of the 
tenancy;  

• not serve a notice if the tenant is complying with a repayment plan 
agreed with the landlord; and 

• encourage the tenant to contact their local authority to seek advice on 
homelessness.  

 
5. Governing body members who have rent arrears  
  
5.1 Governing body members cannot remain or be re-elected if they are party to any 

legal proceedings in any Court of Law involving their landlord.  
  
5.2 Where a case of rent arrears involving a governing body member is referred to a 

governing body for consideration for any reason, the individual concerned will be 
required to declare an interest in the item and leave any meeting when the case 
is being discussed.  
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Section C - Other tenancy related debt   
  
1. Other tenancy related debt process principles  
  
1.1 We will ensure that all other tenancy related debts (former tenant arrears and 

sundry debts such as rechargeable repairs and court costs) are identified and 
accounted for. We will normally seek to recover former tenant arrears, unless the 
cost of recovery is likely to exceed the amount involved.  

  
1.2 We will adhere to data protection legislation but will use information from the 

former tenants’ tenancy record, such as next of kin addresses, to help trace 
former tenants. 

  
1.3 We will employ a third-party debt collection agency in cases where the level of 

debt is over £50 and:  
  

• a forwarding address is unavailable and cannot be located by staff; or  
• all internal efforts to recover a debt have been exhausted.  

  
1.4 Where tenancy related debt is considered to be irrecoverable or where the cost 

of recovery is likely to exceed the amount involved, approval for them to be 
written off will be sought from the appropriate governing body.  

  
1.5 If a period of five years has elapsed since the last payment or last contact with 

the tenant, then we will normally request that the arrears are written off, as the 
debt is likely to have been prescribed. In some circumstances, in order to 
prevent the debt from being prescribed and allow us to take further action, we 
may lodge an action in court before the five years has elapsed. 

  
1.6 Where there is contact with a customer with tenancy related debt, support and 

advice will be given to help them manage their debt, including 
signposting/referral to other specialised organisations.  

  
1.7 When it is not possible to engage a customer with tenancy related debt in a 

voluntary arrangement to repay the debt, we will use all available legal remedies 
up to and including earnings arrestment and sequestration (bankruptcy).  

  
1.8 Our approach to former tenant arrears for deceased tenants is set out in the 

Tenancy Changes - Scotland Policy and Procedure.  
  
1.9 Where abandonment or eviction proceedings have been concluded and there is 

an outstanding former tenant arrear with no forwarding address, this will be 
immediately referred to a debt collection organisation.  

  
1.10 Only third-party agencies which comply with all statutory and regulatory 

requirements, codes of conduct, etc. in relation to debt management and 
recovery will be appointed to carry out tracing and recovery activities.  

  
 
 
 
 

https://sanctuarygroup.sharepoint.com/sites/Intra-PolicyManagement-Policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=5026&FolderCTID=0x0120D52000D86AA9C1A814AC42BFF0C7A3F02106EF0072EED490673A8744A0B441BD6759202A&List=9ec730c5-6e10-4062-9a1e-5519348dc493&RootFolder=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FTenancy%20Changes%20%2D%20Scotland&RecSrc=%2Fsites%2FIntra%2DPolicyManagement%2DPolicy%2FPolicies%2FTenancy%20Changes%20%2D%20Scotland
https://solis/PolicyManagement/policy/Policies/Forms/Policy%20Document%20Set/docsethomepage.aspx?ID=5026&FolderCTID=0x0120D52000DE99EA054D4DF944BE591D81E49729D0008C670BDB86BED740B0B89E295CD8357C&List=a03723e1-d48b-4958-9669-9b86a90ef8b0&RootFolder=%2FPolicyManagement%2Fpolicy%2FPolicies%2FTenancy%20Changes%20%2D%20Scotland&RecSrc=%2FPolicyManagement%2Fpolicy%2FPolicies%2FTenancy%20Changes%20%2D%20Scotland
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2.  Write off  
  
2.1 Any decision to write off tenancy related debt will be approved by a manager or 

other officer of at least equivalent seniority, and approval will then be sought 
from the appropriate governing body.  
 

3. Legal action  
  
3.1 Any decision to commence legal action, and subsequent decisions on the 

course of action taken, will be taken by a local manager. 
  
3.2 Any decision to enforce a decree will be signed off by the Director of Sanctuary 

Scotland who has delegated authority to approve this on behalf of the governing 
body. 
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	5.1 Governing body members cannot remain or be re-elected if they are party to any legal proceedings in any Court of Law involving their landlord.
	5.2 Where a case of rent arrears involving a governing body member is referred to a governing body for consideration for any reason, the individual concerned will be required to declare an interest in the item and leave any meeting when the case is be...
	Section C - Other tenancy related debt
	1. Other tenancy related debt process principles
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	2.1 Any decision to write off tenancy related debt will be approved by a manager or other officer of at least equivalent seniority, and approval will then be sought from the appropriate governing body.
	3. Legal action
	3.1 Any decision to commence legal action, and subsequent decisions on the course of action taken, will be taken by a local manager.
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