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Understanding Arrears

Shoreline Housing Partnership manages around 8,000 properties across north east 
Lincolnshire and has worked with Northgate Public Services (NPS) since 1996. 75% 
of Shoreline tenants receive Housing Benefit and following reforms to welfare 
payments, Shoreline wanted to understand the impact of the changes on their 
tenants’ ability to pay rent, and to manage the risk of running into arrears.

PREPARING FOR WELFARE REFORM

Universal Credit replaces Housing Benefit 
with a payment made direct to the 
tenant as opposed to the landlord. The 
change is causing concern for housing 
providers as the risk of tenants failing to 
pay rent, or falling into arrears is greatly 
increased.

In order to reduce the impact, Shoreline 
undertook a business review to examine 
how Officers were working, and to 
ensure that the NPS OHMS housing 
system supported requirements. 
Shoreline wanted to minimise recovery 
time by making processes more 
standardised and automated, and 
simplifying decision making.

It was established that recovery action 
was starting too late in the process in 
many situations. Immediate face-to-face 
interaction with customers falling into 

arrears was not standard practice and 
the process of seeking possession was 
managed outside of the core NPS OHMS 
housing system, so no audit trail was 
available.

PREVENTION AND INTERVENTION

Following the review, the arrears 
management process is kicked-off much 
earlier.  A ‘Prevention and Intervention’ 
approach is used to manage each case, 
ensuring that Officers spend more time 
with tenants and understand their 
circumstances. They build stronger 
relationships, so are better placed to 
advise them. Each officer has been set 
a performance target to reduce their 
arrears by 10% annually.

Officers can still exercise discretion; 
however key actions such as telephone 
calls and face-to-face dialogue are re-
enforced through OHMS. 

“The rent escalation 
policy, processes and 
procedures are much 
easier to follow”. 
Shoreline Housing Officer

Integration of OHMS with MS Word makes 
letter production easier. Additional 
information can be added to letters, 
for example following discussion with 
the tenant and agreed actions are 
automatically documented. The tenant 
is kept informed and the letter stored 
for future reference. 
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MAKING IT EASIER TO PAY RENT

Shoreline has made it easier for tenants 
to pay their rent. NPS has helped set up 
the ability to accept direct debits and 
enabled payments to be taken securely 
over the telephone, or via Officers’ 
iPads.

Shoreline is working with tenants 
to understand the impact of direct 
payments by running a pilot project.  
Risk assessments are used to identify 
whether tenants have the capacity for 
Universal Credit to be paid directly 
to them, and Officers help tenants 
understand the challenges they may 
face. Re-education is seen as critical 
by Shoreline to effectively supporting 
tenants.

FORMER TENANT ARREARS

In order to more effectively recover 
historic arrears debt, Shoreline uses 
Experian to trace former tenants and 
target the recovery process more 
effectively. Collection of former tenant 
arrears is now running between £12k and 
£16k per month.

REDUCING WORKLOAD

‘OHMS Arrears Express’ has been 
used to speed up the review of 
procedures. Officers can review system 
recommended actions or choose a 
different action if appropriate. OHMS 
Arrears Express significantly reduces 
the time taken to progress Officers’ 
workload.

KEY OUTCOMES

• Tenant arrears reduced 
from 2% to 1.48% of the 
rent debit, providing a 
buffer of circa. £127k.

• Arrears processes have 
been simplified with a 
single escalation process 
in place. 

• Face-to-face support is 
now part of the arrears 
procedures. 

• Officers have clear 
guidelines, whilst still 
being able to exercise 
discretion. 

• Officers can work 
smarter, enabling focus 
on more problematic 
accounts. 

Shoreline has managed the first impact of the reforms 
with impressive performance improvements. There is still 
much to do as Shoreline is part of the second tranche of 
Universal Credit and continually reviewing processes to 
reflect requirements. 

Shoreline is now better prepared for Universal Credit and 
direct payments. They are educating tenants, and Officers 
are becoming recognised by tenants as trusted advisors.

“ We wanted to better understand and 
support our tenants, identifying potential 
problems early in the recovery process, 
before a tenant got too deeply into financial 
trouble” 
Kim Warren, Interim Head of Housing at Shoreline.
 

Arrears Express also allows managers to 
review the progress of Officers workload, 
and ensures that all accounts are 
regularly reviewed.

Shoreline has seen a 30% reduction in 
evictions and a reduction in overall 
caseload since introducing new 
procedures and improving use of OHMS.

As part of the review, the process of 
recharging for repairs was automated 
within OHMS. Invoices are processed 
weekly, helping to reduce recharge 
arrears.  Recharges are sometimes 
required to be paid at the point of 
contact and this can be done securely 
over the telephone using NPS solutions.


