
Find out about...

paying your
rent

Rent Statements

 We will provide regular, easy to
understand rent statements 4
times per year and upon request
at any time.

What should I do if I am
struggling to pay my rent, or if I
get into rent arrears?

If you are finding it hard to pay your
rent, the most important thing to do
is get in touch – talk to us.  Our Rent
Recovery Team has specialist
Officers who will be able to advise
you on ways to pay your rent, and
help to set up repayment plans.

The Community Gateway Association
has a Welfare Benefit Adviser who
can inform you of the benefits you
may be able to claim.  If you would
like a free benefit health check, to
make sure you are getting all the
money you are entitled to, please
contact our Adviser on 01772
268124, or 0800 953 0213.

You can contact the Rent Recovery
Team or the Welfare Benefit Adviser
Monday to Friday, 9am – 5pm by
calling 0800 953 0213.  You can ask
for an appointment outside of these
hours if it would be more convenient.   
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If you do not keep up with your rent
payments, you risk losing your home.

It is very important you speak to us -
we are here to help.  As long as you
keep in touch with us and let us
know the problems you are having,
we can help.  

Many families lose their homes
because of rent arrears, and almost
all of these could have been avoided.  

We will try our best to avoid Court
action, but we need your help.  Keep
in touch with us and let us know
about the money problems you are
having.  We can give help and advice,
or suggest other organisations who
can offer you support.  

DON’T LOSE YOUR HOME TO DEBT………
HELP IS AVAILABLE

What happens if I get into rent
arrears?

If you owe us rent and you do not
contact us or respond to any of our
letters, phone calls or home visits, we
will take action to recover the money
owed.  This could result in you losing
your home.

If you do get into rent arrears, we will
contact you to tell you of the debt.
We will help you in making an
arrangement to pay back the debt,
taking into account your financial
circumstances.

If you do not respond to our requests
for contact, or do not pay in line with
your agreement, we will serve you
with a Notice of Seeking Possession.
This is the first stage in the legal
process to remove you from your
home.  

After 28 days, if you have not cleared
your arrears, do not have a
repayment plan in place, or are not
paying in line with your agreement,
we will ask the County Court for
possession of your home.

Rent Payments

 We will make sure all payments
made are updated on your rent
account as follows

All Pay payment card - next
working day.

Standing order - next working
day following receipt.

Housing Benefit - within 2
working days of receipt.

DWP credits - within 2 working
days of receipt.

 We will ensure that all Direct
Debit files are submitted in time
for your agreed collection date
and advise you if this deadline
has passed.

 We will process your Direct Debit
form within 3 working days of
receiving your signed Direct Debit
mandate.

 We will deal with all requests for
refunds within 10 working days
and refund any money owing
accordingly.

WANT TO KNOW MORE?
If you have any queries about any of the information

provided in this leaflet, or want more details, 
please contact

Rent Recovery Team
Deltic House
West Strand

Preston PR1 8UY
t: 0800 953 0213

Opening hours
Mon - Fri 9.00am - 5.00pm

Other contact details:
e: rent@communitygateway.co.uk
w: www.communitygateway.co.uk
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Your rent

All the CGA’s tenants have to pay rent
for their home – whether you pay it
yourself or housing benefit helps you,
it has to be paid.

We need you to pay your rent on time
so that we can pay for repairs,
improvements and all the other
services to your home.

You need to make sure your rent is
paid so that you can keep on living in
your home.

When is my rent due?

Your rent is charged every week
on a Monday and you must pay
your rent by Friday of each week. 

If you get paid fortnightly, 4 weekly
or monthly and you want to pay your
rent when you’re paid, it is important
you pay in advance to prevent rent
arrears.  If you would find it difficult to
pay your rent in advance, you must
contact the Rent Recovery Team on
Freephone 0800 953 0213.

Other charges

Some tenants will get extra services
from the CGA which they will have to
pay for.  For example there may be a
charge for heating, the ‘Lifeline’
emergency call system or Support
Line services.  We will let you know if
any of these charges apply to you.

Paying your rent

You can choose to pay your rent in
lots of ways:

 Direct Debit – if you have a
bank account this is the easiest
way to pay.  You can make
monthly payments directly from
your bank account on either the
1st, 8th, 15th or 22nd of each
month.  Please contact us for a
Direct Debit form.

There is a prize draw every 3
months for tenants who pay by
Direct Debit.

 Standing Order – you can pay
from your bank account either
weekly, fortnightly, 4 weekly or
monthly.  Please contact us for a
Standing Order form.

 Allpay rent card – with an
Allpay card you can pay your rent
at Post Offices and other places
like shops and garages.

 Debit/Credit Card – you can
use a debit or credit card to pay
your rent at Deltic House or over
the phone.  To make a payment
please call into Deltic House and
speak to our Rent Recovery Team
or phone them on 0800 953
0213. 

 Internet – if you have an Allpay
account you can pay through the
Allpay website.  Log on to
www.allpay.net. 

 Cheque – cheques should be
made payable to Community
Gateway Association, and sent to
Deltic House, West Strand,
Preston, PR1 8UY

 Cash – we would prefer tenants
who want to pay by cash to make
payments using an Allpay rent
card at one of the many outlets
available. However, the Rent
Recovery Team will take cash
payments at Deltic House. 

If you would like to find out more
about the ways you can pay your
rent, please contact our Rent
Recovery Team on 0800 953 0213.

Housing Benefit

Housing Benefit is there to help
anyone who doesn’t have a lot of
money coming in.  If you are not
working or if you are on a low wage
you might be able to claim Housing
Benefit to help pay your rent.  If you
are unsure whether you could get
Housing Benefit please contact the
Rent Recovery Team on 0800 953
0213 for advice and help.  

HOUSING BENEFIT IS THERE TO
HELP YOU BUT IT IS YOUR
RESPONSIBILITY TO CLAIM.

If you would like help to fill in your
Housing Benefit Claim Form - contact
our Rent Recovery Team. 
You can pick up a form from CGA or
from Preston City Council’s office at
the Town Hall on Lancaster Road.
Remember, if your Housing Benefit
only pays for part of your rent, you
must pay the rest of your rent by one

Pa
yi

ng
 y

ou
r r

en
t

Pa
yi

ng
 y

ou
r r

en
t

of the ways listed under the section
‘Paying your rent’. You must pay
any rent that is not paid by
Housing Benefit.

It is Preston City Council who pay
tenants’ Housing Benefit so you have
to give them any information they
request to make sure your claim is
dealt with quickly.  If you do not
provide the information requested
within the time they give you, your
claim could be cancelled and you will
get no help with your rent. If your
claim is cancelled, you will have
to pay your full rent even if you
plan to put in a new claim for
Housing Benefit.

If you get Housing Benefit you must
tell Preston City Council of any
changes in your circumstances, such
as if your income changes, or if
anybody moves into or out of your
home.  

If you don’t tell the Council about
such changes, you could get more
money than you should, which would
mean you are overpaid benefit.  

The Council will claim back any
overpaid Housing Benefit and as you
would have to pay it back, this could
cause you hardship. 

Rent Free Weeks

There are four weeks each year
when we do not charge rent.  You will
be told when these weeks are at the
start of each rent year.  

If your rent account is up to date, you
do not need to make a payment in
these weeks.  IF YOU OWE US
RENT, YOU MUST MAKE YOUR
PAYMENTS AS USUAL.

If you pay monthly, the rent free
weeks will have been taken into
account when we work out your
payments.  Please do not change the
amount you usually pay or your rent
account will go into arrears.

If you are unsure whether you should
pay during the ‘rent free weeks’,
please contact a member of our Rent
Recovery Team on 0800 953 0213.

Service Standards

We have set some service
standards that tell you what you
can expect from our service.

Advice and Assistance

  We will ensure all tenants are 
aware of advocacy and help 
available if in rent arrears, 
including CGA’s Welfare 
Benefit Adviser and services 
offered by partner 
organisations.

 All tenants will be referred to the
Welfare Benefit Adviser at the
time that the Notice of Seeking
Possession is served. 

 The Welfare Benefit Adviser will
telephone or write to all referrals
within 3 working days. 

Housing Benefit

 We will notify all tenants of
changes to their benefit claim
within 72 hours of us receiving
notification.

 We will carry out a home visit to
verify your Housing Benefit
documents within 5 working days
of your request. 

Arrears Recovery

 We will attempt to personally
contact you a minimum of 3
times to make a repayment
agreement before serving a
Notice of Seeking Possession.

 We will ensure Court action is
taken as a last resort and make a
minimum of 2 personal contacts
with all tenants during the 4
weeks after service of a Notice of
Seeking Possession.

 We will always contact the tenant
to advise of a court hearing date
within 3 days of receiving the
date from the court.

 We will send a further letter to
the tenant 10 days before the
hearing date for all possession
hearings.
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