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Who is this guide for? 

This guide has been created to help both landlords, agents and tenants find a way to 

work together if rent arrears do accrue, giving them all peace of mind and the 

confidence to continue with the tenancy. There are various procedures you should 

follow in order to avoid going to court; which will save time and money. You should 

aim to give your tenant every chance to rectify the situation, which would be 

preferable for all concerned 

Unfortunately, there are many circumstances that can lead to a tenant falling behind 

on their rent.  Landlords will understand that this is a natural part of the letting 

business but there are no reasons why rent arrears should result in loss of homes 

and loss of income, open and honest communication from both parties is key.  

This guidance is aimed at ensuring landlords, agents and tenants have a clear 

agenda for which to reach an agreement over rent arrears, where they might have 

accrued.  

 

 

Who we are? 

The Private Rented Service Newcastle was established in 1997 to help raise 

standards in private rented housing through a mixture of advice, training and support 

for both private landlords and tenants. 

We are part of Newcastle City Council and work in partnership with a range of 

departments and external agencies to deliver services across the private rented 

sector. We believe that a well-informed, well-run and supported private rented sector 

benefits the whole city. 

 

For more information about us and useful information about private renting please 

visit our website or contact us at: 

 

Write Private Rented Service Newcastle, Place Directorate, Civic Centre, 

Barras Bridge, Newcastle upon Tyne, NE1 8PD    

Phone  0191 2771438  

(lines are open Monday – Friday between 9am -12 midday) 

Email  privaterentedservice@newcastle.gov.uk  

Web  www.privaterentedservice.co.uk   
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A step by step guide for landlords and tenants 

Early Intervention! 
 

 Landlord  
 

  Tenant  
 

Early intervention is key to reducing 
arrears. Always make sure you check 
that each rent payment is received, 
and in full, when it is due.   
 

 Always make sure that your rent 
payment has been paid, don’t rely on 
direct debits or benefit deductions. 

 

Communication! 
 

 Landlord     Tenant  
 

If your tenants miss a rent payment 
you should contact them as soon as 
possible to discuss their situation, 
different options and how you/others 
can help 
 

 Contact your landlord as soon as 
possible, explain that you are unable 
to pay your rent. Explain your 
circumstances; they cannot help you 
unless you talk to them. 

 
 

Have a plan! 
 

 Landlord 
 

 Tenant 

Decide how you will offer support? 
Can you change frequency of 
payment? Can you reduce the rent? 
Will you ask for instalments? 
 
 

 Check your finances, make sure you 
are claiming all benefits your entitled 
to. Do a budget plan to see how 
much you can afford to pay back. 
Discuss with your landlord. 

 
 

Keep it going! 
 

 Landlord   Tenant 

Keep in contact with your tenants 
regularly, provide them with regular 
rent schedules. Keep a record of all 
your communication.  
 

 Stick to the payment plan agreed. 
Tell your Landlord if your 
circumstances change. Seek advice 
and support when needed. 
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Where to get help and advice 

 

Landlord advice and support                          

Private Rented Service Newcastle (PRSN): are part of Newcastle City Council. 

Landlords and tenants can access advice and support to manage tenancies and 

prevent arrears.  Service area free to any landlords or tenants in Newcastle. 

Web: www.privaterentedservice.co.uk  

Tel: 0191 2771438  

Email: privaterentedservice@newcastle.gov.uk 

 

National Residential Landlord Association (NRLA): are the UK's largest 

membership organisation for private residential landlords.  They provide the 

expertise, support and resources to member landlords.  Membership fees vary,  

Web: www.nrla.org.uk  

Tel: 0300 131 6400 

 

There are many Local Landlord Associations in operation all around the country, you 

can check online to see if there is a local Landlord Association in your area or 

contact the local council for more information. 

 

 

Tenants advice services 

Welfare Rights Newcastle: The council's Welfare Rights team provide welfare benefit 

service for residents who are aged 65 and over, with severe and enduring mental health 

problems, who have a learning disability, who have a social care package, children with 

disabilities and their carer, care leavers, carers, with a critical illness, with a registered 

sensory impairment, and who have been offered a job and require a ‘better off 

calculation. 

Tel: 0191 277 2627  

Email: welfare.rights@newcastle.gov.uk  

                                                          

Citizens Advice Newcastle (CAB) Citizens Advice Newcastle provides 

information and advice on a full range of subjects including debt and money 

management, benefits, tax credits, housing, employment and family issues. 

Web: www.citizensadvice-newcastle.org.uk  

Tel: 0300 330 9055   

Email: citycab@newcastlecab.org.uk  
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Job Centre Plus: Jobcentre Plus is the part of the Department for Work and Pensions which 

delivers working-age support service in the United Kingdom.  If you need to claim, or amend a 

claim of, Universal Credit (UC), Employment Support Allowance (ESA) or Income support (IS) 

you should contact Job Centre Plus. 
Web: www.gov.uk/contact-jobcentre-plus  

Tel: 0800 169 0190 
 
                       

Debt and money advice services  

 

Newcastle Council’s Money Matters Advice Line: Help with money problems like 

rent arrears or bills you can’t pay.  

Phone: 0191 277 1050. Monday – Friday - 8.30am – 4.30pm  

Webpage: www.newcastle.gov.uk/debthelp  

 

National Debtline: National Debtline is a charity, they give free and independent 

advice over the phone and online. 

Phone: 0808 808 4000  

Website: www.nationaldebtline.org/   

 

StepChange: offer a wide range of practical debt solutions to suit every situation, 

including help with Debt Relief Orders (DRO), Debt Management Plans (DMP) and 

Individual Voluntary Arrangements (IVA). 

Phone: 0800 138 1111  

Website: www.stepchange.org/   
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Early intervention 

To prevent and reduce the risk of rent arrears occurring or amounting in a tenancy, 

early and appropriate intervention is key. Most tenants pay their full rent on time 

however this can change at any time due to the tenant’s circumstances, such as job 

losses, children reaching a non-dependant age, struggling with debt etc.  

Rent arrears are priority debts and occur when tenants fail to pay all or part of their 

rent; dealing with rent arrears can be tough but it is important to address the issue as 

quickly as possible, before the situation worsens. It can be a challenging time for 

renters when they are on a low income or are dependent on benefits and face 

financial insecurity.  

 

Communication 

Communication is the key; we understand that naturally tenants may be 

apprehensive about contacting their landlord when it comes to worries about not 

being able to pay their rent as they fear of losing their home.   Likewise, landlords 

can often think they are ‘doing their tenants a favour’ by not following up on missed 

or incomplete rent payments. 

However, ignoring the situation and doing nothing can create more problems in the 

long run for both Landlords and tenants. By starting a conversation with the landlord, 

the tenant can potentially relieve the stress of financial worries and start to access 

financial support and assistance, depending on the landlord’s own circumstances, 

they may be able to offer some support and options on rent repayments.  

Early intervention is always best as gaining possession of the property can be costly 

and time consuming and landlords may not always get the outcome they hope for.  

By proactively engaging with tenants, the landlord can not only help to reduce the 

tenant’s money worries, but also ensure both parties are committed to working 

together to ensure any arrears are managed afterwards, allowing the tenancy to 

continue.  
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So, what should you do?  

 

 

 

 

 

 

 

 

 

 

 

 

  

  

  

 

 

 

Keeping it in writing 

Good record keeping will not only help you detect problems early on but will keep both 

parties on track when entering negotiations. 

Both landlords and tenants should be responsible for keeping records of all 

communication, rent payments and anything discussed and agreed with one another.  

This ensures that the tenant understands what has been agreed and the landlord can 

evidence the steps they have taken to help the tenant manage their arrears should 

there be a need for mediation or court action in the future.  

Always make sure that;  

 Ensure your records are accurate and up to date. 

 Always issue receipts (if cash is paid) and keep a copy for your own records. 

 Landlords are legally obliged to provide a rent book if the rent is stated to be 

paid weekly. It is recommended that a rent book be provided for every tenancy 

and that it is kept up to date. It can be used as a record of payments and to 

resolve any dispute. 

Tenants should contact their 

landlord via email or phone, 

clearly explaining how their 

circumstances have changed or 

what has affected them resulting 

in them being unable to pay all or 

part of their rent.  

 

Tenants should ask what 

measures the landlord may be 

willing to provide to help ease the 

immediate debt problems. 

 

Where the tenancy is a joint let 

Landlords should ensure they are 

contacting all their tenants 

individually rather than just 

contacting a lead tenant to 

discuss the rent.  

 

Landlords should contact their 

tenants if the rent payment has 

stop or the full amount is not 

received.  

This should be done by the tenant’s 

preferred method of 

communication. 
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 Verify housing benefit or universal credit payments received direct from the 

Council or Department of work and pensions (DWP) with the tenants rent book 

if any. 

 Keep an up to date rent schedule of the rent due, paid and outstanding. Share 

this with your tenant so they know exactly what amount of arrears is still owed.  

 Where the tenant’s preferred communication method is via phone the landlord 

should ensure they are sending a follow up letter, email or text outlining exactly 

what was discussed. If the tenant disagrees with this, they can communicate it 

back to the landlord within a reasonable time frame.  

 If you agree to vary the written terms of the tenancy issue a written confirmation 

to the tenant and keep a copy of the property file.  

 

Managing arrears  

Once the landlord and tenant are communicating there are several things that should 

be done in order to help sustain the tenancy.  

 The tenant should prepare a budget plan and share this with the landlord; this 

should show how much is available in the tenant’s budget after essential living 

costs have been met.  

 If the tenant has experienced a reduction in their income they should check to 

see if they are entitled to any additional help via benefits.  They should advise 

the landlord if they are doing this and any delays in payment caused by their 

claim being processed. 

 When negotiating repayment agreements, Landlords should offer tenants the 

option of lump sums, instalments or a combination of the two.  

 Landlords should advise the tenant to seek independent advice and support, 

especially if they have general debt problems. 

Once a budget has been prepared, the tenant has the support needed and the 

landlord understands the situation both parties will be able to discuss a sensible 

repayment plan going forward allowing the tenant to pay back what they can afford in 

a reasonable time frame for both parties. This repayment plan should detail the 

amount to be paid each week or month and ideally be signed by both the landlord 

and tenant to show they have agreed to the plan. Sustaining the tenancy long term 

should be the goal of these repayment arrangements for both parties. If both landlord 

and tenant stick to a sustainable long-term plan to pay back the arrears, the landlord 

can recoup some of the lost income and there is no need for tenancies to come to an 

end. 
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Tenants in receipt of benefits 

Tenants on a low income can often claim for help with their housing costs.  If a 

tenant is already on benefits and the payment has stopped it is important to 

understand why the payment has stopped, has there been a change in 

circumstances?  Is the benefit being reassessed?  Likewise, if the amount paid is 

reduced this could be as a result of a change in the tenants entitlement and they 

might need to reassess how they will meet the full rent. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Tenants if your housing costs 

have been reduced, for example 

if a child has moved out or they 

have been benefit capped and 

they cannot afford the top up of 

their Local Housing Allowance 

the landlord might consider 

reducing the monthly amount by 

the top up 

 

Landlords should try to establish 

effective liaison with the benefit 

department and/or the Department 

for Work and Pensions with 

regards to their tenants Housing 

elements. 

 

Landlords if the tenant is in 

receipt of universal credit and the 

tenant has certain vulnerabilities or 

their rent arrears are more than 8 

weeks the landlord can request for 

direct rent payments by completing 

a UC47 form online* 

Landlords when you apply for a 

direct payment via the UC47 you 

can also apply for rent arrears 

deductions.  

 

Landlords if the tenant is in receipt 

of Housing Benefit the landlord 

should contact the local authority to 

arrange direct payments.  

 

Tenants if you have a change in 

circumstances and your rent is 

higher that your new benefit 

amount you can apply for 

temporary assistant via a 

Discretionary Housing Payment. 

 

Tenants if you are claiming any 

benefits it is important that you 

provide all relevant information to 

ensure that your claim is accurate.  

If you get any correspondence 

you should respond quickly, or if 

you don’t understand the letters 

seek advice. 
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*Landlord, you can find a UC47 for at - 

https://www.gov.uk/government/publications/universal-credit-landlord-request-for-a-

managed-payment-or-rent-arrears-deduction  

 

Other options for recovering rent arrears  

Did the tenant provide a guarantor?  If a tenant has a guarantor in place, landlords 

could contact them to discuss recovery of the rent arrears. 

Did the tenant provide a deposit?  If the arrears are the same amount or less than 

the deposit taken the landlord may agree that at the end of the tenancy any rent 

arrears will be taken from the deposit; however, if this is the case then landlords 

should be aware that the deposit will not be available to cover any damage caused 

to the property.  

 

Mediation  

Whilst this guide is based on the principle that tenants and landlords working 

together constructively achieves a sensible arrangement for repaying any arrears, 

there will be times where an agreement cannot be reached and the relationship 

between tenants and landlords may not break down. In these cases, it may be worth 

considering a mediation service. In Newcastle you can contact the Private Rented 

Service who can work together with landlords and tenants to offer advice and 

support.   

 

 

 

 

 

 

Disclaimer  

This document was last amended on October 2020 and was considered accurate at 

that time.  Changes to legislation which occurred after this date will not be reflected 

in the content.  

This document should not be considered comprehensive, nor should it take the place 

of legal advice where this is required. 


