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1.1

1.2

1.3

2.1

3.1

POLICY STATEMENT

This Policy sets out Brunelcare’s approach to the collection and management of
arrears. The purpose of the policy is to ensure that there are clearly defined and
effective systems for timely collection of income.

Brunelcare will endeavour to ensure that our approach represents current good
practice and meets legal and regulatory requirements, while acting in a way that
aligns with our values.

Brunelcare recognises that many arrears cases arise from vulnerability, changing
circumstances or administrative delays. Our approach is compassionate and
values-driven: we will engage early, communicate clearly, offer affordable
repayment plans, and signpost support wherever possible. At the same time, we
have a duty to protect the charity’s resources so that funds can continue to benefit
all those we serve.
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Graham Russell Oona Goldsworthy
Chair of the Board Chief Executive Officer

AIM OF THE POLICY AND RELATED LEGISLATION

The aim of this policy is to meet regulatory and legislative requirements to ensure
that income is maximised and arrears and losses are minimised, while practicing

our values and behaviours and employing an understanding and compassionate

approach to our customers and their authorised representatives.

Relevant Legislation and Guidance

Equalities Act 2010
Human Rights Act 1998
Care Act 2014

SCOPE OF THE POLICY

This overarching policy provides a summary of key principles for managing arrears
across the organisation. It applies to all Brunelcare income streams that may
generate debtor balances, including:

e Sheltered Housing and Extra Care Housing rents and service charges.

e Retirement Village rent and service charges (e.g. Woodland Court).

e Leaseholder and shared-ownership service charges (e.g. Orchard Close).
e Market rent tenancies (e.g. Saffron Flats).
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3.2

3.3

3.4

4.1

4.2

4.3

4.4

5.1

5.2

e (Catering and restaurant income.
e Care and support fees for Extra Care Housing, Home Care and Care Homes.

Individual business units may have tailored procedures, but all must operate within
this overarching policy.

All invoicing systems across the organisation include a secure notes functionality,
which employees are required to use to record timely and accurate updates
whenever arrears are pursued. These notes are always accessible to relevant
teams, ensuring transparency, continuity of action, and effective cross-departmental
communication.

To maintain consistent standards and ensure compliance with this policy, the
Finance Manager — Income & Arrears will conduct a quarterly review. A sample of
cases from each business area will be examined to verify that notes are being used
appropriately and that arrears-related actions are clearly and accurately
documented.

DEFINITIONS

‘Rent arrears’ covers all tenancy charges including rent, service charges, heating
and lighting charges, support charges, restaurant charges and any other additional
charges permitted within the tenancy agreement.

‘Care Home Arrears’ covers all care home charges inclusive.

‘Home Care Arrears’ covers all home care charges including care services provided
within the client's home and any other additional charges permitted within the
agreement.

‘Former customer arrears’ is defined as a customer ending their contract with
Brunelcare, and a balance remains on their account.

KEY PRINCIPLES AND REQUIREMENTS

The Charity’s principles are to maintain compliance with current legislation,
regulations, tenancy, resident or client agreements, good practice, and our Values.

Brunelcare remains committed to following the established arrears policy to ensure
arrears are minimised and financial risks are effectively managed. However, it is
recognised that individual circumstances may occasionally warrant a review or
adjustment of the policy to mitigate potential adverse impacts on the individual and
the organisation. While employees will continue to apply procedures consistently,
there may be exceptional cases where strict adherence could pose reputational,
legal, or operational risk to the business. In such instances, procedural steps may
be reviewed prior to implementation, with appropriate management oversight, to
ensure that decisions are both compliant and proportionate to the circumstances.

This approach allows Brunelcare to uphold its financial responsibilities while
5
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5.3

5.4

5.5

5.6

5.7

5.8

5.9

5.10

5.11

exercising discretion where necessary to protect the broader interests of the
organisation.

When Payment Is Due

Customers are expected to pay all charges in accordance with their tenancy, lease
agreement or care contract.

e Housing, Retirement Village and Market Rent properties that have rents and
service charges are payable weekly or monthly in advance.
Catering charges are payable monthly on invoice within 30 days.
Care Home fees are payable on the first working day of the month, monthly in
advance by Direct Debit unless otherwise agreed.

e Home Care fees are payable monthly on invoice within 30 days.

Roles & Responsibilities

‘Rent, Service Charge and Catering & Restaurant arrears’ are chased and actioned
by Income Officers within the Housing Team.

‘Care Home Arrears’ are chased and actioned by the Finance Officer — Credit
Control in the Finance Team with assistance as and when required from Care
Home Managers and Business Managers on-site.

‘Home Care Arrears’ are chased and actioned by Senior Finance Administrators
within the Community Team.

‘Former customer arrears’ is defined as where the customer has ended their
contract with Brunelcare, and a balance remains on their account. These are
chased and actioned as defined within the business sectors and teams above.

For all customer arrears, further support will be provided by the Executive Team as
and when required as defined in this policy.

Current Arrears

Brunelcare aims to provide help and support for anyone in arrears, with eviction or
ending of services being the last resort when all other options have been
exhausted.

Brunelcare will provide prompt and up to date information to the customer on
payments and available funding, to assist in fulfilling their responsibility for paying
their bills. It is the customer’s liability to pay the gross arrears regardless of any
funding being claimed and regardless of any outstanding financial assessments.

Brunelcare will respond to any problems with the payment of fees by customers. It
recognises that it is in the interests of both Brunelcare and any customers to ensure
that arrears are paid promptly and to ensure that difficulties are resolved wherever
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5.12

5.13

5.14

5.15

5.16

5.17

possible without further official proceedings. Any payment plans agreed will be
reasonable and will be monitored regularly.

Statements will be produced at least once a month, and additionally upon request.
Current Arrears Actions

Tenants within our Housing and Market Rent properties who have rent and service
charge arrears will be contacted if more than one week in arrears. A Notice to Seek
Possession (NOSP) will be served at six weeks’ arrears; there will then be a referral
to court once the NOSP has expired where the tenant is still in rent and service
charge arrears and no agreement is in place or being kept to.

Retirement Village properties who have ground rent and service charge arrears will
be contacted if more than one month in arrears. Apart from when a property goes
onto the open market, once the apartment is sold any outstanding monies will be
taken out of the settlement. For any debt reaching 60+ days overdue, other than the
standard cyclical Service Charge invoices paid over the quarter, the Manager must
be notified and the case reviewed to ensure all appropriate collection steps are
being taken, with support provided where needed. If the debt reaches 90+ days
overdue, consideration should be given to notifying the Executive Team so that
additional guidance or intervention can be provided.

Catering and restaurant arrears action will be triggered if the client is more than one
month in arrears, with consideration of stopping use of invoiced restaurant facilities
if more than two months in arrears.

Care Home arrears action will be triggered if the resident is more than one month in
arrears or when a Direct Debit payment bounces. We are notified of a bounced
Direct Debit on the second working day of the month. This will be actioned from
working day three. For any debt reaching 60+ days overdue, the Manager must be
notified and the case reviewed to ensure all appropriate collection steps are being
taken, with support provided where needed. If the debt reaches 90+ days overdue,
consideration should be given to notifying the Executive Team so that additional
guidance or intervention can be provided.

Home Care arrears action will be triggered if the client is more than one month in
arrears. For any debt reaching 60+ days overdue, the Manager must be notified and
the case reviewed to ensure all appropriate collection steps are being taken, with
support provided where needed. If the debt reaches 90+ days overdue,
consideration should be given to notifying the Executive Team so that additional
guidance or intervention can be provided.
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5.18

5.19

5.20

5.21

5.22

5.23

5.24

5.25

5.26

Former Customer Arrears

Brunelcare will pursue any arrears owed to it by former customers or their estates.
Brunelcare has a duty to recover this money for the benefit of its current customers
and to protect the Charity’s funds.

When pursuing former customers’ arrears, Brunelcare will bear in mind a
costs/benefit evaluation of the action taken/to be taken, to ensure the Charity only
pursues arrears there is chance of recovering, at a reasonable cost.

Accordingly, before action is taken to recover former customers arrears, Brunelcare
will assess if recovery is likely.

Payment Plans

Brunelcare is committed to supporting customers in financial difficulty through the
implementation of fair and sustainable repayment plans. Where arrears cannot be
cleared in full at the point of contact, Brunelcare will seek to agree a repayment plan
based on the individual's affordability.

Repayment plans should be set for a duration of twelve months or less with any
proposals extending beyond twelve months must be escalated to the Executive
Team for formal review and approval.

All agreed repayment plans will be documented and signed by the customers with a
clear outline of the repayment term and the timeline for clearing the arrears. These
agreements will be subject to regular review. Where there is an improvement in
financial circumstances, Brunelcare will seek to increase the repayment amount
accordingly.

Where the customer has died, Brunelcare will seek to recover any outstanding
arrears from the estate. Prompt action will be coupled with a sensitive approach to
members of the deceased's family.

Referral of Arrears for Legal Action

After all options have been exhausted, should arrears remain unpaid and not under
repayment agreement, Brunelcare will notify the customer that they may seek to
recover the monies owed through legal action.

Before initiating any legal proceedings in relation to outstanding arrears, the Income
& Arrears Team will be responsible for preparing and presenting a detailed case
summary to both the Care Home Manager and the Executive Team. They will
provide a full explanation of the case, relevant supporting documentation, and a
clear recommendation on whether to proceed with legal recovery. This will include
an assessment of all pertinent factors—such as previous recovery efforts, the
customers circumstances, and the likelihood of successful recovery—enabling the

Policy Name: Arrears Policy Issue Date: December 2025
Controlled Document Number: BC/F/013 Version Number: V001



5.27

5.28

5.29

5.30

5.31

Executive Team to make an informed decision about escalating the matter through
legal channels.

This process ensures that decisions regarding legal recovery are made with a full
understanding of their potential consequences, and that any action taken is both
financially justifiable and consistent with Brunelcare’s values, responsibilities, and
commitment to ethical practice. By taking this measured approach, the organisation
seeks to balance the cost-effectiveness of recovery with the need to preserve
stakeholder relationships and safeguard its public reputation. It also reinforces a
proportionate response that considers not only legal and financial aspects but also
the wider impact on individuals and the community.

Should a decision be made to legally pursue outstanding arrears Brunelcare will
share the necessary details with an appointed legal representative to initiate formal
recovery proceedings.

Refunds

Brunelcare will do its utmost to identify and return any credit balances owed to
customers in a timely and accurate manner. This includes proactively reviewing
accounts and implementing our procedures to ensure that all due refunds are
processed efficiently and within accordance of our Financial Delegated Authority.

Brunelcare will make at least three attempts to contact former customers regarding
their credit balances, or where necessary their appropriate power of attorney or next
of kin. If no appropriate contact is confirmed alongside the necessary
documentation to be able to return the credit on account within two years, this will
be written off.

Bad Debt Provisions

Brunelcare recognises the need to maintain a pragmatic bad debt provision to
account for arrears that are unlikely to be recovered despite all reasonable efforts.
This provision is reviewed monthly and adjusted based on the age, value, and
circumstances of outstanding debts, as well as the likelihood of recovery.
Establishing and maintaining an appropriate bad debt provision ensures that the
organisation’s financial reporting remains accurate and that potential risks to income
are transparently reflected in the accounts.

The current bad debt provision is calculated as follows:

e Former Customers: Outstanding balances from former customers are fully
provided for.

e Current Customers: Where arrears are aged 180 days or more, the full
amount of this is included in the provision. However, higher levels of provision
may be applied to newer debts if specific concerns are identified at the time
of review.
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5.32

5.33

5.34

5.35

e ICB & Local Authority Arrears: For arrears aged 180 days or more, 50% of
the outstanding debit balance is included within the provision, reflecting both
historical recovery patterns and the potential risk of non-payment.

Write-Offs

Brunelcare will ensure that all write-offs are considered, reviewed, and approved in
a consistent, transparent, and accountable manner.

Write-off requests must be initiated by the department or individual who is
responsible for the arrears action on the account in question, ensuring to include
the following information. All write-off requests must include a fully completed
checklist, including the details below.

Detailed description of the item to be written off.
Reason for write-off (e.g. customer bankruptcy, lack of money in estate, unable
to trace former customer, etc.).

e Noting all steps taken in detail to recover the amount, including reference to
letters sent, phone calls made or any other actions with dates noted.

e Any supporting documentation (e.g., invoices, statements, communication with
the customer and internal communications if necessary).

e All write-off requests must include a fully completed checklist. Incomplete
submissions or those missing the checklist will be returned to the originating
department unprocessed.

This request must then be shared with their line manager who will review the
request and, if they agree, will sign-off that the recommendation is supported. The
request will then be submitted to the Finance Team for review and processing.

The Finance Team will review the request for completeness and validity, the
financial impact of the write-off on the company's overall financial standing if
necessary. If the submission is incomplete, it will be returned to the originating
department for additional information or clarification.

Write-offs that exceed a specified threshold will require approval from higher levels
of the Charity. Financial Delegated Authority Limits in the Financial Regulations as
of December 2023 included below’ (but please check for updates to the Limits,
available on the Hub).

Area Board AR&F | Trustees | CEO and | CEO DoF&D | Other Tenancy HoFA/ Finance
X2 1 Trustee S directors Services HoFBP/ Team as
Manager | HoFP listed
Write Off of Bad Debts - >£20k Up to Up to Up to Income
or Income Credited, per £20k £20k £1k Manager
instance per account up to £200
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5.36

5.37

5.38

Once approved, the write-off will be formally recorded in the charity’s accounting
records in accordance with accounting standards. The Finance Department will
update the company’s financial statements and ensure that the write-off is reflected
in the appropriate period.

The Finance Team will review and report quarterly on bad debt write-offs and
provision movements. This is reported annually to the Audit, Risk and Finance
Committee, external auditors and within Brunelcare’s accounts.

Vulnerable Customers

When considering either current or former customer arrears, Brunelcare will consider
the needs of vulnerable customers. This might be by:
e Providing advice and signposting people to other organisations or support
agencies.
Making referrals within our organisation.
Making referrals to external organisations.
Helping with the completion of forms or applications.
Providing information in other formats.
Discussing matters with any authorised advocate, and
Arranging home visits (where that is appropriate in the circumstances).

6. ROLES AND RESPONSIBILITIES
The Board of Brunelcare

6.1  The Board has overall accountability for the activities of the organisation, which
includes arrangements for addressing Brunelcare arrears. The Board will ensure
that it receives appropriate assurance that the requirements set out in this policy are
being met.

6.2 The Board discharges its responsibilities for addressing Brunelcare arrears through
the Chief Executive Officer.

Chief Executive Officer

6.3 The Chief Executive Officer has overall accountability for the provision of efficient
and effective arrears arrangements.

6.4 The Chief Executive Officer discharges the day-to-day operational responsibility for
arrears through the Director of Finance & Digital Services, Director of Customer
Services and Director of Nursing & Care Services.

Director of Finance & Digital Services

6.5 The Director of Finance & Digital Services is responsible for the financial elements

of this policy, its delivery, and the associated financial procedures.
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6.6

6.7

6.8

6.9

6.10

7.1

7.2

7.3

7.4

7.5

7.6

The Income and Arrears Team will ensure all payments and invoices are posted
promptly into our financial systems. This will in turn provide the most up-to-date
arrears information for the relevant Brunelcare employees.

A monthly joint meeting when required between Housing and Finance, Home Care
and Finance and Care Homes and Finance will review arrears by area, ensuring
access to up-to-date reports within 2 weeks of the month end.

The Finance Team will provide regular monthly dashboard and management
account updates on Housing, Extra Care Housing, Care Homes, and Community
arrears to the Executive Team and to Trustees through the Financial Report.

The Finance Team will support internal and external finance-related audit queries.

The Head of Finance - Financial Accounting & Income and Finance Manager -
Income & Arrears will meet monthly to review high value and older arrears concerns
and highlight appropriate action points and support plans where necessary.

EQUALITY AND DATA PROTECTION
Equality and Diversity

Brunelcare is committed to embedding an environment where all clients, visitors
and employees are treated as individuals, in a fair and consistent way. We work
within the spirit and the practice of the Equality Act 2010 by promoting a culture of
respect and dignity and will actively challenge discrimination, should it ever arise.
This Policy will be applied in a way that is consistent with these principles.

The Charity is committed to equity, equality, diversity and inclusion in the workplace
and therefore young workers will be treated fairly and in the spirit of these values.

Data Protection

Brunelcare is committed to ensuring protection of all personal information that it
holds, and to provide and protect all such data.

Brunelcare is dedicated to safeguarding the personal information under its control
and in maintaining a system that meets the Charity’s obligations under the Data
Protection Act 2018 and UK General Data Protection Regulation. Brunelcare’s
practice is set out in the Data Protection Policy.

It is recognised that dealing with current and former customer arrears will involve
sensitive data. Therefore, thought and care will be taken when processing data
relating to this policy.

Any evidence used in court cases is likely to have any rights of privacy removed
once it is heard in open court.
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IMPLEMENTATION AND TRAINING

Any Brunelcare employees that will be chasing, discussing, or actioning arrears
within their role responsibilities will be referred and introduced to this policy upon
induction.

MONITORING AND REVIEW

This policy will be reviewed every three years or sooner should the author or
legal/regulatory requirements deem it to be required.

9.2 The effectiveness of this policy will constantly be monitored and used to inform any

further reviews alongside the above.
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