
 

THE HAVEN FOUNDATION 

ARREARS MANAGEMENT POLICY 

 

Purpose 

This policy describes the processes involved in recovering overdue tenancy charges. 

Scope 

This policy applies to all residents who live in HF properties. 

The policy covers the following: 

• Electricity charges (where applicable) 
• Resident re-charges 

This policy does not cover rent, as THF has outsourced collection of rent and recovery of outstanding 
rent to Urban Choices. 

Policy Overview 

Residents are legally responsible for ensuring that their rent and non-rent is paid in full when due.  

Arrears are a debt owed to THF as a result of a tenant failing to make the required non-rent 
payments, constituting a breach of the Residential Tenancy Agreement. 

THF will take a fair and consistent approach when dealing with arrears. THF will work proactively 
with residents to address any underlying issues impacting on their tenancies to ensure that where 
possible residents do not lose their property through non-payment of property charges. 

Policy 

To avoid overdue payments of property charges, THF and Mind Australia will closely monitor 
accounts and contact residents if they fall into arrears, with a view of clearing the debt as soon as 
possible. 

When a resident is in arrears, THF and Mind will take a range of actions. These actions may include: 

• Negotiating a repayment plan 
• Referral to financial counselling and support 
• Seeking an order through VCAT for payment 

Should a resident refuse to make payment, THF may, as a last resort, commence eviction 
proceedings. 

Assisting residents to meet their financial responsibilities 



THF will keep residents informed and up to date about their property charges. THF and Mind will do 
this by: 

• Promptly notifying residents when their accounts go into arrears 
• Sending out regular statements 
• Providing residents with contact details to enable them to discuss their property charges 
• Where appropriate referring residents to other agencies that provide a range of financial 

support and services including Centrelink. 

Complaints and appeals 

If a resident is not satisfied with a service provided by THF or Mind Australia, or does not agree with 
a decision that has been made, they can ask for a formal review. To do this, the resident can write to 
THF which will promptly assess the complaint and notify the resident of its decision within 28 days. 

If the resident is unhappy with the outcome of an appeal to THF or Mind, they can refer the matter 
to VCAT. 

 

THF acknowledges the policy work undertaken by Bridge Housing in developing this policy. 

 

  

 

 


