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WELWYN HATFIELD BOROUGH COUNCIL
CABINET HOUSING PANEL – 16 JANUARY 2019
REPORT OF THE CORPORATE DIRECTOR (HOUSING AND COMMUNITIES)

CHANGES TO HOUSING RENT STATEMENT PRODUCTION

1 Executive Summary

1.1 The purpose of this report is to provide the panel with an overview of the current 
process and to seek views on a new approach as to how the council’s new 
housing Income Team generate and mail out rent statements to council tenants. 

1.2 The new proposal aims to reduce the frequency of standard issue rent 
statements and to deliver a more efficient process without impacting the level of 
service received by council tenants.

1.3 The Income Management Team has recently carried out a costs benefit 
analysis review of the production process of council tenant rent statements.

1.4 The report sets out the two different options, the status quo and a proposed 
preferred alternative option for consideration. 

1.5 The review considered if the current way of issuing quarterly rent statements is 
efficient and cost effective, whilst still remaining compliant and without 
impacting the service provided or the tenants’ ability to access the up to date 
information. 

1.6 Approximately 24,000 rent statement (6,000 every quarter) are produced 
annually on a rolling weekly programme. Approximately 460 rent statements are 
sent every week.

1.7 The annual cost to the council to deliver the current rent statement production is 
£15,677. 

1.8 By changing the method and frequency of rent statement production, the cost of 
rent statement production could reduce to £7,207 per annum. This would 
generate an annual saving of £8,460 plus 65 officer hours.

1.9 Better use of officer time will allow for more proactive work to be targeted on 
mitigating the impact of Universal Credit.

1.10 The two options set out in this report followed consideration being given to a 
number of different identified options with the aim to drive both efficiency in 
officer time, operational costs and demonstrating value for money. 

1.11 Traditional access methods for requesting a rent account balances or a rent 
statement will still be available to tenants.
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1.12 Changing how we deliver this service supports the council’s vision to offer a 
more modern, digital and accessible service aligned to the Customer Service 
Standard principles.  

1.13 This proposal is in line with other leading sector landlords who have reduced 
frequency of standard issue statements moving to a more digital and on-line 
approach.

2 Recommendation(s)

It is recommended that members:

a) Note the proposal to change the frequency of tenant rent statements from 
quarterly to once per year, issued at the end of the financial year and provide any 
views on this. 

b) Note the proposal to introduce an opt-out option of the paper service and provide 
any views on this.

3 Explanation

3.1 Rent statements are produced on a rolling quarterly programme, but processed 
weekly with every tenant receiving four rent statements per annum, each 
statement received quarterly. 

3.2 This equates to approximately 6000 statements being produced every 3 
months, 24,000 per annum.

3.3 For several years, Direct Debit (DD) payees (approximately 3000 in total) have 
been excluded from the rolling programme due to direct debits being collected 
in arrears and therefore the statements became confusing for these tenants. 

3.4 Of the total approximate 24,000 rent statements that are issued each year, this 
does not include rent statements being issued with every rent arrears letters or 
on request. As such, the true number of statements issued is far in excess of 
24,000.

3.5 A summary of the current rent statement production process carried out by 
Housing Transaction Officers is set out below:

 Housing Transaction Officer runs a report from Orchard identifying accounts 
due a rent statement.  

 Documents merged and converted to a word document and printed 
manually using local office printers.  

 Officer manually envelopes the rent statements and posts out.  

 This takes up to one and half hours each time, completed every Monday 
with approximately 460 statements being issued every Monday.  

3.6 The annual cost to the council to deliver the current rent statement production is 
£15,677. This is based on 6000 tenants receiving statements, excluding the 
approximate 3000 DD payers who currently do not receive a statement. 
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3.7 It takes a total of 65 hours of staff time per annum to produce and send out the 
24,000 rent statements. 

3.8 Changing the frequency of sending out rent statements to one paper statement 
per year will deliver efficiencies in both staff time and production costs. 

3.9 The costs of rent statement production for one issue per year would be £7,207.

3.10 This would generate an annual saving of £8,460 plus 65 officer hours.

3.11 The breakdown of current and proposed process costs for are shown at 
Appendix A.

3.12 Rent statements will continue to be sent with every arrears letter, in line with 
good practice and ensures compliance with pre-action protocol for court action. 

3.13 The Pre-Action Protocol for possession claims on rent arrears applies to 
residential possession applications by social landlords (such as local 
authorities). 

3.14 The Protocol sets out a code of good practice for social landlords and private 
registered providers in the collection of rent arrears. (See legal implications for 
an explanation).

3.15 Under the new arrangement, tenants would still be able to request a paper 
statement at any point throughout the year or access their account on-line at 
any time convenient to them.

3.16 Access to rent account balances or a request for a rent statement will still be 
available through the traditional methods to ensure that residents who don’t 
have access to on-line options are still able request the service.

3.17 It is proposed to complete a final quarterly rolling cycle of rent statements from 
January 2019 where we can also include a message to tenants about the 
changes to the frequency. This will also allow us to promote the online service 
and encourage signing up to the service. 

3.18 The first annual rent statement would therefore be sent out end of March 2019.

3.19 We want to introduce a more modern digital service model by offering an opt-
out option for residents who prefer to see their statement online rather than 
receiving a paper version. A process will be introduced to manage this 
operational service change.

3.20 Promotion of the council’s online service ‘See my Data’ would be delivered to 
supplement the changes and encourage more tenants to register for the 
service. This allows tenants to view their rent statements 24/7 online. This 
system is updated daily with new transactions.

3.21 There is no additional costs to the council should the usage of ‘See my Data’ 
increase. 

3.22 We currently have 557 active accounts registered to use ‘See my Data’. 

3.23 Rent statements online are viewed, on average 265 times per month.
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3.24 For every 1000 resident tenants that opt-out and view their statement online, a 
further saving of £660 per annum would be realised.

Implications

4 Legal Implication(s)

4.1 Pre-Action Protocol (part of the Civil Procedure Rules) applies to residential 
possession claims by social landlords (such as local authorities, Registered 
Social Landlords and Housing Action Trusts) and private registered providers of 
social housing. Part 2 relates to claims which are based solely on claims for 
rent arrears. The protocol does not apply to claims in respect of long leases or 
to claims for possession where there is no security of tenure.

4.2 Compliance with Pre Action Protocol will still be achieved as rent statements 
will be sent with every arrears letter/stage. Residents will also have access 
online via ‘See my Data’ which can be viewed 24/7.

5 Financial Implication(s)

5.1 The costs and savings for the proposed option is detailed in the report. Any 
savings realised would be realised in the Housing Revenue Account (HRA).

5.2 The costs at this point are estimated based on an initial quote received, but 
where required, a formal contract or service level agreement would set out the 
costs associated with delivering this function.

6 Risk Management Implications

6.1 There are minimal reputational risks associated with the proposed changes, 
some tenants may be resistant to the change. This will initially be managed by a 
promotion and communication strategy using letters and standard resident 
communication channels.

6.2 Initial enquiries from tenants will allow for direct promotion of the online service.

6.3 This will be further mitigated by still providing ad-hoc statements on request and 
tenants being able to register and use our online service.

7 Security & Terrorism Implication(s)

7.1 None directly arising from this report.

8 Procurement Implication(s)

8.1 There are no procurement implications as the existing print supplier (BD Print) 
would continue to be used. They have an existing contract in place for the next 
three years.

9 Climate Change Implication(s)

9.1 None directly arising from this report.

10 Human Resource Implication(s)

10.1 None directly arising from this report.
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11 Health and Wellbeing Implication(s)

11.1 None directly arising from this report.

12 Communication and Engagement Implication(s)

12.1 Information relating to changes to this service will be shared in relevant 
publications, on-going letters and rent statement mail-outs, through direct 
contact with tenants and within a new set of operational service standards 
document, currently in development. 

13 Link to Corporate Priorities

13.1 The subject of this report is linked to 2 of the 5 Council Corporate Priorities: 

1) Our Housing

2) Our Council

14 Equality and Diversity

14.1 An Equality Impact Assessment (EIA) has been carried out in connection with 
the proposals that are set out in this report.  

14.2 One possible negative has been identified that could impact our older residents 
based on the assumption that some may not be IT literate or have online 
access. Paper rent statements are still being issued and more of our over 65 
residents will receive a paper statement who currently don’t receive one due to 
their method of rent payment currently being Direct Debit.

Name of author Simon Kiff
Title Income and Home Ownership Manager
Date 29 November 2018
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APPENDIX A

New Process Costs 
(Annually)

              Staff Hourly Rate: £13.00

Officer Cost
Officer time 

(Hours) Cost
IT 0.50 £7.00

Printing 0.00 £0.00
Total Cost (per annum) 0.50 £7.00

Printers Cost
Per letter 
(pence)

1 Per year
(9000)

Printing & Envelopes £0.22 £1,980
Postage £0.58 £5,220

Total Cost (per annum) £0.80 £7,200
TOTAL ANNUAL COSTS £7,207

Current Process Costs 
(Weekly)

               Staff Hourly Rate: £13.00

 

Officer Cost
Officer time 

(Hours) Cost
IT 0.08 £1.08

Printing 1.17 £15.17
Total (weekly) 1.25 £16.25

Total (per annum) 65 £845

Stationary Cost
Per letter 
(pence) Per 6000 tenants

Paper £0.016 £96
Envelope £0.020 £120
Printing £0.002 £12
Postage £0.580 £3,480

Total Cost (per quarter) £0.618 £3,708
Total Cost (per annum) £2.47 £14,832

TOTAL ANNUAL COSTS £15,667


