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Paying your rent

Your rent is what you pay us
to live in your home. It covers
the cost of the building itself
as well as providing services
to your home and block such
as repairs and maintenance.

It is your responsibility to pay
your rent on time so we can
provide you with excellent
service. All tenants have to
pay rent and other charges
weekly in advance.

It is our job to collect your
rent and we offer you a range
of different ways to help you
pay on time. The easiest way
to pay is by direct debit.

Paying your rent on time also
gives you access to other
services, such as estate
parking or garage rental.

To discuss your rent or
payment options you can
contact us.
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Paying your rent
by Direct Debit

Direct debit is the hassle
free way to pay your rent and
avoid queues and carrying
cash around, as well as
making sure you don't miss

a payment. This is the most
cost effective method and
means more of your rent

can be spent on services

for residents. Payments are
backed by the direct debit
guarantee, which means if we
make a mistake you get your
money back. You can choose
to pay monthly on the 5th or
20th of the month.

If you want to change the way
you pay your rent or to discuss

your payment options, please
contact us.

Phone
0207364 5015

Email
rents@
towerhamletshomes.org.uk

Write to us
PO Box 66355
LONDONE14 1GU

This leaflet explains:

—What to pay
—How to pay
—When we take

enforcement action.
It also explains what to do if
you are in financial difficulty
and how we work your rent out.
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Pay on time

or by Direct
Debit

Be in
the draw
to win
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Pay on time or
by Direct Debit
and win

In response to requests from
residents for an incentive

to keep rent payments up

to date, there are two prize
draws on offer. One for rent
payers who use Direct Debit
when paying their rent and
one for those who have

kept a clear account for 52
consecutive weeks.

The Direct Debit Prize draw
is for a £50 voucher and will
happen four times a year with
four winners per draw.

The clear account draw is

for rent payers who keep a
clear or zero account for 52
consecutive weeks, and will
happen twice a year, with the
winner taking home a £125
voucher. There will also be
other prizes for second, third,
fourth and fifth places. Terms
and conditions apply to both
these prize draws — to find
out more details, contact the
Rents team.
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When to pay

Your rent is due on a Monday
and you must pay your rent
and charges every week in
advance. If you want to pay
every fortnight or every
month please let us know but
remember that you must also
pay this in advance.

The rent you pay is set out
in your tenancy agreement
and is reviewed every year.
You also pay water rates and
service charges for cleaning,
looking after green spaces,
as well as any CCTV system
or communal heating and
hot water in your home or
neighbourhood.

If you rent a garage, parking
space or store shed you also
pay these charges.

If your rent increases we

will tell you in writing at least
28 days before the new
amount is payable.
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How to pay

We offer lots of ways for you
to pay your rent and charges,
to help you pay on time in the
most convenient way. You
can pay by:

The easiest way to pay.

For you it means no queuing
in post offices and banks and
no worrying about carrying
cash around or late payments.
It helps you stay in control of
your money by choosing to
pay on the 5th or 20th of the
month. Backed by the Direct
Debit guarantee, it improves
efficiency, reduces costs and
helps us to save money that
we can put back into your
services.

DIRECT
G)Debit

Use your debit/credit

card to pay your rent at
www.towerhamletshomes.
org.uk. You can pay online
24 hours a day, any day of
the week. You will need your
ten-digit payment reference
number shown on your rent
payment card.
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You can choose to make

a regular payment from
your bank weekly, fortnightly,
every 28 days or calendar
monthly — you can choose
the date and frequency.
Contact us for a Standing
Order form. If you do choose
to pay fortnightly or monthly
then this would need to be in
advance.

Telephone
Pay by debit/credit card

@ over the telephone by
calling 020 7364 5015. You
will need your rent payment
reference number which is on
your rent payment card.

You can pay free of charge
over the counter at any Post
Office or at any PayPoint.

To do this you will need arent
payment card. To apply for
your card please contact us.

& rr:.

H Send cheques or postal
orders made payable to
London Borough of Tower
Hamlets, 62 Roman Road,
London E2 OPG. Please put
your rent account number
on the reverse side of the
cheque/postal order.

Pay by cash, cheque

@ or debit/credit card at the
cashiers at 62 Roman Road,
London, E2 OPG. You will need
your rent payment card or rent
payment reference number.

However you choose to

pay, make sure your payment

goes to your account by:

— using your rent
reference number on all
payments, cheques and
correspondence

— using our correct sort code
(08-90-76) and account
number (LBTH 61200027)
if you pay by standing
order, telephone or
internet banking

— keeping any rent receipt.

QENT PATMEN -

M CARD
PAYME N ~
@ @BEL903 126457439282,

Your payment
reference number
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Your rent statement

We will send you a rent
statement four times a year
but if you want to check

your rent balance or recent
payments including housing
benefits, please ask us or sign
up for our new 24 hour secure
online service SeeMyData by
visiting our website.

Rent credit

If your rent account is in credit
we recommend leaving the
credit on your account as a
‘cushion’ in case you runinto
financial difficulties in the
future. We will write to you
once a year to let you know
you are in credit, or you can
request a rent refund at any
time and we will process
your request within 10 days.
Please contact us for more
information.
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Housing benefit -

help with paying your rent
Housing benefit is available
to help people on alow
income with their rent. The
amount of housing benefit
varies depending on your
income, savings, rent and
personal circumstances.
Housing and council tax
benefits are dealt with by
Tower Hamlets Council's
Benefits Service according to
rules set by the Government.

To make a new claim for a
housing benefit contact

the Benefits Service or

visit one of the Council’s

One Stop Shops to complete
an application form.

You can also download an
application form by visiting
the Tower Hamlets Council
website, and while you're
there why not check out
their online housing benefits
web calculator to give you
aninstant estimate of how
much housing and council tax

benefit you may be entitled to.

Phone
0207364 5015

Email
rents@
towerhamletshomes.org.uk

Write to us
PO Box 66355
LONDONE14 1GU

Website
www.towerhamletshomes.
org.uk

Phone
0207364 5001

Website
www.towerhamlets.gov.uk
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What to do if you're
in financial difficulties

Most tenants have no trouble
paying their rent on time but

a small number fall behind
with their payments. If you are
having difficulty paying your
rent, let us know straight away
to see how we can help.

If you are having difficulties:

— We can negotiate agree-
ments to make realistic and
affordable payments to
clear your arrears and avoid
further action.

If you're
having
problems
paying
your rent
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— We can refer you to
specialist advisors who
offer free independent
advice on debt and money
management. To find out
more please contact us.

— Free debt advice is
available from the National
Debt Line.

— For advice about benefits
and help looking for work
contact Directgov or
contact your local Job
Centre Plus office.

Phone
0207364 5015

Email
rents@
towerhamletshomes.org.uk

Write to us
PO Box 66355
LONDONE14 1GU

Phone
0808 808 4000

Website
www.nationaldebtline.co.uk

Website
www.direct.gov.uk

Phone
0800 055 6688
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When we take

enforcement action

If you get behind with your
rent, act quickly. We want to
help, but if you don't talk to us
about the problem, you risk
losing your home. Owing rent
may also prevent a housing
transfer, homeswap or Right
to Buy application.

We will send you a statement
of your account every three
months to help you keep
track of your payments. If you
make a late payment, miss a
payment or don't pay your
rent, we will:

— Let you know in writing,
so your rent arrears don't
get out of hand.

— Contact you to discuss
your arrears by phone or
by visiting you at home if
we do not hear from you.

— Ask you to clear your
arrears immediately or
to sign an agreement
to make realistic and
affordable payments
to clear your arrears.

— Offer you debt and benefit
advice, especially if you are
having money problems.
You can also ask us to refer
you to independent help
with debt.

— Terminate any store shed,
garage, parking space
licence or permit so that
these charges do not add
to your arrears.
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If you continue not to pay
your rent or repeatedly break
agreements, we will:

— Warn you in writing before
taking further action.

— Send you a Notice of
Seeking Possession —
the first step in the legal
process that can lead to
the Court deciding to end
your tenancy.

— Begin proceedings in
Court to recover your
outstanding arrears.
Court costs and solicitors
fees may be added to
your arrears and may
affect your credit rating.

— Only apply for an eviction
after the Court has made
a decision about ending
your tenancy for non-
payment of rent.

’

Losing your home

We view eviction as a last
resort and would rather help
you to keep your home — but
we do evict residents who
have not paid their rent.

If you are evicted for rent
arrears, the Council or other
local authorities may have no
obligation to re-house you,
even if you have a family.
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How your rent
is worked out

Your rent and other charges
are reviewed once a year
by Tower Hamlets Council,

using a Government formula.

The value of your home,
number of bedrooms and
average manual wages in
Greater London are taken
into account when your rent
is worked out.

Service charges will vary
depending on what services
are provided to your home,
block and neighbourhood.

We wiill give you at least 28
days notice in writing of any
change in your rent, service
charge and any heating and
hot water charges.

10
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What you pay for

Rent

Includes: repair and
maintenance of your home,
block and neighbourhood,
lift maintenance, door
entry maintenance, tackling
anti-social behaviour, your
Neighbourhood Housing
Service, management and
administration and resident
engagement activities.

Service elements

Includes: caretaking and
cleaning of your block and
estate, looking after the
green and paved areas

on your estate, any CCTV
system or concierge (security
guard). You are only charged
for the services your block
and estate receives.

Water rates and

standing charge

These are charges for the

use of water in your home.
Apart from homes with water
meters, we collect this charge
for the water company.

The water company sets

this charge. You cannot

claim housing benefit for
these charges.

Heating and hot water
These are charges for homes
using communal or shared
heating and/or hot water.
These charges are worked
out by looking at the cost of
heating fuel used, the size of
your home and whether the
heating is provided all year or
part of the year. You cannot
claim housing benefit for
these charges.

Other charges

These include charges for
estate parking permits and
spaces, garages or storage
sheds. You are only charged if
you use these facilities and we
will stop these if you owe rent
to stop these charges adding
to your debt. You cannot
claim housing benefit for
these charges. We give you
at least a week's notice of any
increase in these charges.
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