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What are former tenancy arrears?
If you move out of your home but still owe
us money, this is called former tenancy
arrears.

What should I do before I move
out?
You need to: 

• give us four weeks’ notice (your tenancy
will end on the Monday that follows the
end of these four weeks);

• fill in the termination form that we send
you (which will tell you the date your
tenancy will end);

• give us your new address;
• ask how much rent you will need to pay us

up to the end of your tenancy; and
• pay this money before the end of your

tenancy or contact us to make a payment
plan if you can’t pay it in full.

If you receive Housing Benefit, you should
also:

• tell your council when your tenancy will
end; and

• check with them when they will pay your
Housing Benefit.

What should I do when I move out?
You should hand your keys in to reception at
Methuen Park by the date your tenancy ends.
If you hand them in later, we may charge ä



you extra rent. When you hand them in, you
should also pay us any money that you owe
us or make a payment plan with us if you
can’t afford to pay in full straight away.

What happens if I have received the
wrong Housing Benefit payment?
If your council has paid you too much or not
enough Housing Benefit, your rent account
balance could change after the end of your
tenancy We will write to tell you about this
as soon as your council lets us know. We will
then:

• give you money back if your council did not
pay you enough Housing Benefit; or

• ask you to pay the money back if your
council paid you too much Housing Benefit.

If you owe us Housing Benefit, this will be
added to your rent account and treated as
former tenancy arrears.

How can I pay off my former
tenancy arrears?

By bank standing order. Please ask us for a
standing order form which you should fill in
and send to your bank.

At any post office in the United Kingdom
by cash, or by cheque, using the payment
card that we sent you when your tenancy
started.
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On the internet. Go to
www.westlea.co.uk/payments and have your
payment card and debit or credit card ready. 
(You will need to choose a password the first
time you use the site.)

By phone with a debit or credit card. Call
us at any time on 01249 466106 (a recorded
message will talk you through the process). If
you would prefer to speak to a person, call
01249 466150 in office hours. You will need
to have your payment card and debit or
credit card ready.

At any 'PayPoint'. Use your payment
card to pay wherever you see the

PayPoint logo (in convenience stores,
newsagents, supermarkets and service
stations).

At any 'payzone'. Use your payment
card to pay anywhere you see the

payzone logo (in convenience stores,
newsagents, supermarkets and service
stations).

By post. Please send your payment to
Customer Accounts, Westlea Housing,
Methuen Park, Chippenham, SN14 0GU. (If
you send cash, you must use registered post.)

Through Housing Benefit. You claim
Housing Benefit from your local council. If ä



you need help with your claim, please
contact us.

What will you do if I owe you
money when I move out?
We will write to you, and try to phone you or
visit you in person to:

• help you by agreeing a payment plan with
you that you can afford;

• help you sort out any problems you have
with claiming Housing Benefit;

• give you money advice; and
• put you in touch with other support

agencies for help.

What will you do if I don’t pay the
money I owe you?
We will consider taking you to court. If we
do this, we will: 

• let you know in writing;
• offer you help at each stage of the court

proceedings; and 
• apply to the county court for a money

judgment. This is an official record that the
county court keeps about your debt.  It is
also known as a county court judgment
(CCJ) and will make it hard for you to get
credit (loans and mortgages) in the future.

If the court gives us a money judgment, and
you still don’t pay we can apply for the
following orders.
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• A warrant of execution – the county
court bailiff can repossess your belongings
to pay off the debt. You can make a
repayment plan with the bailiff to avoid this
happening.

• An attachment of earnings – the money
that you owe us will be taken straight from
your pay at an amount set by the district
judge.

• An oral examination – you will have to
go to court to tell the district judge about
your income and outgoings. The judge will
then decide how much you can repay in
instalments.

• A garnishee (third-party order) – the
district judge can order someone else, such
as your bank, to pay us directly from your
account.

Who pays the court costs?
We will ask the court to charge you for any
court costs. It will cost you at least £150, on
top of the money you owe us.  

How do I make a complaint or
comment?
If you feel that we have treated you unfairly
or dealt with your case badly, please contact
the person that you were dealing with, or
our customer service team. We will try to sort
it out for you as quickly as possible. If we
cannot do this, you can make a formal
complaint.

ä



To do this, please contact:

Customer services team
Westlea Housing Association
Methuen Park
Chippenham
Wiltshire
SN14 0GU.
Phone: 01249 465465
E-mail: enquiries@westlea.co.uk

However, it is always nice to know when you
are happy with our service. If you think we
have done something well, please tell the
member of staff involved or the customer
services team.

Who should I contact to talk about
this?
If you want to talk to someone about paying
your rent, or rent arrears, please contact the
customer accounts team:
Phone: 01249 466120
E-mail: customer.accounts@westlea.co.uk
The name of the officer who looks after your
account is shown on all letters we send you.

Money advice
For money advice and help, please contact
your local citizens advice bureau.

North Wiltshire citizens advice bureau: 
0845 1203707 or 01249 443054 (minicom)
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We have set up a scheme with North
Wiltshire citizens advice bureau, so that you
will be treated as a priority when you ask
them for help. The project worker based
there, will help you claim all benefits
available to you and help you manage your
debt problems.

To contact the project worker, please phone 
01249 445115 (extension 4) or e-mail
westlea@northwiltscab.org.uk

West Wiltshire citizens advice bureau: 
0845 1203737

Swindon citizens advice bureau: 
0845 0505155.





If you would like to have any part of
this document explained or translated,
or in a different format such as in
larger print or on audio tape, please
contact Westlea on 01249 465465 to
discuss your needs.

Methuen Park
Chippenham SN14 0GU
tel 01249 465465
fax 01249 461136
enquiries@westlea.co.uk
www.westlea.co.uk


