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1. Introduction and Aims 
 
PNWHA have introduced this Policy to ensure a fair, consistent and transparent approach to all tenants in the process of the refund of rent overpayments. PNWHA is committed to meeting statutory obligations and to providing tenants, former tenants and the legal representatives of deceased tenants with clear guidance and a set policy for applying for and receiving rent refunds. 

The overpayment of rent can occur for several reasons, including changes in Housing Benefit or Universal Credit entitlement, advanced payments made in error and account balances at the end of tenancy. This policy will set out the process for requesting a refund, the criteria for eligibility, and the timescale for which rent refunds will be processed by PNWHA. Where possible, we are committed to processing and issuing refunds promptly, provided there are no outstanding charges or obligations to address. 

2.  Policy

  Eligibility:

· Current tenants can apply for a refund if their account is in credit by more than four weeks’ rent after all due charges have been applied and the minimum balance requirement is met.

· Former tenants may apply for a rent refund if their tenancy has ended and their account balance remains in credit once all due charges have been applied. 

· The legal representative of a deceased tenant may apply for a rent refund to the tenant's estate.

Exclusions:

Refunds will not be issued for:

· Credits less than one week of rent, these funds will remain on the account.

· Amounts under review due to Housing Benefit or Universal Credit adjustments, until confirmation from the relevant authority.

· If we suspect financial fraud or money laundering is taking place.



Application Process:

Refund requests must be made in writing using the rent refund request form, which requires:

· Tenant Name(s), address, and tenancy reference number.

· Bank Account details with proof (Bank statement, Paying-in slip).

· For deceased tenants, proof of authority ( Grant of probate or letters of administration).

Processing and verification:

· Refunds will be processed within 21 working days of receiving all required documents.

· Where Housing Benefit or Universal Credit is involved, processing may take up to 6 weeks due to verification from the relevant authorities.
Payment Method:

Refunds will be made via:

· BACS transfer to a verified account.

· Cash or cheque payments.

Withholding or adjusting refunds:

Refunds may be withheld if:

· Outstanding arrears or other charges are identified.

· Housing Benefit or Universal Credit overpayments are due.

· Required documentation is not provided.

· If there is any suspicion of fraud or money laundering taking place. 

3. Equality and Diversity

PNWHA will follow its Equality and Diversity Policy and will take into account the tenant’s individual needs in the process of considering requests for rent refunds.     

4. Responsibilities

   The accountabilities for the implementation of this policy are as set out below
 
· The Chief Executive retains overall accountability for the implementation of this policy.    
· The Housing Officer is responsible for the operational delivery of this policy.  

 


5. Consultation and Engagement 

The policy has been developed in partnership with the Community Housing Partnership (CHP).  
 
6.   Monitoring, Review and Reporting 

This policy will be reviewed every 3 years or more often if necessary.  
   
7. Accessibility 

All information will be available in a variety of formats to ensure that it is: 

· In a readable typeface and print size, our website includes details of how to change settings for those with visual impairment.
 
· Translated where appropriate – our website includes Google Translate.

· Available upon request in formats suitable for tenants with specific communication needs, e.g. picture format, electronic for use with screen readers.
 
If you require any help to understand or access this document, you can contact us via:  

· In person at the Estate Office – 24 Rectory Green (Mon-Thursday 9.00 to 5.00 and Friday 9.00 to 4.30).

· info@pnwha.org.uk

· Telephone 0161 773 5219.
 
8. Related Policies 
 
You may also wish to read our policies on: 
 
i.  Complaints.
ii.  Equality and Diversity.
iii.  Rent Arrears.
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