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1. Introduction 

 
1.1 Background 
 
The Swan Resident Scrutiny Panel was formed in October 2013 and meets the 
requirements of the Regulator of Social Housing’s Tenant Empowerment and 
Involvement Standard. This standard requires landlords to develop tenant scrutiny in 
order to achieve a specified level of tenant led self-regulation.  
 
The Panel’s remit is to scrutinise customer services, particularly focusing on areas 
where customers have prioritised a need for improvement, and to make 
recommendations to Swan’s Executive Team. 
 
1.2 Introduction 
       
This is the panel’s eighth review in 4 years.  This review was carried out by the panel 
as the service performance required improvement.  Recharges directly affect tenants 
but could also affect Swan in its efforts to achieve good ‘value for money’.  
 
The objectives of this report are to reduce costs, to achieve better value for money, to 
achieve customer satisfaction and to ensure that Swan is carrying out best practice 
 
The aims of the scrutiny panel in performing this review are as follows: 
 

• To check if Swans recharge process is fit for its purpose 

• To understand and clarify what Swan is recharging for 

• To understand and clarify what constitutes a recharge  

• To understand and clarify who makes the decision to raise a recharge  

• To understand and clarify how the decision to cancel a recharge is made 

• To understand if the recharge process is fair and equitable to all 

• To understand if the process achieves ‘value for money’ 

• To identify and recommend any improvements that can be made to add value 
to the process for Swan tenants  

 
By understanding and clarifying the above, the panel is hoping to have their agreed 
recommendations included in the new recharge policy that is currently being reviewed 
and written by Nicholas Kyprianou. 
 
Work on this review began in June 2019 and the report was completed in January 
2020.    
 
1.3 Context  
 
The Panel used different methods to obtain information for this review and used the 
Recharge and Collection spreadsheet that was provided to them as a starting point 
as this was able to show the panel what has been recharged and collected each year 
going back to 2013/14.  It gave the panel an indication of who they should be talking 
to regarding the implementation of the process.  
  
The main evidence collection method used was interviews with staff to get a clear 
understanding of what happens in the field and how fair the process is to all tenants.  
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The Panel had a particular interest in the treatment of older and vulnerable tenants 
who may not have understood the implications of recharges.  The Panel also looked 
to see if the procedures were carried out with all tenants and all recharges and to 
ensure they were applied fairly.  
  
The Panel used all the information gathered to help form the basis of the 
recommendations.  
 

2. Methodology 

2.1 Desktop Review 

 
The panel began by conducting a desk to review.  They requested the appropriate 
documents from Swan Housing.  The desktop review was carried out in order for the 
Scrutiny Panel to gain awareness of: 
 

• Swan’s policies and procedures on recharges 

• Swan’s Vulnerable Adult policy  

• Who is responsible for dealing with recharges in Swan 

• How Swan ensures payment and collection of recharges  

• What recharges are written off and why 

• How Swan measure performance on the collection of recharges 

• How tenants can challenge recharges and on what basis 

• Letters sent to tenants as part of the recharge process 
 
The Panel found that there were not large amounts of information available in relation 
to recharges and ownership of the process was not linked to one department but 
several.  However, they were able to obtain the requested information from staff 
members including statistical information. 

2.2 Interviews with staff  

The panel carried out interviews with staff so that they could gain an understanding of 
the recharge process and better understand who is involved. The Scrutiny Panel 
interviewed: 

 
• Nicholas Kyprianou – Head of Partnership Compliance  

 

2.3 Benchmarking  

 
The Scrutiny Panel were able to review similar Housing Associations ‘Recharge’ 
policies and procedures: 
 

- Clarion Housing Group 
- Genesis Housing 
- Greenfields Community Housing  

 
This enabled them to identify if any gaps exist. The Panel found that Swan compared 
well with other housing associations.  The policy, process and charges were similar 
to others.   
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2.4 Tenant feedback 
 
The panel wanted to get feedback from tenants but to do so would have to carry out 
a survey with tenants that have had a recharge against them and they would have to 
agree to be contacted.  Due to the nature of the reason for contact, the panel felt it 
may not be appropriate to do this.  
 
 
 
3. Key Findings and recommendations 
 
Policy and procedure– Key findings 
 

• The current recharge policy is out of date and therefore exempt.  This means 
by default that the recharge procedure that accompanies the policy is the only 
document that exists for staff in Swan to use and refer to. 

• It was clear to the panel from the questions put forward to staff that there are 
many different teams responsible for different parts of the recharge process. 

• The answers provided to the panel by Swan did not satisfy them that all 
teams involved in the process are clear on what each other’s role is 

• The panel wanted to ascertain which officers and what team is responsible for 
each part of the recharge process.  To assist the panel in their review and to 
answer the question raised, a flowchart (Appendix 1) was provided. 

• The panel felt that this flowchart was helpful and clearly explained and 
showed them the process and who was responsible for each part.  

• The flowchart was helpful in showing the process and showing which team 
carried out each step, but it did not include timescales. 

• There is no mention of a home visit (where possible) to discuss non-payment 
of the recharge with the tenant. 

• The panel recognised that best practice is being followed by offering a 
discount on payment for recharges if paid within a certain time period 

• The previous policy stated that all missed repair appointments are recharged 
back. Although the panel understands that this policy is no longer being used, 
they wanted to ascertain if tenants are advised when booking appointments 
that they could be recharges if they are missed, in case this is added to the 
new policy and process. 

• It was clarified that if a Swan tenant is ‘vulnerable’ then their recharge can be 
cancelled. 

• ‘Vulnerable’ tenants are only identified if the Housing Team are made aware 
of a recharge and are personally aware of the tenant’s circumstances that 
may deem them ‘vulnerable’ and then the staff member raises this with the 
Head of Partnership Compliance. 

• There is no clear process for checking each tenant’s circumstances when 
raising a recharge to understand if the recharge should be chased or 
cancelled and if the tenant meets any vulnerability criteria.  

• There is no document or policy to clarify what is a ‘vulnerable adult’ for the 
purpose of highlighting and agreeing to cancel a recharge. 

• The panel are concerned that ‘vulnerable’ tenants could be recharged 
unnecessarily and that some tenants may not be able to challenge their 
recharge due to their vulnerability and that the Housing team will not always 
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be aware of a tenants vulnerability and therefore would not be able to 
highlight to the Head of Property that a recharge requires cancelling. 

• Two standard letters are used as part of the recharge process and were 
provided to the panel as part of their desktop review.   
 

 
 
Performance Monitoring - key findings 
 

• The panel found that although there was an inconsistency in the collection 
rate month by month, this was not down to the current process and more 
likely linked to how many recharges are raised each month. 

• The panel was impressed by the spreadsheet used by Swan to record month 
by month recharges raised and income collected. 

• The panel requested a breakdown of the recharges to try and understand the 
category of each recharge i.e. void, reactive repairs that are tenant’s 
responsibility, damage etc.  This information was not available to the panel  

 
 
Staffing – key findings  
 

• It was not clear as part of the review if teams are fully confident in their part of 
the process and if they understand each other’s role within it. 
 

 
Debt collection agency – key findings 
 

• The previous policy states that 8% of the recharge is applied to the debt once 
passed to the debt collection agency.  The panel was concerned about the 
consequences of this charge on tenants and thought that by adding a further 
charge to an existing debt may push some tenants further into financial 
difficulty. 

• It is unclear to the panel what fees are charged to the tenant if their debt is 
transferred to the DCA 

• It is unclear to the panel if there is a criteria for writing off debts at any stage 
and if they are, what criteria is used  
 

 
4. Table of recommendations 
 

1 Policy and procedure – recommendations 
 

Agreed/Not 
agreed 

Date to be 
completed  

1.a It is recommended that the flow chart detailing 
who in Swan delivers each part of the recharge 
process should be included in the new policy 
and should be used by all teams that are 
involved in the recharge process as part of their 
training 

  

1.b It is recommended that the new process should 
include time scales for each part of the recharge 
process 
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1.c It is recommended that a home visit be added 
as part of the recharge collection process where 
this is possible (if the tenant’s address is known 
to Swan and if the address can be 
geographically accessed) 

  

1.d The new policy and procedure should still offer a 
discount on payment of a recharge if paid within 
a set time scale 

  

1.e If missed repair appointments are going to be 
recharged in the new policy and process, the 
repair appointment letters need to clearly 
explain this 

  

1.f A ‘vulnerable adult’ policy or criteria needs to be 
drafted and agreed by Swan 

  

1.g A process needs to be agreed written up and 
agreed between the Housing Team and the 
Property Team to follow for checking and 
identifying a vulnerable tenant (based on the 
new agreed vulnerable adult policy) before a 
decision is made to start the recharge collection 
process.  This could include a home visit/call by 
the Housing team and the outcome of that 
call/visit passed to the property team before the 
collection process is started 

  

1.h The panel would like to see a more proactive 
approach in providing information to tenants on a 
regular basis about recharges. Tenants need to 
be aware that by not maintaining the property as 
per their tenancy agreement, it could result in a 
recharge 

  

1.i The panel also feels that better advertising of 
the cost of repairs that are tenants own 
responsibility needs to happen.  The panel 
believes that if these costs were made more 
accessible, it could have the effect of ensuring 
tenants did not make unauthorised alterations 
and better maintain their property 

  

1.j The panel recommends that the wording of the 
standard recharge letters be reviewed and 
updated to confirm that the tenant was advised 
of their repair responsibilities and when i.e.at 
sign up or at a pre-termination visit 

  

2 Performance monitoring – recommendations  Agreed/Not 
agreed 

Date to be 
completed  

2.a The panel would welcome a review of the 
performance monitoring spreadsheet to see if it 
requires updating as they are aware that it has 
been in place since 2014 

  

2.b The panel would like the new spreadsheet to be 
able to break down the recharges by category 
so that Swan staff are able to readily scrutinise 
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this information in future and to be able to make 
changes to the process as appropriate. 

3 Staffing - recommendations 
 

Agreed/Not 
agreed 

Date to be 
completed  

3.a The panel agreed that once the new policy and 
process is written, training is delivered to all 
officers and teams involved within the recharge 
process and a refresher is delivered annually 
thereafter  
 

  

4 Debt collection - recommendations 
 
 

Agreed/Not 
agreed 

Date to be 
completed  

4.a Any fee’s that are charged to the tenant for 
passing the debt to the DCA are waived  to avoid 
further hardship to existing Swan tenant’s 
 

  

4.b If criteria to write off debt does not exist, then it is 
recommended that Swan create one 
 

  

 
 

5. Thanks 

The Scrutiny Panel would like to thank all the people who helped the panel carry out 
this service review.  The Panel would also like to thank the Resident Involvement Team 
for their continued support throughout this process.   
 
 
 
 
 


