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My rent – Frequently Asked Questions 
 
Why are you asking me to pay more? 
 
Our Board knows times are tough for a lot of our tenants and how the measures taken to 
control the Coronavirus pandemic haven’t made life easier for many people. 
 
SHAL’s rents are amongst the lowest in Somerset and we believe they offer good value and are 
affordable even with this year’s increase. 
 

Is everyone putting the rent up? 
 
In 2020 the government gave housing associations the ability to increase their rents by up to 
CPI (Consumer Price Index) plus 1% each year.  Each housing association’s Board will make their 
own decision about what rent they charge but no housing association can put up their rent by 
more than 1.5%. 
 

Why should I pay more for services I don’t want or need? 

 
We asked all our tenants what their priorities were as part of our tenant survey in 2019.  The 
top 5 were: 
 

1. Invest in improving the energy efficiency of our homes and reduce energy bills 
2. Invest in maintaining and improving the standard of our homes 
3. Do more to help people with disabilities get the support they need 
4. Support people who want to maintain and improve their home themselves 
5. Help people improve their mental health and wellbeing 

 
However, we appreciate these may not be priorities for all our tenants.  We haven’t increased 
our rents simply to meet these new priorities.  Our rents are lower than the average in the area 
and even with the increase we think that the rent offers you good value for money.   
 
93% of you agree with us. We will continue to deliver a good service, invest in your home, build 
new homes and focus on your new priorities just as we did when we had to lower the rent.  And 
we will continue to look for ways to reduce costs where we can just as we did when we had to 
lower the rent.  
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Why should I pay for services you’ve not been able to provide during 
the pandemic? 
 
Like many people we’ve sometimes felt we’ve had to run just to keep still over the past year.  
The restrictions on our ways of working (and living) have been tough but our team of 18 have 
remained focused on these priorities: 
 

1. Keeping people safe 
2. Protecting income and livelihoods 
3. Sustaining critical services 
4. Supporting communities and recovery 

 
We’ve had to find new ways of working and it’s not always been easy.  We know we’ve not 
been able to provide some of our services in the way we’d like.  We’re continuing to change the 
way we work and we’ll be launching new systems in the next few months which will mean we 
can work more effectively. 
 
We’re one of the few housing associations to continue providing a response repairs service and 
a property investment programme when it was safe to do so.  Between April 2020 and January 
2021 we replaced 8 bathrooms and 18 kitchens.  We wanted to do many more but weren’t able 
to do so safely – and we didn’t want to risk leaving someone with a half-finished bathroom or 
kitchen if they suddenly needed to self-isolate/shield.  In addition we’ve let 60 homes, including 
28 new homes in Bridgwater. 
 
We haven’t change our plans, we’ve just had to put some of them on hold.  Any investment 
we’ve not been able to make this year will be carried forward into next year (i.e. after 
31 March 2021). 
 
We have a Housing Management Support Fund and we created an additional Rainbow Fund as 
a result of the pandemic to help tenants who are struggling. 
 

What about my service charge? 
 
14% of you pay a service charge – and 78% of you who do are happy it’s value for money.  
That’s not good enough and we know we must improve. All our service charges are reviewed 
each year at the same time as your rent.  Our service charges are variable which means they 
can go up as well as down depending on what we’ve spent to provide the service.  
  



 

What do I need to pay if I’m in arrears? 
 
If you’re in arrears you’ll need to pay extra to cover your weekly rent and reduce your 
outstanding balance.  You can text BAL to 07984355553 to get your balance 24/7.  You can 
contact us if you’re not sure how much you need to pay and we can come to an agreement. 
 
If you’re worried about being able to pay enough please contact your Housing Officer as there 
may be ways in which we can help.  You can text RENTS (plus your message) to 07984355553 
and she will get back to you and arrange a meeting to discuss your options. 
 

Where can I get help to budget? 
 
28% of our tenants say they feel financially worse off than they did 12 months ago and 10% 
can’t heat their homes in colder months.   
 
If you think you need help managing debts or need money advice there are organisations that 
can help, including Citizens Advice, Turn2us and Stepchange.  However, if you’re not sure 
where to start you can speak to your Housing Officer.  You can text RENTS (plus your message) 
to 07984355553 and she will get back to you personally. 
 
We can also help if you’re struggling to pay your rent and make ends meet.  Last year alone we 
successfully claimed around £35,000 in funds and grants to help tenants reduce debt and rent 
arrears. 
 

How can I pay my rent? 
 
You can pay your rent in a number of ways.  Direct Debit is the easiest, quickest and cheapest 
way.  Alternatively, you can pay online and over the phone using a debit card.  You can text PAY 
to 07984355553 for further information about your payments options. 
  



 

Salaries and other costs 
 
Our employees are paid a salary that is independently benchmarked across the housing sector.  
This is reviewed each year and any increases are discussed with Unison and agreed by the 
Board.  Our CEO’s salary is reviewed separately to the rest of the staff, but it’s also 
benchmarked independently and agreed by the Board.  Our CEO and staff do not receive 
bonuses. 
 
We’ve reduced the number of staff working at SHAL by over a third over the last few years but 
increased productivity.  We also negotiated lower loans at fixed rates. In 2016 we bought out of 
the Local Government Pension Scheme which means that we reduced the amount we spend on 
pension contributions for employees and removed an increasing financial liability for SHAL 
towards pension costs over which the Board had no control. 
 

Board members and shareholders 
 
Our Board members are not paid (apart from reasonable expenses for travelling to and from 
meetings).  There are 9 meetings each year.  They are recruited for their knowledge and skills 
and volunteer their time to help SHAL and ensure we’re doing the right things for our tenants. 
 
As a registered not for profit organisation and social housing provider we’re required to have 
shareholders.  They each pay a nominal £1 to become a shareholder but do not receive 
dividends or returns on their investment. 
 
Tenants can become shareholders too.  Each year we hold an Annual General Meeting at which 
shareholders meet to review SHAL’s performance and hold the Board to account. 
 

Is my rent value for money? 
 
SHAL’s rents are amongst the lowest in Somerset and many of you are happy your rent is value 
for money: 
 

• 92% of you are happy your rent offers you good value for money 

• 78% of you are happy your service charge offers you good value for money  

• 88% of you are happy with how we deal with your rent account and payments 
 
You can see our Financial Statements online, including our Value for Money statement and our 
Annual Report.  Alternatively, you can ask for a copy to be sent to you. 
 

  



 

What’s the average rent in my area? 
 
The amount of rent tenants in social housing varies between landlords across Somerset.  SHAL’s 
rents are below average for the area which means that some rents elsewhere are higher and 
some are lower.   
 
The following figures are from HousingNet.co.uk and relate to 2017/18 (the most recent figures 
available).  Rents used to calculate these averages would have reduced by a further 1% in 
2018/19 and then again in 2019/20. 
 

Social Rent 2017/18 1 bed 2 bed 3 bed 4 bed 

Sedgemoor £80 £99 £109 £131 

SHAL £70 £84 £92 £103 

Taunton Deane £81 £100 £112 £121 

SHAL £75 £92 £107 £113 

West Somerset £83 £99 £104 £114 

SHAL - £82 - - 

 

History of SHAL’s rents 
 
These are the average rents (excluding service charge) since 2017. 
 

 2021 2020 2019 2018 2017 

1 bed £81 £77 £75 £76 £77 

2 bed £91 £88 £85 £86 £87 

3 bed £98 £96 £93 £94 £95 

4 bed £116 £114 £111 £112 £114 

 

  



 

What do I get for my money? 
 
We’re only able to provide our services, invest in your home and build new homes because you 
pay rent. SHAL’s service include housing and neighbourhood management, community 
investment and what you told us were your priorities in our most recent survey.   
 
It also includes our day to day repairs service, including access to an emergency repairs service 
where either ourselves or one of our specialised approved contractors will come out to you and 
make sure you’re safe in your home 24/7.  We’ll then complete any necessary repairs as soon 
as possible during normal working hours. 
 
We’re sometimes able to get grants from the government to help towards the cost of building 
new homes but most of the money we spend providing services and investing in homes comes 
from your rent.  
 
We’re able to borrow money from banks but that means we have to pay interest and other 
costs each time we want to access the funds available.  Sometimes we have to pay finance costs 
just so we’re able to have access to the funds. 
 
In our tenant survey in 2019, 92% of you said you’re happy you’re rent is value for money. 
 

What about the money you don’t spend? 
 
Each year we make a surplus (i.e. more money comes in than goes out).  This isn’t a “profit” as 
every penny is put back into building new homes, investing in existing ones and providing our 
services.  It’s also used to fund long-term projects (e.g. energy efficiency improvements). 
 
This surplus is also used to help us apply for funds, grants and investments from other 
organisations. 

  



 

I don’t accept the new rent 
 
We hope all the information we’ve provided you with has answered all your questions and 
explained why your rent has increased.  However, if you have questions or concerns about the 
changes to either your rent or your service charge you need to speak to us. 
 
If you don’t accept the proposed new rent, and do not wish to discuss it with us, you can refer 
this it to the tribunal.  You must do this before the starting date of the proposed new rent.  You 
should tell us that you’re doing so, otherwise we may assume you’ve agreed to pay the 
proposed new rent. 
 
To refer it to the tribunal, you must use the form called Application referring a notice proposing 
a new rent under an Assured Periodic Tenancy or Agricultural Occupancy to a Tribunal (Form 6).  
This is available online. 
 
The tribunal will consider your application and decide what the maximum rent for your home 
should be.  In setting a rent, the tribunal must decide what rent the landlord could reasonably 
expect for the property if it were let on the open market under a new tenancy on the same 
terms.  The tribunal may therefore set a rent that is higher, lower or the same as the proposed 
new rent. 
 

Housing Benefit 

 
Will you tell the Local Authority? 
 
We’ll tell your Local Authority what your new rent is and they’ll up-date your claim for housing 
benefit.   
 

How much do I need to pay? 
 
If you receive full Housing Benefit (i.e. your rent is paid in full each week) you don’t need to 
make a payment yourself unless you have outstanding arrears. 
 
If you receive partial Housing Benefit (i.e. your rent isn’t paid in full each week) you’ll need to 
know how much rent you must pay yourself and make regular payments to cover it.  You’ll need 
to pay an additional amount if you have outstanding arrears. 
 

  



 

Universal Credit (UC) 
 
Will you tell the Department for Work and Pensions (DWP)? 
 
If you receive an element towards your housing costs in your monthly UC payment you’ll need 
to tell the DWP what your rent will be and the date it changes so they can up-date your claim.  
If you don’t tell them they will continue to pay the lower amount and you’ll begin to get into 
arrears.  The DWP may not backdate your claim and you will be liable for all the arrears. 
 

What do I need to pay? 
 
UC is calculated and paid to you monthly.  You’ll need to work out what your monthly rent is 
and you’ll need to pay the shortfall (if there is one).  You’ll need to pay an additional amount if 
you have outstanding arrears. 
 

How often do I need to pay? 
 
It’s best to pay your rent when you get paid. 
 

Why do I get into arrears if the DWP pay you directly? 
 
If the DWP pay us directly they’ll send us the payment automatically but it’s not that simple… 
 
Although the DWP pay you monthly they pay us every 4 weeks.  That means we receive the 
payment on a different day each month and once a year they don’t send us a payment for 8 
weeks.  This is called a “Missing Managed APA Payment” and this delay means you fall into 
arrears. 
 
However, it doesn’t mean your money goes missing; it simply means it’s held by the DWP for 
longer than normal.  Over 12 months we receive everything they tell you they send us – just not 
necessarily at the same time! 
 
Currently, there’s nothing we’re able to do about this except be aware of those affected but the 
DWP are beginning to change the way they make payments and pay your rent to us at the same 
time they pay you. 


