Your rent - frequently asked questions

Why has my rent increased?

Your rent is set in line with the terms of your lease. Our rent increases mean that we can
continue to maintain and invest in improvements to homes, neighbourhoods and services.

How is the rent increase calculated?

For the majority of our customers, rents are set based on the Retail Price Index Figure in
September plus 1%. For some customers, the lease will specify that rents can increase by a
different amount and in those cases we will have set rents in line with this.

When will rents go up?

Rents will change from 1st April 2025 for monthly, quarterly, and annual charge accounts.
Weekly rents will change from Monday 7th April.

| claim Universal Credit. Do | need to do anything?

Once you’ve received the letter confirming your rent charges in February, you will need to
inform the Department for Work and Pensions (DWP) of this via their online portal after
the rent increase has been applied. You can do this here.

It is important that you don’t do this until your rent has actually changed to make sure
there are no issues with receiving your benefits, so you should do this on the day of or
the days following your rent changing. If you do not manage your Universal Credit by the
online portal, then you will need to contact the DWP by phoning the helpline on

0800 328 5644.

For support doing this contact our Money Advice team by calling 0300 555 0600 or
emailing moneyadviceteam@onward.co.uk.
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| claim Housing Benefit. Do | need to do anything?

If your Housing Benefit is paid directly to you, then you will need to inform Housing Benefit
of your rent before 1st April 2025 to make sure you receive the correct payments. To do
this you will need to contact your Local Authority and ask to speak to the Housing Benefit
department. If your Housing Benefit is paid directly to Onward, you do not need to take
any action. Onward will inform Housing Benefit of your new rent.

What do | do if | can’t afford the increase?

If you think you will struggle to pay your rent, please let us know as soon as you can. Our
Money Advice Team is here to help. If you are in receipt of Universal Credit allowance or
Housing Benefit and this isn’t enough to cover the additional rent increase, we can advise
on the options that are available. You can get in touch with a member of the team by
calling 0300 555 0600 or by emailing Homeownership-CustomerAccounts@onward.co.uk

Do | have to change my Direct Debit mandate or Standing Order?

Your Direct Debit will be adjusted automatically by our Customer Accounts Team - you
don’t have to do anything. We may increase your Direct Debit by an additional amount on
top of your usual payments if you are not paying fully in advance.

However, if you make rent payments by Standing Order you will need to contact your bank
to amend the amount before 1st April 2025.

How is the money from rents spent?

Income from rents means that we can continue to manage and improve our customers’
homes and invest back into our neighbourhoods. In the last twelve months, for every £100
of rental income we have spent:

Maintaining, repairing and investing in
customers’ homes

Investing in new homes and communities

Managing and delivering
our services

Interest and fees for loans

Set aside for future spend i.e, improvements
to homes or new developments
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If you need any help understanding this document, please give us a call on
0300 555 0600, send us a message on WhatsApp to 07793 795882,
or send an email to customerservices@onward.co.uk.

Jesli potrzebujesz pomocy w zrozumieniu tego dokumentu, zadzwon do nas na numer 0300
555 0600, wyslij nam wiadomos¢ na WhatsApp na numer 07793 795882 lub wyslij e-mail
na adres customerservices@onward.co.uk.
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Si vous avez besoin d'aide pour comprendre ce document, appelez-nous au 0300 555
0600, envoyez-nous un message sur WhatsApp au 07793 795882, ou envoyez un e-mail a
customerservices@onward.co.uk.
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Se necessitar de ajuda para compreender este documento, contacte-nos para o nimero
0300 555 0600, envie-nos uma mensagem para o WhatsApp para o numero 07793 795882
ou envie um email para customerservices@onward.co.uk.




