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Purpose:

To seek the Board’s approval to waive the requirements within Contract Procedure 
Rules for the procurement of Mobeysoft’s Rentsense, as there is no other third-party 
supplier able to provide a comparable specialist software product designed specifically 
for Registered Social Landlords to improve income collection, and help reduce tenant 
arrears.

Recommendation:

That the Board approves the procurement of Rentsense for an initial 12 month 
contract with the option to extend.

 

1.0 Background

1.1 A fit for purpose arrears monitoring system is fundamental to reducing rent 
arrears, increasing collection rates, and creating capacity to support our 
most complex and vulnerable tenants, sustaining tenancies, and preventing 
homelessness.

1.2 The Council has had a good track record of income management but, in 
common with other social landlords, has come under increasing pressure 
following welfare reforms, the introduction of Universal Credit (UC), and 
more recently, the Covid-19 pandemic, resulting in increased levels of tenant 
arrears. 

Studies show the average level of rent arrears of UC claimants across all 
housing providers has risen by 45%.

1.3 The roll-out of UC has been a particular challenge with a number of factors 
having a negative impact on rental income collection, including; the first 7 
days of a claim not being eligible for payment (this has now ceased following 
UC reforms), significant delays in processing payments, and the push for the 
housing element of UC to be paid direct to all claimants, except in 
exceptional cases. 
 

1.4 Tenant arrears have been slowly rising over the past three years and 
currently stand at £501,068, with tenants claiming UC contributing to 
approximately 65% of the total. 



The arrears as at December 2020 are summarised in the graph below:
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It is projected the Council is currently 42% through the roll-out of full-UC, and 
a further 650 tenants are still to transition across to the full service. 

1.5 The Housing Service currently manages tenancies and historical arrears 
accounts using a combination of two systems. The Capita Open Housing 
system records details of all tenancies and tenants, while rent monitors in 
the form of Excel-based spreadsheets are used to identify tenants who are 
falling into arrears and may need assistance to maintain payments. 

1.6 Both these systems have limitations and the rent monitors were introduced 
as a means to try to overcome the short comings of the Open Housing 
income management system. 

Neither of the current, separate systems can identify and prioritise accurate 
caseload for officers at an early stage, resulting in officer time being wasted 
unnecessarily, as well a lack of early and consistent intervention with tenants 
that accrue arrears. 

1.7 Approval is sought to make a direct award to Mobeysoft as, having looked 
at products in the market place and available frameworks, the Housing 
Service has not been able to identify any other comparable third party 
suppliers of a specialist software product designed specifically for 
Registered Social Landlords to improve income collection, and help reduce 
tenant arrears.

1.8 This is supported by West Dunbartonshire Council, who issued a Future 
Contract Opportunity requesting suppliers to respond to specifically 
developed questions to test the markets capability to meet these specific 
requirements. The Future Contract Opportunity was issued to 3,515 
suppliers, and from the 3,515 suppliers alerted to the opportunity, only 8 
noted an interest. This resulted in one response being received which was 
from Mobeysoft.

1.9 The introduction of Rentsense will add efficiencies into the current debt 
recovery process and reduce caseloads, meaning officers will be able to 
complete arrears caseloads each week, contact the right tenants at the right 



time, address those accounts in arrears and reduce debt owed to the 
Council.

2.0 Report

2.1 Rentsense is a unique, comprehensive social housing income management 
software application provided by Mobeysoft to help landlords protect and 
maximise income, and mitigate the impact of welfare reforms and embed 
efficiencies.

Rentsense achieves this by using a series of complex algorithms which 
analyse tenants’ transactional history, coupled with a predictive analytical 
application that predicts which tenants will and will not pay their rent. 

Rentsense is a cloud-based solution offering maximum flexibility and 
minimum constraints, can be accessed from anywhere and promotes the 
benefits of agile working. 

2.2 Mobeysoft has a proven track record with more than 160 Rentsense clients, 
all social landlords, analysing rent payment patterns for more than 1.6 million 
social housing tenants (approximately 29% of all social housing tenancies) 
resulting in £7billion of transactions per year. 

Some examples of their client base are: Bristol City Council; Enfield Council, 
New Forest District Council, Hammersmith & Fulham Council, Sandwell 
Council and more recently, Portsmouth City Council.

2.3 In May 2020, Mobeysoft analysed the Council’s arrears processes and 
systems and identified a number of inefficiencies prevalent as a result of the 
existing systems, the key findings being:

 Inaccurate caseload, resulting in operational inefficiencies. 

 Approximately 43% of specified recommendations do not require action 
but are reviewed by officers, resulting in wasted time and effort. This 
makes it challenging for the team to achieve the objectives around 
delivering ‘quality over quantity’.

 The systems cannot effectively monitor arrangements and UC payment 
cycles, resulting in further officer time wasted on unnecessary checks.

 Cases manually reviewed using spreadsheets.

 The systems do not facilitate a preventative focus based on historical 
trends or future risk.

 It is estimated that there are cases missing from the current increasing 
and static arrears reports that require immediate action. The ‘missing’ 
cases can only be identified by officers regularly auditing all of their 



cases, but due to sheer volume of work, it is unfeasible for officers to 
review their entire patch.

 Reporting functionality does not enable managers to monitor trends in 
real time.

2.4 With the continued rise in new UC claimants and transition of Housing 
Benefit legacy claimants to UC, there is a real need to manage rental income 
collection as effectively as possible to mitigate the risk to the Housing 
Revenue Account. 

The roll-out of UC has had a significant impact on all Registered Providers, 
and the situation has been further impacted by the Covid-19 pandemic. 

2.5 Initial statistics from the analysis undertaken by Mobeysoft in May showed 
that 76% of UC tenants were in arrears compared to 17% of non-UC tenants 
(this included those in receipt of Housing Benefit), with an average UC 
arrears of £598.63. 

2.6 It is projected the Council is currently 42% through the roll-out of full-UC, and 
a further 650 tenants are still to transition across to the full service. 

At the current rate of arrears averages, UC arrears are likely to rise by more 
than £125,000 over the next 18 months unless mitigating action is taken. 

2.7 The Council employs 10 full time, generic Neighbourhood Housing Officers 
with a typical patch size of approximately 320 properties, compared to the 
national average of around 180 cases. 

Studies show that UC tenants need 3 times more contact than other tenants, 
and the average level of rent arrears of UC claimants has risen by 45%. 

Based on current and predicted workload, the Council needs to employ a 
total of 12.4 FTE members of staff in order to make a significant impact on 
performance without the investment of the Rentsense solution.

3.0 Financial

3.1 Further to the discovery sessions in May, Mobysoft has projected the 
following return on investment in the first year: 

 Officer capacity gains – elimination of waste work: 2.4 FTE

o Producing a sustainable caseload for officers, freeing up 
capacity to support the most vulnerable action low level 
arrears and support a more robust approach to dealing with 
higher risk cases.

 First year projected arrears reductions of £54,349



 11.5% reduction in the volume of tenants in arrears

o Equivalent to 93 tenants out of debt

Mobysoft has corroborated this against benchmarked data from across 
over 160 other social landlords,  and analysis of the impact of Rentsense 
on users undertaken by an independent data science company, 
QuantSpark

3.2 Pricing is calculated on a ‘price per property per annum’ basis and the first-
year licence fee for the RentSense Lite and Performance Reporting modules 
is £41,202 +VAT (as at May 2020). 

If the Council were to continue with the service beyond the first year, the cost 
would reduce to £33,772 +VAT per annum. The projected arrears reductions 
and officer capacity gains cover the cost of the initial 12 month contract.

3.3 RentSense is provided as a fully managed and hosted service. The licence 
fees include full remote implementation (inclusive of testing, training and 
configuration), ongoing service management in the form of an allocated 
Client Success Manager, regular diagnostic reviews, bi-annual Account 
Director reviews, online focus sessions, online training tools, best practice 
events & full ongoing IT support.

3.4 The cost of the contract can be met from within existing budgets in the 
Housing Revenue Account.

4.0 Risk assessment

4.1 There is a real risk to service delivery and rental income collection unless 
action is taken to address the unmanageable caseloads and inefficiencies 
in the current systems.

Failure to have a robust arrears management system which is able to 
predict and recommend targeted debt recovery actions will result in 
increased rent arrears.

4.2 Having looked at products in the market place and available frameworks, 
the Housing Service has not been able to identify any comparable software 
solution in the market place that offers payment profiling and predictive 
analysis technology. 

4.3 The Housing Service will monitor and evaluate the effectiveness of 
Rentsense on an ongoing basis, with Mobeysoft providing on-site support 
and management reports to support this. 

The Neighbourhood Managers will monitor the quality of work carried out 
by individual Housing Officers to ensure the information from Rentsense is 



used effectively, work which will make a real difference to GBC’s social 
tenants.

4.4 The Housing Service will continue to undertake market research in the 
industry for this type of service, as UC becomes the norm. 

5.0 Conclusion

5.1 The current debt recovery process is inefficient; officers have unmanageable 
caseloads which prevents them from providing early intervention and 
support to those tenants at greatest risk of falling into arrears.

It is expected that UC arrears will rise by more than £125,000 by 2022 which 
will add extra work to already unsustainable caseloads. This is without the 
additional pressures being brought about due to the coronavirus and the 
impact it is having on landlords at a local and national level.

5.2 Rentsense is a unique social housing income management software 
application that integrates with existing Housing Management software to 
help landlords protect and maximise income, and mitigate the impact of 
welfare reforms. 

5.3 There are no other comparable solutions in the market place that are proven 
in terms of accuracy or consistently reducing arrears, which are key criteria 
for all social landlords, meaning a competitive tender process is not an 
option. 

Rentsense has over 160 social housing clients, the majority procured via a 
waiver process.

5.4 Other organisations that have introduced this product have reported easier 
case management and an improvement in collection rates.

In order for the Council to improve performance and collection rates, either 
the size of the team needs to be increased at a cost of £85,835 per annum, 
or invest in the Rentsense product for an initial 12 months at a cost of 
£41,202 +VAT (as at May 2020), with an option to extend. 

Financial Services comments: Contained within the report 
Legal Services comments: Contained within the report
Equality and Diversity: The service is inclusive for all GBC social 

housing tenants and is an operational 
enhancement to existing housing management 
processes. There is no impact on groups with 
protected characteristics.

Climate Change implications: None
Corporate Plan: Rentsense will enable the Council to deliver 

effective services; provide value for money, 



continually review and improve processes, and 
take a customer focussed approach to 
proactively managing rental income.

Proactively managing rental income will 
empower our residents to sustain their 
tenancies, providing support at an early stage 
when needed, and help improve overall well-
being 

Background Papers: None
Appendices: None
Report Author/Lead Officer: Julie Smith


