
SET EXPECTATIONS

Have your Rent Arrears policy clearly outlined 
at the start of the tenancy and have the 

tenants agree to the terms and conditions as 
if it were a contract. Ensure you outline the 

consequences and actions if they fail to agree 
to it. Offering tenants a budgeting tool at 

the start as well as a great customer service 
initiative. Stick to your expectations without 

exception. Check out our downloadable Rent 
Arrears Agreement on our resources page -
 https://thatpropertymum.com.au/resources. 

COMMUNICATION

This is probably the biggest key to managing 
the tenant’s rent. The best practice should be 

to pick up the phone and call tenants from 
day one in rent arrears. Be consistent with 
that and your rent arrears will reduce in no 
time. The reason calling is so important is 

that it is very easy to ignore an SMS or email, 
but not so easy when you are asked about 
the arrears in person. Your SMS and email 
automation will also be engaged, but this 

personal element is important, especially in 
determining why the tenant is in arrears in 
the first place. It also allows you to obtain 
a payment commitment from the tenant 
or enter into a payment plan promptly. 

Encourage your tenant to have open lines of 
communication from the onset, invite them to 

update you if their circumstances change.

SHOW COMPASSION

Life happens to all of us, so approach your 
tenant’s late payment with an open mind. 

Don’t assume all tenants are the same 
and have the same reasons for being in 

rent arrears. Sometimes people lose jobs, 
relationships breakdown, and health issues 

arise, so your job as the conduit between the 
tenant and the landlord is to determine the 
issue and work on a solution. Showing some 
compassion and empathy will go a long way 

to getting the rent paid again and keeping an 
otherwise good tenant who has fallen on hard 

times in the property.

OFFER SOLUTIONS

Can you enter into a payment plan, is there 
financial assistance the tenant might be 
entitled to? Does the tenant have family 

or friends that can assist them? Without a 
solution the rent arrears issue won’t go away, 
so get creative, and go above and beyond to 
ensure the rent gets paid. Most landlords will 
be reasonable if you are upfront and act in a 
timely manner to provide a solution. It’s when 

you are silent and quietly sit there hoping 
the rent arrears will just go away, is when 

they are likely to have issues and not be very 
forthcoming with assistance to your solution. 
A payment plan is also a good solution, just 
ensure you track it weekly and have three 

strikes you’re out policy if a tenant defaults on 
the payment plan.

DONT DELAY ACTION

A great tip I was taught, in situations where 
you are unable to get hold of the tenant 

or they are avoiding your calls, go back to 
the application form. Here you will be able 
to utilise some of their contacts like next 
of kin or references, to assist you to get a 
response from the tenant. Be careful how 
you address these conversations though. 

A welfare check is also warranted if you are 
heading to the breach issue day and you still 
haven’t received any contact from the tenant. 
Nothing will aggravate a landlord more than if 
no action has been taken to establish why the 
tenant has stopped paying rent. It should be 

a daily task.

 

 
 


