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Foreword 
 
Bield make it possible for more people to live their 
best lives, at home, surrounded by a supportive 
community.   
  
We aim to provide a good quality factoring service 
with well-maintained shared spaces, clear 
information about charges and a fair approach to 
managing owners’ accounts. 
 
When arrears arise, we will seek to understand 
the circumstances and work with owners to find a 
reasonable way forward.  
 
Early contact, clear communication and 
appropriate support can help prevent debt from 
increasing.  
 
We also have a responsibility to recover charges 
so that the services our customers rely on can be 
sustained. 
 
 
Our policies are built upon a strong foundation of 
core values, which define who we are and how 
we operate.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
These values are at the heart of everything we 
do:   
  

Honesty  We are transparent about 
charges, payment expectations 
and the steps we take to 
recover outstanding amounts.
   

  
Equality and Diversity We respect 

individual circumstances and 
make our services accessible to 
everyone.  

  
Ambition We continually improve our 

services and support the long-
term wellbeing of our 
communities.  

  
Dignity We treat every customer with 

respect and handle financial 
difficulties sensitively and 
privately.     

  
Integrity We act fairly and consistently, 

ensuring that charges and 
recovery decisions are properly 
justified.   

  
Caring  We listen to customers and help 

them access appropriate 
support when they need it.  

  
Kindness We approach difficult 

conversations with patience, 
understanding and 
compassion.  

 
Through this policy, we set out a clear and 
proportionate approach to recovering factoring 
debt, balancing support for individual owners and 
our responsibility to maintain services for the 
wider development.  
 
Barry Allan,  
Director of Finance 
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1. Why this policy matters 
1.1. Well-maintained buildings and shared spaces help people feel secure in their homes and 

confident about their community. Reliable payment for factoring services makes that 
maintenance possible. 
 

1.2. Bield’s responsibility is to manage services carefully, explain charges clearly and collect the 
amounts properly due. Owner’s responsibility is to pay their share and contact us when they 
need clarification or help.  
 

1.3. When payments are missed, our aim is to resolve the position early. We will listen to the 
circumstances, explain the options and take proportionate action where an outstanding balance 
remains unresolved. 

 
1.4. This policy explains what owners can expect from Bield and steps we will follow.  

2. Scope and authority 

2.1. This policy applies to unpaid charges arising from Bield’s property factoring services, including 
outstanding final accounts. 
 

2.2. Charges may include management fees, common repairs and maintenance, insurance and 
other services covered by the relevant arrangements. 

 
2.3. Liability will be established from the title deeds, applicable legislation, valid decisions or 

agreements and Bield’s Written Statement of Service. This policy does not itself create a right 
to charge an owner 

 
2.4. Rent or occupancy payments arising from a separate landlord or shared ownership are outside 

its scope. 
 

2.5. Bield will apply this policy alongside the relevant Written Statement of Services, Owners 
Handbook, complaints procedure and scheme of delegation. 

3. Legal and regulatory framework 
3.1. Bield will comply with the Property Factors (Scotland) Act 2011 and the applicable Property 

Factors Code of Conduct. 
 

3.2. Other relevant requirements include: 

• The Title Conditions (Scotland) Act 2003 and the Tenements (Scotland) Act 2004 

• The Equality Act 2010 

• Applicable consumer protection legislation, including the Consumer Rights Act 2015 

• UK data protection legislation 

• The Prescription and Limitation (Scotland) Act 1973, as amended 

• Applicable Scottish debt recovery, insolvency and Debt Arrangement Scheme 
requirements 

• Relevant court rules and orders. 
 

3.3. The application of these requirements will depend on the circumstances of the account. Bield 
will obtain legal advice where liability, recoverability or the appropriate action is uncertain. 

4. Policy principles 
4.1. Bield will manage factoring arrears fairly, consistently and reasonably. 
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4.2. Owners should be able to understand the charges applied to their accounts, the bases of their 
liability and the options available when payment becomes difficult. 

 
4.3. Bield will: 

• maintain accurate accounts and investigate payment allocation errors 

• explain charges and provide relevant supporting information 

• communicate respectfully and avoid intimidating or misleading language 

• consider individual circumstances before escalating recovery 

• make reasonable adjustments and provide accessible information 

• record decisions, reasons and approvals 

• take reasonable steps to resolve matters before legal action. 
 

4.4. Consistency will mean applying the same principles while allowing justified adjustments to 
individual circumstances. 
 

5. Supporting owners experiencing difficulties 
5.1. Early engagement can prevent a missed payment becoming a larger debt. Bield will encourage 

owners to raise difficulties promptly and provide a clear route to discuss support and repayment 
options. 
 

5.2. Where an owner experiences difficulty paying, Bield will consider a reasonable repayment 
arrangement that takes account of their financial circumstances, the outstanding balance and 
ongoing charges. Arrangements should support repayment without creating commitments for 
owner cannot realistically maintain.  

 
5.3. Agreed arrangements will be confirmed in writing, including payment amounts, dates, review 

arrangements and how ongoing charges will be addressed. Bield will not escalate recovery while 
an agreed arrangement is maintained. 

 
5.4. Where a payment is missed, staff will make reasonable efforts to establish the circumstances 

and consider whether the arrangement should be reviewed before further recovery action is 
taken. 

 
5.5. Bield will signpost owners to free, impartial debt advice from appropriate not-for-profit 

organisations. Referral to Bield’s Income Advice service will be considered where the owner 
falls within the service’s remit. 

 
5.6. Staff will take account of circumstances affecting an owner’s ability to pay or engage, including 

disability, illness, and bereavement. Reasonable adjustments and any changes to the recover 
approach will be recorded. 

 
5.7. Where an owner has died, Bield will establish the appropriate estate representative and the 

basis of liability before progressing recovery.  

6. Charges and payment arrangements 
6.1. Routine charges will follow the monthly arrangements set out in the applicable Written Statement 

of services. Direct Debit is the payment method identified in Bield’s published statement. 
 
6.2. Bield will provide clear information about payment amounts, due dates, and account references. 

Alternative payment arrangements will be considered where required, using approved payment 
methods. 
 

6.3. Bield will provide an annual detailed financial statement explaining charges and the services or 
works covered. 
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6.4. Where works require a separate charge or advance contribution, Bield will explain the authority 

for collection, the owner’s apportioned share and the payment deadline. 
 

6.5. Following a change of ownership or termination of the factoring arrangement, Bield will provide 
the required financial information within three months of the relevant notification or termination, 
unless there is a good reason for delay. Any delay will be explained. 
 

6.6. Refunds and adjustments will follow the applicable governing arrangements and legal 
requirements.   

7. Staged debt recovery 
7.1. Bield will follow a staged recover process. Each written communication will identify the 

outstanding amount, the action required, the response period and the possible next step. 
 

7.2. Before escalation, staff will check account accuracy, receipts, repayment arrangements, 
disputes and relevant individual circumstances.  

 
7.3. All periods below are calendar days.  
 

First reminder 
7.4. Where payment remains outstanding 21 days after its stated due date, and no satisfactory 

arrangement exists, Bield will issue a first reminder. 
 

7.5. The reminder will allow 14 days for payment or contact to discuss an arrangement. Earlier 
supportive contact may be made to identify and resolve payment difficulties. 

Final reminder 
7.6. If the account remains unresolved after the first reminder period, Bield will issue a final 

reminder allowing a further 7 days.  
 

7.7. The proposed late payment fee is £10 plus VAT, where applicable, for accounts with an 
outstanding balance exceeding £15. 

 
7.8. The fee will be identified in the final reminder and separately recorded on the account 

statement. Charges must be reasonable and proportionate. Any waiver will be authorised and 
recorded.  

Solicitor letter 
7.9. Following expiry of the final reminder period, Bield may refer an unresolved account to its 

solicitor where: 

• the outstanding balance is £50 or more 

• the balance is below £50 and two or more payments remain outstanding. 
 

7.10. Referral will require an individual case review and the appropriate approval. 
 

7.11. The solicitor’s letter will allow at least 7 days for payment or agreement of a repayment 
arrangement and explain that court proceedings may follow. Additional time will be allowed 
where reasonably required. 

Further review 
7.12. Expiry of the solicitor’s letter will trigger a review of the account. Proceedings will not 

commence automatically. 
 

7.13. Any departure from normal recovery process must be justified, authorised, and recorded. 
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8. Disputed charges 
8.1. Bield will provide a clear route for owners to query or dispute charges. 

 
8.2. Staff will record the amount disputed and the reasons given, investigate the basis of the charge 

and provide a written outcome. Relevant supporting information will be made available where 
appropriate. 

 
8.3. Escalation and additional late payment fees relating to the disputed amount will pause while 

Bield investigates the billing dispute. Following the written outcome, a reasonable opportunity 
to respond will be provided before recovery resumes. 

 
8.4. Undisputed amounts will remain payable. 

 
8.5. Where Bield receives written notification that the First-tier Tribunal is considering an accepted 

application concerning disputed debt, Bield will stop applying interest or late payment charges 
and pursuing separate legal action on that account. This restriction will remain until written 
notification of the final decision of the First-tier Tribunal, or where an appeal is raised, the 
Upper Tribunal. 

 
8.6. Disputed and undisputed amounts will be clearly distinguished in the account record.  

9. Complaints and independent review 
9.1. Complaints about factoring services or the handling of an account will be managed through 

Bield’s complaints procedure. 
 

9.2. The procedure will identify the stages, maximum response times and arrangements for 
complaints involving contractors or other parties delivering services on Bield’s behalf. 
 

9.3. During the factoring complaint process, the complaint must be confirmed in writing. Bield will 
provide assistance where required. 

 
9.4. The final decision will be communicated in writing. Where appropriate, the response will explain 

how an owner may apply to the First-tier Tribunal for Scotland Housing and Property Chamber. 
 

9.5. A complaint will not itself cancel a valid charge. Recovery action must nevertheless respect 
the dispute provisions in this policy and any applicable legal restriction. 

 
9.6. Complaint correspondence will be retained for at least three years from receipt of the first 

complaint and longer where another applicable requirement justifies retention. 

10. Court action 
10.1. Bield may consider court proceedings where: 

• the outstanding balance exceeds £500 or 

• there has been no engagement or payment for more than one year and legal action is 
considered the only remaining reasonable option. 
 

 
 

10.2. Before instructing proceedings, Bield will review: 

• the liable party and evidence supporting the charges 

• the accuracy and age of the outstanding balance 

• previous contact and reasonable attempts to resolve the matter 

• repayment proposals and support offered 

• disputes or complaints affecting the debt 

• relevant individual circumstances 
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• likely recovery, costs and proportionality 

• any legal restrictions on proceedings or enforcement. 
 
10.3. Bield’s solicitor will advise on prescription and any applicable moratorium, Debt Arrangement 

Scheme protection, insolvency arrangement or other restrictions. Bield will not pursue an 
obligation extinguished by prescription. 
 

10.4. Legal action will required approval under Bield’s scheme of delegation. The decision and 
reasons will be recorded.  

 
10.5. Owners will receive notice of intended proceedings and a reasonable opportunity to resolve 

the matter. 

11. Court proceedings and recovering costs 
11.1. Bield’s solicitors will determine the appropriate court and procedure, prepare the case and 

manage court deadlines. 
 

11.2. Simple Procedure generally applies to money claims of £5,000 or less. Other claims will follow 
the appropriate procedure advised by the solicitor. 

 
11.3. Bield will provide relevant statements, invoices, governing documents, correspondence and 

evidence of liability. 
 

11.4. Settlement and reasonable payment proposals will continue to be considered during 
proceedings, taking legal advice where required. 

 
11.5. Expenses awarded by the court will be recorded separately on the factoring account. Other 

legal or recovery costs will be charged only where lawfully recoverable. 
 

11.6. Bield will not assume that every cost incurred in pursuing an account can be passed to the 
owner. 

12. Enforcement 
12.1. Enforcement will require a separate authorised decision and legal advice. 

 
12.2. Bield will consider the likely effectiveness, cost and impact of the proposed action. Applicable 

waiting periods, appeals, recall applications, payment orders and statutory debt protections 
must be respected. 

 
12.3. The solicitor will confirm when enforcement may proceed and the requirements for any change 

for payment. 
 

12.4. Depending on the circumstances, available measures may include arrestment of earnings, 
bank funds or rental income, and inhibition affecting dealings with heritable property. 

 
12.5. Sequestration will be considered only exceptionally, following specific approval and advice on 

current statutory conditions. 
 

12.6. Correspondence will explain potential consequences accurately and avoid presenting 
discretionary action as inevitable. 

13. Notices of potential liability for costs  
13.1. Bield may consider instructing its solicitor to register a Notice of Potential Liability for Costs 

where qualifying unpaid costs exceed £250. 
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13.2. The solicitor will establish whether a notice is legally appropriate, the costs may cover the 

required registration timing and any recoverable costs.  
 
13.3. A notice may create liability for an incoming owner where statutory conditions are met. It does 

not automatically transfer the entire factoring balance or release the outgoing owner from 
liability. 

 
13.4. Bield will explain the proposed action and any costs that may lawfully be charged. 

 
13.5. Notice expiry dates will be monitored. Renewal will require review, legal advice and 

authorisation. Where the relevant liability has been discharged, Bield will take appropriate 
steps towards discharge of the notice. 

14. Implications for other owners 
14.1. An unpaid account will not automatically be redistributed to other owners. 

 
14.2. Any proposed allocation must have a valid basis in the governing arrangements and be 

supported by legal advice. 
 

14.3. Where joint liability is established, redistribution may be considered only after the first reminder, 
final reminder and solicitor letter stages have been completed and he further review 
undertaken. 

 
14.4. That review must evidence reasonable recovery efforts and explain whether further 

proceedings are appropriate. 
 

14.5. Any allocation will require approval under Bield’s scheme of delegation. Before a charge is 
applied, affected owners will receive written information explaining its basis, amount, timing 
and implications for services. 

 
14.6. Supporting evidence will be available on request, subject to data protection requirements. 

 
14.7. Bield will also provide, on request, an explanation of how non-payment may affect service 

delivery and charges. 

15. Confidentiality and records 
15.1. Account discussions will take place privately. Information will not be disclosed to household or 

family members solely because of their relationship to the owner. 
 

15.2. Staff will verify consent or other lawful authority when dealing with representatives. 
 

15.3. Information shared for recovery purposes must have a documented lawful basis and be limited 
to what is necessary. Personal information concerning health or other sensitive circumstances 
will be handled in accordance with the applicable additional protections. 

 
15.4. Records will include payments, contact, arrangements, support offered, disputes, recovery 

decisions and authorisations. 
 

15.5. Retention will follow Bield’s retention schedule and applicable legal requirements. 

16. Implementation and responsibilities  
16.1. Owner services will coordinate contact with owners, repayment discussions and case reviews. 
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16.2. Finance will maintain accurate financial records, reconcile payments and support arrears 
reporting.  

 
16.3. Relevant property staff will provide evidence about works, authorisation and the allocation of 

costs. 
 

17. Measuring and review  
17.1. Finance and Owner Services will monitor: 

 

• outstanding debt by value and age 

• repayment arrangements and their sustainability 

• disputed balances and recovery pauses 

• legal referrals and outcomes 

• recovery costs, fee waivers and write-offs 

• compliance with required stages and approvals 
 
17.2. Monitoring will assess the effectiveness of recovery and identify avoidable barriers to 

engagement or repayment. 
 

17.3. The policy will be reviewed in accordance with Bield’s policy review arrangements, or earlier 
where legislation, regulatory requirements or operational learning require change. 



 

 
 

 
 

Speaking your language - we are happy to translate our 
policies on request. 
 

 .يمكن ترجمة سياساتنا عند الطلب
 إذا كنت بحاجة إلى مساعدة ، فيمكننا توفير مترجم

 
Nasze zasady mogą być przetłumaczone na żądanie. 
Jeśli potrzebujesz pomocy, możemy zapewnić tłumacza 

 

我们的政策可以应要求翻译。 

如果您需要帮助，我们可以提供翻译 

 

ہے۔  جاسکتا کیا ترجمہ  پر  درخواست کا پالیسی ہماری  

فراہم ترجمان ایک ہم  تو ہو  ضرورت کی  مدد  کو آپ  اگر  
ہیں  کرسکتے  


