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1. Introduction

Where possible Ayrshire360 will collect income before or at the time the relevant sale or service is provided.  Where this is not possible Ayrshire360 are committed to ensuring the prompt and efficient collection of all income owed to us. The effective management of debt is crucial to our financial sustainability and allows us to maintain high-quality services for our customers. While we anticipate that most customers will fulfil their payment obligations promptly, this policy outlines the proactive, fair, and consistent measures that will be taken to recover outstanding debts. We aim to act reasonably, providing support to those in genuine financial difficulty while taking firm action against non-payment.

2. Values and Operational Standards

Our debt recovery process is guided by a framework of ethical values and operational standards designed to balance income maximisation with fair treatment of debtors. These practices emphasise transparency, empathy, and proportionality while complying with legal requirements. 

· Honesty and Trust: Cultivating an environment of trust, where we assume debtors want to pay, and debtors are truthful about their financial situation.

· Empathy and Sensitivity: Recognising individual circumstances, such as financial hardship to avoid unnecessary distress.   We will offer varied payment options and tailor solutions based on individual circumstances.

· Respect and Dignity: Treating all debtors with professional courtesy using plain, no threatening language.

· Fairness: Applying consistent, non-judgmental treatment to all parties, ensuring that policies are not discriminatory.  

3. Collecting Debts

Ayrshire360 will maintain precise records to ensure the validity of the debt.  All non-payment will be pursued by the issuing of prompt, structured follow up reminder notices as outlined below.

a) 16 days from due date of invoice – first reminder notice issued
b) 32 days from due date of invoice – final reminder notice issued
c) 60 days from due date of invoice – court proceedings letter issued
d) 67 days from due date of invoice – passed to East Ayrshire Council Legal Services for further action

Where a service is being provided this will cease at the point when East Ayrshire Council Legal Services look to recover the debt and the debtor will be informed of this in writing, the service will be reinstated when the debt is cleared, or a repayment plan has been agreed. 



4. Writing-Off Debts

Ayrshire360 will remain committed to recovering debt however where every effort has been made to collect the debt and legal action is considered impractical or has been unsuccessful, individual bad, irrecoverable, debt may be written off.

Debt identified for write-off will be referred to Finance & Business Development Meeting for review and where appropriate, authorisation will be given by the Chief Officer, or nominated Director, for debt to be written off.

The type of debt considered to be written off will include:

· Customer deceased
· Customer moved with no forwarding address
· Debt has poor recovery prospects
· Debt is uneconomical to pursue – less than £200
· Customer has been sequestrated
· Debt has passed the prescribed period and can no longer legally be pursued – 5 years from date the debt became due
· If the former customers circumstances change, and it is legal to do so, the debt will be re-instated.

5. Responsibilities and Accountabilities:

The Chief Officer, or nominated Director, is responsible for:
· Approving the write-off of such bad debts.
· Reporting debt write off to the Board annually.

Each Strategic Lead is responsible for:
· Reviewing outstanding debts within their service, verifying that all recovery methods have been exhausted, and recommending debts for write-off

The Strategic Lead: Financial Management is responsible for:
· Maintaining accurate records of debtors, issuing reminders, performing debtor tracing, and processing approved write-offs in the accounting system
· Monitoring and reviewing the Debt Recovery and Bad Debt policy to identify, analyse, and manage uncollectible accounts to maintain healthy cash flow and financial stability
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