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Background

Founded in 1967 with 44,000 homes, Orbit Housing Association collects £220 million 
of rental income each year. Orbit were operating on an inflexible, in-house Direct 
Debit solution with real concerns around the solution resilience and how the existing 
solution might not be attractive or effective with their customers. 

In October 2019, the Any day Direct Debit (ADDD) project was initiated. Contract 
negotiations and scope followed along with onboarding of the new system. This 
was especially relevant with the fast-growing number of customers transitioning off 
of Housing Benefit (HB) to Universal Credit (UC), where customers move away from 
their rent and other payments being made by the local authority, instead receiving 
the monies direct to their bank account and essentially become ‘self-payers’. This 
represents a significant and ongoing risk of arrears growth and subsequent increase in 
write off risks. 

To reduce the risk, due to the large volume of customers migrating over, it was decided 
the service would go live in two stages. The first stage commenced on the 15th of June 
2020 and involved the setting up of all new Direct Debits using the allpay solution. 
The second stage began on the 27th of July 2020 and involved the migration of all 
existing Direct Debits to the allpay solution, meaning collections, amendments, and 
cancellations were all managed via the allpay solution.

The Primary Benefits of Anyday Direct Debits (ADDD)

ADDDs improve the customer experience and overall satisfaction through operating 
on a proven Direct Debit platform. This allows Orbit customers to make payments on 
the optimal date for them, mitigating the notable impact of customers moving onto 
UC, allowing Orbit to take collection of rent and other charges on the day that their 
UC payment is received. As a result, funds were present reducing the likelihood that 
tenants will fall into arrears and place their tenancy at risk.

Another way ADDDs improved the customer experience is through the provision of 
increased functionality available via ‘My Account’. By offering another channel for 
customers to calculate, set up their Direct Debit and review their account status.
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allpay were fully engaged as part of the business case preparation, 
both in reviewing the solution with the key operational resources 

and Business Analyst, as well as considering the commercials – both 
revenue and capital costs.

The use of ADDDs also de-risks collections and the associated 
reputational risks by implementing a more robust Direct Debit 
platform than their existing solution. With ADDDs, Orbit can 
ensure they have a service offering in line with other key providers, 
demonstrating their sensitivity to the financial pressures tenants 
face and providing flexible payment solutions to ease these as 
best they can. 

ADDDs also remove some of the service delivery pressures being 
faced by the IC&R team resulting from the 2019-20 service budget. 
By moving activities away from the function, it enabled the new 
organisation structure to underpin roles and responsibilities 
implemented in March 2019. 

This meant the team could focus on achievement of key 
performance targets and meet the growing demand on the 
service resulting from customers moving from HB to UC and 
becoming ‘self-payers’. 

How allpay met the challenge

Third party expert, allpay, were challenged to understand lessons 
learned from previous client implementations and provided 
support to identify additional rigour around planning and testing. 

In this instance, migrating the 15,000+ existing customer direct 
debits to the allpay platform was identified as a critical success 
factor and much time was spent on approach and testing of this 
until proven to be successful on a full-scale basis. 

The project management team at allpay whose deployments were 
critical to inform planning and subsequent data migration testing 
were able to adopt scaled testing, ultimately with a test sample 
that was proportionate to the full migration volume.

The result

The full solution went live on the 27 July 2020, after which all 
existing Direct Debits were collected by allpay and any new Direct 
Debits, cancellations or amendments were made on the allpay 
solution.

This enhancement offered benefits based around the reduction 
of workload to the Income Compliance team during rent review 
with their ability to bulk upload data to allpay for them to send out 
letters to customers advising of any changes to the collection.

Implementing an ADDD solution saw Orbit extend its contractual 
relationship with allpay, who were already managing collection of 
other payment methods on behalf of Orbit.
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