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Rents Online user guide 
 

Council tenants and households on the housing register can access Rents Online via Housing Online. You can 
find instructions on how to register for Housing Online by visiting the Housing Online user guides section on the 
website. 
 

Purpose of this guide 

This guide is intended to provide a step-by-step guide on how to use Rents Online, where you can manage your 
rent account(s) from any internet connected device. This includes looking up your account balance, making a 
payment, setting up a direct debit, requesting a rent refund, making an arrangement to repay arrears and 
requesting welfare benefits advice. 
 
  
  

https://www.lbhf.gov.uk/housing/housing-online/housing-online-user-guides
https://www.lbhf.gov.uk/housing/housing-online/housing-online-user-guides
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Viewing your account details  
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1. Log in to Housing Online and 
click on the Rents Online tile. 
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2. On the Rents Online page, you 
can view the following: 
 
- Address 
- Payment reference 
- Account status 
- Housing benefit etc 
 
 
 
3. To view your account details, 
click on the Actions button and 
select Account details from the 
drop-down menu.  
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4. The Account details page is 
now displayed. 
 
On this page, you can see a 
breakdown of your account and 
service charges. 
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Viewing your rent statement and downloading PDF  



 
 

8 
 

1.  Click on the Rents Online 
tile.  
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2. To view your rent account, click 
on the Actions button and select 
View statement from the drop-
down menu. 
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3. Your rent account statement is 
now displayed. 
  
 
4. Click into the Download PDF 
box, this will change colour from 
red to yellow. 
 
5. Click into the Open File 
hyperlink on the top right-hand 
side of the screen to download the 
statement 
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6. A PDF statement will be 
generated. 
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Viewing your payment schedule 
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1. Click on the Rents Online tile.  
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2. Click the Actions button and 
select Payment schedule from 
the drop-down menu. 
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4. The Payment schedule page is 
now displayed. 

 
You can access and view your 
future payments and previous 
payments on this page. 
 
To view either of these options, 
click on the corresponding tab.  
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Selecting the tab labelled Future 
payments will show upcoming 
payments.  
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Registering for a direct debit 
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1. Click on the Rents Online tile. 
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2. To view your account details, 
click on the Actions button and 
select the Register for direct 
debit from the drop-down menu.  
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3. The Direct debit agreement 
page is now displayed. Read 
through the introductory message. 
 
4. Click Continue 
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5. The New direct debit and 
bank account details page is 
now displayed.  
 
Complete the fields with your 
information. 
 
6. Click the Continue button 
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7. The direct debit summary 
details page is now displayed. 
 
Make sure all details you have 
entered are correct before 
clicking the Continue button. 
 
 
8. Click Continue.  
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9. The direct debit schedule 
page will now be displayed. Here 
you can see the scheduled 
payment date and amount. 
 
Your bank may require up to 14 
days' notice for your direct debit to 
be set up. If your preferred 
payment date falls within the next 
14 days, your direct debit will not 
be collected until the following 
month. 
 
Wording on monthly charge 
calculation  
 
If your payment falls on a bank 
holiday or weekend, the payment 
will be taken the next working day. 
 
10. Click the Submit button 
 
11. A notification will pop up to  
      confirm the direct debit.  
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Paying your rent through the Rents Online tile 
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You can make a rent payment in 
two different ways.  

 
Either through the Rents Online 
tile, or the Make a payment tile 
(see page 29). 
 
 
 
1. Click on the Rents Online tile 
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Make a note of your payment 
reference number; you’ll need this 
on the next page. 
 
2. Click Actions to bring up the 
drop-down menu. 
 
3. Select the Make a payment 

option. 
 
 

 



 
 

27 
 

4. The Secure online payments 
page is now displayed.  
 
5. Input your 8-digit payment 
reference.  
 
6. Click the Continue button 
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7. Enter Surname 
 
8. Add the Payment amount 
 
9. Click Continue 
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11. On this page, you can review 
your payment. 
 
You can edit the payment by 
clicking on Amend or cancel by 
clicking on Remove.  
 
12. Click Continue. 
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13. On the Online payments 
page, add your card details. You 
will need you card number, expiry 
date and security code. 
 
 
14. Click Continue to complete 
the payment. 
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Paying your rent through the ‘Making a payment’ tile 
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1. Click on the Make a payment 
tile. 
 
 
2. Follow steps 4-14 in ‘Paying 
your rent through the Rents online 
tile’ to complete your payment. 
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Requesting welfare & benefit support 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  



 
 

34 
 

 

1. Click on the Contact housing 
services tile. 
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2. The Contact us page is now 
displayed. 
 
Click on the Contact housing 
services button on the right-hand 
side of the screen. 
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3. Select Welfare Benefits 
Referral form from the drop-
down list. 
 
4. Click Next       
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The Contact details form is now 
displayed.  

 
4. Complete the fields with your 

information. 
  
5. Click the Submit contact 
button. 
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7.  Your contact will be displayed 
as logged. 
 
An officer from the Welfare 
Benefits team will call you to 
discuss your form.  
 
In some cases, the officer will ask 
you to upload documents or 
provide evidence to support your 
referral.  
 
You can click here for a step-by-
step guide on uploading 
documents. 
 
  

 

https://www.lbhf.gov.uk/sites/default/files/section_attachments/user_guides_-_tenancies_documents_contact_messages_v4.pdf
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Applying for a rent refund 
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1. Click on the Contact housing 
services tile.  
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2. Click on the Contact housing 
services button on the right-hand 
side of the screen. 
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3. Select Apply for a rent refund 
from the drop down list 
 
4. Click Next       
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5. The Contact details form is 
now displayed. Complete the 
fields with your information. 
 
6. Click the Submit contact    
button. 
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7.  Your contact will be displayed 
as logged. 
 
This request will go to the relevant 
team who will contact you. 
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Submitting a payment arrangement for rent arrears 
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1. Click on the Contact housing 
services tile.  
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2. The Contact us page is now 
displayed. 
 
Click on the Contact housing 
services button on the right-hand 
side of the screen. 
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3. Select Submit a payment 
arrangement for your rent 
arrears from the drop list. 
 
4. Click Next       
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5. The Contact details form is 
now displayed. Complete the 
fields with your information.  
 
6. Click the Submit contact 
button.  
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7.  Your contact will be displayed 
as logged. 
 
This request will go to the 
relevant team who will contact 
you. 

 

 


	Viewing your account details
	Viewing your rent statement and downloading PDF
	Viewing your payment schedule
	Registering for a direct debit
	Paying your rent through the Rents Online tile
	Paying your rent through the ‘Making a payment’ tile
	Requesting welfare & benefit support
	Applying for a rent refund
	Submitting a payment arrangement for rent arrears

