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A service charge is a payment made 
by a tenant or a homeowner towards 
the cost of services and repairs beyond 
those specifically for their house or flat. 
For example, if you live in a block of flats 
with a communal garden, the cost of 
maintaining that garden is covered by a 
service charge because it is available to all 
residents as a communal service and it is 
outside of their flats.

If you are a tenant, the service charge is in 
addition to the rent you pay.

An estate charge is a similar payment 
made by a resident for services to the 
estate in which their home is situated. For 
the purpose of this booklet and the service 
charge statement, the term ‘service charge’ 
will also include ‘estate charges’.

We refer to a group of properties that 
share the same services and repairs as a 
‘scheme’. Each scheme has its own unique 
number and name. You can find your own 
scheme name and number on your service 
charge statement.

Hyde does not make a profit from your 
service charge. Only the cost of providing 
services and repairs is included on your 
service charge statement. The types 
of charges are set out in your lease or 
tenancy agreement.

Firstly, we set an estimate for your scheme 
each financial year, because we do not know 
in advance the exact amount it will cost 
us to provide services and repairs. Hyde 
estimates the cost of the service charge 
for the coming financial year by looking at 
previous costs and changes to the service 
provided to residents. Also included are 
changes in the cost of contracts provided 
by the suppliers of services to Hyde and 
expected changes in VAT and inflation over 
the coming year.

An estimated service charge is prepared 
before the start of the financial year and 
sent to you each February. If you are a 
tenant, you will receive a rent statement 
at the same time. The amounts you 
pay during the year are based upon this 
estimated service charge.

At the end of the financial year we carry out 
a reconciliation of the amount residents 
have paid during the year and the cost 
of providing services and repairs to your 
scheme. This information is included within 
the service charge statement.

What is a service 
charge? 

How is a service charge 
calculated?
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What services are covered by a service charge?

Hyde is obliged to provide you with certain 
services and repairs and to charge you for 
the services that apply to your property. 
The service charge depends on what your 
agreement with us says and whether you 
are a tenant or homeowner.

Services covered by service charges will 
differ depending on your block, location and 
your agreement with us but may include 
items such as:
■ Caretaking and other staff costs
■ Cleaning communal areas, cleaning 

windows, rubbish removal, pest control 
and graffiti removal

■ Grounds maintenance and other 
gardening costs

■ Repairs and servicing to communal 
facilities such as door entry systems, 
television aerials and lighting

■ Providing and repairing lifts, including the 
cost of maintenance contracts and lift 
insurance

■ Providing fire fighting equipment, 
including repairing and testing emergency 
lighting and smoke alarms

■ Providing water, electricity and gas 
supplies to communal areas

■ Insurance for blocks of flats and houses 
(usually homeowners)

■ Legionella testing
■ Sewerage maintenance & servicing
■ Electrical maintenance, testing and 

inspections
■ Furnishings and white goods

On page 16 there is a glossary of some 
terms you may find on your service  
charge statement. 

There are two types of service charge:
Fixed or variable. Your tenancy agreement 
or lease may also set out whether you pay a 
fixed or variable service charge.

Variable 
Most Hyde residents are charged a variable 
service charge. At the beginning of the 
financial year (April to March) a service 
charge estimate is sent out to all residents 
who pay a service charge. Residents then 
make payments towards those charges 
during the year. 

At the end of the financial year residents 
are sent a service charge statement 
which shows the actual costs of providing 
services and repairs. The statement will 
show whether the scheme has underspent 
(surplus) or overspent (deficit).

Fixed 
Some Hyde residents pay a fixed service 
charge, which is based on the service 
charge estimate sent out at the beginning of 
the financial year. If the scheme is overspent 
by the end of the year, those residents will 
not be asked to pay any additional amounts. 
If the scheme is under spent, a refund will 
not be made.
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Am I a tenant or a homeowner?

Homeowners are residents, who wholly or 
partly own their own homes, under a lease. 
This can include leaseholders, freeholders 
and shared owners as well as residents who 
have bought under the Right to Buy, Right to 
Acquire and Shared Ownership schemes.

Tenants are residents, who rent their homes 
from Hyde under a tenancy agreement. 
Types of tenure include Secure and Assured 
tenancies, starter tenancies, Market Rent 
and Affordable Rent Tenures.
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Other charges

Provisions
Some large items, for example, door entry 
systems or lifts need to be replaced from 
time to time. To plan for this and to avoid 
charging you the costs all at once, we collect 
regular amounts as part of the service 
charge. These are known as provisions. 
 
If your service charge includes provisions, 
you will receive a separate provisions 
statement along with your service  
charge statement.

Management fees
A management fee is also included 
within the service charge to cover the 
administrative cost of managing the service. 
It is normally calculated at 15% of the total 
service charge amount. We do not charge a 
management fee for the cost of insurance, 
or for providing gas, water or electricity 
supplies to communal areas. 

Management companies
On some estates, some or all of the services 
and repairs are provided by a management 
company. The management company will 
have been appointed by the Freeholder 
to provide these services and Hyde may 
be liable to pay service charges to the 
management company. These costs are 
then passed on to Hyde residents as part 
of their service charge with Hyde. Hyde 
charges a 5% administration fee on the 
management company costs to cover 
Hyde’s administrative costs.

In accordance with your lease, the managing 
agent actual expenditure may consist of the 
below charges:
■ Service charges (estimate)
■ Year-end adjustments (actual)
■ Freeholder/ managing agent Ground Rent
■ Buildings Insurance

The management company sets up the 
service charge estimate. Hyde will carefully 
analyse the budget, and challenge where 
necessary but ultimately the charges 
levied can vary substantially between 
different management companies, as well 
as be somewhat different to what Hyde 
would charge if we were managing the 
development ourselves. As Hyde does not 
own the freehold or the management rights, 
we have limited control over the costs.

On your statement, these charges are 
paid for through ‘Management Company 
Cost’ and if you require further information 
such as the full breakdown, buildings 
insurance policy schedule, please contact 
the service charge team on 
customerservices@hyde-housing.co.uk. 
 
Homeowner Costs
You may be charged for costs such as 
Buildings Insurance or repairs in your 
service charge if you are a home owner. 
We do not charge these costs to tenants 
because we are already collecting for these 
services in the rent. 
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Understanding what we send you

The service charge statement explained
Once we have reconciled your service charge 
costs, you will receive a service charge 
statement showing the estimated and actual 
costs of the service charge for the financial 
year ending on the previous 31 March. If, 
for any reason, we are unable to do this by 
the end of September we will inform you 
in writing. This is known as a Section 20B 
Notice. If it is a requirement of your lease, an 
independent audit will be carried out. 

Where we have spent less on providing the 
services we have charged you, there will be 
a surplus on your service charge statement. 
This is also known as an under spend. 

Where we have spent more on providing the 
services we have charged you, there will be 
a deficit on your service charge statement. 
This is also known as an over spend. 

The following example will help you to 
understand the service charge statement.

The information in this part of the 
statement tells you the financial year 
the service charge relates to. It also 
provides details of the scheme name 
and unique information relating to 
you, the property, estate and scheme.

This details how the costs for 
services and repairs are shared out 
to properties on the scheme. In this 
example, the costs are shared out 
according to floor space. The total 
floor space for all the properties 
in the scheme is 100.04 square 
metres. The floor space of the 
resident’s property is 2.1 square 
metres. To calculate their share of 
the scheme costs for the year, the 
scheme costs are divided by 100.4 
then multiplied by 2.1. 

The same way of sharing out estate 
costs is used for services and repairs 
for the estate. There are 77 properties 
on the estate. The costs are shared 
out by dividing the total costs by 77.

These are the services and repairs 
provided to your scheme. The 
services on your statement may be 
different to the example shown.

Continued on page 13

1

2

3



Cleaning Costs  £14,626.65 £194.50 £16.21

Communal Electric Bills  £155.04 £2.06 £0.17

Communal Signs  £103.20 £1.37 £0.11

Communal Water Charges  £131.94 £1.75 £0.15

Controlled Door Entry  £1,403.44 £18.66 £1.56

Electrical Maintenance inc Bulbs & inspections  £0.00 £0.00 £0.00

Fire Safety, inc servicing and inspections  £10,740.09 £142.81 £11.90

Grounds Maintenance  £4,609.25 £61.29 £5.11

Lift maintenance and repairs  £9,865.47 £131.18 £10.93

Responsive Maintenance  £6,770.00 £90.02 £7.50

Provisions  £8,247.60 £109.67 £9.14

Legionella - Communal  £1,000.97 £13.31 £1.11
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Service Charge Actual from 1st April 2016 to 31st March 2017

Resident Name: Mr H Housing 
Payment Reference: 143XXXX  Property Reference: 344XXXXXXX
Estate Scheme No & Name: 3XXXXX Hyde Court Estate

Flat 1, Hyde Building, 23 Hyde Street, HY1 2DE

Your scheme share is based on: Percentage Your tenure type is: Homeowner
Tenure type of scheme is: Mixed Your payment frequency is: Monthly
Your scheme total value is: 100.02 Your estate total value is: 0
Of which your share is: 1.33 Of which your share is: 1.33

   Actual Cost Your Annual Your Monthly 
  2016/17 Cost Portion

Scheme Costs for all Residents 6 7 83

1

2
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Buildings Insurance  £4,455.78 £118.50 £9.88

Provisions  £17,715.00 £513.42 £42.79

Your Current Monthly Charge is £132.10  

(Surplus)/Deficit for the Scheme  £22,312.90  

Due for Payment   £4.80 

Management Fees on Hyde Services  £10,712.63 £191.44 £15.95

Costs incurred in year  £90,537.06 £1,590.00 £132.51

Total Costs  £90,537.06 £1,590.00 £132.51

Total income to the scheme  (£68,224.16) (£1,585.20) (£132.10)

Total Income  (£68,224.16) (£1,585.20) (£132.10)

Homeowner costs (These costs are apportioned on the total scheme apportionment value of 45.89)

Administration and Accounting Costs

Signed Service Charge Team 
 

Dated 16/08/2017 
 

4

5

9
10

Annual cost  
for the scheme

Annual cost for 
the individual

Monthly or 
weekly cost for 
the individual
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The services here are payable by 
homeowners only. If you are a tenant, 
these costs may be included within 
your rent and they will not appear on 
your statement.

These are the administration 
and accounting costs involved in 
providing services and repairs. 
On the majority of schemes the 
cost of providing heating, lighting 
and buildings insurance are not 
included in the calculation of 
management fees.

These are the actual costs of 
services and repairs to your estate 
or scheme. 

This is your share of annual costs of 
services provided to the scheme.

This is your share of the actual 
costs shown as a weekly or 
monthly amount.

This amount will tell you if there is 
a deficit or surplus for the financial 
year. If there is a surplus then the 
cost is less than what we have 
estimated for the year. If the actual 
costs have exceeded our estimates 
then this will be shown as a deficit. 
The example has a deficit. 

This amount is your deficit or surplus 
for the year. 

4

5

6

7

8

9

10

Understanding what we send you continued
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Read the tables below to find out what happens to a surplus or deficit if you are a homeowner 
or a tenant.

Surplus (Underspend)
If there is a surplus, then the cost is less than what we estimated in your budget at the 
start of the year.

Tenants Homeowners

The surplus will be included in the 
estimate for the next year. For example, 
if you have a £100 surplus shown on the 
2016/17 service charge statement, then 
this will be used to reduce the cost of the 
estimated service charges for 2018/19.

Firstly, the surplus will be used to clear or 
reduce any outstanding arrears you have 
on your account with Hyde. Any remaining 
surplus can then be:

■ kept as a credit on your account and used 
to reduce your payments during the year 

■ refunded to you

Refunds for amounts of less than £50 will 
not be made, but used to reduce the Service 
charges you pay during the year.

Deficit (Overspend)
If there is a deficit, then the cost is more than what we estimated in your budget at the 
start of the year.

Tenants Homeowners

The deficit will be included in the estimate 
for the next year. For example, if you have 
a £100 deficit shown on the 2016/17 
service charge statement, then it will be 
shown as an additional charge on your 
estimated service charges for 2018/19.

A request for payment will be sent to you for 
the deficit. This will be added to your account 
with us and will be due for payment by the 
date shown on the letter.

What happens to the surplus or deficit on the service 
charge statement?



Your service charge statement explained Page 15 

There are some service charges you can 
claim Housing Benefit for. These are known 
as eligible service charges. Service charges 
that you cannot claim Housing Benefit for 
are known as ineligible service charges.

Service charges for which you can claim 
Housing Benefit are if:
■ you have to pay them to occupy your home
■ the Council accepts that the service 

charge is not excessive, and
■ they are related to providing adequate 

accommodation

Examples of service charges that are eligible 
for Housing Benefit are:
■ Children’s play areas
■ Communal cleaning
■ Lifts
■ Communal gardens
■ Door entry phones
■ Wardens and caretakers

Service charges that are not eligible for 
Housing Benefit include charges for gas and 
electricity supplied directly to your home for 
personal use rather than communal areas. 
Tenants pay for these services as part of 
their rent but homeowners pay for them as 
part of the service charge.

Contact your local Housing Benefit office for 
more information about service charges that 
you can or cannot claim Housing Benefit for.

What service charges are covered by Housing 
Benefit?
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Term

Actual cost

Additional income to the 
scheme

Annual service charge 
statement

Asbestos

Audit Fees & Other 
Professional Fees 

Building Insurance

Caretaking & Other Staff 
costs

CCTV

Cleaning Costs 

Communal electric bills

Communal gas bills

Description

This is the actual cost incurred to provide services and 
repairs on the estate and scheme for the financial year. 

This may include receipts from residents for car parking, 
payphone, guest room, etc.

A document showing the actual cost of the services and 
repairs provided compared to the annual service charge 
estimate sent to residents in February of each year.

Survey and report looking at asbestos (or potential of 
asbestos) within the common parts of the building. Any 
treatment works that result from this would be recharged (if 
applicable) through Responsive Maintenance.

This covers the cost of an auditor carrying out an audit of 
your statement if required by your lease.

Only relates to homeowners to cover the cost of building 
insurance cover provided. Tenants pay for this as part of  
their rent.

This will cover the cost of employing caretaking staff and 
includes all salary costs, vehicle costs and the cost of 
employing temporary staff. 

Covers the costs of communal CCTV monitoring systems, 
servicing and repairs.

Depending on the services provided this may include window 
cleaning, internal and external cleaning to communal areas, 
bin hire, rubbish collection and the equipment and materials 
used to carry out the service.

Communal electricity charges such as internal and external 
lighting in your block.

Communal gas charges such as heating of communal areas. 

Glossary of terms you could find in your service 
charge statement
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Term

Communal Signs

Communal telephone costs

Communal water bills

Controlled Door Entry

Concierge Service 

Depreciation

Electrical Maintenance, 
testing and inspections

Estate Lighting

Estate Scheme Number and 
Name

Estimated Cost

Fire Safety

Furniture, furnishings, white 
goods and decoration

Description

Cost for signs such as “No Smoking” or “No Ball Games”.

The cost of providing pay phones in communal areas and  
lift telephones. 

Water charges for the supply of water to a communal area. 

All door entry costs for servicing and maintaining  
the equipment. 

The is the cost of providing staff at your scheme to carry 
out activities such as monitoring CCTV, alarms and 
access to the building. They may also have cleaning and 
inspection duties.

In some cases residents will pay for equipment that has 
already been replaced. To ensure that the cost does not 
have to be met all at once, the charges are spread across a 
number of years.

This will cover the cost of testing, inspecting and maintaining 
all communal electrical equipment. 

Electricity for estate lighting where the cost is not covered 
within your council tax.

The unique estate reference number that is used to identify 
schemes and/or blocks linked to an estate name.

These are the budgeted costs of providing services and 
repairs on the estate and scheme and included in the 
estimate sent to residents in February of each year. 

This may include the servicing and inspection of communal 
fire alarm system, smoke detectors and fire equipment. 

This may include furniture and flooring in communal  
areas and the replacement of communal driers and 
washing machines. 
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Glossary of terms you could find in your service 
charge statement continued

Term

Grounds Maintenance 

Heating and Lighting not 
eligible for HB

Landlord Contribution 
towards costs

Legionella

Lift Maintenance

Management Company 
Costs

Management Fees on 
Management Co Services

Payment Reference

Property Reference

Play Area

Description

Depending on the services provided this may include the 
cost of a grounds maintenance contract, the upkeep of 
unadopted roads, footpaths, parking areas and the removal 
of abandoned vehicles. It may also include the cost of 
providing gardening equipment.

Where heating and lighting are provided to a homeowner’s 
property, the charges are included within the service charge. 
They are shown separately on the statement because they 
are not eligible for Housing Benefit. Tenants pay for these 
charges where heating and lighting is supplied to their home 
as part of their rent.

On occasions the landlord may contribute towards the cost 
of services. This can happen during the first year of a new 
scheme being occupied by residents.

The testing of water for Legionella within the building. Any 
treatment works that result from this would be recharged (if 
applicable) through Responsive Maintenance.

All lift contract costs, maintenance and insurance costs.

This covers payments made to management companies for 
services and repairs. 

Hyde charges a 5% administration fee on the management 
company costs to cover Hyde’s administrative costs.

A unique reference number for your account with us.

A unique reference number that identifies the property.

This covers the upkeep and maintenance of the play areas 
and equipment, including regular inspections. 
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Term

Provisions

Responsive Maintenance

Scheme Number and Name

Service charges Paid by the 
Resident

Surplus/Deficit from 
previous year 

TV Aerial costs

Water Pump/Sewage 
Maintenance

Description

These are regular amounts collected as part of the service 
charge to cover the future cost of items that need to be 
replaced from time to time, such as door entry systems, 
lifts, etc. In addition, homeowners provisions may be 
collected for such things as external redecorations and 
repairs to the structure of building.

Day to day maintenance or repairs that are carried to 
scheme or estate. This is charged to homeowners 
through the service charge. Tenants pay for this through 
the rent charge.

The unique scheme reference number that is used to 
identify addresses linked to the scheme name 

This is the Total amount paid by the residents of the scheme 
for the services and repairs provided.

If there was an over or underspend on your scheme in 
previous years this will be added to your statement. If 
there was a surplus it will be used to reduce the cost of the 
services in the current year. If it was a deficit, it will increase 
the service charge.

Relating to communal aerial maintenance and rental 
costs. For Sheltered Schemes this might include any 
licensing costs.

Some schemes may have a water pump or sewerage pump 
to ensure that any waste water or sewerage is disposed of 
properly. 
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If you want to carry out work to your 
property
If you live in a leasehold property and want 
to carry out alterations or improvements 
to your home, for example, putting in 
new windows, you must get Hyde’s 
permission first. This is very important. 
Please contact Customer Services who 
will explain what you need to do. You may 
be in breach of your lease if you carry out 
works without permission.

Keeping us up to date

If the name or correspondence address on 
your invoice is wrong
If you receive an invoice that is not in your 
name, for example, if you have only recently 
bought your property, please contact 
Customer Services so we can tell you what 
information we need to change our records.

If you are renting out your home
If you are a leaseholder and you would like 
to let your home to someone else, this is 
called subletting. If you wish to sub-let your 
property you will need to ask our permission 
and we will ask you to send us the following:

■ A certified copy of the tenancy agreement 
with your sub-tenant

■ An alternative mailing address so that the 
accounts (and other formal notices) can 
be sent directly to you

■ A contact number and email address in 
the case of an emergency

■ The name, address and contact details of 
your managing agent (if you have one)

■ A copy of the current gas safety certificate

■ An electrical certificate

■ A registration fee. You can pay this over 
the phone using your credit or debit card. 
Please call Customer Service on  
0800 328 2282

Contact us
If you have any questions or feedback 
about your statement then please 
contact: 
customerservices@hyde-housing.co.uk 
or contact us online at
www.hyde-housing.co.uk/contact-us

If necessary you can call Customer 
Services on 0800 3 282 282.
(If using text relay from a text phone
add 18001 before the number you want
to call or to use text phone dial 0208
297 7501).

Alternatively, you can send us a letter free 
of charge to:

FREEPOST  
RESIDENTS 
MATTER

FREEPOST
RESIDENTS

MATTER
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If you would like this document in another language or format,  
such as large print, Braille, CD or audio tape, please contact us.

ARABIC: 

 

BENGALI: 

 

FRENCH: Si vous souhaitez obtenir ce document dans 
une autre langue ou sous un autre format ou si vous avez 
besoin des services d’un interprète, veuillez nous contacter.

MANDARIN:

POLISH: Jeżeli chcieliby Państwo otrzymać ten dokument 
w innym języku lub w innym formacie albo jeżeli 
potrzebna jest pomoc tłumacza, to prosimy o kontakt z 
nami.

PORTUGUESE: Se gostaria de ter este documento  
em outro idioma ou formato, ou se necessita de um 
intérprete, contacte-nos.

SOMALI: Haddii aad dokomantigan ku rabtid luqad ama 
hab kale, ama haddii aad u baahantahay tarjubaan, 
fadlan nala soo xiriir.

SPANISH: Póngase en contacto con nosotros si desea 
obtener este documento en otro idioma o formato, o si 
necesita los servicios de un intérprete.

TURKISH: Bu belgenin Türkçe’sini veya Türkçe  
bilen birisinin size yardιmcι olmasιnι istiyorsanιz  
bize başvurabilirsiniz. 

VIETNAMESE: Nếu quí vị muốn tài liệu này được ấn 
hành bằng ngôn ngữ khác hay định dạng khác hoặc  
nếu quí vị cần người phiên dịch, xin quí vị vui lòng liên  
hệ với chúng tôi.

For text relay from a text phone add 18001 before the number you
want to call or to use Text phone dial 020 8297 7501
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