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This is the time of year when you receive an estimated service charge.

This booklet helps explain all you need to know to understand your service charge estimate 
2017/18. It also gives you examples of frequently asked questions about your service 
charge and a glossary of terms.

If you have any questions please contact: 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, if you prefer, you can either email us at  
customerservices@hyde-housing.co.uk or send a letter free of charge to: 

FREEPOST RESIDENTS MATTER

Understanding your service charge estimate
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Annual Service Charge Estimate from 1 April 2017 to 11 March 2018
Resident Name Mr H Housing
Payment Reference 143XXXX Property 

Reference
344XXXXXXX

Estate Scheme Number and 
Name

3XXXXX Hyde Court Estate

Scheme Number and Name 3XXXXX Hyde Court SE16 (S/Ownership)

Your scheme share is based on: Floor Space Your Tenure Type: Homeowner
Tenure type of scheme is: Homeowner Your payment 

frequency is:
Monthly

Your Scheme total value is: 100.04 Your estate total 
value is:

77

Of which your share is: 2.1 Of which your 
share is:

1

7 Hyde Court, St Hyde Street, London SE16 XXX

1

2

Estimated cost
2017/18

Your  
Estimated Cost

Your  
Monthly cost

Estate Costs all Residents

Caretaking staff and other staff costs £18,833.72 £244.59 £20.38

Cleaning costs £4,141.74 £53.79 £4.48

Estate lighting £406.30 £5.28 £0.44

Grounds Maintenance £7,444.91 £96.69 £8.06

Scheme Costs all Residents

CCTV Maintenance and Repairs £5,283.94 £110.92 £9.34

Cleaning costs £574.56 £12.06 £1.01

Communal Electricity Bills £879.20 £18.46 £1.54

Communal Water Charges £158.82 £3.33 £0.28

Controlled Door Entry £101.20 £2.12 £0.18

Electrical Maintenance inc Bulbs and 
inspections

£307.43 £6.45 £0.54

Fire Safety, inc servicing and 
inspections

£140.73 £2.95 £0.259

Management Company Costs £3,693.60 £77.53 £6.46

Lift maintenance and repairs £1,454.17 £30.53 £2.54

Provisions £23,656.65 £496.59 £41.38

TV Aerial Costs £51.30 £1.08 £0.09

3
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4

Estimated cost
2017/18

Your  
Estimated Cost

Your  
Monthly cost

Homeowner Costs [These costs are  
apportioned on the total scheme  
apportionment value of 100.04]
Responsive Maintenance £1,743.01 £36.59 £3.05
Buildings Insurance £1,994.30 £41.86 £3.49
Provisions £10,081.56 £211.63 £17.64

Administration and Accounting Costs
Management Fees on Hyde 
Services

£11,072.24 £195.90 £16.32

Management Fees on 
Management Company Services

£184.68 £3.88 £0.32

Total Charges £92,204.50 £1,652.23 £137.69

Service Charge Paid by the 
Resident

(£90,942.07) (£1,625.74) (£135.48)

Additional Income to the Scheme (£1,261.98) (£26.49) (£2.21)
Total Income (£92,204.05) (£1,652.23) (£137.69)

Your Current Monthly Charge is £132.05

Your New Monthly Charge is £135.48

5
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An example of a service charge estimate 

See page 6 for an explanation of the service charge estimate. 
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Understanding your estimate

The information in this part of the 
estimate tells you the financial year 

the estimate relates to. It also provides 
details of the scheme name and unique 
information relating to you, such as the 
property address.

Apportionment of the service 
charge – this details how the costs 

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

The same way of sharing out the estate 
costs is used for the services and repairs 
for the estate. The costs are shared out 
by dividing the costs by the 77 units in the 
scheme.

These are services and repairs to be 
provided to the estate your scheme 

and property belong to. If your scheme has 
no estate services, then this section will not 
appear on your estimate. 

These are the services and repairs 
provided to your scheme. The 

services on your statement may be different 
to the example shown.

1

2

3

4

5

6

7

8

9

The service 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 
estimate.

These are the administrative and 
accounting costs of providing 

services and repairs to your scheme. 
On the majority of schemes the cost of 
providing heating, lighting and buildings 
insurance is not included in the calculation 
of management fees.

These are the estimated costs of 
services and repairs for your estate 

or scheme.

This is your share of the costs 
of services and repairs to your 

scheme for the year.

This is your share of the costs of 
services and repairs shown as a 

weekly or monthly amount, depending on 
how often you pay your service charge.
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What is a service charge?
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 the resident lives 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.

Examples of service charges
■	Employing a caretaker
■ Cleaning communal areas, including 

cleaning windows and removing dumped 
rubbish

■ Cutting communal grassed areas, looking 
after planted areas and tree cutting

■ Repairs 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) 

■ Both tenants and homeowners pay the 
service charge.

Frequently asked questions

Is the service charge separate from my 
rent?
Yes, tenants pay their service charge 
in addition to their rent. The cost of 
responsive repairs to their own home and 
buildings insurance for the whole scheme 
are not included in their service charge but 
are included in the rental charge.

What do homeowners pay?
Homeowners pay for responsive repairs to 
their own home carried out by Hyde and 
buildings insurance as part of their service 
charge, unless they have made their own 
arrangements. This does not include home 
contents insurance.

What is a service charge estimate?
A service charge estimate is a document 
sent to residents each year around 
February/March detailing how much Hyde 
estimates residents will need to pay for the 
following year. The amounts you pay during 
the year are based upon this estimated 
service charge.
Your service charge estimate for 2017/18 is 
enclosed. An example of an estimate and 
how to understand the details is contained 
on pages 4 and 5.

What is a service charge statement?
A service charge statement is a final 
account which sets out the actual costs 
incurred and the income collected for your 
property. Statements are sent by Hyde 
to you every year. The service charge 
statement for 2017/18 will be sent to 
residents in autumn 2018.
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Frequently asked questions (continued)

Service charge statements are only sent 
to residents who are homeowners and 
tenants with a variable service charge.

How do we calculate your service 
charge estimate?

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

An estimated service charge is prepared 
before the start of the financial year and 
sent to you around 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.

What is a scheme?
These are a group of properties that share 
the same services and repairs. Each 
scheme has its own unique number and 
name. You can find your own scheme 
name and number on your service charge 
estimate and statement.

What is an estate?
An estate is a group of schemes, which 
share the same costs. For example, the 
grounds maintenance charges may cover a 
group of schemes within an area.

How do you calculate how much I will 
be charged?
Hyde calculates the charges you pay by 
apportioning the costs between properties 
that make up the scheme or estate. The 
apportionment is calculated based on 
the terms set in your lease or tenancy 
agreement.

What is a variable service charge?
Most Hyde residents are charged a variable 
service charge. At the beginning of the 
year a service charge estimate is sent out 
to all residents paying a service charge. 
Residents then make payments towards 
those charges during the year.

At the end of the year the charges included 
in the service charge statement are the 
actual costs of providing repairs and 
services. The Statement will show whether 
the scheme has under or over spent.

What is a fixed service charge?
Some Hyde residents pay a fixed service 
charge, which is based upon the service 
charge estimate sent out at the beginning 
of the year. If the scheme is over spent 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.

What are provisions?
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 and the amounts collected are 
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deposited into an interest earning bank 
account. When the work needs to be 
carried out the balance on the account is 
used to pay for the work. You will receive 
a detailed provisions statement every year 
with your service charge final accounts.

What are management fees?
Management fees are included within the 
service charge to cover the administrative 
cost of managing the service charge. 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.

What is a management company?
On some estates, some or all of the 
services and repairs are provided by a 
management company. The management 
company may have been appointed 
by Hyde to provide these services, or 
they may have been appointed by the 
company who constructed the estate 
known as the developer. In some cases, 
the management company will have been 
appointed by the head landlord of the 
estate. Hyde charges a 5% administration 
fee on the management company costs to 
cover Hyde’s administrative costs.

What is a homeowner?
A homeowner is a resident, who wholly or 
partly owns their own home. They include 
leaseholders, freeholders and shared 
owners. They pay a share of all costs of 
the maintenance and management of their 
block/estate.

What is a landlord?
This is an individual or company that owns 
a property or building. This is normally the 
Hyde Group but maybe another party e.g. 
the developer of the building.

What is a tenant?
A tenant is a resident who rents a property 
from a landlord. Tenants are required to 
contribute towards the costs of some 
services as well as their rent.

What is a tenancy agreement?
This is a legal contract between the 
landlord and tenant that sets out the 
obligations of both parties.

What is a lease?
This is a legal contract between the 
landlord and leaseholder that sets out the 
obligations of both parties.

What is a leaseholder?
This is a resident that owns a property, 
normally a flat, for a fixed period of time 
e.g. 125 years.

What is a freeholder?
This is an individual or a company that 
owns a house or a property. Unlike a 
leaseholder, there is no limit to how long 
they will own the property.

What is a shared owner?
This is a resident, who partly owns a flat, 
or house, for a fixed period of time e.g. 125 
years. The resident will own a percentage 
of the property and rent the remaining 
portion from the association, for which they 
pay rent.
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Insurance information for homeowners

Building insurance
If you own or part-own your home, but 
Hyde own the freehold to it, then Hyde 
needs to make sure that it is properly 
insured. Hyde insures your home on our 
block policy. As all our properties are 
insured on this policy; we get a cheaper 
rate and we pass these savings on to you.

Our policy covers all the normal risks to 
your home: fire, flood, vandalism and 
damage following a burglary or an accident.

How do I pay for building insurance?
Where Hyde is responsible for your building 
insurance, you will pay towards Hyde’s 
insurance policy. This is most often charged 
to you through your service charge, 
however some properties will be billed 
separately by Hyde.

How much is the excess?
For most claims, you will be required to pay 
an excess of £50, however if your claim 
is for subsidence (including landslip and 
heave), the insurers will usually appoint a 
loss adjuster to assess the claim. Claims for 
subsidence will have an excess of £1,000 
to pay.

How to make a claim
During office hours, to make a claim 
or discuss any aspect of your building 
insurance policy, please contact A.J. 
Gallagher (formerly Acumus) on:  
0845 2180327

In the event of an incident out of office 
hours, you should take whatever action is 
necessary to prevent further damage. If 
the damage is catastrophic where the cost 
of loss is likely to exceed £5,000 or when 
the property can no longer be occupied, 
please immediately contact the nominated 
loss adjustor on: 0844 856 2201.

Note
The insurers must be notified of any event 
that leads to a claim within 30 days of that 
event. They may refuse to accept a claim if 
they are not notified within this period.

Hyde’s policy does not cover the 
contents of your home, so we strongly 
advise you to arrange this yourself.
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Term

Additional income to the 
scheme

Annual service charge 
estimate

Audit fees and other 
professional fees

Building insurance

Caretaking and other staff 
costs

CCTV

Cleaning costs

Communal electric bills 

Communal gas bills 

Communal signs

Communal telephone 
costs

Communal water bills

Concierge services

Description

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

A document showing the estimated cost of the services and 
repairs provided to each scheme.

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 does not include contents insurance.

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

This covers the costs of the 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 the heating of communal 
areas.

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.

This 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.

Glossary of terms
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Term

Controlled door entry 

Depreciation

Electrical maintenance 
including bulbs and 
inspections

Estate lighting 

Estate scheme number and 
name

Estimated cost 2017/18

Fire safety

Furniture, furnishings, 
white goods and decoration

Grounds maintenance

Description

All door entry costs for servicing and maintaining the 
equipment.

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 an emergency lighting 
contract, electrical inspection and light bulb purchase and 
replacement.

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

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

These are the estimated costs of providing services and 
repairs on the estate and scheme. They are included in the 
annual service charge estimate sent to residents around 
February/March 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.

Depending on the services provided which 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.

Glossary of terms (continued)

Term

Heating and lighting not 
eligible for housing benefit

Landlord contributions 
towards costs

Lift maintenance 

Management company
costs

Management fees in 
Hyde’s services

Management fees on 
management company 
services

Payment reference

Play area provisions

Property reference

Provisions

Description

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.

All lift contract costs, maintenance and insurance costs. 

This will be the cost for services and repairs provided to
the scheme or estate by a management company.

This is the management cost of providing the service and 
including the provision of service charge estimates and 
statements, tendering of contracts, etc.

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.

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

A unique reference number which identifies the property. 

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, for homeowners’ provisions may be 
collected for such things as external redecorations and 
repairs to the structure of building.
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Term

Responsive maintenance

Scheme number and name 

Service charges paid by the 
resident

Surplus/deficits from 
previous years

TV aerial costs

Water pump/sewerage 
maintenance

Description

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

This is the unique scheme reference 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 you are a tenant and there was an over or underspend on 
your scheme in previous years this will be added to your 
estimate. If there was a surplus it will be used to reduce the 
cost of the service charge. If it was a deficit, it will increase 
the service charge.

If you are a homeowner and there is an overspend, you will 
be required to make an additional payment (deficit). If there 
is an underspend the credit will be put on your account 
(surplus).

This relates to the 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.

Glossary of terms (continued)

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.

ITALIAN: Se desidera ricevere questo documento in 
un’altra lingua o in un formato diverso, oppure se ha 
bisogno di un interprete, La preghiamo di contattarci.

KURDISH: 

LITHUANIAN: Jei pageidaujate šio dokumento kita kalba 
ar kitokiu formatu arba jeigu prireiktų vertėjo, maloniai 
prašome kreiptis į mus.

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.

PUNJABI:

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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  The Hyde Group, 30 Park Street, London SE1 9EQ
 0800 3 282 282   customerservices@hyde-housing.co.uk
 facebook.com/HydeGroup   twitter.com/MyHydeHome
 www.hyde-housing.co.uk


