
Paying rent
and service
charges
It is important that you pay your rent and other

charges on time.

This booklet tells you more about your rent, ground

rent and service charges. It also gives details about the

help available if you are finding it difficult to pay these

charges.
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I N F O R M A T I O N  F O R  R E S I D E N T S

Inside this booklet:

• Rent and ground rent page 3

• Service charges page 4

• How to pay page 8

• Administration charges page 10
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Paying rent, ground rent and service charges  
This table explains when we work out your charges.

Month Rent Service charge and sinking funds 
(see the glossary)

April You will pay a new rent amount (if this applies) and a new 

service-charge amount (if this applies) in one combined 

payment starting from 1 April.

May to No change We will prepare actual service-charge 

July accounts and statements for the financial 

year ended 31 March.

August to No change You will receive a summary of the actual 
September spending on service charges against the 

estimated charge you have actually paid 

for the year ending 31 March. If you owe 

us money, we will ask you to pay the 

balance within 14 days. If you have paid 

too much, we will refund the 

overpayment to your rent account.

September No change We will take how much we actually spent 

to October in the previous year and how much we 

have spent so far in the current year to 

estimate our service charges for the next 

year. We will send these draft budget 

estimates to you.

October to No change We will discuss these estimates with you  

November and ask for your comments about the 

services we provide.

December We will finalise the service-charge

to January estimates and send them out to you as 

soon as possible.

As soon as the
retail price index
(RPI) is published,
we will work out
our rent
increases.
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Month Rent Service charge and sinking funds 
(see the glossary)

February You will receive notice of the total monthly

payment due to begin on 1 April. If you pay

by direct debit, we will inform ‘allpay’ of the

changes. If you pay by standing order, you

must contact your bank or building society

to change the details.

Rent and ground rent
Setting your rent

If you are a shared owner, the rent we charge you is based on the share of

your property that you own. For example, if you own 60%, you will pay

rent on the other 40%. We set the rent when we value each property that

we buy and sell. If you own 100% of your property, you will not have to

pay any rent.

Ground rent

Under the terms of your lease, you must pay ground rent to the

freeholder. The freeholder may be us or some other organisation. You

should check the terms of your lease to find out how much the ground

rent is and when you have to pay it.

Rent increases

If your lease was created after 1988, you have an ‘assured rent’, which

means that you have certain rights. One of these is that the level by which

we can automatically increase your rent is set out in your lease. There are

several factors that affect the maximum increase that we can charge each

year. These include:

the percentage increase in the retail price index (RPI) or the average

earnings index (AEI) for the 12 months to the previous November,

whichever is greater;

8% or the RPI, whichever is greater; and

the RPI plus 1%, or 5% of the total rent, whichever is greater.

We will write

to tell what

your new rent

will be.
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During February or March each year, we will let you know what your new

rent will be from 1 April. We will give you at least 28 days notice. If you pay

by direct debit, we will inform ‘allpay’ about the change in payments from

1 April. If you pay by standing order, you must contact your bank or

building society to change your payments.

If your lease was created before 1989, the rent increases mentioned above

will not apply to you because your rent is reviewed every two years by the

Rent Officer.

Service charges

Setting service charges

You will pay a service charge if we provide you with services that you share

with more than one property, for example lighting in shared areas,

stairways and so on. You must pay your service charges as set out in your

lease. You will also need to pay your share of any major repairs and

improvements we make to your scheme. Your rights and responsibilities

when it comes to paying your service charges are set out in the Landlord

and Tenant Act 1985, sections 18 to 30 (as amended later by the

Commonhold and Leasehold Reform Act 2002).

How we work out your service charges 

You will pay an estimated service charge in advance based on our budget

for providing services to you in the year ahead. At the end of the financial

year, we work out the difference between our estimated cost and the

actual costs. Everyone living on an estate will receive some of the services

we provide, while only residents living in a particular block or sharing

common facilities such as internal lighting or a car park will receive other

services. When we work out who pays what for the services they receive,

we call this ‘apportioning service charges’.

Some services are for everyone living on an estate, while other services are

only for those living in a particular block, or sharing certain areas, such as a

garden or a car park.
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We will put the different services into tables. One table will list the services

that everyone gets. Another table will list the services for residents in a

particular block. A final table may list the services that only some

residents get, for example those who use the car park. We use these tables

to produce  service-charge estimates.

We will share the cost of the services in each table in line with the terms of

your lease. This may be based on the number of properties that use those

services or the size of your home, or it may be a specific amount.

On all newly built homes, we will know the floor area for each property, so

we will divide the cost of services in any particular block depending on

how big the property is. We divide service charges in this way because

most of our new housing developments have both tenants and

leaseholders living in them. So, it is standard practice to work out service

charges by floor area.

Your rights if you pay service charges

You have the right to:

be told beforehand about any changes we make to your service

charge;

receive a summary of your service-charge costs for the previous

financial year, and to see the accounts and invoices we have based this

summary on if you ask to do so;

receive a summary of the insurance policy we have for your building;

be consulted about major or cyclical (regular) work if it will cost each

leaseholder more than £250;

be consulted about service contracts if they will cost each leaseholder

more than £100 each year (this only applies to contracts lasting more

than 12 months);

receive a bill within 18 months of us paying for the work, or be told

within 18 months if we are going to charge you for the work or

services we provide; and
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challenge your service charge at a Leasehold Valuation Tribunal if you

think the charge is unreasonable.

The following are examples of what we use your service charges for.

Cleaning shared areas

Maintaining the grounds around your scheme or estate

Cleaning windows (outside)

Repairing and maintaining your scheme or estate

Servicing and repairing equipment (for example, an entryphone

system)

Shared utilities (for example, lighting)

Repairing and maintaining lifts

Insuring the building

Shared bins

Shared heating and hot water

We will also collect money from you that we will hold in a ‘sinking fund’

for regular or ‘cyclical’ work (for example, decorating the outside of the

building) and major work (for example, roof repairs). We will collect

sinking funds depending on the type of service we provide where you live.

For example, if there is a lift in your building, we will collect a sinking fund

to pay for replacing the lift in the future.

If you live on an estate where some of the homes are owned and some are

rented, we pay a proportion of the cost of major work on behalf of the

tenants and we collect it through their rent. Leaseholders do not pay

towards the cost of the services we provide for tenants.

Management charges

We charge a management fee to cover our cost of providing these services.

Our management fee is currently made up of two parts – one is a fixed

charge and the other is a 15% charge on the eligible parts of the services
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we provide. Your service-charge account shows you what parts will be

covered by the 15% charge.

Our management charges pay for:

collecting and accounting for payments we receive; 

arranging buildings insurance; 

managing buildings insurance claims for the shared areas; 

dealing with individual buildings insurance claims; 

keeping accounts for the costs of services we provide; 

carrying out inspection visits; 

consulting you and other residents about management arrangements

and other matters; 

providing newsletters and handbooks and responding to customers'

questions; 

working out estimates for service charges; 

monitoring services received and service level agreements; 

other spending on stationery, phones and so on; 

providing the out-or-hours emergency call centre; 

professional fees of surveyors, solicitors and accountants to provide

advice on matters we do not charge you direct; and 

our costs in keeping to all laws regulations and performance rules that

apply to us.

Service-charge account

We will send you your service-charge account at the end of the financial

year, which will show your balance (in other words, whether you owe us

money or we owe you money). Under the terms of most leases, we must

make any necessary adjustments to this balance once the year-end

accounts are finalised. So, if we owe you any amount, we will reduce 



I N F O R M A T I O N  F O R  R E S I D E N T S

P
ay

in
g

 r
en

t 
an

d
 s

er
vi

ce
 c

h
ar

g
es

3

8

your payments over future months. For example, if you pay by direct

debit, we will reduce the amount of your next direct debit, and possibly

future direct debits, until we repay the amount we owe. If you owe us

money on your account, we will ask you to make a one-off payment.

When you receive your service-charge account for the previous financial

year, please check it carefully. If you have any questions about your

account or if you want to see a copy of the invoices that we have paid,

please contact your housing services officer.

Financial help with service charges

You may be able to claim benefits if you own your home and you lose your

job or are having financial problems.

If you are getting Income Support or Jobseeker’s Allowance, you should

tell the Benefits Agency about the service charges you have to pay. You

will need to send them a copy of each bill you receive, including your

estimated service charge, your final account and details of any planned

work for your building. You will also need to tell them about any changes

to your service charge within four weeks of receiving the demand.

If you disagree with your service charge 

If you do not agree with the service-charge account or if you are not

happy with the cost of our services, you should first contact your housing

services officer using the contact details at the front of this handbook.

They may refer your complaint to their line manager if appropriate. If you

are not happy with our reply, you can follow the complaints procedure

that is explained in section 6 of this handbook. If you are still not satisfied,

you can apply to the Leasehold Valuation Tribunal (LVT) who will make

the final decision about your service charge. You will have to pay a fee of

up to £500 for each application to the LVT.

How to pay

You should pay your rent and service charge each month, for the month

to come. You will normally pay ground rent once a year and we will send

you a separate invoice for this. We encourage all residents to pay by direct
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debit, although some residents pay by standing order. We also accept

payment by cheque and debit card. You can contact your income services

officer for details of how to pay by using the contact details at the front of

this handbook.

If you do not pay the charges set out in your lease on time, you will be

breaking the terms of your lease and the conditions of your mortgage. If

you are having trouble paying, you should contact your income services

officer straight away. We will put you in touch with a debt advice centre

and they can tell you whether you can claim any benefits. You can also

contact any citizens advice bureau if you are having difficulty paying.

If you cannot pay your rent, service charges or ground rent, we will make a

payment agreement with you over a three to six month period. We will

charge you interest on any debt that is over eight weeks old at 3% over

the base rate.

If you do not contact us or if you do not keep to a payment agreement,

we will: 

contact your lender, if you are a shared owner, to recover the debt;

apply to the small claims court or the LVT for service-charge debts; or 

apply to court for a possession order, if all else fails, which means that

you could lose your home.

If you are having financial difficulties, you should contact your mortgage

lender straight away so they can try and help you find a solution. If you do

not sort out the situation, the mortgage lender can repossess your home

(take it away from you) and sell it. They would give you any money left

over after selling your share, once they had paid back the debts and

expenses that you owe.
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Administration charges
We will charge for the administration work relating to your property.

Below is a guide of the sort of things we will charge you for.

If you would like up-to-date information about the charges, please

contact your housing services officer.

Replying to a solicitor’s enquiries before a property is sold

Legal notice of transfer, mortgage or subletting

Considering applications for permission for alterations and

improvements

Considering applications for other permission

Delaying payment of service charge

Non-routine arrears letters

Enforcing covenants (in other words, making sure you follow the

conditions of your lease)

Request for insurance policy documents
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Translations

Telephone: 020 8451 8000

November 2008

17380

Building futures

This document gives information about
rents and service charges. If you need any
part of this information in large print,
Braille on audio-tape or explained in your
own language please contact us on the
number below.

English

Portuguese

Bengali French

Arabic

Spanish

Somali

Gujarati


