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What is a service charge? 

A service charge is a payment made by a tenant or homeowner towards the 
cost of services required to maintain communal or shared areas. These 
services may include: 

• Grounds Maintenance  

• Communal Window cleaning 

• Door entry systems 

• Administration fees for managing these services 

• Servicing, repairs, maintenance, and replacement of shared facilities 

All service charges relate to shared areas outside of an individual home. 

As your landlord, we must provide certain services and repairs. The costs of 
these services are then charged to the residents who benefit from them. Your 
service charge schedule, provided with your rent review letter, outlines the 
specific services and charges that apply to your home. 

How is your service charge calculated? 

Each year, we calculate the service charge costs for each scheme or group of 
homes that receive shared services.  

The calculation is an estimate of how much we think the services are likely to 
cost based on: 

• Actual costs from recent years 

• Anticipated costs for the year ahead 

• Known cost changes for 2026–27 

• A 2.5% inflationary allowance where exact costs are not yet known 

We also consider what additional services may need to be provided in the 
coming year.  

Your service charge is fixed, meaning it will not change during the year even if 
actual costs are higher or lower than estimated. 

The total estimated cost is divided by the number of homes receiving the 
service. 

For 2026–27, rent is payable over 52 weeks, so your service charge will be 
applied 52 times during the year. 



 

 

Why is the service charge estimated? 

We do not know how much it will cost to provide the service in advance for the 

whole of the next year. While some contracts are set and we know what the 

cost will be for next year, others may renew during the year and prices may 

change. Some service costs fluctuate depending on usage such as communal 

electricity.    

We review actual costs every year. If actual costs are lower than estimated, 
this may influence the following year’s estimate. 

There are occasions where we make a loss on service charges—for example, 
in 2022–23 when gas and electricity prices rose sharply. 

How much notice do you give for any changes? 

By law, we must give at least 30 days’ notice of any annual service charge 
changes. We aim to give more notice where possible, typically at least 6 
weeks. 

All rent and service charge changes are approved by our Board before we can 
notify tenants or homeowners. 

What is the difference between ‘eligible’ and ‘ineligible’ service charges? 

Eligible service charges 

These can be covered by Housing Benefit (HB) or if applicable the housing 
element of Universal Credit (UC). They usually relate to communal shared 
services for things such as lift maintenance or communal lighting.  

Ineligible service charges 

These are NOT covered by HB or UC, as they are for personal services to 
your home such as your individual heating or water usage. 

What if I disagree with my service charge? 

If you disagree with any part of your service charge, please contact us and tell 
us: 

• Which charge you disagree with (e.g., “maintenance of the door entry 
system”) 

• The amount you are disputing (e.g., “£9.08”) 

• The reason for your dispute (e.g., “my flat does not have a door entry 
system”) 

We will investigate your concerns, provide a full response, and explain any 
actions we will take to resolve the issue. 

 



 

 

How can I influence the service I receive? 

Some services included in your service charge are mandatory, such as those 
relating to health and safety. We ensure these are delivered at good value for 
money by comparing costs against the wider market. 

However, some services such as cleaning and grounds maintenance can be 
influenced by residents. During 2026–27, if you pay for these services, we will 
contact you to discuss: 

• The level of service you would like 

• How different service levels may affect your costs 

Where consultation is required, we must consider the views of multiple 
residents and act in line with the majority. 

What might be included in my service charge schedule? 

 

Examples of ‘eligible’ costs   

Communal Cleaning  Costs for cleaning the communal areas of the 
building.   
 

Communal Utilities / 
Electricity 

Gas, electricity and water costs in communal areas 
such as stairwell lighting and heating for 
communal lounges.  

Communal / Office 
Telephones  

Costs relating to any communal phones or phone 
lines in communal areas, lifts or for the internet. 

Door Entry  Costs relating to the servicing of the communal 
door entry system. 

Fire Safety / Fire Safety 
Checks (including 
Electrical Testing and 
Emergency Lighting) 

The costs of maintaining fire safety within the 
communal areas. The cost of checking any 
electrical equipment that uses the communal 
supply, such as equipment in communal areas or 
larger items such as lifts. It also includes testing 
and servicing of fire safety equipment and 
emergency lighting. 

Furniture / equipment 
purchase  

Costs relating to furniture and equipment for 
communal areas such as communal lounges and 
kitchens.  

Grounds Maintenance  The cost of maintaining any common areas of 
outdoor space such as grass cutting, litter picking 
or maintaining the hedges. 

Lifts Costs relating to the servicing of the communal lift. 

Managing Agent Costs  These costs are incurred when a third party looks 
after all or some of your communal areas / service 
charges. 



 

 

Management Charge A management fee is included to cover the 
administrative cost of managing the service. It is 
calculated at 15% on most costs provided by HHS, 
excluding personal utilities, and 7.5% on charges 
from external management companies 

Pest Control  Pest control costs within the communal areas 
(both internal and external). 

Other Compliance 
Checks or Other 
Communal Services 

Health & Safety checks such as water hygiene 
(legionella) testing.  Removal of waste and fly 
tipped items from internal and external communal 
areas.  

  

Examples of ‘ineligible’ costs (personal costs are not covered by 
Housing Benefit or Universal Credit) 

Buildings Insurance 
(homeowners only)  

The cost of insuring your flat or shared ownership 
home (this does not include contents insurance) 
We have negotiated for insurance prices to stay 
the same for the first six months of the year. After 
that, they will increase by 3%. To keep things fair 
and consistent, this cost has been spread evenly 
across the year 

Personal Utilities  Charges where utilities such as water, heating or 
hot water in your home are provided through a 
communal supply; these will be recharged to you 
through a separate charge. If you have your own 
meter these will be charged to you directly by your 
utility supplier.  

Sewage Plant, Biodisc 
& Septic  

These are the costs you would otherwise pay the 
water board if you were connected to the main 
sewage system, including any repairs. 

 

 

Who do I contact if I have more questions? 

• Customer Services: 0300 303 5770 

• Email: info@hhs.org.uk 

• Tenant Portal: www.hhs.org.uk 

https://www.hhs.org.uk/

