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DALES HOUSING’S SERVICE CHARGES REVIEW
and

WHAT YOU NEED TO KNOW
Dales Housing has carried out a review of service charges.  It is important that you read this leaflet so that you understand why we have carried out the review and the implications for you. 

The aim of the review was to make sure that we fully understood what services each tenant received and the cost of those services.   By doing this, we can be sure that we only charge you for services you receive and that the amounts we charge are the real costs.  This means that all tenants pay a fair charge for any services they receive.
We always try to make sure that the services you receive from us are good value for money, and to this end, we are constantly looking at ways to reduce costs and provide services in a better way.  We have already carried out a lot of work to find ways to reduce energy costs but we want to do more.  Over the next 12 months, therefore, we will be looking closely at what we think are the most important service charges and identifying ways we can make more savings and improve services further.  
You may want to know more about services charges and the impact of the review.  We have tried to give answers to the sorts of questions you are likely to have, but if you have any more questions please contact the number given at the bottom of the leaflet.
Q. 
What are service charges?

A. 
A service charge is a charge made to a tenant for a service that Dales Housing provides.  In most cases, this is the cost for a service that is provided either communally to the scheme, block or neighbourhood where you live.
Q. 
What can be included in service charges?

A. 
The services that should be included in a service charge are:
· Grounds and tree maintenance - the cost of cutting grass, maintenance of shrub beds, hedges and trees, as well as looking after some tarmac / paved areas.  The cost of keeping neighbourhoods and other land owned by Dales Housing clear of discarded rubbish and also the cost of pest control to communal areas.
· Cleaning - the cost of cleaning the communal parts of a block of flats (entrances, corridors, windows and stairwells), shared between all of the homes in that block.
· Security services - the cost of providing and maintaining electronic door entry systems and security cameras.
· Electricity and communal lighting - the energy cost for lighting and other electrical equipment in communal areas.

· Facilities in Sheltered Schemes - the cost of communal facilities such as laundry, a communal lounge and heating.
· Communal TV aerials - the installation, upgrade and maintenance costs of communal TV aerials.
· Lifts - the cost of providing and maintaining each lift where you live.

· Fire Safety - the cost of providing and maintaining fire fighting equipment.
Q. 
What do we not include in service charges? 
A. 
The following services are not included in the service charge

· Support services for elderly tenants and the cost of an emergency alarm service – this service is included in a ‘support charge’.
· The cost of home contents insurance.
· Water rates.
Q. 
Will Housing Benefit pay my service charge costs?

A.  
Housing Benefit will pay for most service charge costs, providing you are eligible for Housing Benefit. The main service charge that Housing Benefit will not pay for is the heating charge for individual flats.  Housing Benefit also will not pay for the cost of a support charge.  For some tenants, this will be paid by “Supporting People”.  Housing Benefit will not pay the cost of insurance or water rates.
Q. 
How are charges calculated?

A. 
Some services, such as grounds maintenance, apply to everyone living on a specific estate or neighbourhood, whilst others may be only for those living in a particular block, or sharing certain areas such as a garden or common entrance. 

We calculate the cost for each service and then split the cost fairly between everyone that a particular service is available to. 

Service charges are estimated using costs for the previous 12 months.  We can then calculate what the exact cost was for the year (any over-payment or under-payment is taken in to account when we work out the costs for the next year).  For example:
	Autumn 2010
	The cost of services from approximately September, 2009 to September, 2010 are used to work out the charges from April, 2011.

	April 2011 
	New charges are applied.

	September 2011  
	We work out exactly what was spent from April, 2010 to March, 2011 and compare this with the charges from March, 2011. We can then see if tenants have paid too much or too little.

	April 2012 


	If tenants have paid too much in 2010/2011, charges will be reduced. If tenants have paid too little in 2010/2011, then charges will be increased. 


Q. 
Will I be paying for services I did not pay for previously?

A. 
One of our biggest challenges has been getting charges for services on a proper footing.  We want to make sure that they are fair and that our customers are paying the right amount for the right services.


Shortly, you will receive formal notification advising you what your new rent charge will be along with details of what services you receive and what you are being charged for them.


Some tenants may currently not be paying for a service which they do receive.  In this case, tenants will receive a new service charge cost

Some tenants pay a communal charge.  This is to pay for services in communal areas such as internal cleaning, window cleaning and electricity. In some cases, the communal charge did not cover all the services tenants received.  The review also covered this and will ensure that tenants are aware of what service they are receiving and what they are being charged for.
Q. 
What are the costs of the services I receive?

A. 
The costs of services will vary, depending on what we do and the number of tenants who benefit from that particular service.  Whatever service you get, we aim to make sure that the service provides you with good value for money. Some likely costs are given below:
· Grass cutting for blocks of flats, per property - range from 30p to £4.50 per week.
· Grounds maintenance for blocks of flats, per property - range from 80p to £10.40 per week.
· Heating to individual flats - range from £6 to £12 per week (this service charge is not eligible for Housing Benefit)
· Heating to communal areas - range from £1.52 to £2.98 per week (this service charge is eligible for Housing Benefit) 

· Fire equipment - ranges from 50p to 66p per week.
· Internal cleaning - ranges from 10p to £9 per week.
Q. 
What will be the impact on my current charges?
A. 
Some charges will reduce and some will increase.
· 391 tenants will have no change or no service charge is due to be paid.
· 1,554 tenants will receive a reduction in their service charge.
· 1,228 tenants’ charges will increase by up to £4 per week.
· 141 tenants’ charges will increase by up to £6 per week.
· 10 tenants’ charges will increase by up to £10 per week.
· 21 tenants’ charges will increase by up to £20 per week.
Q. 
When will I know what charges I will have to pay?

A. 
We will be sending an individual letter to each tenant at the end of February, 2011. The letters will give details of any changes to your rent and any other charges you may be due to pay for.
Q. 
Who can I talk to if I have any further questions or need any help with paying my rent and service charges?

A. 
We know that some of our tenants may be worried about affordability and this is a particularly difficult time for many families financially.  If you are experiencing any difficulties, please contact us so that we can find the best way to help you.  We will be able to help you with information and access to benefits and our Money Advisor can assist and support you in a range of ways. 
If you have any questions or comments about the information in this leaflet, please contact our Customer Service Team on 01629 593200.
