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Purpose

This policy ensures that all residents have information about their service charges
including costs that their charges cover, how charges are calculated and how
changes to services are managed. We will aim to deliver continuous improvements
and value for money in service provision.

This policy applies to all Red Kite Assured Tenancies and Fair Rent tenancies,
except where service charges are included within an inclusive rent (for example,
Temporary Accommodation and Affordable Rent tenancies).

Fair Rent tenancies (primarily Riverside transfer homes) are subject to the Rent Act
1977 and registered Fair Rent provisions. Where applicable, service charges will be
set and reviewed in accordance with the relevant statutory framework and the
individual tenancy agreement.

We will adopt a consistent approach in the calculation and recovery of the cost of
providing services. This policy will ensure that service charges are:

e Accurate — reflect the cost incurred by us in providing the service, ensuring
that sufficient income is generated;

e Transparent — calculation methods are clear and accessible to all residents,
in accordance with current legislation and best practice;

e Fair and reasonable — are apportioned according to the services provided,
whilst ensuring the services are Value for Money;

e Reviewed regularly in line with legal requirements and best practice.

We will ensure that the residents are provided with easy-to-understand information
about the level of services we provide and the cost of the provision. If information is
required in a different language, this can be requested and a translated version
provided.

Residents will be involved in the decisions and choices regarding procurement of
the services, and in the monitoring of the quality of services provided.

References

The policy has been drafted having regard to our vision and values, relevant
legislation and best practice.

Responsibilities

The Financial Accountant is responsible for ensuring this policy is adhered to
through the development and application of robust procedures and auditable
documentation.

Legal framework
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The tenancy agreement is a contractual agreement between the resident and us
and sets out the rent and service charge for the property.

Our service charges for residents are either a fixed or variable service charge.
Increases in rent and service charges for assured tenancies must comply with
section 13 of the Housing Act 1988.

The stock transfer agreement between Wycombe District Council,
(Buckinghamshire Council since April 2020) and Red Kite sets out the promises
made to transferring residents about service charges.

Definitions

A service charge is an amount payable as a contribution towards the landlord’s
cost of providing services to the building and common areas in and around the
resident’s home.

A tenancy agreement is a legal agreement, which gives details of rights and
responsibilities of both the resident and the landlord.

A ‘fixed’ service charge is a charge that is set at the start of the tenancy and does
not vary according to the cost of delivering the service but will increase annually in
accordance with the Rent Standard. If we spend more on providing services than
we charge the resident, we will pay to make up the amount. If we spend less on
providing services than we charge, any money left over will not be refunded.

A ‘variable’ service charge is a charge that is based on the actual costs incurred
for services at a scheme or property. The amount is estimated at the start of the
financial year and a reconciliation is carried out at the end of the financial year once
the actual costs are known. Any surplus or deficit adjustment is made to the tenant’s
account.

A service charge scheme is a group of properties that receive a service. For
example, the scheme may be a defined block, homes that are all part of a sheltered
housing scheme or street properties that benefit from shared local facilities and
services.

A Fair Rent Tenancy is a tenancy where the rent is registered by a Rent Officer
under the Rent Act 1977. These are typically older tenancies, including certain
Riverside transfer homes.

Policy statement

On 12 December 2011 Wycombe District Council, (Buckinghamshire Council since
April 2020), transferred its housing stock to us and residents at the time of transfer
became our assured tenants with preserved rights. Where we were already
providing a service to these transferring residents We have introduced a separate
service charge for these services from April 2022. This service charge guarantee
ends if a property is purchased as service charges are due from leaseholders and
freeholders.

We may introduce new services in the future, which may result in additional service
charges for all residents including those transferring residents referred to above.
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Any additional service charges will only be introduced after full consultation with
residents who would be affected by the charge.

We will let all homes to new residents falling within scope of this policy for rent plus
service charge except in exceptional circumstances. The Executive Leadership
Team is authorised not to levy service charges in cases where it is considered that
it would be uneconomic or inequitable to do so.

If a transferring resident with protected rights has moved to another Red Kite home
before April 2022, we have honoured the service charge guarantee at their new
home as well.

We will only look to recover our estimated cost of providing services through service
charges. We will not look to inflate charges to make a profit.

Our service charges will be transparent by identifying them separately to the rent on
the tenancy agreement.

We will recover unpaid service charges in accordance with our rent arrears policy
and procedure.

Calculating service charges

A ‘fixed’ service charge is set at the start of the tenancy and does not vary
according to the cost of delivering the services at a scheme or property. For
assured tenancies, fixed service charges will increase annually in accordance with
the Rent Standard. Fair Rent tenancies will be reviewed in line with the registered
rent provisions applicable to those tenancies.

A ‘variable’ service charge is a charge that is based on the actual costs incurred for
services at a scheme or property. The amount is estimated at the start of the
financial year.

The cost of providing these services is then allocated to individual properties using
relevant allocation principles for the service and scheme.

15% management charge is added to the service charge to fund the management
and admin related costs relating to the provision of those services.

We will spread the cost of large items of service charge expenditure over a number
of years to ease the burden on the residents. For example, installation of a
communal fire alarm system may be spread over 15 years. Where depreciation
costs are not eligible for Housing Benefit/Universal Credit at the time of letting, we
will show these ineligible charges separately on the tenancy agreement.

For homes on variable service charges, the actual service charge calculations must
also be produced and final service charge statements provided accordingly.
Currently there are 185 homes charged variable service charges, these homes
being part of the stock transfer from Riverside.

Where Fair Rent tenancies are subject to variable service charges, reconciliation
and adjustments will be undertaken in accordance with the tenancy agreement and
relevant statutory provisions.
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Whilst service charges cannot be amended due to financial hardship, there are a
number of ways that tenants can be assisted if they are having difficulty in paying
the charges. This may involve talking to the Relationship Pod or the Income Team
who may be able to signpost a tenant to an appropriate organisation for assistance.

Allocating costs

We will allocate costs on a fair and reasonable basis that is appropriate to the
service being provided and the group of homes it is provided to.

Allocations are not adjusted if a resident or group of residents choose not to use the
available service.

Right of Appeal

When writing to you with a decision, we will advise you of the reason for our decision
and of your right to appeal.

You can appeal our decision if you believe the service charge is incorrectly
calculated for one the following reasons:

e You believe that we haven’t taken into account a key piece of evidence
already provided

e There is additional evidence that you consider to be important in making a
decision and you want to send it to us

We cannot accept an appeal for any other reason — we know you may not be happy
with a decision but unless your appeal is for one of the reasons here, we will be
unable to consider it.

To appeal our decision, you should contact us and tell us which reason you are
using to appeal and provide us with any supporting information. There is a deadline
for this - you will need to contact us within ten working days of our decision.

We accept an appeal in all of the following ways:

e Emailing service.charges@redkitehousing.org.uk with the title — Request to
Appeal Decision; or

e Telephoning us on 01494 476100 advising us you are appealing a decision.
We will ask for you to provide the information above and may need you to
send further information in by email or post.

e In person — you can advise any member of staff that you wish to appeal a
decision. We will ask for you to provide the information above and may need
you to send further information in by email or post.

e By post to Red Kite Community Housing, Hampden Court, Frederick
Place, High Wycombe HP11 1JU - please title your letter ‘Request to
Appeal Decision’.

The appeal will be heard by a senior manager who has not been involved in the
original decision making and our response to your appeal will be sent within ten
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working days. In exceptional cases it may take us a little longer to consider the
appeal. If this is the case, we will let you know and agree a date when you will have
a decision.

As part of dealing with the appeal, we may contact you to ask questions and ensure
we have all the right information.

Once the appeal decision has been made there will be no further appeal.

If you are unhappy with how we have managed your case, you can make a
complaint via our Feedback Policy which is available on our website or on request.
However, this will not form an appeal of the decision made.

Related Policies & Strategies

The following policies and strategies are related:
e Allocations policy
e Feedback policy
e Rent collection and arrears policy
e Variable tenant service charge procedure

Policy Review

This policy will be reviewed every two years by the Financial Accountant unless
there are material changes in legislation relating to service charges.

Parties to be consulted on reviews of this policy include the following teams:

¢ Relationship Pod

e Finance Pod
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