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Paying your
service charge

Tower Hamlets Homes To discuss your service 'Leaseholder Services team

provides a range of services charges or payment options Phone
to your blopk and homg - contgct our Leaseholder 020 7364 5015 (option 3)
from cleaning and repairs Services team.
through to dealing with Email
leasehold@

anti-social behaviour and

- al towerhamletshomes.org.uk
maintaining communal areas.

Write to us

L holder Services Te
All leaseholders have to pay P‘g‘gixo%%rs;rwces cam
service charges to cover London E14 1GU

the actual cost of providing
services to your block and
home. Your service charge
is your contribution towards
the cost of providing these
services.

This leaflet explains your
service charge, how to pay and
when we take enforcement
action. It also explains how we
work out your service charge
and what to do if you are
finding it difficult to pay.
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When to pay

Service charge estimate
Before the start of each
financial year (1 April), we
estimate how much it will
cost to provide services to
your home and block for the
coming year.

Because you have to pay your
service charge in advance,
your service charge estimate
is your service charge bill for
you to pay.

We send you an invoice for
these estimated charges,
along with a summary of your
rights and obligations.

You can pay your annual
service charge in full straight
away or spread the cost over
10 monthly instalments.

We also send you a separate
invoice for your ground rent
and building insurance. You
will also need to pay this
immediately.
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Actual service charge
After the end of each
financial year, we work out
how much it actually costs
to provide services to your
home and block. We will
send you a statement of
this expenditure before 30
September which tells you
how much the services you
received in the previous year
actually cost, along with a
statement of your account.

If your actual service charge
during the year was less than
the estimated service charge,
we will credit your service
charge account.

If your actual service charge
was more, we will send you
an invoice for the additional
amount due. This is payable
within 28 days.
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How to pay your
service charge

We offer lots of ways to pay
your service charge.

Onlire
Use your debit/credit

6 card to pay your service
charge at:
www.towerhamletshomes.
org.uk

You can pay online 24 hours
a day, any day of the week.

You can choose to

make a regular payment
from your bank. Contact us
for a Standing Order form
on 020 7364 5015 or at your
One Stop Shop.

@ Pay by debit/credit card
over the telephone by

calling 020 7364 5015.

Or by using the 24-hour

telephone payment line on

020 7364 3800. You will need

your invoice number.
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n Use your payment

slip and pre-paid reply
envelope. Send cheques
or postal orders made
payable to:
London Borough of Tower
Hamlets, 62 Roman Road,
London E2 OPG.

Pay by cash, cheque

@ or debit/credit card at
the cashiers at 62 Roman
Road, London, E2 OPG. You
will need your invoice number
or monthly instalment slips.

However you choose to pay,
make sure your payment goes
to your account by:

— using your 11 digit
invoice number on all bill
payments, cheques and
correspondence

— using our correct sort
code (08-90-76) and
account number (LBTH
61012927) if you pay by
standing order, telephone
or internet banking

— keeping any receipt
or payment reference
number safe.
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What to do if you're finding it
difficult to pay your service charge

Most leaseholders have no If you are having difficulties: National Debt Line
trouble paying their service — We offer a free in-house Phone
charge on time but a small debt advice service run by 0808 808 4000
number fall behind with their qualified debt advisers.
payments. If you are having Please contact us. Website _
difficulty paying your service — Free debt advice is also www.nationaldebtiine.co.uk
charge, let us know straight available from the
away to see how we can help. National Debt Line. Directgov
— For advice about benefits Website
contact Directgov www.direct.gov.uk
or contact your local
JobCentre Plus office. JobCentre Plus
Phone
0800 055 6688
6
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If you're
finding it
difficult

to pay your
service
charge

Let us know
- there are

lots of ways
we can help.
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When we take

enforcement action

We will send you a statement
of your account four times a
year to help you keep track of
your payments. If you make a
late payment, miss a payment
or don't pay your service
charge, we will;

— Let you know in writing, so
your service charge arrears
don't get out of hand.

— Contact you to discuss
your arrears by phone or by
visiting you at home if we
do not hear from you.

— Ask you to clear your
arrears immediately or to
sign an agreement to make
realistic and affordable
payments to clear your
arrears.

— Offer you debt and benefit
advice, especially if you are
having money problems.
You can also ask us to refer
you to independent help
with debt.

— Terminate any storage
shed, garage, parking space
licence or permit when
they expire so that these
charges do not add to your
service charge arrears.
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If you continue not to pay or
repeatedly break agreements,
we will:

— Warn you before taking
further action in writing.

— Contact your mortgage
lender (if you have one)
and ask them to pay your
outstanding arrears. Your
arrears may be added to
your mortgage.

— Begin proceedings in
Court to recover your
outstanding arrears. Court
costs, solicitors’ fees and
interest may be added
to your arrears and could
affect your credit rating.

— Seek to end your lease if
your arrears remain unpaid
after a court or leasehold
valuation tribunal has
made a decision that you
must pay.
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Service charge disputes

If you disagree with a
particular part of your service
charge, please contact

the team responsible for
delivering that service to
give them the opportunity to
put things right. If they cant
remedy the problem you can
escalate your complaint to
our Customer Service Team
who will investigate.

If this still does not fix the
problem you can ask for your
dispute to be referred to

an independent company
for mediation, arbitration

or adjudication. To find

out more please see our
leaflet Putting Things Right
or contact the Customer
Service Team.

If you register a dispute,
you may be able to withhold
charges until the dispute is
resolved. Please remember
you need our written
agreement to do this.
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We will usually agree to
withholding part payment
relating to your dispute
when a service has not been
provided or falls below our
standards, or if the service
charge is unreasonable in
terms of the law (section 19
of the Landlord and Tenant
Act 1985).

Please remember that we
will take further action if you
withhold payment without
our written agreement,
withhold more than we
agreed, or if you don't

make an agreed payment

or don't respond to our
correspondence.

Customer Service Team

Phone
020 7364 5015 (option 3)
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Your service charge
— what you pay for

Working out your
service charge

Service charges are worked
out so that everyone pays
a fair share of the cost of
providing services to your
home and neighbourhood.

Service charges vary
depending on the services
we provide to your home
and block and the terms
of your lease. Your lease
will also tell you how your
share of these charges is
calculated.

Cleaning

Includes: cleaning of the
communal areas of your
block and estate.

Repairs and maintenance
Includes: repair and
maintenance of the
structure and communal
areas of your block,

and lift and door entry
maintenance.

Services

Includes: looking after the
green and paved areas

on your estate, providing
any CCTV or concierge
service, electricity used in
communal areas, fuel used
by a communal boiler that
provides heating and hot
water to your home.

10
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Management and
administration

An annual fee which includes:
dealing with anti-social behav-
iour, dealing with enquiries
and complaints, invoicing and
collecting service charges,
accountancy, legal services,
attending residents’ meetings,
enforcement of lease condi-
tions, dealing with communal
repair queries and leaseholder
consultation.

How we work out

your share

To ensure leaseholders only
pay a fair share of the actual
cost, we work out your
individual contribution for
most services based on the
gross rateable value (GRV) of
your property. The GRV takes
into account the size and value
of your property, as set out in
your lease.

For example, if there are 10
properties in your block with
an identical GRV of £340 and
the cost of providing cleaning
to your block is £2,000 the
calculation would be:

10 properties x 340
=£3,400 (block GRV)

£2,000 (cost of block cleaning)
+ £3,400 (block GRV)

x 340 (property GRV)

=£200

Your share of cost will vary
slightly depending on the
GRVs of your home and other
properties in the block. If

all properties in your block

are leasehold properties we
recover 100% of the cost of
managing and maintaining the
block from leaseholders.

In blocks with only leasehold
properties we are able

to offer leaseholders the
opportunity to reduce their
service charge by negotiating
with us about the services
they need. Please contact
us for more details about
this. In most blocks there's
usually a combination of both
leaseholders and tenants,
and so the cost is shared.

On your actual service
charge invoice we show your
individual property cost as
well as the total block and
estate cost.
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