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Progress Housing Group 
 

Review Group Scrutiny Report  
Setting of Service Charges 

 
1. Background 
The Scrutiny Pool selected Setting of Service Charges as an area for review 
following on from the Communication of Service Charges and Specifications 
Review. It was felt that reviewing this topic would ensure that a thorough scrutiny 
of service charges had been undertaken. 
 
2. What we chose to look at 
We considered how service charges are set to ensure that this is done in a fair and 
transparent manner. 
We assessed 

• How accurately charges are described 
• How service charges are calculated  
• How value for money regarding the charges is achieved 
• How service charge money is spent in relation to the refurbishment of 

schemes 
 
3. What we reviewed 
We conducted the scrutiny by: 

• Reviewing service charge descriptions 
• Receiving a briefing from staff on how charges are set 
• Interviewing staff members regarding issues raised as part of the review. 

 
4. What is working well? 
After an examination of charges and interviews with staff members, the group 
were satisfied that charges are calculated in a fair manner. 
 
5. Value for Money 
The group were satisfied that value for money is assessed when setting service 
charges and that Progress passes on savings to customers where they are 
achieved. However, it is not always made clear to customers what has been done 
to reduce costs and how this benefits customers. 
 
6.  What we think can be improved and our recommendations 
Having reviewed the information available to us we have detailed below 
our findings and recommendations. 
 
Our Findings Our recommendations 
It is not transparent to 
customers what they 
are being charged for. 
The Service Charge 
information sheet 

1. Re-write the Service Charge information 
sheet in customer focused language.  
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does not use 
customer focused 
language which can 
make it difficult to 
understand what you 
are paying for. 

 
In particular we found the following descriptions 
unclear and would like these to be addressed. 
 

• Annual Service of Photovoltaic – there 
is no explanation of what photovoltaic is. 

• Communal Telephone – the name 
suggests there is a telephone available 
for customers. 

• Depreciation – The explanation is clear 
but using the word depreciation is not 
customer friendly. 

• Estate Charges – it is not clear who 
these charges apply to. 

• Grounds Maintenance – the last line of 
the description reads ‘…everyone in the 
area benefits from the amenity value of 
communal areas’. We felt this could be 
worded in a more customer friendly way. 

• Inbuilt appliances – the description 
sounds similar to ‘Depreciation’ and 
therefore they sound like they are the 
same thing. 

• Sinking Fund – it is not described what 
this is and the word is mentioned in two 
separate sections of the document 

• Management Fee (External) – It is not 
clear who these charges apply to. 

• Furniture Replacement – It is not clear 
who these charges apply to. 

• Planned and Cyclical – there is no 
explanation of what this means. 

• Service Contract – it is unclear what 
‘interim properties’ are 

• Reduction in Charge – this section 
should be at the end of the document. 

 
The Service Charge 
information sheet 
details all service 
charges, regardless of 
whether they apply to 
you or not. This can 
make the document 
difficult to understand. 

2. Group together charges on the sheet that 
apply to certain property types. For 
example, shared ownership. This will 
enable customers to quickly find the 
charges that relate to their property. 
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It is not clear to 
customers at 
independent living 
schemes how 
refurbishment money 
is spent. 
 

3. Regularly publicise how scheme 
refurbishment money is spent 

It is not made clear to 
customers when 
savings have been 
made and passed on 
to customers. 
 

4. Consider how to publicise more effectively 
to customers how savings are achieved. 

 
 
7. Support provided for the Scrutiny Review 
The group wishes to express its thanks to all those staff members who have 
supported and assisted with this scrutiny review. 
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