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Rent and Service Charges April 2014

This leaflet was published January 2014. Any older versions 
are now out of date including those with no date stamp.
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This leaflet gives you information about your rent 
and service charges. These charges are based on 
the actual cost of providing services to you.

We also have a leaflet about the standard of 
service you can expect from us. To see this, go  
to www.wcht.org.uk/standards or contact  
01923 209009 to request a copy.

 
What is the difference between rent  
and service charge?
Your rent pays for the repairs, maintenance and management of your 
home. Service charges pay for the cost of looking after shared areas or 
for personal services you have to pay for such as heating, water charges 
or insurance. 

Why are my service charges more this year?
We introduced charging for services to communal areas last year. To 
make it more affordable for you, we decided to spread the cost of service 
charges so that it would take five years to charge you for the full amount. 
We therefore charged 20% for the first year, and this year it will be 40%. 
You won’t have to pay the full amount until 2017/18.

2013-2014: 20% of the total cost of the service

2014-2015: 40% of the total cost of the service

2015-2016: 60% of the total cost of the service

2016-2017: 80% of the total cost of the service

2017-2018: 100% of the total cost of the service
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What is the £12.00 per week cap?
We have decided to cap the increase in the communal service charges to 
£12.00 (per week).  This means that even if 40% of the actual cost is higher, 
the maximum you will pay this year is £12.00. 

However, this cap applies only to the communal service charges which 
have been introduced since April 2013.  It does not apply to any personal 
charges, such as heating and hot water, support charge or water rates 
which are excluded from the cap and charged at actual cost.  If this applies 
to you, your total service charge may be more than £12.00 per week. 

Why are my heating and hot water charges  
not discounted?
These were existing charges that you have always paid for, therefore 
they are not included in the discount we have applied to the charges we 
introduced last year.

How have you worked out my rent increase?
The Trust increases its rents every year using a Government set formula. 
Almost all social landlords use this formula to set rent levels.

The rent is increased to meet the rising costs of looking after your home. 
We use something called the Retail Price Index, or ‘RPI’, to calculate this 
(RPI is a way of measuring inflation), and then add another half a per 
cent to that figure. 

The April 2014 increase will be based on the annual RPI in September 
2013, which was 3.2%. 

Additionally the rent will be increased until it reaches a ‘target rent’ set 
by the Government, to ensure you are paying the same amount for the 
same type of property as other social housing properties in the area.

The formula that is applied to calculate your rent is:

3.2% + 0.5% plus up to £2.08 per week. 
No one will receive a rent increase that is above this amount.
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Why do you have to increase my rent?
We increase our rents to meet the rising costs of looking after your home 
and it is something we need to do to ensure our viability for existing and 
future tenants. We are only charging tenants for the services we provide 
to them.

What if I don’t pay?
You are legally obliged to pay for your rent and service charge. If you 
don’t pay we will take court action and you could lose your home.

What if I can’t pay? 
If you think you will struggle to pay it is important to speak to our 
financial inclusion inancial inclusion team/income team as soon as 
possible – they can talk through your options.

Are service charges covered by Housing Benefit?
Yes, we have confirmed with the Council that all the communal service 
charges will be covered this year. The existing personal charges, such as 
heating and hot water, are not covered by HB.

What if I am unhappy with the services provided? 
If you are unhappy with any of our services, please let us know. Speak 
to Customer Services on 01923 209000 and they will help you. It is very 
important to us that you are satisfied with our services.

How can I get involved?
When we renew a major service contract we always welcome tenants’ 
views, so do read our resident newsletters and check our website at 
www.wcht.org.uk. We will tell you when contracts are due for renewal 
and will give details of how you can get involved if you are interested. 



The following table shows some of the services you may have to pay 
for and the services you may see on your statement, but services 
and charges differ from property to property depending on the 
services we provide you. 
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Type of Expense Explanation of the service charge item

Concierge/security This includes CCTV and door entry system 
maintenance and the cost of security patrols.

Rubbish clearance This is the cost of removing bulky items left or 
dumped on our estates such as fridges and mattresses. 
This is different from the waste collection services 
provided by the council. 

Bin area and 
rubbish chute 

This covers the cleaning and maintenance of 
communal bins, areas and chutes.

Caretaking services Provided by Trust staff, their duties include litter 
picking, clearing broken glass, etc.

Cleaning supplies This covers your share of the costs where these are 
used. 

Cleaning to 
communal areas 

This covers the cleaning to communal areas, especially 
in blocks of flats 

Communal aerial 
maintenance 

The maintenance of communal aerials, primarily in 
blocks of flats and Independent Living schemes. 

Communal TV 
licence

For the TVs in our Independent Living scheme 
lounges.

Communal area 
council tax 

Your share of the council tax payable for the shared 
parts of an Independent Living scheme.

Communal area 
repairs and 
furnishings

All repairs to communal areas and replacement or 
repair of furnishing.
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Type of Expense Explanation of the service charge item

Communal area 
water rates

Your share of the water rates payable for the shared 
parts of a Independent Living scheme.

Communal 
boiler repair and 
maintenance 

This is covered by a contract with PH Jones (part of 
British Gas) and deals with the shared boilers in some 
blocks and Independent Living schemes.

Communal keys, 
locks and fobs 

Dealing with access to blocks and communal areas in 
some blocks and Independent Living schemes. 

Communal kitchen 
maintenance 

Dealing with the kitchens in some Independent Living 
schemes.

Communal Lifeline 
maintenance 

Dealing with regular servicing of Lifeline alarms in 
communal areas in Independent Living schemes once 
every six months 

Electrical testing 
and maintenance 

The regular testing of the communal electrical 
installation in accordance with regulations. This 
includes communal lights, power sockets, power to 
electric doors etc. 

Emergency 
lighting test and 
maintenance 

Monthly testing of the emergency lighting systems, 
checking of lights and lamps and any repairs or 
maintenance necessary. This is required by law to 
ensure your safety in the event of evacuation in the 
dark.

Fencing repairs and 
maintenance 

Provided by the Trust staff and contractors.

Fire safety 
equipment 
maintenance 

Provided by specialist contractors including 
Honeywell and Chubb and covers testing and repair 
within four hours for any faults. 

Grounds 
Maintenance

This covers grass cutting, litter picking, hedge 
trimming and tree pruning on Trust owned land.
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Type of Expense Explanation of the service charge item

Health and Safety Includes the costs of inspections where necessary and 
equipment such as first aid kits.

Heating costs Your share of any communal area or shared heating. 

Insurance Buildings insurance 

Laundry room 
repairs 

For our Independent Living schemes. 

Legionella testing 
and maintenance 

Dealing with water quality. The work includes testing 
of the water temperature, testing for bacteria etc and 
any necessary remedial work such as chlorination and 
cleaning. 

Lift servicing and 
repairs 

This service is provided using a contractor. The 
contract includes a 24/7 call out for attendance for a 
lift failure within 2 hours. 

Lighting costs In communal areas including hallways and stairs, 
provided by Scottish and Southern Energy. 

Lightning 
protection

Primarily for our taller buildings.

Pest control Provided by Watford Borough Council on a fee basis 
when required.

Refuse collection Provided by Watford Borough Council, primarily 
for some of the Independent Living schemes, for 
communal bins.

Water coolers Provided by Angel Spring in some Independent  
Living schemes. 

Window cleaning This includes cleaning communal windows in blocks.
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Frequently Asked Questions 
If I am on the ground floor, why should I  
pay for a lift? 
The lift is one of the services everyone in the block has access to. 
Whether you choose to use it or not all residents will share the cost of 
communal services. 

If I don’t use the laundry, why should I pay for it? 
The laundry is available to all tenants in the block(s) as a communal 
service so whether you chose to use it or not it is a service you share and 
pay towards.  

I cannot see that our windows are cleaned,  
why should I pay? 
The contractors may come at times that you are away from your home 
so you may not see the service provided.  We do require contractors to 
inform the Site Officer or a resident that the service has been provided 
so this can be checked. 

If you are unhappy with the services provided, please let us know. Speak 
to your Estate Services Officer (or Support Worker if in Independent 
Living scheme), or contact Customer Services on 01923 209000 and  
we will inform the relevant team or person responsible to ensure they 
are aware.  

If you want to leave feedback you can do this online at www.wcht.org.
uk/feedback, via email to feedback@wcht.org.uk or over the phone to 
any member of staff.



9

My service charge statement has services  
I don’t even want. 
Individual residents cannot ‘opt out’ of paying the costs of services that 
are being provided. There are contracts that are in place to provide 
these services, but we will inform you when they are up for renewal and 
you can let us know what level of service you want us to provide. The 
Trust will consult on service charges and will only introduce or cancel a 
service if at least 70% of tenants affected agreed. However, we may have 
a legal duty or there may be health and safety reasons to provide certain 
services and tenants will not be able to change this.

Or you could get involved the next time a major contract comes up 
for renewal to shape the level of service you receive and help choose 
contractors. Check our resident newsletters and our website at www.
wcht.org.uk to find out when our contracts are due to change and how 
you can get involved if you want to.
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Notes
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Watford Community Housing Trust
Gateway House, 59 Clarendon Road
Watford, Hertfordshire
WD17 1LA

t: 01923 209 000
e: enquiries@wcht.org.uk
w: www.wcht.org.uk

Safer Communities 
Better homes, friendlier communities…. together

Welcome to our
first edition of
Safer Communities! 

This newsletter is for all our 
tenants and leaseholders 
to tell you what Watford 
Community Housing Trust 
does to make where you live 
a safer place. 

It is a top priority for us to 
tackle anti social behaviour 
and make sure you feel 
safer in your home and your 
neighbourhood, so read on 
to get a flavour of some of 
the work we do. And if you 
want to help, then please get 
in touch and we can tell you 
about the different ways you 
can get involved in reducing 
crime and making your area 
even safer, from helping with 
clean up days to joining our 
working group. 

I very much hope you find 
our first Safer Communities 
newsletter to be useful and 
informative.

Tina Barnard
Chief Executive

Welcome
Anti social behaviour 
down 15% from 2010
Over the last year reported Anti Social Behaviour (ASB) has 
reduced by 15% and the Trust has formed strong partnerships 
with various organisations, including the Police, across Watford 
and Three Rivers to decrease the numbers further. 

The Trust is working hard to stamp out anti social behaviour 
in a bid to make our communities safer for all. We have held 
ASB roadshows in each area to make people aware that they 
can turn to the Trust for help and something will be done. The 
ASB Roadshows also explained what anti social behaviour 
actually includes, the things that can be reported and the 
procedure that is followed. 

There is an increased confidence in reporting ASB to the 
Trust with the knowledge that we will try to resolve the 
matter, and high satisfaction rate with the outcome. Since 
April 2011 a Notice of Seeking Possession has already 
been served on eight properties due to tenants’ anti social 
behaviour. The Safer Communities team are currently 
dealing with over 100 cases of ASB and continue to do so in 
an effective and efficient manner. 

This newsletter addresses some of the everyday issues the 
ASB team have to deal with, and highlights what the Trust 
is doing to combat the problems occurring. It also 
provides information on what you can do 
to help minimise ASB, and outlines the 
areas the Trust can help 
you with.

October 2011

Safer Communities - October 2011

Useful contacts to cut out and keep
Police non emergency: 0845 3300 222
Police emergency only: 999
Watford Borough Council: 01923 226 400
The Sunflower Centre: (domestic abuse, race and hate crime) 01923 215 180
Turning Point (drug & alcohol misuse) 01923 221 037
Citizens Advice Bureau 01923 234 949
Hertfordshire Fire Brigade 0300 123 4046
Environmental Health: (Watford Borough Council) 01923 278 503
Environmental Health: (Three Rivers District Council) 01923 776 611
Mediation Hertfordshire 01442 234 402
Social Services 01923 471 400
Refuge (homeless) 0808 2000 247
Victim Support (victims of crime) 0845 30 30 900
GALOP (gay, lesbian, bisexual and transgender safety charity) 020 7704 2040
Crimestoppers 0800 555 111

Watford Community Housing Trust contacts
Switchboard: 01923 209000
Repairs freephone: 0800 2182247
Repairs Line: 01923 209247
Gas safety: 0800 0556860

Watford Community Housing Trust  
Gateway House
59 Clarendon Road
Watford WD17 1LA
www.wcht.org.uk

Watford Community Housing Trust has charitable status. It 
is an Industrial and Provident Society registration number 
30183R and registered with Tenant Services Authority 
number L4495.

www.wcht.org.uk

Safer Communities Officers
Bernadette Brennan
(Maternity cover for Amy Crask)
North area

Areas covered:
Boundary Way, Woodside, Sherwoods, 
Hillside, Foxhill and Brush Rise, Harebreaks, 
Leavesden Green, Courtlands and Garston

01923 209291
asb@wcht.org.uk

 
Vanessa Singleton
South area

Areas covered:
Callowland, Central, Croxley, Holywell, 
Meriden, Oxhey, Radlett Road, Rookery, 
Tudor and Vicarage

01923 209198
asb@wcht.org.uk

Watford Community Housing Trust is registered in England as a charitable Industrial and Provident Society.  
(Registered Number 30183R) Homes and Communities Number: L4495 VAT Registration Number: 911 5648 32


