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1. EXECUTIVE SUMMARY 

 
1.1 This report explains how leaseholders are invoiced and sets out the work 

underway with leaseholders to improve the quality of invoices, ensuring 
that they are meaningful, clear, understandable and transparent. 

  
2. INTRODUCTION AND BACKGROUND  

2.1. Leaseholders receive two types of invoices 
 

2.2 Service Charges:  
2.2.1 This covers the services delivered to a building and / or estate. The 

average annual cost per leaseholder for 2014/15 was £827 which 
compares favourably with the average annual costs charged to 
leaseholders for service charges by the Royal Borough of Kensington and 
Chelsea at £1,567 and Westminster at £1,054. 
 

2.2.2 The services delivered may include: 
o Estate Support & Security 
o Caretaking 
o Horticulture 
o Lift Servicing 



o Lift Works 
o Booster pumps 
o Extractor Fans 
o Fire Equipment Maintenance 
o Fire Pump Maintenance 
o Lift Air conditioning 
o Lift Pit Pumps 
o Water Tank Works 
o Submersible Pumps 
o Intruder Alarms 
o Electricity 
o Water Meters 
o Controlled Access 
o Heating Servicing 
o Heating Repairs 
o Lighting Protection 
o TV Aerials 
o Emergency Lighting 
o Repairs 
o Insurance 
o Ground rent 

 
2.2.3 Leaseholders only pay for the actual cost of the service they receive. The 

Full details are set out in each lease of the areas covered.  
 
2.2.4 Leaseholders are invoiced for the estimated annual service charge each 

March (for example in March 2016 the Council will send out a bill for the 
estimated service charges for 2016/17). They can pay this in ten monthly 
instalments. Leaseholders receive a final reconciling invoice or credit note 
for each year in September after year-end (for example in September 
2015 the actual final invoice / credit note for 2014/15). This reconciling 
invoice or credit note ensures that leaseholders only pay for the actual 
costs incurred by the Council.  

 
2.2.5 Both invoices are accompanied by a breakdown of the charge into the 

different service elements. The September invoice is also accompanied by 
a breakdown of all the job orders charged under the repairs heading. This 
enables leaseholders to identify those reactive repairs carried out on their 
buildings and estates within the last financial year and also to query 
specific job orders, which in turn assists the officers investigating specific 
queries.   

 
2.3 Major Works  
 
2.3.1 The major works invoices are preceded by a statutory consultation notice 

(a Section 20 notice) which is issued to leaseholders before work 
commences. Works are currently invoiced after completion. There is a 
range of payment options available to resident leaseholders to help them 
spread the cost. 

 



3. WORKING WITH LEASEHOLDERS 

3.1 The Council is working with Leaseholders to continuously improve the 
clarity of the invoices and related items. The projects have all arisen as a 
result of feedback from Leaseholders and include: 

 

 Resident Reading Group: This group reviewed the statutory notice 
(Section 20) leaseholders receive before works are carried out.  The 
notice advises leaseholders of the works planned on the building and, 
more importantly, how much the Council estimates the leaseholder 
may have to contribute towards the work.  An individual contribution 
could potentially be over £10,000 and understandably can cause a lot 
of anguish.  We worked with the reading panel and other leaseholders 
to ensure that the notice is as informative and clear as possible whilst 
providing the information leaseholders require, including the payment 
terms that will be available once an invoice is issued, in a format that is 
easy to understand.  The new notice is now in use and we plan to 
review it again next summer to check if we need to make any more 
changes. 
 

 Estimates included on the Section 20 notice: Work has now 
commenced with leaseholders, MITIE and Planned Maintenance to 
look at how the works needed at properties are identified and the costs 
are estimated.  The first meeting took place on the 28th September and 
it was clear from all sides that the estimates that we have historically 
provided for these works has not been to a standard that is acceptable 
to our customers. We, in conjunction with MITIE, have arranged 
training courses for all staff involved in this area to ensure that the 
quality, accuracy and transparency of information in this area is 
improved significantly with an almost immediate effect. The first training 
session was held on 13th November 2015 and this training will be 
completed by 4th December 2015. Again we plan to review the outcome 
of our work to check that the expected service improvements have 
been achieved. 
 

 Estate Inspections: The inspections are attended by a mix of 
leaseholders and tenants.  This had already been reviewed however 
the  newly implemented process did not meet resident aspirations and 
a further resident review is taking place to look at resident scoring of 
estate inspections (with a focus on improving service to ensure 
resident aspirations are met).  

 

 Repairs Working Group: This is also made up of tenants and 
leaseholders with a remit to look at planned work as well as day to day 
repairs. The focus is around how planned repairs are communicated to 
both leaseholders and tenants at an early stage, before any statutory 
notices are issued to leaseholders.  Those buildings containing only 
leasehold flats are now identified at an early stage and leaseholders 
are written to before any notices are issued to remind them that they 



can purchase the Freehold, allowing them to carry out the work 
themselves. 
 

 Caretaking Service Review Group: The Pinnacle PSG contract has 
been in place now for two years. The aim of this group is to make the 
service work better and to improve customer satisfaction by delivering 
what residents want. The ideas produced by this group will form the 
basis of a wider consultation with all residents before any major 
changes are implemented. We have asked for expressions of interest 
from all residents and have now selected 6 residents from the South 
area, and 6 from the North to assist us as the core review group.  This 
group includes tenants and leaseholders, representation from sheltered 
housing, with the residents coming from large and small estates and 
'gap site' style properties.  The first meeting will be held on the 30th 
November. 
 

 MITIE:  Internal Audit will be carrying out an audit on how work is 
checked.  The work will be carried out by independent surveyors 
supervised by Internal Auditors.  The work should be completed by the 
end of the financial year and the results and any actions will be shared 
with Leaseholders. 
 

 Responding to queries from leaseholders on reactive repairs. We are 
working with our colleagues in Property Services and residents to 
consider how we can improve the integrity of this data in the longer 
term so we get more invoices right first time. In the short term we hope 
to resolve some queries proactively by meeting with key leaseholders 
from some of the larger estates. This will form part of the service 
charge calculation process, where we will aim to go through the repairs 
listed for their building and/or estate to resolve any queries before the 
invoices are raised.  These meetings will take place between June and 
July each year. 
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