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What is a resident scrutiny committee? 
•	 A resident scrutiny committee (RSC) is a group of residents who review 

housing services to ensure they meet residents’ needs. 

•	 This helps identify areas for improvement, ensures transparency and supports 
regulatory standards. The RSC’s input builds trust, improves communication, 
and enhances the quality of Clarion’s services.
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Scrutiny topic: Service charge misallocation



To find out more about this report, 
or if you're interested in becoming 
a member, please email 
getinvolved@myclarionhousing.com 

Residents across all tenures had raised 
concerns about inaccuracies in their 
service charges which created frustration 
and distrust between them and Clarion.

With the rise in living costs, the need for 
accurate and transparent billing is even 
more significant to residents, driving the 
committee to address this issue.

1.	Why this topic was chosen

Service charges often contained errors, 
with some charges mistakenly repeated 
from previous years.

Residents expressed dissatisfaction with 
unclear service charge breakdowns, 
especially for grounds maintenance, 
repairs, and communal services.

Data analysis showed that about 12.5% of 
charges from closed enquiries were either 
misallocated or repeated, highlighting the 
need for improved processes.

2.	What we found out?

The RSC held Q&A sessions and 
presentations with Clarion’s Rent and 
Service Charge teams to understand 
current processes.

National surveys and regional focus 
groups were carried out to gather resident 
experiences and concerns.

Data from previous service charge 
enquiries and case studies from different 
tenures were reviewed to identify 
recurring service charge allocation and 
communication issues.

3.	How we did it?

Pilot areas were established and resident 
inspectors conducted visual audits to verify 
communal service charges, promoting 
transparency and accountability.

A National Service Improvement Group 
was created to improve communication 
of service charges, leading to clearer and 
resident-friendly information.

This process is helping to rebuild resident 
trust and increase satisfaction with the 
service through ongoing learning and 
improvements.

4.	What changed
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