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Your service 
 charges 

explained
This guide has been compiled to help you better 
understand the quarterly services charges on your 
Al Mouj Muscat property. It outlines the areas of 
operation, maintenance and repair of common areas 
they are used for and explains how charges are 
calculated. It also details how budgets for the use 
of service charge funds are created and managed. 
Covered too are your service charge payment 
responsibilities and obligations as a homeowner, 
how to make payments and what to do should 
you encounter difficulties keeping up with your 
payment schedule.

O B L I G A T I O N S  A N D  R E S P O N S I B I L I T I E S
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Frequently
 asked 

questions

 1 What is a service charge?  
    

 2 What’s included in the General/Administrative Fund? 
    

 3 What’s a Reserve/Sinking Fund?
    

 4 What does the management fee cover and who manages the community?
    

 5 Are the service charge expenses audited?
    

 6 How are service charges distributed amongst different type of residential properties?
    

 7 Why can’t Al Mouj charge a fixed rate every year? 
    

 8 How does Al Mouj manage budget surpluses and deficits? 
    

 9 Why do I pay for services I don’t use? 
    

 10 Why has the service charge for my new unit increased a lot since last year?
    

 11 I know someone in another building who pays a different amount for the same service. Why is this?
    

 12 Does the Developer (Al Mouj) pay its share of charges for unsold units?
    

 13 Why should owners pay while visitors enjoy for free?
    

 14 Do all owners have to pay a service charge?
    

 15 I didn’t receive a service charge invoice, what should I do? 
    

 16 When are service charges payable?
    

 17 What happens if I don’t pay my service charge? 
    

 18 How can I pay my service charge? 
    

 19 I can’t afford to pay my service charges
    

 20 Where can I get more details?

We hope the information in these pages answers any 
queries you may have about your service charges. 
Should you need any further clarification, please do not 
hesitate to contact the Community Management Team 
on: customerservice@almouj.com

C O M M O N  C O N C E R N S
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1. WHAT IS A SERVICE CHARGE? 
A service charge is a payment made by a homeowner 
towards the cost of services, operation, maintenance 
& repair, and management of common areas and  
infrastructure. Within an apartment complex or a  
townhouse block, basements, stairways, and lifts  
are examples of internal common areas and gardens 
and swimming pools, etc. are external common areas. 
In the case of villa sectors, common areas include  
pavements, internal roads, kerbside landscaping,  
street lighting, sector swimming pools, etc. Common 
areas within the Al Mouj Muscat community includes 
roads, parks, beach, play equipment, recreational  
facilities, street lighting, utility infrastructure etc. 

The service charge budget is based on a ‘not for profit’ 
model and is audited by third party external auditors.  
The budget comprises of two separate funds:

 • General/Administrative Fund 
 • Sinking/Reserve Fund  

The service charge varies from year to year and is based 
on estimated expenditure. 

2. WHAT’S INCLUDED IN THE GENERAL/
 ADMINISTRATIVE FUND?
The following list is a brief description of some of the 
major items that make up this element of the service 
charge. Please also refer to the explanatory guide, 
which is sent along with the Quarter 1 service charge 
invoice. If you do not have this, get in touch with us at 
customerservice@almouj.com and we’ll send you a 
copy. The items of expenditure are based on both fixed 
contract and variable costs for the forthcoming year. 

 Cleaning 
 This including sweeping and collecting litter  
 and leaves in common areas, including   
 roadways, pavements, parks, beach, kid’s play   
 and recreational areas. In the case of common   
 owned buildings, the service also includes  
 internal cleaning of corridors, entrance hallways,  
 bin areas, staircases, parking areas, lifts plus  
 external areas as window cleaning (apartments   
 only), and garden/pools areas.

 Utilities - Electricity, Cooling, Water 
 Common electricity supply to all electrical  
 installations such as lighting, pumping 
 stations,  lifts, door entry systems, car park, street  
 lights. Cooling of common areas as well as usage   
 of water for swimming pools, irrigation for  
 landscaping etc.

 Lifts 
 Servicing and repair of lifts for apartments 

buildings.

 Fire Safety Equipment 
 The servicing and repair of specialist fire 

safety and firefighting equipment in  
 the common areas such as fire alarms, fire  
 extinguishers etc. 

 Community Liaison (Security) and CCTV 
 Security plays an important role in providing  
 protection to people, property and assets,   
 including guard and patrol services, prevention of 
 unauthorised activity or entry, traffic regulation,  
 access control, and fire and theft prevention. 

 Landscaping & Irrigation 
 Maintenance to all grass areas, trees, 

shrubs, seasonal plants as well as irrigation  
 lines. This also includes provision of replacement of  
 shrubs and plants.  

 Pest Control 
 This refers to the treatment that may be   
 required for the prevention and extermination 
 of pest infestations within common parts of a  
 building complex/sector areas as well as the  
 master community. 

 Insurance 
 Common area assets, facilities and  

amenities, including parks, roads, etc.  
 are covered both in terms of property all risks and   
 third-party liability. Owners of units within common  
 owned buildings contribute towards a common   
 property all risk  policy through their service charge.  
 Villa owners, however, need to take out their own   
 property all risk insurance. All residents are advised  
 to take out their own insurance to cover house   
 contents and personal effects.

 Repairs, Maintenance and Improvements  
 Includes the day to day maintenance, repair  
 or replacement of mechanical equipment,   
 plants and machinery, water tanks, firefighting   
 equipment, and civil works related to common areas.

 Management, Administration and Legal 
 Professional community management   
 services, including the administration of   
 service charge, budgeting, issuance and collection  
 of services charges, accounting and community   
 customer services. This also covers financial  
 auditing, legal expenses, banking fees etc. 

 Garbage Collection 
Covers removing domestic and recycling 
waste, the weekly bulky items collection 

 service and green waste collections.
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3. WHAT’S A RESERVE/SINKING FUND?
A reserve fund is the name given to a long term ‘savings  
account’ that homeowners contribute to through their 
service charges. This builds up every year and should 
pay for any major works that are required over a  
period of time, such as the painting of communal areas 
or replacement of large machinery items such as  
elevators in common owned buildings. In the case of  
villas, the reserve fund is used for the long-term life  
cycle planning and maintenance of common buildings 
and assets in the sector or common owner group (COG) 
in which the unit is located.

The advantage of a reserve fund is that owners will 
generally contribute to the larger replacement costs 
gradually over a period of a few years instead of facing 
a one-time, potentially considerable charge at the point 
of replacement.

4. WHAT DOES THE MANAGEMENT FEE COVER   
 AND WHO MANAGES THE COMMUNITY?
The Community Management Team incurs administrative 
and operations costs in providing services to your  
property. Specialist community and facilities  
management staff who deal with day-to-day  
maintenance of communal property, issue and  
collect your service charge payments, raise common 
repair orders, etc.  

The management fee also includes costs of preparing 
and setting budgets at the end of the financial 
year, managing the service charge accounts 
throughout the year and preparing the year-end 
accounts. It includes the costs of managing and 
monitoring service contracts with the facilities 
managementoperator. In addition, the facilitation 
and management of Advisory Committees for 
villas, townhouses and apartments. Al Mouj 
Muscat is responsible for overall management of 
the community. 

5. ARE THE SERVICE CHARGE EXPENSES AUDITED? 
As part of our governance, we are required to have an 
external auditor verify our final service charge  
expenditure each year. The auditors are appointed 
through a competitive tendering exercise, which includes 
assessment on competency, reputation, and fees.   
As part of the auditors role, they review the expenses 
incurred, the expenses charged are reasonable, are not 
inflated, and are actually being incurred. And to ensure 
that the financial statements for the given year,  
represent a fair record of the common owned group’s 
assets and liabilities and financial position. Audits are 
carried out in accordance with International Financial 
Reporting Standards (IFRS) and Omani Commercial 
Companies Law and cost for this service is included as 
part of the service charges.  

6. HOW ARE SERVICE CHARGES DISTRIBUTED   
 AMONGST DIFFERENT TYPE OF RESIDENTIAL   
 PROPERTIES?
A tailored budget is created for each entity, or  
common owned group (COG), such as Acacia, Luban, 
The Gardens, Townhouses, Ghadeer Villas, Villa  
Communities etc. The budget has multiple entries  
and is applicable only to that building, complex or  
neighborhood. All entities contribute towards the  
Master Community Levy.  

7. WHY CAN’T AL MOUJ CHARGE A FIXED RATE  
 EVERY YEAR?
Service charges can decrease or increase for a variety 
of reasons and we always try to ensure costs are kept 
as low as possible for homeowners but they can rise for 
a number of reasons, including general inflation, price 
rises from suppliers/contractors and changes to service 
levels and staffing. 

Each year, we conduct a thorough review of the service 
charge budget and look at cost saving measures 
without impacting on the quality of services we deliver. 
We consider value for money to be quality services being 
delivered at a competitive market price.

Service Charges are a ‘non-profit’ operational budget 
for the community. Each year, the budget is adjusted in 
order to provide better accuracy. The budget is audited 
annually and the audit for each common owned group 
(COG) is available to view on the Community Portal by all 
homeowners of that COG.
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8. HOW DOES AL MOUJ MANAGE BUDGET 
 SURPLUSES AND DEFICITS? 
We make every effort to ensure that the amount 
we estimate is realistic, reasonable and as close to 
the amount we actually spend as possible. However, 
sometimes at the end of the year there will be a 
difference between what we collected and what 
we spent.  

If we have collected more than we spent, we call this a 
surplus and we use the amount as a credit towards the 
budget for the following year. If we spent more than we 
estimated, we call this a deficit and we may have to ask 
for further payment from homeowners. However, this 
should only arise under exceptional circumstances due 
to unexpected expenditure. 

9. WHY DO I PAY FOR SERVICES I DON’T USE? 
Homeowners are required to contribute their fair share 
towards the costs of services and the general upkeep 
of the common areas. For example, if you are charged 
for lift maintenance but always use the stairs or live on 
the ground floor, you will still be liable to pay for this 
service as it is available to you whether you choose 
to use it or not. 

10. WHY HAS THE SERVICE CHARGE FOR MY NEW  
 UNIT INCREASED A LOT SINCE LAST YEAR?
When a building is new, we create an estimated 
schedule of charges based on projected costs for the 
first year as well as costs based on similar sized 
apartment buildings as the basis of the estimate.  
In reality, over the first year or so of a development’s 
life, costs are likely to be lower; this is mainly due to the 
facilities and equipment still being under warranty and 
responsive repair costs are low. As a result, it is quite 
common to see an increase in the second year once 
the warranties have expired and maintenance contracts 
are in place. 

11. I KNOW SOMEONE IN ANOTHER BUILDING WHO 
 PAYS A DIFFERENT AMOUNT FOR THE SAME   
 SERVICE. WHY IS THIS?
Each building complex, however similar, will have costs 
that can vary. For example, one complex may have 
more apartments than another so the costs are spread 
among more owners. This makes the cost per unit 
lower. Some buildings have more equipment, grounds 
or facilities to maintain or larger courtyards to clean so 
the costs may be higher. Service charges are calculated 
on the basis of the size of your home in proportion to 
operating costs for the building or complex. 

12. DOES THE DEVELOPER (AL MOUJ) PAY ITS   
 SHARE OF CHARGES FOR UNSOLD UNITS?
If a unit remains unsold, Al Mouj Muscat, as the 
developer is responsible for any costs that would 
normally be attributed to that apartment if it were 
occupied, as it would be unreasonable to expect the 
other homeowners to meet the costs. The Developer 
also makes service charge contributions for plots 
under construction, as well as a subsidy contribution 
as a value add to support the budget in order to reduce 
the overall impact on homeowners whilst the project is 
being developed. 

13. WHY SHOULD OWNERS PAY WHILE VISITORS
  ENJOY FOR FREE?
The commercial units pay a proportionately higher 
service charge contribution which takes into account 
the pressures and costs of visitors making use of the 
shared public areas. Visitors to the community do not 
have access to facilities such as parks, beach, swimming 
pools, gyms or any other amenities which are for the 
exclusive use by residents and their guests. It’s worth 
noting that without the full contribution from the 
commercial units, there will be a larger obligation on 
homeowners on service charge bills. 
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14. DO ALL OWNERS HAVE TO PAY A  
 SERVICE CHARGE?
All owners are contractually obligated to pay 
service charges as stipulated in their Sales and 
Purchase Agreement (SPA) and it is legally binding. 
Your agreement includes details of these charges you 
have to pay and when. 

15. I DIDN’T RECEIVE A SERVICE CHARGE INVOICE, 
 WHAT SHOULD I DO?  
The invoices are sent every quarter to the registered 
email address on our records. Please contact us 
straightaway at customerservice@almouj.com and  
we can check and update our records. 

16. WHEN ARE SERVICE CHARGES PAYABLE?
These are paid on a quarterly basis and payment is due 
within 28 days from the date of the invoice.  The service 
charge year is aligned with the budget, which is from 
1st January to 31st December.   

17. WHAT HAPPENS IF I DON’T PAY MY 
 SERVICE CHARGES?
Non-payment of service charges are breaches of the 
SPA and we encourage owners to make payment by the 
due date. The Community Management Team will take 
appropriate steps to recover the outstanding charges, 
which may result in legal action being taken against 
defaulters. A late penalty fee may also be payable for 
each month that you do not settle your dues. Failure to 
pay also has implications for fellow owners in your 
complex or sector e.g. there may not be adequate funds 
to pay for essential services. Please make your payment 
by the due date as Al Mouj Muscat will pursue all debt 
until recovered.

18. HOW CAN I PAY MY SERVICE CHARGE? 
Payments can be made a number of methods, through 
our automated payment kiosks on the ground, first and 
third floor of The Walk mall, by bank transfer, by debit 
and credit card through the community portal and 
in person. Full details on how to make payments are 
included with the service charge invoice. 

19. I CAN’T AFFORD TO PAY MY SERVICE CHARGES
If you are struggling to pay your service charge it’s 
essential that you contact us, so we can help you find 
a solution. We will be able to talk you through your 
options. But it is very important that you contact us 
straight away. 

20. WHERE CAN I GET MORE DETAILS?
Contact our Community Management Team by emailing  
customerservice@almouj.com 
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