
 

 

RESIDENT COMPENSATION POLICY AND PROCEDURE 
 
1. INTRODUCTION 

 
1.1 English Rural Housing Association (“the Association”) aims to provide the highest 
standard of service to its residents. However, the Association understands that there 
may be occasions when we do not always meet these standards and this failure can 
cause loss, damage or inconvenience to our residents. 
 
1.2 The Association recognises tenants’ rights to receive compensation under the Right 
to Repair and Right to Compensation for Improvements Regulations set out in the 
Leasehold Reform, Housing and Urban Development Act 1993 and in line with relevant 
guidance from the Housing Ombudsman Service 
 
1.3 The aim of this policy is to set out the circumstances in which compensation may be 
considered and detail the procedure involved in making a claim for compensation. The 
aim of providing redress is to restore a person to the position they would have been in 
had the service failure not occurred; in some instances, financial compensation may be 
the only and appropriate form of redress. 
 
1.4 Any compensation payments will be fair and proportionate and each case will be 
considered on its individual merits. Compensation will not be considered in some cases, 
including but not limited to claims for personal injury, claims for damage caused by 
circumstances beyond a landlord’s control or problems caused by a third party not 
working for the landlord and problems resulting from lifestyle choice (e.g. damp and 
mould). This will also include instances where any damage is or would be covered under 
contents insurance.  
 
1.5 Where damage has been caused directly as a result of the actions or omissions of 
the Association or a contractor working on its behalf, consideration will be given to 
reimbursement without the need for the resident to make a claim at further 
inconvenience and cost to themselves, and in particular, where the facts are not in 
dispute. 

 
 

2. THE RIGHT TO REPAIR 

 
2.1 Tenants have a statutory right to claim compensation where certain relevant 
(emergency and urgent) repairs are not completed within the time limits set by the 
Association. A relevant repair is one that is likely to jeopardise the health, safety or 
security of the tenant if not carried out within the stated period. 
 
2.2 When a tenant reports a repair the Association will state when the repair should be 
completed. If the Association fails to complete the repair within the set time, the tenant 
must then inform the Association that the work has not been done. A further deadline for 
completing the work will be given to the tenant. If the work is not completed within the 
second deadline then a claim for compensation may be considered. 
 



 

 

2.3 Tenants must also recognise that in certain situations, parts may be required and 
that delays due to the ordering of parts are exempt from any claims to compensation as 
they are beyond the control of the Association and their agents. 
 
2.4 All claims for compensation under the Right to Repair will be considered in 
accordance with regulatory guidance. 
 
2.5 Responsibility will be taken for any detriment or damage caused to an individual or 
their property and belongings by a third party (contractor) working on the Association’s 
behalf. 
 
 
2.6 The Right to Repair compensation is not payable if the tenant has failed to give 
timely access to the Association or their agents for the work to be inspected or carried 
out. 
 
 

3. THE RIGHT TO COMPENSATION FOR IMPROVEMENTS 

 
3.1 Tenants have the right to claim compensation for certain improvements they make to 
their homes. These qualifying improvements are listed in the Tenant Handbook and 
include items such as; 
 

- Replacement of bath, shower, toilet or wash hand basin 
- Replacement of kitchen sink and kitchen units 
- Replacement or provision of water or space heating system 
- Replacement of water tank or cylinder 
- Double glazing (or other external window and door replacement) 

 
3.2 A claim for compensation for improvements will only be considered upon termination 
of tenancy and where written approval has been given by the Association for the 
improvement works. When seeking initial approval for improving works, tenants must 
submit three estimates from bona fide contractors and tell the Association which 
estimate they wish to choose and why. 
 
3.3 Any compensation awarded will allow for depreciation and will be deducted from any 
money the tenant owes to the Association at the end of the tenancy where necessary. 
 
3.4 If the tenancy is terminated as a result of legal action the tenant will not be entitled to 
any compensation for improvements. 

 
 
4. MAKING A CLAIM FOR COMPENSATION 

 
4.1 Compensation may also be considered where financial hardship, inconvenience or 
distress has been caused as a result of the Association’s failure to meet service 
standards and will fall into three categories; 
 

• mandatory (such as statutory home loss payments) 



 

 

• quantifiable loss payments (where people can demonstrate actual loss) 

• discretionary payments (for time and trouble/distress and inconvenience) 
 
4.2 All claims for compensation by residents should be made in writing and will be 
considered in line with the Association’s Complaints Policy. 
 
4.3 Each claim will be considered individually and will consider the circumstances of the 
resident making the claim as well as any mitigating factors. 
 
4.4 Any claim for quantifiable costs must be supported by evidence (such as bills, 
receipts, invoices etc) and any such costs must have been reasonably incurred as a 
result of failure by the Association. 
 
4.5 The level of discretionary compensation payments will be based on the guidance set 
out in Appendix 1 to this policy. 
 
4.6 Any request for compensation must be made within 28 days, any decision appealed 
within 14 days and any offer accepted within 14 days. Any compensation payments will 
then be credited within 14 days by bank transfer where possible. It is normal practice for 
any such offer to be offset against any existing rent arrears on the resident’s account. 
 
4.7 A full written response will be issued to outline the outcome of the claim and details 
of any compensation that has been awarded and where compensation is awarded an 
apology will also be provided as well as an explanation as to how the failures in service 
occurred and a demonstration of learning and a commitment to making service 
improvements. 
 
4.8 Should the resident be unhappy with the outcome of their claim for compensation 
they may pursue a claim through the Housing Ombudsman Service. 
 
 
 

 
 
 
 
 
 
 
 
 
 

 

 

 

 
 
 
 
 
 
 
 



 

 

APPENDIX 1 – SCHEDULE OF DISCRETIONARY PAYMENTS 
  
 
Awards of £50 to £250 – Remedies in the range of these amounts may be used for 
instances of service failure resulting in some impact on the complainant. We recognise 
that there may have been service failure which had an impact on the complainant but 
was of short duration and may not have significantly affected the overall outcome for the 
complainant.  
 
Awards of £250 to £700 – Remedies in the range of these amounts may be for cases 
where we have found considerable service failure or maladministration, but there may be 
no permanent impact on the complainant.  
 
Awards of £700 and above - Remedies in the range of these amounts are used in 
recognition of maladministration / severe maladministration that has had a severe long-
term impact on the complainant. Remedies in this range will be appropriate when there 
has been a significant and serious long-term effect on the complainant, including 
physical or emotional impact, or both.  

 


