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1.0 BACKGROUND
1.1    The project agreement states that Partners is responsible for the

“administration and payment of claims for compensation from Tenants and Leaseholders for loss of service and amenities that are the responsibility of the Contractor”
. The Council’s own Refund, Compensation and Remedies Policy is included in the schedules of the sub-contracts.

1.2
The Compensation Procedure forms part of our customer service

commitment and recognises that there will be occasions when we   do not achieve the high standards we set. 

1.3
It should be noted that a remedy for an error or complaint should not always involve a payment of financial compensation. A range of remedies may be applicable and must be considered:

· an apology

· an explanation giving a full answer to all points raised in the complaint

· an assurance that every effort will be made to ensure the same thing does not happen again. This must be matched by action and monitoring of the complaint

· action taken to put things right – demonstrable action to show that the complaint has been taken seriously

· financial compensation 

1.4
This procedure does not refer to disrepair claims. Disrepair claims must be agreed with the legal department.

2.0 APPLICABLE PERFORMANCE INDICATORS

2.1
KPI 15: The number of compensation claims that have been dealt with in accordance with Authority requirements in terms of policy and agreed standards as a percentage of all claims dealt with within the period.

3.0 PROCEDURE

3.1
Financial Loss, Personal Injury and Damage to Property
3.1.1 
All claims where a customer of Partners or a member of the public alleges financial loss, damage to property or personal injury must be referred to the Claims Manager at Farrs in accordance with the Insurance Procedure. If the claim relates to refurbishment works, the Insurance Procedure for United House will be followed.

3.1.2 Even a seemingly minor case of injury or damage can escalate into a much larger claim if it is not dealt with using the proper procedures. If there is any question of a claim against Partners, the Claims Manager must be involved from the outset.

3.1.3 It is crucial not to assume or admit liability for any alleged loss or injury. In all cases our insurers will investigate the claim and decide whether to make a payment or to deny liability. Any prior written or verbal admission of liability would seriously hamper Partners’ chances of successfully defending an action.

3.2 Missed Appointments For Repairs (including gas repairs / services)

3.2.1 Where a member of staff or contractor working for Partners cannot keep an appointment for a repair or inspection, the resident must be notified by the Team Manager or their deputy by 5pm at least one full working day in advance of the appointment. This means that if an appointment made for Wednesday cannot be kept, the resident must be notified by 5pm on Monday. 

3.2.2 If an appointment is not kept and this notice is not given, the resident will be offered a £10 Universal voucher. 

3.2.3
The voucher will also be payable if an appointment is made for the morning and not carried out until the afternoon of the same day without giving the resident at least one full working day notice. To avoid paying compensation, morning appointments must be carried out between 8.30am – 2.00pm, and afternoon appointments must be carried out between 12.00 – 5.30pm. 
3.3 Major Works

3.3.1 Where items are reported to be lost or damaged as a result of the refurbishment works, the Works Team procedure for compensation will be followed. Discretion will be applied by the Senior Resident Liaison Officer when making payments for lost or damaged items that are considered to be essential (this may include bedding and some household appliances). These payments may be made by cheque direct to the resident. Other payments will be made to the rent or service charge account if the resident is in arrears.

3.3.2 Compensation may be paid where the major works inside a dwelling overrun by more than 20% of the original timescale agreed. The decision to pay compensation in these cases will be made by the Senior Resident Liaison Officer. Compensation will be paid at the following rate:


Compensation will not be paid where additional works are required which will result in a longer period of works and the resident is informed of this; or where the resident has not provided full access for the contractor during working hours. 

3.4 Loss of Use of Property or Part of Property

         3.4.1
Loss of the use of a room/rooms


If any room is not available for use (e.g. as a result of dampness or repair work) for more than 28 working days after we have been notified of the problem, compensation will be payable as follows:


Net rent (after calculation of Housing Benefit applied) divided by total number of rooms + 1 x number of rooms affected x number of weeks out of use.


Payment will only be made if a written report from the Property Service Manager supports this.

3.4.2
 Temporary transfers whilst works undertaken  


A written report from the Property Service Manager (for responsive repairs) or Site Manager (major works) must be provided and attached to the compensation form before paying any compensation for a temporary transfer.

i)    
Tenant transferred to alternative accommodation

· The tenant should continue to pay rent on their main home to  retain security of tenure

· The rent charge on the new home should be reduced to zero

· Removals should be made by Partners contractor

· The procedure for temporary moves should be followed

ii) Tenant finds alternative accommodation

· The tenant should continue to pay rent on their main home to retain security of tenure

· Reimbursement, on production of receipts, will be made for:

· Cost of disconnection and reconnection of gas/electricity/ telephone supplies

· Cost of carpets/curtains up to a maximum of £200.00

Compensation is payable as follows:

Net rent on main property (after calculation of Housing Benefit applied) x 2 for each complete week out of main property. 

3.5 Loss of Heating & Hot Water 

3.5.1
Compensation is payable for losses in supply of 28 working days or more. It will be paid even if temporary heating or hot water is provided for this period. Compensation will not be payable if the loss of supply is due to the failure of a utility company.

3.5.2
Compensation is paid at the following rates:

· 5% of net rent for each element (heating or hot water) for each week of loss

· 10% of net rent where has been a loss of both heating and hot water for each week of loss

Calculations should be made on a calendar day basis e.g. for loss of heating for a 34 day period:


Net rent  x  5%  x  34    
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3.5.3
Exceptional situations may arise where households suffer a significant loss of supply, but they are not entitled to any compensation under the above scheme e.g. regular short-term breakdowns. In such circumstances the Customer Service Office Manager for the Gas Team will use his/her discretion to make compensation payments outside of the above scheme. These must still be paid to the rent or service charge account. 

3.6 Service Failure

3.6.1 For all service areas other than repairs, Partners’ customers can expect to receive prompt and fair service in accordance with published performance standards. Partners may make an ex gratia payment in a small number of cases in recognition of this failure.

3.6.2 Any cases where compensation might be considered for service failure should be passed to the Team Manager, and must be authorised by the Service Director.

3.6.3 The amount to be paid will vary at the discretion of the Team Manager and Service Director up to a maximum of £250. If there are rent or service charge arrears, payments will be paid by cheque directly to the rent or service charge account. The standard letter in appendix 3 will be issued by the Team Manager when the claim is received to advise the resident of this.

4.0
Payment of Compensation

4.1 When compensation is agreed, the Team Manager that authorises the amount will understand that their team will be liable to pay the cost of this compensation and arrange for any cheques to be paid. Where responsibility for paying compensation is disputed, Partners will pay the agreed amount to the resident. The Finance and Performance Manager will negotiate passing this cost on to the appropriate team afterwards. 

4.2 Partners will respond to a claim for compensation within 15 working days of the date the claim is received. If the claim cannot be settled within this target timescale, a holding reply must be sent. The timescales for agreeing compensation do not affect the target timescales for replying to correspondence or complaints. All correspondence and complaints must be replied to within 10 working days of the date it was received.

4.3 If there are rent or service charge arrears, compensation will be paid directly to the rent or service charge account, except where a voucher is issued for a missed repairs appointment or where payments are made for damage to essential items. If the account is not in arrears, compensation will be paid by cheque to the resident.

4.4 Where a compensation cheque is to be paid directly to the resident, the Team Manager will offer the resident a choice of collecting the cheque in person from the office or receiving the cheque by post.

4.5 Compensation for loss, damage or injury
4.5.1 Compensation for loss, damage or injury is normally administered by Partners’ insurers. If the claim relates to the refurbishment works, this will be dealt with in accordance with United House’s Insurance Procedure. 

4.5.2 Copies of the compensation claim, forms and any accompanying information must be passed to the Tenancy Officer who will place these on the tenancy file.

4.3
Compensation for missed repairs appointments

4.3.1 Compensation for missed appointments for repairs or inspections will be administered by the Customer Service Supervisor. If an appointment cannot be kept, the Team Manager or Deputy will notify the Customer Service Supervisor of the cancellation and give the reason. If compensation is payable, the Customer Service Supervisor will complete a missed appointment form (appendix 1), and obtain authorisation from the appropriate Team Manager. A £10 Universal voucher will then be issued to the resident with a letter of apology and details of the rescheduled appointment.

4.3.2 The Customer Service Supervisor will keep a record of compensation paid for all missed appointments. This will record the address, and the amount and date paid. This information will be provided each month to the Finance and Performance Manager.

4.3.3 Copies of the completed missed appointment form must be passed to the Tenancy Officer who will place these on the tenancy file.

4.3.4 The Repairs and Heating Teams will purchase the vouchers and make these available to be issued by the Customer Service Supervisor.

4.4
Compensation for major works

4.4.1 Compensation for major works issues will be administered by the Senior Resident Liaison Officer in accordance with the United House Compensation Procedure, who will complete the major works compensation form included in the Works Team procedure manual.

4.4.2 The Senior Resident Liaison Officer will use his/her discretion when deciding whether payment is being made for essential items.  When a claim for compensation is received from a resident, the Senior Resident Liaison Officer will supply a copy of the standard letter in appendix 3. 

4.4.3
If the compensation is for essential items, payment will be made by cheque directly to the resident. 
4.4.4 Before paying compensation for non-essential items, the Resident Liaison Officer will check with the Income Officer or Leasehold Officer whether there are any rent or service charge arrears. If there are no arrears, the compensation will be paid by cheque directly to the resident. Financial compensation to tenants with arrears will be paid by cheque made payable to “London Borough of Islington”. The cheque will be passed with a copy of the compensation form to the Income Officer who will identify the rent account reference number and arrange for the payment to be credited to the rent account. Compensation to leaseholders with arrears will be paid by cheque made payable to “Hyde Housing Association” and passed with a copy of the compensation form to the Leasehold Officer who will identify the service charge reference number and arrange for the payment to be credited to the service charge account.

4.4.5 The Senior Resident Liaison Officer will keep a record of the address, amount of compensation, date paid, and reason. This information will be provided each month to the Finance and Performance Manager. 

4.4.6 Copies of the compensation claim, forms and any accompanying information must be passed to the Tenancy Officer who will place these on the tenancy file.

4.5
Compensation for loss of the use of a property or part of a property

4.5.1 Compensation for loss of the use of a room will be administered by either the Property Service Manager (Repairs Team) or the Senior Resident Liaison Officer (Major Works Team).

4.5.2 Compensation will only be payable to Tenants upon completion of a compensation form in appendix 2. A written report stating why the room(s) cannot be used must be attached. The Property Service Manager or Senior Resident Liaison Officer should complete this form, stating the reason for the payment, and will check with the Income Officer whether the Tenant has any rent arrears. 

4.5.3 If there are no arrears, the Property Service Manager or Senior Resident Liaison Officer will raise a cheque to the Tenant. If the Tenant has rent arrears, the Property Service Manager or Senior Resident Liaison Officer will send the standard letter in appendix 3 to the resident to inform them that the payment will be made to their rent account. In these cases the Property Service Manager or Senior Resident Liaison Officer will raise a cheque made payable to “London Borough of Islington”, and will pass this to the Income Officer with a copy of the compensation form. The Income Officer will identify the rent account number and arrange for the payment to be paid to the rent account. 

4.5.4 The Senior Resident Liaison Officer or Property Service Manager will pass a copy of the compensation claim, forms and any accompanying information must be passed to the Tenancy Officer who will place these on the tenancy file.

4.5.5 The Senior Resident Liaison Officer or Property Service Manager will keep a record of all compensation claims, including the address, amount and date paid, and reason. This information will be provided each month to the Finance and Performance Manager.

4.6
Compensation for loss of heating or hot water

4.6.1 The Customer Service Office Manager for the Gas Team or Senior RLO for the works team will complete the compensation form in appendix 2 stating the reason for the payment.

4.6.2 The Customer Service Office Manager / Senior RLO will check with the Income Officer whether the tenant has any rent arrears. If there are no arrears, the Customer Service Office Manager / Senior RLO will raise a cheque to the Tenant. If the Tenant has rent arrears, the Customer Service Office Manager / Senior RLO will send the standard letter in appendix 3 to the resident to inform them that the payment will be made to their rent account. In these cases the Customer Service Office Manager / Senior RLO will raise a cheque made payable to “London Borough of Islington”, and will pass this to the Income Officer with a copy of the compensation form. The Income Officer will identify the rent account number and arrange for the payment to be paid to the rent account. 

4.6.3 Copies of the compensation claim, forms and any accompanying information must be passed to the Tenancy Officer who will place these on the tenancy file.

4.6.4 The Senior Resident Liaison Officer or Customer Service Office Manager will keep a record of all compensation claims, including the address, amount and date paid, and reason. This information will be provided each month to the Finance and Performance Manager.

4.7
Ex Gratia Payments

4.7.1 Ex Gratia payments will only be paid upon completion of the compensation form in appendix 2. The Team Manager should complete this form, clearly stating the reason for the payment, checking with the Income Officer or Leasehold Officer whether the resident has rent or service charge arrears, and obtaining authorisation from the Service Director. 

4.7.2 If the resident has no arrears, the cheque will be made payable directly to the resident. If the resident has rent or service charge arrears, compensation payments will be made directly to the rent or service charge account, and the Team Manager will send the standard letter in appendix 3 to the resident to inform them of this. When a compensation payment has been agreed the Team Manager will arrange for a cheque to be raised, attaching the compensation form. For tenants with rent arrears a cheque made payable to “London Borough of Islington” will be raised. For leaseholders with arrears the cheque will be made payable to “Hyde Housing Association”. The cheque will be passed with a copy of the compensation form to either the Income Officer (for tenants) or the Leasehold Officer (for leaseholders) who will identify the rent or service charge reference number and arrange for the amount to be credited directly to the rent or service charge account. 

4.7.3 Copies of the compensation claim, forms and any accompanying information must be passed to the Tenancy Officer who will place these on the tenancy file.

4.7.4 The Team Manager will keep a record of all compensation claims, including the address, amount and date paid, and reason. This information will be provided each month to the Finance and Performance Manager.

5.0 EQUALITIES ISSUES

5.1
Access to translation services will be arranged where required to enable all residents to access the complaints and compensation policy.

5.2 Residents without a bank or building society account will be offered the choice of the following alternative methods of payment of compensation:

· Credit of the amount to the rent or service charge account

· Provision of information to help them open a bank or building society account

5.3 Where a disabled resident is not able to visit the office and does not wish to receive a cheque by post, an Officer will arrange to take the cheque in person to the resident’s own address.

Appendix 1: Repairs - Missed Appointment Form






Appendix 2: Compensation Payment Form












Appendix 3

<Date>

<Name of Resident>

<Address1>

<Address2>

<Postcode>

Dear <Name>,

Claim for Compensation

You have contacted Partners to make a claim for compensation for <state reason>.

We will assess your claim and reply with the outcome of our investigation within 15 working days of the date we received your claim. 

Yours sincerely

<Name>

<Job Title>


Resident Name:





Address:

















Job number:





Works order number:





Description of job:








Date of appointment:





Reason for missed appointment:





Rescheduled date for appointment:





New works order number:





Authorisation to pay £10 voucher as compensation for missed appointment:








Signed:


		


(Property Service Manager / Gas Team Office Co-ordinator)











Name of Resident:





Address of Resident:





Amount of compensation to be paid:	 £





Reason for compensation:








Signed:							Date:


(Section Manager)








Signed:							Date:


		(Service Director)





Compensation Paid





Date paid:





Cheque number:





Signed: 


		(Finance and Performance Manager)	





Payment of Compensation





Voucher Number:





Date Paid:





Signed:


		


(Customer Service Supervisor)





Please be advised that it is our policy to pay any financial compensation to the rent or service charge account where there are arrears, unless the compensation is for damage to essential items. If you have any questions about this policy you should contact your Tenancy Officer.





£10 per week x the number of weeks over the agreed period for internal works








� Schedule 2: Output Specification, Clause 14.7.5
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