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1. Summary  
Housing 21 aims to provide excellent services to residents.   However, residents may occasionally experience disadvantage, inconvenience or loss due to service failure, maladministration or failure to meet consumer standards. In these circumstances compensation may be appropriate. 
This policy covers discretionary compensation for distress, inconvenience, loss or service failure, statutory compensation, and compensation arising from failure to meet consumer protection standards. It applies to residents in both Extra Care and Retirement Living and includes services provided through communal systems such as heating and hot water (heat networks), service charges and landlord-provided utilities.
The purpose of compensation is to provide redress and restore a resident to the position they would have been in had the failure not occurred. Redress will normally include practical steps to restore service and support the resident alongside any financial compensation. Compensation is not a penalty, but a fair and proportionate remedy based on the impact experienced by the resident.
Many remedies are available to put a situation right, and we may take actions either separately from, or in conjunction with, an offer of compensation. These may include practical actions, such as offering complete repairs or redecoration, which would otherwise be a resident’s responsibility, or gestures of goodwill, for example vouchers or flowers. In some instances, financial compensation may be an appropriate form of resolution, alongside or instead of other remedies.
Compensation may not be appropriate where there is no material detriment, and the issue was resolved immediately. However, where a resident has experienced detriment, redress will always be considered. This may include practical actions to put things right, support, an apology, and/or financial compensation, depending on the circumstances.
We will work with residents to achieve an agreed resolution whilst ensuring a transparent, consistent and fair approach is taken when considering compensation in line with the Housing Ombudsman Complaints Handling Code and Remedies Guidance. We will normally align our decisions with this guidance unless there is a clear reason not to. For complaints relating to heat networks, we will also consider the Energy Ombudsman’s approach to remedies and compensation.
Where possible we will also use complaints outcomes to improve our processes and services.
In operating this policy, we will comply with all legal and regulatory requirements including, but not exclusive to, the following:
· Requirements of the Equality Act 2010
· Right to Repair (as introduced as part of the Citizens Charter Scheme, 1 April 1994)
· Right to Compensation for Improvements (as introduced above)
· Home Loss and Disturbance Payments (under Section 30 of the Land Compensation Act 1973, as amended)
· The Housing Act 1985 and the Housing Act 1988, as amended
· Leasehold Reform, Housing and Urban Development Act 1993
· Localism Act 2011
· Housing Act 1996 (Schedule 2)
· Data Protection Act 2018
· Housing Ombudsman Scheme
· Housing Health and Safety Rating System (England) Regulations 2005
· The Regulator of Social Housing’s Consumer Standards
· Heat network consumer protection and service standards requirements
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The aims of this policy are to: 
· Set out the circumstances in which compensation or other remedies may be offered
· Ensure residents are treated fairly and restored, as far as possible, to the position they would have been in had the service failure not occurred
· Ensure failures are remedied promptly and not only compensated
· Ensure decisions are consistent, proportionate and based on the impact experienced
· Recognise individual circumstances including vulnerability
· Support learning and service improvement
This policy covers discretionary and mandatory compensation and explains how Housing 21 will consider redress where residents experience detriment due to service failure, delay, communication failure or loss of essential services.
Housing 21 will consider redress where detriment has been caused by service failure or acts or omissions by Housing 21 or those acting on its behalf, subject to the circumstances of the case.
The policy also references mandatory compensation payments where we have a legal duty to do so, including home loss, improvements and Right to Repair payments.
3. Definitions 
Financial redress
Repayment of reasonable costs incurred by a resident due to service failure within Housing 21’s control. Evidence should normally be provided where available; however, reasonable estimates may be accepted where loss is likely to have occurred.
Discretionary compensation
A payment recognising distress, inconvenience, time and trouble or loss of amenity caused by service failure.
Mandatory compensation
Payments required by law or regulation, including Right to Repair, home loss and disturbance payments.
Goodwill gesture
A discretionary acknowledgement of a service failure which may include a small payment or non-financial gesture such as vouchers.
Service failure / maladministration
A failure to provide a service to the expected standard, including delay, poor communication, incorrect information, failure to follow procedure or failure to meet consumer protection standards.
Essential services
Services necessary for safe occupation of the home including heating, hot water, electricity supplied through landlord systems or communal networks.
Loss of amenity
Where a resident cannot reasonably use part of their home or a key facility for its intended purpose.
Vulnerability
Where a resident’s personal circumstances mean they are less able to protect their interests or more likely to suffer harm or detriment, including age, disability, health conditions or financial hardship.
When assessing vulnerability, staff should consider whether the resident is registered on the Priority Services Register (PSR) or may benefit from registration. PSR status indicates that a resident may require additional support during service disruption, including loss of essential services.
4. Categories of Compensation
Redress
Actions taken to put things right, which may include repairs, practical assistance, apology or financial compensation.
There are four types of compensation:
· Mandatory payments (such as statutory home loss payments)
· Quantifiable loss payments (where residents incur actual financial loss)
· Service failure payments (including loss of essential services)
· Discretionary payments (for distress, inconvenience, time and trouble)
Mandatory compensation
Mandatory payments are made where we have a legal duty to do so. This can include home loss, disturbance, improvements and payments under the Right to Repair scheme.
Quantifiable loss payments
Compensation may be considered where residents incur reasonable financial loss as a direct result of Housing 21’s failure, and which could not reasonably have been avoided. Examples include increased heating costs, alternative accommodation, food costs, cleaning or repairs.
Evidence should normally be provided where available; however reasonable estimates may be accepted where the loss is likely to have occurred.
Service failure payments
Compensation may be awarded where a resident experiences loss of essential services or facilities, including heating or hot water, or loss of use of part of the home. These payments recognise the impact of the failure regardless of whether a financial loss has occurred.
Additional reimbursement may also be considered for associated costs.
Discretionary payments
Compensation may be awarded for distress, inconvenience, time and trouble or complaint handling failures, including:
· Poor complaint handling
· Delays in providing a service
· Failure to provide a service that has been charged for 
· Failure to meet response times
· Failure to follow policy or procedure
In some instances, financial compensation may be an appropriate form of resolution, alongside or instead of other remedies.
5. Circumstances when compensation will be considered: 
Some examples when compensation may be considered include:
· Taking an unreasonable time to repair or restore something that is our responsibility, resulting in a resident being unable to use part of their home
· Failure to restore essential services such as heating or hot water within a reasonable time
· By failing (at the second time of asking) to carry out a repair we have put at risk the health, safety or security of the resident
· Failure to reinstate a service for which we are responsible
· Failure to provide clear information, updates or notice about service interruptions
· Failure to respond appropriately to a reported issue or complaint
· Poor complaint handling, including delay or failure to follow procedure 
· Incorrect charging or failure to explain charges relating to services provided
· Where the resident has experienced distress, discomfort, inconvenience or additional expense
· Where residents have suffered financial loss because of service failure
· Where the impact is increased due to vulnerability or individual circumstances
Essential Service Failure Support
Where heating or hot water is unavailable, Housing 21 will take reasonable steps to minimise detriment. This may include welfare contact, temporary heating, alternative facilities or accommodation depending on risk and vulnerability.
Where a service failure affects multiple residents (for example, communal services or shared facilities), compensation will be considered on an individual basis.
The level of compensation will reflect the specific impact on each resident, including factors such as duration, severity, vulnerability and any mitigation provided.
Compensation will not be applied as a blanket or group award, and one resident cannot request or receive compensation on behalf of others.
6. When we will not pay compensation  
Compensation would not normally be paid in the following circumstances:
· Where the issue is outside Housing 21’s responsibility and we have taken reasonable steps to assist the resident
· Where the incident was caused by the negligence of the resident or failure to comply with tenancy obligations, such as refusing reasonable access
· Damage caused by extreme events such as severe weather, where no service failure has occurred
· Personal injury claims, which will be referred to our insurers
However, where a resident has experienced avoidable inconvenience, delay, poor communication or loss of essential services, Housing 21 will still consider appropriate redress even if the original cause was outside our direct control.
7. Who will approve compensation  
Redress (including compensation where appropriate) is approved in line with the delegated authority levels set out in Appendix A/B.
Housing 21 will consider compensation as part of the complaint resolution process and residents are not required to submit a separate request for redress.
Where possible, residents should raise concerns as soon as reasonably practicable. However, Housing 21 will consider compensation outside normal timescales where it is reasonable to do so, particularly where the impact becomes apparent later.
Where approved, we will pay compensation within 10 working days of receipt of fully authorised documentation.
Whether or not a resident’s account is in arrears, the compensation will be paid directly to them and will not be used to offset any arrears owed to us.  
Where judged appropriate, the Operational Manager (OM) or Regional Extra Care Manager (RECM) dealing with a request or claim for compensation will ensure that our insurers know, via our Insurance Administrator, if there is a risk of a future insurance claim.  Insurers will be notified where there is a reasonable likelihood of a formal claim, including cases involving personal injury, significant property damage or potential legal liability.
Guidance should be obtained from the Director of Legal Services, where in the opinion of a Manager and/or Head of Retirement Living or Extra Care dealing with a request or claim for compensation, a ‘without prejudice’ statement should be included in any correspondence.
Levels of Compensation Payments 
See Appendix A and B for the process of compensation payments.  
8. Other remedies  
In addition to financial compensation, other actions can be taken to remedy a complaint either separately or together with a financial offer of compensation.  
These can include practical actions (such as offering to undertake repairs or redecoration which would otherwise be a resident's responsibility) and gestures of goodwill (e.g. vouchers (gardening, shopping or book for example), chocolates, flowers).  Each case will be considered individually, taking account of the circumstances of the resident and the impact experienced.
[bookmark: _Int_zJ8Wjo8O]Particular consideration will be given to the resident's health and wellbeing and the impact of the service failure on this. An example: if it has taken an extended amount of time for lift repairs and a resident’s mobility issues meant the person couldn't leave their flat, or if there is a loss of heating and there is a known risk around age, vulnerability and an impact on other health conditions.
9. How compensation is arranged  
Housing 21 will consider compensation as part of the complaint or service resolution process. Residents are not required to submit an additional compensation request in order for redress to be considered. Where compensation is agreed, the relevant claim documentation will be completed by staff and submitted to the Income Administration Team for processing.
Payments will normally be made within 10 working days of receipt of fully authorised documentation.
For administrative purposes, payment forms and bank details may need to be completed before payment can be issued. These will be provided to the resident where required.
All payments must be authorised by a manager with the appropriate delegated authority.
10. Monitoring and Assurance  
Decisions on redress will record the factors considered including duration, severity, vulnerability and mitigation provided.
The payment of compensation is requested by local managers and the Income Administration Team will monitor the 10-day payment commitment.  
The Complaints Team will seek assurance from local managers and the ERICA incident recording system that redress (including compensation where appropriate) has been considered and applied appropriately at all complaint stages.
The Complaints Team will collate and maintain a record of upheld complaints where compensation has been paid and the amounts and will provide guidance where required.  Housing 21 will periodically review compensation outcomes to identify trends, recurring service failures and opportunities for service improvement. Learning from complaints and compensation awards will be shared with relevant teams to improve services.
11. Equality, Diversity and Inclusion  
Housing 21 will make fair and equitable decisions when applying this policy, treating residents with respect and taking account of individual needs and circumstances.
When determining appropriate remedies and compensation, particular consideration will be given to vulnerability and whether the impact of the service failure was greater due to age, disability, health conditions, communication needs or personal circumstances.
We will take account of additional support needs, including where residents are registered on the Priority Services Register (PSR), when determining appropriate remedies and practical support.
We will take additional practical steps to protect vulnerable residents during service disruption, not limited to financial redress.
Reasonable adjustments will be made where required to ensure residents are able to access services and redress.

















Appendix A – Housing Compensation Guidance
How to Apply This Guidance
This appendix provides guidance only and must not be applied as a fixed tariff. Staff must consider the individual circumstances of each case and adjust awards where necessary to achieve fair redress. Each case must be considered on its individual merits, with the final award reflecting the overall impact on the resident rather than a strict addition of individual payments.
When determining compensation, Housing 21 will have regard to the Housing Ombudsman’s Remedies Guidance and relevant regulatory expectations. This guidance will inform our approach to remedies and compensation awards; however, decisions will be made on a case-by-case basis and may apply discretion where appropriate to reflect the circumstances and impact experienced by the resident.
When deciding compensation, staff must consider:
· Severity of the failure
· Duration of the impact
· Whether the resident is vulnerable
· Whether the resident had to chase or expend significant time and effort
· Whether failures were repeated
· Loss of use of key facilities (heating, hot water, kitchen, bathroom)
· The landlord’s communication and complaint handling
Awards should be proportionate to the distress, inconvenience, and loss of amenity experienced.
Where multiple failings occur, the final award should reflect the overall detriment experienced rather than a simple addition of individual amounts.
Where a resident is vulnerable, this may justify an increased award depending on the impact experienced. this may justify an increased award depending on the impact experienced.
Evidence of costs incurred should be requested where it is reasonable to do so. However, where this is not available, staff may accept reasonable estimates based on the circumstances and use their judgement to decide what is fair.





	Service Failures

	Incident
	Compensation event
	Compensation guidance
	Authorisation

	Service failure (repairs, ASB, service charge, communication)
	Minor inconvenience, short delay, low impact, minimal resident effort
	£50 – £200 Low impact
	Scheme Manager / OM

	Failure to meet service standards causing inconvenience
	Repeated failure, avoidable delay, poor communication, or resident required to expend time and effort pursuing resolution
	£200 – £500 Medium impact
	OM / RECM

	Service failure resulting in significant impact
	Serious or prolonged disruption, loss of key facility, or considerable distress/ inconvenience
	£500+ High impact (based on severity and duration)
	Head of Service

	Severe maladministration
	Multiple failures, long duration, significant impact on living conditions or wellbeing

	£1,000+ (exceptional cases, aligned to Ombudsman guidance)
	Head of Service / Director

	Loss of Use of Home

	Incident
	Compensation event
	Compensation guidance
	Authorisation

	Loss of use of room
	Lower range: partial loss of facility Upper range: total loss of that facility Kitchen and bathroom loss will normally attract awards at the higher end of the range.
	£10–£30 per day depending on severity and impact
	OM / RECM

	Major disruption
	Examples may include (not exhaustive):
· No bathroom access
· Unsafe electrics
· Persistent damp and mould affecting health
· Repeated flooding
· Living conditions significantly affected but decant avoided
	£500 – £1,500 depending on severity, duration and impact
	Head of Service

	Repairs and Damage

	Incident
	Compensation event
	Compensation guidance
	Authorisation

	Right to Repair
	Repair not completed after second notice
	£10 + £2/day (max £50)
	OM / RECM

	Damage to belongings
	Damage caused by Housing 21 or contractor
	Cost of repair or replacement (evidence requested where reasonable)
	OM / RECM

	Statutory Right to Repair payments do not prevent additional discretionary compensation where the overall impact on the resident warrants further redress.

	Complaint Handling

	Incident
	Compensation event
	Compensation guidance
	Authorisation

	Delayed complaint response
	Failure to meet response times
	£50–£150
	OM / RECM

	Escalation required due to landlord
	Resident was required to expend unreasonable time and effort pursuing a response or resolution
	£100–£300
	Head of Service

	Poor complaint handling
	Failure to follow complaint procedure
	£150–£400
	Head of Service

	Higher awards may be appropriate where failures are repeated, prolonged, involve misinformation, or where the resident has been required to repeatedly chase responses across complaint stages.
Where a resident has been required to spend unreasonable time pursuing a resolution, compensation may be awarded within the service failure ranges to reflect this impact.


	Statutory Payments

	Incident
	Compensation event
	Compensation guidance
	Authorisation

	Home Loss
	Permanent move due to redevelopment
	Statutory amount
	Head of Service

	Disturbance
	Temporary decant / major works
	Up to £500 (does not limit reimbursement of reasonable actual costs where statutory or decant obligations apply)
	Head of Service

	Qualifying improvements
	Tenant improvements
	Up to £3,000
	Director above £1,000





















Appendix B – Heat Network Compensation Guidance
(Heating and hot water supplied via communal or network systems)
When considering compensation, staff must assess overall consumer detriment, taking account of:
1. Duration of loss of heating or hot water
2. External temperature and time of year
3. Vulnerability of occupants
4. Availability of mitigation (heaters, hot water alternatives, welfare checks)
5. Whether the failure was repeat or isolated
6. Communication quality and timeliness
7. Out-of-pocket expense or inconvenience caused
The Priority Services Register is a free service offering additional support to residents who may be in a vulnerable situation. Staff should consider whether residents are registered—or should be encouraged to register—when assessing detriment and appropriate remedies.
Who may benefit from PSR registration
1. Pensioners (over state pension age)
2. Disabled people or those with long‑term health conditions
3. People with hearing or visual impairments
4. People with mental health conditions
5. Families with children under five
6. Anyone reliant on electricity for medical equipment
7. People recovering from hospital treatment
8. Victims of domestic abuse (confidential registration available)
9. People with dementia or memory issues
10. Those with limited mobility
11. People who do not speak English as a first language
12. Individuals who are temporarily vulnerable (e.g., recently bereaved, recovering from surgery)
Compensation should reflect the combined impact, not a simple addition of categories.

	Loss of Heating or Hot Water

	Duration
	Compensation guidance
	Adjustment factors
	Authorisation

	Under 24 hours
	Apology, communication, monitoring and mitigation
	Payment may be appropriate where vulnerability, repeat failure or poor communication applies
	Scheme Manager

	24–72 hours
	£10–£15 per day (complete loss) or £5–£8 per day (partial loss)
	Increase where mitigation is limited or communication is poor
	OM / RECM

	3–7 days
		£15–£25 per day depending on impact



		

	Increase where significant household impact



	RECM

	Over 7 days
	£200+ depending on severity and duration

	Consider health risk, vulnerability, repeat failure and adequacy of mitigation
	Head of Service

	Portable heaters should be provided where appropriate.
Repeat outages within 30 days may justify a higher award
Overnight loss may be considered when assessing duration and impact
Winter months (Oct–Apr) may justify a higher award depending on impact

	Vulnerable Households

	Situation

		



Guidance 

	Registered or identified vulnerability
	May justify increased compensation and/or additional practical support depending on impact

	Medical dependency or health risk
	Consider substantial increase or alternative accommodation

	Failure to prioritise support
		


Increase compensation and escalate response

	Mitigation Measures

	Action
	Effect on Reward

	Prompt provision of heaters or support
	May reduce overall award but will not remove it

	Delayed mitigation
	May increase compensation

	No mitigation offered
	Likely to increase compensation

	Additional Costs	

	Incident
	Compensation guidance
	Authorisation

	Electricity for heaters
	£3 per heater per day or actual cost (where reasonable)
	Scheme Manager

	Takeaway food
	Reasonable cost where cooking facilities unavailable
	OM

	Laundry
	Reasonable cost
	OM

	Alternative accommodation
	Actual reasonable cost
	Head of Service

	Evidence preferred but reasonable estimates accepted.

	Communication Failures

	Incident
	Compensation guidance
	Authorisation

	No notice of outage
	£50–£150
	RECM

	No updates during outage
	£50–£150
	RECM

	Resident was required to expend unreasonable time and effort pursuing a response or resolution
	£100–£300
	Head of Service

	Billing and Charging

	Incident
	Compensation guidance
	Authorisation

	Incorrect bill
	Correction + £50–£150
	RECM

	Unexplained charges
	£50–£200
	RECM

	Distress from catch-up bill
	£100–£300
	Head of Service
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