	[image: image1.png]



	POLICY STATEMENT        
Compensation Policy
	Last Update: June 2004

Executive Process: Deliver 

Delivery Stream:  Occupancy Management


[image: image2.png]




 1.
Purpose

1.1
Harvest aim to provide customers with a high quality service at all times.  However we acknowledge that on occasions we may fail to perform or deliver services to standards we have set.  This could result in inconvenience to residents or in some cases result in financial loss and we would endeavour to compensate our customers for this.

1.2
This policy forms part of our commitment to customer care. 

2.
Scope

2.1
The Executive Director Service Delivery is responsible for the review of this policy, which will be administered by staff in Harvest Response and the neighbourhoods.

2.2
Tenants, leaseholders/residents, applicants for housing or a representative on their behalf can claim compensation. 
3.
References

· Compensation Guidance Notes 

· Customer Complaints Policy 

· Complaints and Compliment Procedure 

· Customer Care Policy 

· Harvest’s Customer Service Standards

· Guidance to Staff on Customer Compensation Payments

· Tenancy and Lease Agreements

· Right to Repair Act 1985 

· Land Compensation Act 1973

· Leasehold Reform Housing / Urban Development Act 1993

· Right to Repair and Right to Compensation for Improvements - Housing Corporation Circular 94 /33 (August 2002)

4.
Definition


“Compensation” is a means to make good any loss suffered by a resident through our failure to perform or deliver a service in accordance with their Lease or Tenancy Agreement and our Customer Service Standards.   Compensation awards do not need to be monetary and may take the form of other satisfactory alternatives as agreed with the customer. 

5.
Policy

5.1
All claims for compensation will be considered.  We will rely on customers telling us when they believe compensation is due and will consider cases in line with the Guidance to Staff on Customer Compensation Payments. We will investigate all claims to establish why the service did not meet the standard expected and will amend working practices to ensure it does not re-occur.

5.2
Compensation will be considered where the following apply or if the law requires that compensation should be paid.

5.3
Statutory Rights (Secure and Assured (not Assured Shorthold) Tenancies)

· A resident who is vacating a social rented property and has made one or more qualifying improvements to their home.

· Repairs have not been completed in line with the timescales classified as Emergency and Urgent and tenants exercise their Right to Repair.

· Residents have to leave their homes because they are being demolished and compensation is therefore due under the Land Compensation Act 1973.

5.4
Discretionary Rights

· We fail to meet our obligations under the Tenancy or Lease Agreement.

· There is a loss of service or facilities.

· We fail to keep an appointment without reasonable explanation.

· Residents have to temporarily leave their homes to allow major repairs and improvements works to be carried out.

· Residents cannot use part of their home due to a poor repair or lack of repair (where applicable).

5.5
We will compensate residents promptly and with a minimum of fuss. Each case shall be considered individually and in line with staff guidelines.

5.6
We will ask residents, who are in rent arrears or have outstanding recharges or court costs, to pay any awarded compensation directly against their account(s).

5.7
Compensation payments will not automatically be monetary, but may take the form of other satisfactory alternatives, e.g. vouchers, decorating allowances etc.

5.8
All compensation payments are made on an ex-gratia basis.

5.9
Residents can appeal if their claim for compensation is refused or they are dissatisfied with the value or method of compensation offered. This appeal will be considered in accordance with the Group’s Complaints Procedure.

6.
Monitoring 

6.1
All compensation payments will be monitored and reported quarterly to respective Boards.

6.2
Service Development will monitor the reasons why compensation payments have been made across the Group. This will identify any service areas which need improvement.  A quarterly report will be submitted to the Operating Unit Managers, Customer Service Manager and Head of Service Development.

7.
Review
7.1
This Policy will be reviewed to take account of the amounts and types of compensation payments made in April of each year. 

7.2 The review will involve representatives from the staff / CIP groups above.   [End}
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