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1.  Introduction  
  
1.1 This policy explains when we will offer compensation and how we calculate it in situations 

where we fail to meet the service levels set out in our published standards.  
  

2.  Policy Aim  
  
2.1 The aim of this policy is to ensure that we consider compensation fairly and consistently 

when investigating your complaint (including any initial contacts).  
  

3. Legislation  
  
3.2 We are legally required to keep the structure of your home, its exterior and key services in 

good repair, and to address health and safety hazards promptly. You are entitled to fair 
treatment, clear communication and effective handling of complaints, including the right to 
escalate concerns to the Housing Ombudsman where service failures occur. Where we do 
not meet our responsibilities, you may be entitled to appropriate remedies or 
compensation. 

 

4. Obligations and Scope  
  
4.1 This policy applies when compensation is being considered in relation to any of the 

following:  
  

• Planned or necessary disturbance or home loss where statutory payments 
apply. Such payments are detailed within our Home Loss and Temporary 
Home Transfer Policy.  

• Rights to compensation for improvements where you are entitled to compensation 
for qualifying improvements they have made to their home.  

• Reimbursement for service charges i.e. where you are paying for a service or 
services that have not been provided.  

• Discretionary payments where we choose to offer compensation as a remedy 
for quantifiable and non-quantifiable loss.   

• This policy does not include specific agreements management companies and other 
agents with whom we have a business contract to provide a service. Service failure 
in such cases will be dealt with under the terms of the contract.   

  
4.2 If you are a leaseholder or shared owner, compensation will consider what your lease says 

and what repairs we are responsible for.  
  
4.3 This policy extends to all contractors and third-party organisations delivering services 

on our behalf. Any compensation payments relating to a contractor’s own failings will be 
paid in full by the contractor.  
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5. Right to Compensation for Improvements  
  
5.1 You can claim a payment for certain “qualifying improvements” which you have carried out 

during your tenancy. You must have written permission for the improvement from us and 3 
quotes otherwise the payment will not be payable. This can be done by completing 
a Customer Alteration form.  

  
5.2 Compensation will be paid at the end of the tenancy and will be subject to 

depreciation. Qualifying improvements and the calculation for the amount of compensation 
you can claim is set out in the Secure Tenants of Local Authorities (Compensation for 
Improvements) Regulations 1994.  

  
5.3 Compensation will be payable to a maximum of £3,000 for any one improvement 

and claims must be made no more than 28 days before or 14 days after the date on which 
the tenancy ends. No compensation will be paid if the level of compensation is less than 
£50.  

  
5.4 Deductions to the compensation will be made if:  
  

• The quote includes professional fees, equipment or appliances  
• The cost of the improvement is excessive or a higher specification than if we had 

done the work 
• The notional life of the improvement has expired or deteriorated at a greater rate 

than expected 
• Your tenancy has been terminated through a breach of obligation 
• Certifications and written proof of statutory approvals have not been provided.  

  
 

6. Repayment of Service Charges  
  
6.1 Where service charges are paid and we do not deliver the service, reimbursement will be 

provided for the duration of the service failure, as a credit to your service charge 
account, in accordance with the conditions set out within this policy and in Appendix 
A Table 1.  

  
6.2 Repayment of service charges are assessed on a case-by-case basis to ensure they reflect 

the actual cost of services you receive, which may have not been captured in Appendix A. 
This approach means we will review each scheme individually to ensure that the repayment 
you receive is fair.  

  
 

7. Discretionary Compensation   
  
7.1 When calculating discretionary compensation, we will consider what is fair and reasonable 

to resolve the specific complaint. Each claim will be assessed on its own merits, and while 
compensation may sometimes be appropriate, it will only be awarded where it is justified 
by the circumstances.  
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7.2 As part of the investigation process, we will assess whether maladministration has 
occurred. Maladministration is defined as a failure by the landlord to act appropriately, 
fairly, or in line with established policies, procedures, or recognised good practice.  

  
7.3 Examples of maladministration include:  
  

• Unreasonable delays in carrying out repairs or responding to complaints  
• Failure to follow policies, legal duties, or the Housing Ombudsman’s Complaint 

Handling Code 
• Poor communication or failure to keep accurate records  
• Not taking appropriate action when issues are reported 
• Providing incorrect information or failing to manage expectations  
• Treating people unfairly or inconsistently.  

  
7.4 Our agreed service standards are set out in our Tenancy Handbook. If we have failed to 

meet these standards, Appendix A Table 2 outlines how we will quantify loss for common 
service failures.  

  
7.5 We may also award compensation for unquantifiable loss when our actions cause avoidable 

upset, inconvenience, extra effort, or any other unfair impact. Examples of unquantifiable 
loss include:  

  
• The balance of probabilities means it is likely that you have incurred costs or 

suffered financial loss 
• You have experienced emotional impact or considerable effort because 

of maladministration 
• The impact of our maladministration is more significant because of your individual 

circumstances.  
  
7.6 If our failings are specifically linked to our complaint handling, we will refer to the guideline 

amounts in Appendix A Table 3. We will also use this guidance where it’s not possible to 
quantify a loss when you are impacted in other ways because of maladministration.   

  
7.7 If severe maladministration has occurred and compensation is being considered, we will 

assess whether our actions have caused you physical and/or emotional harm, or a severe 
long-term impact.  

  
7.8 Where severe maladministration is identified, supporting evidence will be requested 

and typically includes expert assessments (for example, surveyor or environmental health 
reports), relevant landlord records, and photographic documentation.  

  
7.9 In any case, we will consider the actions that contributed to the situation and apologise. 

We will also assess whether our actions or yours exacerbated the impact or if we helped to 
minimise it. These factors may mitigate or reduce the level of compensation awarded.  

  
7.10 When calculating discretionary payments, we will consider the cumulative impact of service 

failure or maladministration, alongside any statutory payments and reimbursement of 
service charges.   

  

https://www.chsgroup.org.uk/chs-tenancy-handbook/
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7.11 We will only take the impact of maladministration into account once. Where we offer a 
lump-sum payment to address multiple issues, we will clearly demonstrate how we have 
determined the offer and ensured it is fair.  

   
 

8. When We Will Not Offer Compensation  
  
8.1 This policy will not consider compensation in relation to:   
  

• When we have met our legal, contractual, and service obligations  
• When the issue arises from circumstances outside our control, such as noise 

complaints, extreme weather or third-party failures  
• When you have caused or contributed to the problem  
• When you have not provided reasonable access for us to investigate or carry out 

repairs 
• When the request relates to dissatisfaction with a policy decision rather than a 

service failure 
• Where minor impact has been addressed as part of a more substantial issue (for 

example, poor record keeping has been acknowledged as an inconvenience)  
• Where you have experienced a minimal delay or inconvenience and an apology is 

sufficient 
• We have not been given the opportunity to fix the issue or been put on notice of the 

repair 
• Where you act or instruct another party to inspect or remedy an issue without fair 

warning or our written consent 
• When evidence has not been provided to support all or some of your claim 
• When temporary services or alternative accommodation is provided 
• When all or some of the heating or electrical running costs are your responsibility  
• Where it is reasonable for you to provide access for routine appointments, 

inspections and follow on work 
• The issue was correctly prioritised and resolved within the agreed timeframe 
• The issues was a result of planned work/ planned inconvenience which was 

communicated in advance 
• A heating loss occurs between 1 May and 31 October 
• An appointment is cancelled for good reason and reasonable notice, usually 24 

hours, is provided.   
  
8.2 If you miss an appointment and don’t give us 24 hours’ notice, we’ll charge £10.00 

unless there’s a good reason you couldn’t let us know. This will be deducted from our total 
compensation   

  
8.3 In circumstances where you owe a debt to us, such as rent arrears, we will offset our 

compensation offer against the sums owed to us unless this adversely affects you, for 
example, we will pay compensation direct to you where possessions have 
been damaged, and you don’t have the means to replace them.  

  
8.4 Compensation ordered by the Housing Ombudsman will not be offset against 

arrears without your consent.  
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9. Insurance Claims  
  
9.1 It is your responsibility to have home contents insurance, and we expect you to claim 

on your insurance where it is appropriate to do so. This policy is not intended to replace or 
compensate for the lack, on your part, of contents insurance.  

  
9.2 We may pay compensation where you have incurred damage to property you own, or to 

your personal belongings, if:  
  

• The damage is a direct result of our actions, such as accidental damage  
• The damage arises from an event or incident in another CHS owned property, where 

the event or incident is our fault 
• We decide to handle any claim for losses through our Public Liability insurance for 

example, claims for content because of poor workmanship which can’t be evidenced 
• Claims for injury or alleged negligence / disrepair  

  
9.3 We will forward any legitimate insurance claims for compensation to our insurers, and we 

will supply you with the relevant claim reference. At that point, you will be asked 
to communicate directly with our insurer, and this will conclude your complaint with us.  
  

10. How to Request Compensation  
  
10.1 If you believe you have experienced a service failure, caused by maladministration, a 

compensation claim can be made through our complaint procedure. Instruction about how 
to make a complaint is online at www.chsgroup.org.uk along with a copy of our Complaints 
Policy. You can also call us on 0300 111 3555 to speak to one of our customer service 
advisors. 

  
10.2 When an offer of a compensation is accepted, we will usually transfer the money to your 

personal bank account by way of bank transfer, or we will credit your service charge/rent 
account when okay to do so.   

  
10.3 If you have been, or will be, adversely affected by planned works or a long-term 

component failure, for example, a lift out of service for several weeks while parts are on 
order, we will direct you to any compensation for which you may be eligible as part of our 
communication.  

  
 

11. Settlement Offers  
 
11.1 Compensation may include a Part 36 settlement offer, which is a formal offer made with 

the intention of resolving a dispute without the need for legal escalation, particularly in 
relation to disrepair. These offers are made in line with the principles of fairness, 
proportionality, and early resolution.  

  
11.2 You are not obliged to accept the offer. If you decline, the complaint will continue through 

the standard complaints or disrepair process. If you accept a Part 36 settlement offer:  
 
  

https://www.chsgroup.org.uk/making-a-complaint/
https://www.chsgroup.org.uk/making-a-complaint/
https://www.chsgroup.org.uk/making-a-complaint/attachment/chs-complaints-policy-december-2025/
https://www.chsgroup.org.uk/making-a-complaint/attachment/chs-complaints-policy-december-2025/
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• We will confirm the agreement in writing  
• The offer will be treated as full and final settlement of the issues covered  
• The complaint will be closed once the agreed actions are completed  

  
11.3 Any compensation offered will be made ‘without prejudice’ to any potential or future legal 

claim which may be pursued.   
  
 

12. Complaints  
  
12.1 Appeals against compensation decisions will follow the same procedure as service-related 

complaints. Accordingly, the provisions of our Complaints Policy will apply, including 
any timescales and escalation stages.  

  
12.2 You will need to be submit your appeal in writing to us, detailing the grounds for the 

appeal. Any appeal will need to be reasonable and in response to our formal complaint 
response.   

  
12.3 If we do not receive your final acceptance of our offer of compensation within 

30 calendar days, we will withdraw the offer and close the claim.  
  
12.4 If a complaint is escalated to the Housing Ombudsman, they may decide that 

 compensation is payable. This will only happen when the Ombudsman judges that there is 
evidence of service failure or maladministration, and that compensation is the 
 most appropriate remedy.   

 
  

13. Equality and Diversity  
  
13.1 In line with the Equality Act 2010, CHS recognises that we may need to adjust the way we 

deliver services to accommodate individual circumstances, including medical conditions and 
disabilities.  This policy provides assurance that compensation is offered in a fair and 
consistent way.  

  
13.2 Where appropriate, we will assist residents in making a claim for compensation, by, for 

example, helping you to escalate your complaint or by translating this policy into your 
preferred language.  
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Appendix A  
  

Table 1 Repayment of Service Charges  
  

Service failure  Redress  Considerations  

Handyperson or Internal 
Cleaning Services  

Determined by the 
level of the charge  

• Where there has been a total failure to 
deliver handyperson or internal cleaning 
services for a period of 14 days or more.  

Grounds Maintenance 
Services  

Determined by the 
level of the charge  

• Where there is a total failure to deliver 
grounds maintenance services for a 
period of 28 days or more.   

Emergency Call 
Monitoring System  

Determined by the 
level of the charge  

• Where the emergency call monitoring 
system has been out of order for more 
than 24 hours.   

Lift   
Determined by the 
level of the charge  

• Where the lift has been out of order for a 
period of 48 hours or more and there is 
no alternative arrangement on site.  

Door Entry System   
Determined by the 
level of the charge  

• Where the door entry system has failed 
continuously for a period of 7 days or 
more.  

Communal Aerial  
Determined by the 
level of the charge  

• Where the communal aerial has been out 
of order for a continuous period of more 
than 48 hours.  

Communal Heating  
Determined by the 
level of the charge  

• Where there has been a total loss of 
communal heating and/or hot water for 
more than 24 hours.  

  
  

Table 2 Quantifiable Loss  
  

Service failure  Redress  Considerations  

Missed Appointments  
£15 per 
missed 
appointment  

• The appointment was missed 
without any notice given (typically 
24 hours).   

• The appointment was 
attended to but did not comply 
with pre-agreed reasonable 
adjustments.  

• The appointment could not go 
ahead as we were unreasonably 
late, usually by 2 hours or more.  

Complete Loss of Heating and Hot 
Water  

£15 per day  
  

• For each day beyond the first 24 
hours when heating and hot water 
is not restored.  

• Compensation for loss of 
heating does not apply where 
suitable, alternative heating is 
supplied.  
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• Set amounts of compensation for 
loss of communal heating, hot 
water do not apply where these 
services are paid through service 
charges (fixed or variable).  

Complete Loss of Heating or Hot 
Water  

£8 per day  • As above  

Complete loss of cold-
water supply  

£10 per day  

• For each day beyond the first 24 
hours when water is not restored 
and/or bottled water is not 
delivered.  

Complete Loss of Power  £10 per day  

• Additional loss, for example, 
perishables following a loss of 
electrical supply, should be 
considered.  

• Set amounts of compensation for 
loss of communal power do not 
apply where these services are 
paid through service charges (fixed 
or variable).  

Complete Loss of Lighting  £10 per week  
• Lamps should be supplied as 

an alternative.  

Alternative Heating  
£3 per day   
  

• Per heater (max 2)  
• Heater can either be provided by 

us or supplied by others, subject to 
evidence  

De-Humidifier  
£3 per day  
  

• As above (max 2 dehumidifiers)  

Decorating Costs  £40 per room  

• Applies to reinstating your own 
decorative works in circumstances 
where it is not reasonable for us to 
undertake the work.  

• Payable using current approved 
voucher system.  

Loss Of Room  
20% of rent   
  
  

• 30% if loss of a kitchen or 
bathroom   

• Per room per day – to be 
calculated from seven days after 
the date of the loss.  

• Excludes hallways, landings, 
gardens, and balconies.  

• Before any mitigating factors are 
applied (for 
example, decant or temp heating)  

• Consider reasonable costs of 
storage for goods and furniture 
where necessary for the duration 
that a room is not habitable and 
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external storage is essential 
(subject to quotes received).  

• Where you experience a loss of 
cooking facilities and is not offered 
alternative accommodation, we 
will consider a payment to offset 
the cost of purchasing food 
elsewhere.  

Travel   58p per mile  

• Where you are placed in 
alternative accommodation a 
significant distance from their 
normal accommodation  

• Travel incurred because of service 
failure or resolve the complaint.  

• Evidence of public transport should 
be provided on request.  

  

Table 3 Unquantifiable Loss  
  

Service failure  Redress  Considerations  

Service Failure  Apology  

• Minimal impact.  
• Short duration, resulting in minimal 

inconvenience, time and trouble.  
• Did not affect the overall outcome for the 

resident.  

Service Failure  Up to £100  

• Low impact.  
• Short duration.  
• May not have affected the overall 

outcome for the resident.  
• Might include distress and inconvenience, 

time and trouble, disappointment, loss of 
confidence, and minor delays in 
addressing the complaint.  

• Up to £50 compensation for complaint 
handling  

Maladministration  Up to £600  
• No permanent impact.  
• Up to £100 compensation for complaint 

handling  

Maladministration/ 
Severe Maladministration  

£600+  

• Significant impact.  
• Physical and/or emotional impact.  
• Up to £250 compensation for complaint 

handling  

Severe  
Maladministration  

£1,000 +  • Severe long-term impact.  

  
Further guidance for determining loss is available at https://www.housing-
ombudsman.org.uk/landlords-info/guidance-notes/compensation-guidance/   
 

https://www.housing-ombudsman.org.uk/landlords-info/guidance-notes/compensation-guidance/
https://www.housing-ombudsman.org.uk/landlords-info/guidance-notes/compensation-guidance/

