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1. Purpose   

This policy outlines our approach to compensating customers as part of our complaints 

process. Our goal is to restore individuals to the position they would have been in had the 

service failure not occurred. 

 

We are dedicated to resolving customer complaints consistently, fairly, impartially, and 

transparently. When we make mistakes, we will strive to correct them, which may involve 

paying compensation to restore your trust and meet statutory requirements. 

 

This policy also reflects the guidance produced by the Housing Ombudsman Service.  

  

2. Policy scope   

The scope of this policy applies to all our premises as well as neighbouring premises and 

anyone who may be affected when our service does not meet our standards. We will 

consider compensation for:  

• Statutory obligations: applies to customers in rented properties.   

• Discretionary payments: applies to all customers including those in premises next 

to a property owned by us.  

  

The policy will not include service failures that are:   

• The fault of a third party, such as a utility company.  

• Beyond our control, for example, severe weather or where we have advised 

customers in advance that a service will not be available  

• Insurance claims related to financial loss, damage to third-party property or personal 

injury which will be dealt with by the insurance procedures and/or contract terms.   

• Subject to tribunal or legal proceedings.  

  

We will consider each claim on its own merits and, whilst compensation may sometimes 

be appropriate, customers will have no automatic right to compensation unless it is 

statutory.   

  

Since we manage properties for various organisations, different policies, approaches, and 

responsibilities may apply to those specific properties.  

 

3. Circumstances in which compensation will be issued 

There are three types of compensation payment:  

• 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) 

 

Compensation  
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3.1    Mandatory payments required by law 

Sometimes, tenants must be temporarily or permanently re-housed due to property 

maintenance, sale, demolition, or redevelopment. When permanent re-housing is necessary, 

legislation requires landlords to provide 'Home Loss' and 'Disturbance' payments to affected 

tenants, with amounts specified by law.  

 

3.2    Quantifiable loss payments  

Customers must be compensated fairly where they have experienced an actual financial loss, 

such as: 

• increased energy bills due to disrepair 

• replacing damaged furnishings; or decoration costs. 

• paying for cleaning 

• take away food 

• additional travel 

 

When a ‘loss payment’ is being claimed it should satisfy both of the following tests;  

1) The costs have been reasonably incurred.  

and 

2) Evidence of loss has been provided.  

 

3.3    Discretionary loss payments  

When customers experience inconvenience, we will apologise and take practical action to 

rectify the issue.  

 

Examples of discretionary payments could include: 

• Poor complaint handling. 

• Delays in providing a service for example in undertaking a repair. 

• Failure to provide a service that has been charged for. 

• Failure to meet target response times. 

• Loss of use of part of the property. 

• Failure to follow policy and procedure. 

• Unreasonable time taken to resolve a situation. 

 

Additionally, discretionary payments of a minimum of £50 may be made as a ‘Restore 

Your Trust’ offering. These payments are at the discretion of our team.   

 

The reference table below serves as a guide for our teams when assessing the 

appropriate level of compensation for time, trouble, distress and inconvenience in each 

case.  evaluating compensation claims.  
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How will compensation be 
calculated? 
 

Suggested 
amount 

Frequency 
(single 
one-off 
payment, 
per day, 
per week) 

Severity of impact –  
Mild (No significant impact 
other than an inconvenience) 
Moderate (Issue is more 
substantial and has lasted 
longer than should have been 
expected)  
Severe (Serious impact 
and/or it took a significant 
time before the problem was 
eventually resolved) 

Loss of water: for more than three 
days (payment includes the initial 
three days) 

£30 Per week Mild 

Damaged decorations  £40 per room 
One-off 
payment 

Mild 

An alternative form of heating: 
provided either by us or the customer 
to cover the difference between the 
costs of running two systems  

£5 Per day Mild 

Provision of a de-humidifier: to help 
quicken the drying of a property 
following a flood or leak and covering 
the running costs 

£5 Per day Mild 

No heating or hot water: for more 
than three days between October and 
April (payment includes the initial 
three days) 

£35 or £5 per 
day whichever 
is the greater 

One-off or 
Per day 

Moderate 

Loss of cooking facilities or 
inability to access cooking 
facilities: (e.g. temporarily staying 
somewhere without cooking facilities)  

£20 per adult. 
£10 per child 
under 12 

Per day  Moderate 

Distress or inconvenience that is 
service related  

‘Restore your 
trust’ payment, 
minimum £50 

One-off 
payment 

Moderate 

Length of time taken to respond to 
a complaint: that exceeds our policy 
and resulted in undue timewasting by 
the complainant. that exceeds our 
policy and resulted in the complainant 
having to spend unnecessary time 
liaising with HHS to resolve the 
complaint 

‘Restore your 
trust’ payment,  
minimum £50 

One-off 
payment 

Moderate 

Loss of a room: (bedroom/kitchen) 
for more than three days  

Minimum of 
£150 

One-off 
payment 

Severe 

Consider the individual: personal 
circumstances which mean that any 
impact is worsened through disability, 
older age, or the presence of young 
children.  

Minimum of 
£150 

One-off 
payment 

Severe 

Severe distress or inconvenience 
that is service related and extends 
over a considerable length of time 
(months) 

Minimum of 
£150 

One-off 
payment 

Severe 
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4. Compensation for damage to property   

We may pay compensation where a customer has incurred property damage that they 

own or personal belongings if:  

• The damage is a direct result of our actions such as accidental damage.  

• As a result of an event or incident in another property owned by us, where the 

event or incident is our fault. (Liability is established by proving/agreeing a breach 

of duty, negligence, or intentional wrongdoing)  

• Please note that we may choose to deal with any claims for losses via our Public 

Liability Insurance.  

 

5. Other remedies  

In addition to offering compensation, we may take other remedial solutions to address 

customer concerns. These actions can be flexibly undertaken either separately or in 

conjunction with compensation and may include: 

• Practical actions, such as offering to undertake repairs or redecoration that would 

normally be the customer’s responsibility. 

• A ‘Restore your trust’ offering, such as vouchers, chocolates, or flowers. 

 

6. Situations where compensation will not be considered 

Compensation will not be provided in the following circumstances: 

• Claims for personal injury. 

• Claims for damage caused by circumstances beyond the landlord's control, such 

as storms or flooding. 

• Issues resulting from the actions of third parties not employed by the landlord. 

• Loss of earnings claim 

 

We do not typically provide compensation for damages covered by contents insurance 

unless the damage is directly caused by the actions or omissions of HHS or our contractors, 

reimbursement will be considered. This will happen without requiring the customer to file a 

separate claim, (particularly when the facts are clear and undisputed) to avoid further 

inconvenience and cost to the customer (for example, future premium increases or excess 

payments due to a claim having been made.) 

 

7. Our approach to ‘off-setting’ – we will pay the amount owed and not 

deduct monies owed to us.  

Off-setting involves adjusting compensation payments to account for monies owed, such 
as rent arrears. The Housing Ombudsman Service advises against this practice to ensure 
fairness, particularly when: 
 

• Arrears are in dispute. 
• Arrears resulted from the landlord’s inaction. 
• Residents incurred expenses expecting reimbursement. 

 
In line with this guidance, Hundred Houses Society (HHS) will pay compensation directly to 
residents without deducting any debts owed. However, if a resident prefers to apply their 
compensation towards existing debts, HHS will accommodate this choice. This approach 
promotes fairness, transparency, and respects residents' financial decisions. 
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8. How to make a compensation claim 

Tenants can claim compensation in several ways: 

• by telephone; 

• in person; or 

• in writing, by letter or email 

• online via the website  
 

9. Equality and Inclusion   

HHS ensures fair treatment and considers individual needs in line with the Equality Act 2020. 

 

All employees and appointed service providers are required to complete equality and 

inclusion training, which will be reviewed during the provider selection process.  
 

10. Confidentiality   

Customer information will be processed following the law and our published privacy 

statement.  
 

11. Review of this Policy   

A review of this policy will take place every 3 years with additional reviews undertaken 

earlier if significant changes occur including:  

   

• Changes in legislation   

• Learning from customer complaints  

• Changes in the guidance received from the Housing Ombudsman Service  

• Regular consideration of Ombudsman guidance on compensation will be 

incorporated into each review to ensure consistency with best practices 

 

  

 

 

Document Title  Compensation Policy  

Version Date  October 2024  

Author Title  Head of Customer Experience  

Approved By (Date)  Scrutiny Panel (October 2024) 

Customer Experience Group (December 2024) 

Next Review Date  October 2027 

Where to find us 

Hundred Houses Society, 
51 Scotland Road, Cambridge, CB4 1QW 
  
0300 303 5770 
info@hhs.org.uk 


