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DALES HOUSING LIMITED

TENANTS’ COMPENSATION AND PAYMENTS POLICY

1.
INTRODUCTION


Dales Housing aims to ensure that all services to its customers are provided to stated standards.  Where a service does not meet this standard, the Company will consider the payment of compensation to affected tenants, which will not affect an individuals statutory right to compensation under Right to Repair, Right to Improve and Home Loss payments.  In addition a proven complaint,  which is in accordance with the Company’s Complaints, Comments and Compliments Policy, which arises from a failure of the Company in delivering their services, and which has resulted in a Tenant suffering major inconvenience and/or distress, will also be given consideration under the Tenants’ Compensation and Payments Policy.

2.
OBJECTIVES OF THE TENANTS’ COMPENSATION AND PAYMENTS POLICY
Dales Housing aims to undertake repair and improvement works to properties within published timescales and with minimum disruption to the tenant.  

Dales Housing recognises, however, that there may be occasions when it fails to meet its objectives or where it is necessary to move tenants temporarily in order to undertake work to their homes because of the scale of work involved.

To pay compensation under the home loss scheme in circumstances where a tenant is required to move permanently through redevelopment projects undertaken by Dales Housing.

Dales Housing will consider a discretionary payment of compensation where a tenant has been unable to use room(s) due to disrepair or improvements.

a. Where a tenant has remained in occupation whilst major improvements have been undertaken.

b. Reimbursement for non-provision of the service, where a tenant pays a service charge and where Dales Housing has failed to provide the service.

c. An ex-gratia payment where the tenant has submitted an insurance claim against Dales Housing’s insurers which has been turned down and was caused by an action other than the tenant’s.

d. An ex-gratia payment in recognition that a tenant has suffered demonstrable major inconvenience or distress as a result of either a failure to provide a service or the delivery of the service has been below an acceptable standard.

3.
OPERATIONAL OBJECTIVES OF THE TENANTS’ COMPENSATION AND PAYMENTS POLICY
1. Loss of use of part of property – Dales Housing will calculate the payment by reference to the number of rooms affected as a proportion of the net rent.  Where a contractor has failed to undertake a repair, or the repair has proved defective, Dales Housing will recover any compensation paid, from the contractor.

2. Improvements – A compensation payment will be made to all tenants who remain in occupation whilst major improvement work is carried out.  The payment will be made on contract completion.  Where a tenant who is to receive a payment is in arrears, the payment will be made directly to their rent account and the tenant will be notified of this.


3. Loss of service – Dales Housing will calculate the payment due by calculating the number of days the service was not available multiplied by the service charge levied over that period.


4. Ex-gratia payment – A payment will be made taking into account the full circumstances of the case and the age and condition of the tenant’s personal property when damage occurred by Dales Housing contractors, employees or agents.


i.
Removal expenses – Where a tenant is required to move in order for major works to be undertaken to their property, or as a result of demolition or improvement, Dales Housing will offer assistance towards tenants removal expenses, including any reasonable costs of:

· A removal company.

· Disconnection/reconnection of charges for electricity, gas, telephone and washing machine.

· The redirection of mail for a maximum three month period.

· Miscellaneous expenses, such as replacement/relaying of carpets, replacement of curtains, replacement or adaptation of fitted units.

· Where a tenant is moving temporarily, Dales Housing will assist with removal expenses both to and from the temporary accommodation and meet other expenses listed above.


ii.
Home loss payments – In some cases, tenants may qualify for a home loss payment.  Home loss payments are payable where:


(a)
the move is a permanent one;

(b)
the move is necessitated by the redevelopment or demolition of the property (not simply major repairs);

(c)
a tenant has lived in the property as their only or principal home for a minimum of 12 months immediately before the move.  The amount available under a home loss payment will be determined by government regulations.


iii.
Right to repair – Dales Housing will honour the right to repair provisions of    Section 121 of the Leaseholder Form, Housing and Urban Development Act 1993.  Certain essential repairs which Dales Housing estimates to cost less than £250 are defined as qualifying under regulations issued under the above Act.  Also defined is the maximum number of working days they should take to be completed.  The list of qualifying repairs and timescales is given in the tenants’ handbook.  Where it fails to carry out any qualifying repairs with the prescribed timescales and reasonable access has been provided, Dales Housing will pay compensation to the tenant.


iv.
Scale of payment – Compensation payments will be made in accordance with the circumstances of each individual case. 

4.
RESPONSIBILITY
The Director of Operations is responsible for the implementation of Dales Housing Tenants’ Compensation and Payments Policy.

5.
CONSULTATION
Consultation on the revisions to the Tenants’ Compensation and Payments Policy will be promoted formally through the relevant Tenant Groups.
6.
PERFORMANCE INDICATORS
Key performance indicators are approved by the Board in consultation with relevant tenant groups.

7.
MONITORING
Procedures will be monitored and these will be rectified as appropriate.  Monitoring reports will be presented for relevant tenant groups and Board Meetings which will illustrate how the Tenants’ Compensation and Payments Policy is being implemented and any service issues which need to be addressed as a result of these.  These will be recorded against quarterly and annual targets.  The effectiveness of the policy on tenants’ compensation and payments will be monitored on an annual basis.

8.
REVIEW
The Tenants’ Compensation and Payments Policy will be reviewed at least once every 

two years or on the introduction of new legislation or guidance.
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