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1.
Statement of Intent
North West Leicestershire District Council has drawn-up a procedure to investigate complaints about the standard of service, and to address any apparent failure to follow published procedures.

This policy describes what may be offered in terms of compensation, when there has been a failure in service delivery which has resulted in inconvenience to a customer, or when the complaint is serious enough to require the payment of compensation. 

2.
Who the policy applies to
This Policy applies to:

· Customers who are existing tenants.

· Customers who are applicants on our housing waiting list.

· Customers who are leaseholders.

· Anyone who may be affected by the services we provide, either directly or indirectly.
3.
Details of compensation payments, and when compensation will be considered 
In most instances, compensation should only be considered where a customer complaint has been addressed through the full Complaints Procedure.

However, there may be instances where a complaint has not been made in this way, but payment of compensation is considered to be a just remedy for inconvenience or distress, and these will be considered on a case-by-case basis.

In the majority of cases, however, compensation payments will be made where:
· There has been a failure in standards of service delivery.

· Where North West Leicestershire District Council has failed in its repairing obligations as a landlord, or has failed to meet a repairs deadline as specified below.
· Loss or damage to persons, or personal property where liability is not in dispute. Where liability is in dispute, this should be referred for consideration under the District Council’s Insurance scheme.
3.1 
Failure in standards of Service Delivery
Upon request, a payment of £10 will be made:

· Where an Officer of the District Council or a Contractor has failed to keep a pre-arranged appointment without prior notification (minimum 24 hours notice). (Appointments may be made for a specified time, or may be set for the morning, or the afternoon)
Upon request, a payment of £10 will be made:

· Where the District Council has failed to acknowledge correspondence within 5 working days of receipt, and provide a detailed response within 20 working days.
Limited compensation payment will be made:

· Where it can be shown that a customer has incurred undue expense in travelling, telephone calls or postage in pursuing a legitimate complaint.
· Such expenses must be reasonable.

· The District Council may request copies of bills or receipts in order to substantiate the claim.

Service Charges will be reimbursed:

· Where the cleaning of internal common parts is not carried out on two consecutive cycles.

· Residents will be reimbursed for the cost of the service charge for the second cleaning cycle

· All affected residents will receive compensation regardless of who made the complaint.

[In these circumstances, compensation payments maybe off-set against any arrears or sundry debt owed to the District Council.]

Service Charges will be reimbursed:

· Where grounds maintenance is not carried out on two consecutive cycles.

· Residents will be reimbursed for the cost of the service charge for the second grounds maintenance cycle

· All affected residents will receive compensation regardless of who made the complaint.

[In these circumstances, compensation payments made be off-set against any arrears or sundry debt owed to the District Council.]

3.2
Failure in Landlord’s repairing obligations or failure to meet a repairs deadline

A payment of £10 will be made where:
· A reported repair is not completed within 24 hours, where this is a designated Emergency Repair.
· A reported repair is not completed within 7 days, where this is a designated Urgent Repair.

· Where a Contractor has made reasonable efforts to gain access without success, or has carried-out a temporary repair, then compensation will not be payable.
· Where the delay in completing the work can be shown to be the customer’s responsibility, compensation will not be paid.
3.3  
Loss or damage to persons, or personal property

3.3.1  Where liability for damage to personal property is not in dispute:

And where damage has occurred to a resident’s possessions as a result of our failure to deal with a reported repair (within the defined timescales), the following payments may be made:

· Damaged decoration                              - £40 per room
· Carpet Cleaning                                     - £25 per room

· Loss of heating for more than 5 days     - £10 per week

· Loss of hot water for more than 5 days - £5  per week

3.3.2  Where damage or injury to persons has occurred, and whether liability is in dispute or not, the matter shall be referred to the Insurers for North West Leicestershire District Council.

DISTURBANCE PAYMENTS
Where North West Leicestershire District Council wishes to undertake major repairs to a property, and the tenant is required to move out temporarily while the work takes place, a Disturbance Payment may be made.
[ Please note: A Disturbance Payment is different to a Home Loss Payment. A Home Loss Payment will be made when a tenant has to move permanently from their home. This is often referred to as a Decant, and the payments are governed by regulations laid-down by S105, Housing Act 1985 ]
A disturbance payment is intended to ensure that the tenant is no worse off, and no better off than if they had not been obliged to move.

Where tenants choose to move voluntarily, a disturbance payment will not be made. 
Disturbance payments will cover the cost of:
· Removals- three quotations will be required.

· Disconnection and re-connection of television aerials, telephone, cooker and other plumbed-in appliances

· Soft furnishings- ( carpets, curtains and blinds )- payment to meet the cost of alterations or replacement when it is not reasonable to remove and refit.

· Redirection of post.

· Storage costs- where a temporary move will not allow certain items to be moved with the tenant.

Disputes and Appeals
Where a customer is not satisfied with a decision taken under this Policy, they may appeal to the Head of Housing Services in writing, who will make a final decision.
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