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Compensation Policy

The aim of this policy is to identify in which circumstances LSHA will pay compensation to its tenants.

PART 1

We will compensate tenants:

1. When there is a legal requirement
On occasion it is necessary for a tenant to leave their home when repairs are needed.  We will discuss with the tenant as soon as we can what the works are and the likely disruption.  We will arrange alternative temporary accommodation for the tenant, and will pay for the temporary move and reconnection of services.

Under the Land Compensation Act 1973, a Home Loss payment is made to qualifying tenants displaced from their home.

2. Under the Tenant’s Charter
We recognise that sometimes we fail to provide the best service.

We will pay compensation:

· If we fail to carry out repairs

· Emergency


· Urgent


· Routine

· Compensation will be £10.00 up to £25.00
We will not pay compensation:

· for loss of earnings if a tenant has to take time of work to wait in for our contractor.   Tenants should leave their key with neighbours or a friend, or at our office.

· For repairs caused by your accidents (see Accidents, below) or your negligence, or by your visitors.

Tenants must:

· report repairs to us promptly

· allow access by our contractors


The amount of compensation is £10.00plus £5.00 for every day the repair remains uncompleted (up to a maximum of £25.00) after the time specified.

· Compensation for tenants’ improvements

See appendix for qualifying improvements and amount of compensation

3.  For loss of use of room or rooms in your home


4.  For use of electricity

Part 2

Accidental damage to  tenants’ property and decorations.

We encourage tenants to insure their belongings against loss, theft and accident.

When an accident causes damage to a tenant’s belongings or decorations, LSHA will not normally pay compensation.  What we mean by accident is explained below.

An accident can include:

· leaking water from a pipe, boiler or tank, either in the tenant’s property or in a neighbouring property.   If the leak is caused by LSHA’s negligence, by failure to repair or maintain we will pay compensation. 

If the leak is caused by rainwater after storm damage, we will pay compensation. 

If the leak arises from a burst pipe after a thaw or from an overflowing bath or washing machine anywhere in the building, LSHA will not pay compensation. 


· broken windows or panes of glass in doors.  If the glass is broken by a burglar or a vandal, LSHA will pay for the repair.  The tenant must report the incident to the police and obtain a crime number from the police.  

If the tenant breaks the window to get into the property after being locked out, the 

tenant is responsible for the repair.


· Damage arising from the actions of our contractors.  LSHA will instruct the contractor to pay compensation.
· Other accidents.

It is not always clear when damage is caused by accident, and when it is someone’s fault. We will in most cases refer claims for compensation to our insurers, who will give their advice.
 
PART 3

Living conditions in your property

LSHA aims to provide all its tenants with a warm and dry home.  If there is damp, mould or condensation in your home we will investigate the reason and let you know what can, and what cannot, be done.

If the reason is structural, for example the walls of the property are letting in water, we will discuss with you how we propose to remedy the problem.   LSHA will pay compensation if rooms cannot be used, before or during repairs according to the rates described elsewhere.   We will make good any redecorations caused by damp, but LSHA will not compensate for damaged possessions.

If  there is condensation in the property, this is likely to be caused by a combination of factors, including moisture from kitchens and bathrooms, ventilation and insulation.  Tenants should ask the LSHA office for the Department of he environment guidance leaflet on condensation.   We cannot pay compensation for damage to your belongings caused by condensation.

PART 4

Compensation for compensation

LSHA will pay compensation where we have failed to meet reasonable standards of service, or failed to act according to our published policies.   

To receive compensation, the tenant must show they have been treated badly or unfairly, or suffered financial loss (but not through loss of earnings from taking time off to let in contractors).

Claims for compensation for inconvenience are limited to £25.00 for anyone incident.

PART 5

How to claim compensation

If you have a claim for compensation, let us know immediately and within 15 days of the incident occurring or being observed.   You should keep any receipts or bills.

LSHA will try to investigate and make a decision within 15 days.

If you are unhappy about the way we handle your claim for compensation, you should follow our complaints procedure/can appeal to the chair of our management committee.

