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Contact Us 

 

Customer Services Team 

Gloucester City Homes 
Atlantic Suite 
Southgate House 
Southgate Street 
Gloucester 
GL1 1UW 
 
Customer Services Line: 0800 408 2000 
Text: 0778 148 2656 
Fax: 01452 396599 
Minicom: 01452 396161 
Email: customer.services@gloscityhomes.co.uk 
Web site: www.gloscityhomes.co.uk 
 

Get our information in other formats 
 

If you would like any part of this document explained, translated or provided 
in another format such as large print, audio or Braille, please contact our 
Customer Services Team on 0800 408 2000. 
 

Bengali 

 
 

Chinese 

 
 

Gujarati 

 
 

Polish 
Aby uzyskać ten dokument w innym języcu lub formacie, albo jeŜeli potrzebujesc usług 
tłumacza, skontaktuj się z mani. 
 

Urdu 

 
 

Translation reads:   
If you would like this document in another language or format or require the services of a 
translator, please contact us.

You can also 
contact us using 
our online 
reporting forms. 
Please note our 
website is speech 
enabled and you 
can adjust the size 
of the text and 
translate it to other 
languages. 
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 GLOUCESTER CITY HOMES COMPENSATION POLICY 

1. Purpose of this Policy and Procedure 

 
• To compensate residents or applicants for service failure. 
• To compensate residents who, through no fault of their own, are required to move 

home either temporarily or permanently; compensation in such cases will leave 
the resident in no better or worse position than they would have been if no 
disturbance took place. 

 
[Return to Contents] 
 
 

2. Background Information 

 
This Compensation Policy sets out a formal structure for awarding compensation which 
acknowledges that, in some circumstances, redress has to go beyond an apology or an 
acknowledgement of procedural fault, as well as setting out our approach to paying 
disturbance allowances in the case of temporary or permanent re-housing.  
 
[Return to Contents] 
 
 

3. Who does the policy apply to? 

 
• Tenants of ours, both temporary and permanent. 
• Leaseholders and shared owners where applicable  
• Applicants for housing  
• Others who may directly or indirectly receive or be affected by the services we 

provide. 
 
[Return to Contents] 
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4. When should we pay compensation? 

Broadly, compensation and/or disturbance allowances will be payable in situations 
where: 
 
(a) There is a failure to undertake a repair within the specified time limit where a claim 
under the existing, statutory, right to repair scheme applies. 
 
(b) A resident or applicant experiences a significant failure in service or a loss of 
facilities that causes undue distress, disturbance or annoyance for an extended period. 
 
(c) The resident suffers disruption and/or removal to alternative accommodation during 
the course of major repairs or refurbishment works to their home. 
 
(d) The resident has made a complaint, or circumstances exist, where compensation is 
considered a fair remedy, the complaint or circumstances being of a nature not referred 
to elsewhere in this policy. This policy will not apply to anything that might give rise to a 
claim under our liability insurance. 
 
[Return to Contents] 
 
 

5.  What Compensation should be paid?  

5.1 Current statutory right to repair scheme 

(a) Compensation will only be payable where there have been delays in 
completing priority 1 (emergency/24 hours) or priority 2 (urgent/7 days) 
repairs. Examples of qualifying repairs are contained within the residents’ 
handbook. Priority 3 (routine/28 days) works do not qualify. 

(b) Compensation for delays in completing priority 1 works will only apply 
where the emergency aspect of the work is not completed within the 
specified timescale. Once the immediate threat to the health/safety or 
security of the resident has been dealt with the remainder of the work will 
be dealt with as a priority 2 (urgent/7 day) repair. 

(c) If the Gloucester City Homes fails to acknowledge or respond to 
correspondence within five working days of receipt and provide a detailed 
response within a further fifteen working days where in the view of the 
Company such a response is necessary, then on request a payment of 
£12.00 will be made to the applicant or resident concerned. 
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(d) Compensation will only be payable where work is not completed within the 
target time provided the resident has advised us that the original work is 
late; and any delay is not the resident’s fault. 

(e) The statutory right to repair scheme gives us a second chance to complete 
the work. If, at the second attempt, it is not carried out within the 
timescales, compensation is payable as follows: 

(i)  A flat-rate payment of £10.00 and 

(ii)  £2.00 per day for each day the repair is not completed after the target 
time has expired; 

(iii)  The total compensation payable will not exceed £50.00. 

 
Compensation may be set off against any arrears or sub-account debts owed to us. 
 

Additional elements (outside the Right to Repair le gislation): 

(a) Where we or the resident has provided an alternative form of heating 
following a heating breakdown and the running costs of this are more 
expensive than original heating system, then we will pay the reasonable 
difference between the running costs of both systems - £2 per day. 

(b)    Where we provide a de-humidifier to aid the drying out of a property 
following a leak or flood, then we will pay for the running cost of the 
equipment - £2 per day. 

(c)   To avoid creating undue hardship we will make advance payments in 
relation to sections (f), (g) above. This will apply in particular to those 
residents whose continuing fuel supplies depend on the use of pre-paid 
key meters. 

 
 
Compensation will not be set off against any arrears or sub-account debts owed to us. 
 
[Return to Contents] 
 
 
5.2. Service failure 

(a) If an officer of Gloucester City Homes or a contractor fails on two occasions 
to keep a mutually agreed appointment (that will usually have been made on 
an am or pm basis without stating a specific time) without, in our opinion, 
cancelling in good time or giving reasonable notice, then on the second 
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occasion, upon request a payment of £12.00 will be made to the resident or 
applicant concerned. 

(b) If Gloucester City Homes fails to acknowledge or respond to 
correspondence within 5 working days of receipt and provide a detailed 
response within a further 15 working days where in the view of the Company 
such a response is necessary, then on request a payment of £10.00 will be 
made to the applicant or resident concerned. 

(c) Where, in our opinion, it can be demonstrated that someone has reasonably 
incurred undue expense in travelling, telephone calls, postage etc in 
pursuing a complaint then we will consider reimbursing the individual for the 
reasonable costs that they have incurred. Subject to the nature and extent of 
the claimed extra expense, we may request copies of bills or receipts in 
order to substantiate the claim. 

(d) If the cleaning of internal common areas is not carried out on two 
consecutive cycles then residents will receive reimbursement to an amount 
equivalent to that element of the service charge for the second period and 
any subsequent consecutive period that the service is not provided. All 
affected residents will receive compensation irrespective of who or how 
many notify us of the breakdown in service. These payments will be in 
addition to any end-of-year credit adjustments made to individuals’ service 
charge accounts as a result of budgeted costs not being incurred because of 
work not having been carried out. 

(e) If grounds maintenance work is not carried out for two consecutive cycles (a 
cycle being fourteen days between April and October and 28 days between 
November and March) then residents will receive reimbursement to an 
amount equivalent to that element of the service charge for the second 
period and any subsequent consecutive period that the service is not 
provided. All affected residents will receive compensation irrespective of who 
or how many notify us of the breakdown in service. 

 
Again, these payments will be in addition to any end-of-year credit adjustments made to 
individuals’ service charge accounts as a result of budgeted costs not being incurred. 
 
Compensation may be set off against any arrears or sub-account debts owed to us. 
 
[Return to Contents]  
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5.3. Disturbance allowances 

If we are carrying out major repairs, alterations or improvements to residents’ homes 
and we require the resident to move out temporarily or permanently in order to carry out 
the works, we will pay disturbance allowances. Such allowances are intended to 
reimburse the resident for actual, reasonable, expenses incurred, or allow a notional 
sum in appropriate circumstances. The effect of the payments will be that the resident 
will be in no worse or no better a position than they would have if had they not needed to 
move. The payments will normally include: 

 
(a) Permanent moves: 
 

(i) Removal contractors’ expenses. Up to three quotations may be requested. 

(ii) Disconnection and reconnection of television aerials, telephone, cooker, 
plumbed-in appliances. 

(iii) A contribution to meet the cost of altering carpets and curtains or providing 
new ones where it is not reasonable to expect existing ones to be altered. 

(iv) Redirection of post. 

(v) Kennel fees. 

(vi) Other reasonable costs with prior approval. 

(vii) The statutory “Home Loss” payment. This payment does not apply where 
permanent rehousing takes place because of major repairs only. It is only 
payable where there are improvements / alterations / redevelopment / 
demolition to and of the property and where the resident is not given the 
opportunity of returning to it once the works have been completed directly 
because of the nature of those works. 

 
[Return to Contents] 
 
 
(b) Temporary moves: 
 

(i) Removal contractors’ expenses. Up to three quotations may be requested and 
will cover both moving out of the resident’s home and moving back. 

(ii) Disconnection and reconnection of television aerials, telephone, cooker, 
plumbed-in appliances both to the temporary accommodation (if applicable) 
and back to the permanent home. 

(iii) Storage costs, where it is unreasonable to expect some or all of the resident’s 
possessions either to remain in the permanent home while works are being 
carried out or to be taken by the resident to their temporary accommodation. 
Up to three estimates may be requested. 
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(iv) Redirection of post; both to the temporary accommodation and back to the 
permanent home. 

(v) Kennel fees. 

(vi) Subject to reasonable limits, we will meet the cost of temporary 
accommodation as follows: 

• The full cost of alternative local authority or housing association 
accommodation; or 

• Bed and breakfast costs, based upon local rates, and meal allowances 
(apart from breakfast); or 

• Where someone chooses to stay with friends or family, a payment to help 
meet the extra cost incurred by the host household in providing the 
temporary accommodation; or 

• In extreme circumstances, the cost of hotel accommodation. 
 

(vii) Other reasonable costs with prior approval. 

 
If a resident has been notified that they will have to move in order that Gloucester City 
Homes can undertake major repairs/improvements to their home and then is evicted for 
some other reason (eg rent arrears) in advance of the work commencing, no statutory 
Home Loss payment or other disturbance allowances will be paid. 

 
If a resident is already registered on our transfer list before being notified that they will 
have to move in order that Gloucester City Homes can undertake major 
repairs/improvements to his/her home, then he/she will be entitled to disturbance 
allowances payments as above if the purpose of them moving is in order that the works 
can commence. 
 
[Return to Contents] 
 
 
(c) Joint tenants 
 

(i) Any Home Loss payments should be divided equally between joint tenants 
unless they jointly agree some other arrangements. This may be a problem 
when one of a couple has disappeared, though in this instance if it can be 
established that it is not their only or principal home any longer, then the 
remaining party will be entitled to all of the Home Loss payment. 

(ii) Disturbance payments reflect the actual expenses incurred by individuals 
and therefore in the case of joint tenants, payment should be made to the 
person who has incurred the expenditure unless the parties agree 
otherwise. 
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Compensation for disturbance will not be offset against any arrears or sub-accounts 
owed to us. 
 
5.4. Compensation arising from a complaint or other  circumstances not dealt with 
elsewhere in this policy 

 
(a) We will offer compensation to someone who has made a complaint to us; 

and where we feel that financial compensation is justified, given the 
circumstances. The amount of such extra-ordinary payments will be guided 
by amounts set in court or by the local government ombudsman in similar 
circumstances. 

(b) We may also offer compensation to someone who has suffered distress, 
annoyance or inconvenience arising from events or circumstances not 
covered elsewhere in this policy.  

 
Compensation for this section may be offset against arrears of rent or service charges. 
 
[Return to Contents] 
 
 
5.5. Loss of or damage to residents’ possessions 

If damage has occurred to a resident's possessions as a result of our failure to deal with 
a dis-repair to his/her home then the matter will be referred for consideration to either 
our insurers or those of the contractor engaged on our behalf within 24 hours of 
Gloucester City Homes becoming aware of the damage. 
 
[Return to Contents] 
 
 
5.6. Disputes 

In the event of a dispute arising from the application of this policy, the complaint will be 
dealt with in accordance with Gloucester City Homes Compliments, Comments and 
Complaints Policy. 
 
[Return to Contents] 
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6. Review of Compensation Levels 

Other than those set by the government through legislation or regulation (e.g. section 
4.1 Right to Repair), rates of compensation will be reviewed annually and any changes 
will be effective from 1 April each year. 
 
[Return to Contents] 
 
 

7. Monitoring and Review of Policy & Procedure  

Any compliments, comments or complaints made about this policy and procedure will be 
dealt with in accordance with the Gloucester City Homes Compliments, Comments and 
Complaints Policy. 
 
Performance will be reviewed at least quarterly and any suggestions for improvement 
will be referred to the appropriate decision making body i.e. the relevant Director for 
small incidental procedural improvements; Executive Management Team for decisions 
with a company wide procedural implication, Board of Management for a company 
policy change and the City Council for a City Council policy change and the Tenants 
Forum and Leaseholder Forum for customer views.  
 
Where policy changes are required we will convene a customer focus group; carry out a 
customer survey and consult the Tenants Forum and Leaseholder Forum prior to 
forwarding policy changes to the Board and City Council for approval. 
 
[Return to Contents] 
 


