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Set out the circumstances under which compensation will be paid
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Provide guidance on how and when compensation can be claimed.
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[bookmark: _Toc214617351]Introduction
[bookmark: _Hlk60741059]The Council aims to provide its residents with services that are of a consistently good quality. We recognise that there are times when services do not meet our high standards and residents are inconvenienced. To demonstrate our commitment to taking responsibility, we will offer a suitable remedy as our way of putting things right.
We will adopt a consistent and evidence-based approach when considering any complaint and when deciding the appropriate remedy. We will assess each case on its own merits, taking into consideration a resident's individual circumstances/vulnerabilities and how they were affected.
This policy explains the circumstances in which compensation is awarded and is designed to work alongside the Council's housing management complaints policy to resolve complaints and provide our residents with fair and proportionate solutions.
[bookmark: _Toc214617352]Aims and Objectives
Our residents are at the heart of everything we do. We are committed to dealing with all complaints equitably, comprehensively, and in a timely way. Whilst we work with you to resolve your complaint, we expect our residents to behave in a reasonable manner. We understand that service failure(s) can cause frustration, however we have a zero-tolerance approach to rude/unreasonable conduct and in these circumstances, we may close your complaint or apply restrictions.
Remedies can take many forms such as rectifying the service failure, a goodwill gesture, and where appropriate, a discretionary compensation payment.
When deciding suitable remedies, we will take into account the following:
Length of time and difficulty the resident spent trying to resolve the issue.
Frequency with which something has occurred.
Severity of any service failure or omission.
Distress and inconvenience to the resident (and others if appropriate).
Risk of harm and actual harm to the resident (and others if appropriate).
Previous responses to the resident and any other attempts to address the issue.
A resident’s particular circumstances or vulnerabilities.
Administrative costs such as out-of-pocket expenses.

In cases where a compensation payment has been selected as an appropriate remedy, if a debt is owed to the Council (rent or service charge arrears), compensation payments will be offset to pay the debt. This excludes exceptional circumstances such as financial hardship. Any credit remaining will be refunded directly to the resident.

We look at areas of repeated service failures to gain insight and to develop and continuously improve our services.

We have developed our policy in line with the Housing Ombudsman's Complaint Handling Code. If you wish to seek an independent review, you can contact the Housing Ombudsman Service at any point throughout the complaints process.   
The Housing Ombudsman is an independent, impartial, and free service for social housing residents. The Housing Ombudsman looks at complaints about housing organisations that are registered with them. The outcome of the investigations includes remedies, orders, and recommendations.
The Ombudsman can be contacted through the following channels:
Website:     housing-ombudsman.org.uk
Telephone: 0300 111 3000
Email:         info@housing-ombudsman.org.uk
Post:	        PO Box 1484, Unit D
                   Preston PR2 0ET

This policy aims to:  
Set out the circumstances under which compensation will be paid.
Promote fairness and consistency when calculating compensation.
Provide guidance on how and when compensation can be claimed.

The Council must safeguard public funds and manage its resources effectively. 
Before financial awards are offered, consideration will first be given to a range of
remedies that may be appropriate. The following list is not exhaustive, but 'putting
things right' could include:
An apology.
A written explanation giving a full answer to all points raised in the complaint.
A face-to-face discussion or appointment to discuss/resolve the issues.
Action taken to put things right to demonstrate the complaint has been taken seriously.
Assurance that every effort will be made to ensure the same thing does not happen again, with action and monitoring to resolve.
Reconsideration of a decision, which on new, or review of existing information may demonstrate an alternative decision is justified.  
A review of policies and procedures.
Staff guidance or training.
Appropriate disciplinary action.
[bookmark: _Toc214617353]Scope
The policy is restricted to the Council's tenants and leaseholders (residents). People who are not council tenants or leaseholders are outside the scope of this policy.
This policy applies to complaints related to housing management issues and can be used during any stage of the complaints handling process or through the course of our usual service delivery.
Some of our services are delivered by contractors on our behalf. If they are asked to respond to a complaint as Stage One, they will consider any suitable remedies in line with our own policy and procedures.   
Compensation payments are made when you have experienced a delay or have incurred additional costs because of a service failure on our part, or if we have failed to meet agreed standards of service within our guidelines. For example:
Temporary loss of facilities/amenities in the home such as heating or hot water.
Failure to provide a service that residents have been charged for such as cleaning and caretaking services.
Failure to attend a booked appointment.
Failure to complete repairs to agreed response times (not applicable to leaseholders except those in the Defects Liability Period).
Poor complaint handling.
Our compensation policy is not intended to cover:
Circumstances not in our control i.e. if there is a strike or extreme weather.
Loss that is due to negligence by the resident, that is deemed to be the fault of a third party or is beyond our control.
Insurance claims relating to financial loss, damage to third party property or personal injury.
Service failure due to interruptions in gas, electricity or water supplies because of the non-performance of utility companies or through the action of the resident.
Loss or damage that has arisen from an alteration or repair which the resident has arranged or carried out themselves.
There is damage to the property or loss of amenity which the resident has not taken reasonable steps to prevent.
Where the Council has acted reasonably and complied with legal and contractual liabilities.
Legal and professional fees.
Loss or damage that should be covered by contents insurance.

This policy covers statutory compensation, financial loss, and discretionary payments.
[bookmark: _Toc214617354]Statutory Compensation
Statutory compensation are payments which the Council is legally obliged to make and where the Council has no discretion over the amounts awarded. They include the right to repair, right to compensation for tenants’ improvements, and home loss and disturbance allowances which are covered under the Land Compensation Act.
[bookmark: _Toc214617355]Right to Repair
This is a right given to secure tenants to ensure the completion of certain repairs quickly and easily. Small, urgent repairs are covered, which if not carried out within a specified period, are likely to cause damage to the health, safety, or security of the resident.
Qualifying repairs under the government's 'Right to Repair' scheme must cost £250 or less and include the following:
Total or partial loss of electrical power, water supply, gas/oil supply, space or water heating
Unsafe power, lighting socket or electrical fitting
Blocked flue to open fire or boiler
Blocked or leaking foul drain, soil stack or (where there is no other working toilet in the dwelling house) toilet pan
Toilet not flushing (where there is no other toilet in the house)
Blocked sink, bath, or basin
Tap which cannot be turned
Leaking from water or heating pipe, tank, or cistern
Leaking roof
Insecure external window, door, or lock
Loose or detached banister or handrail
Rotten timber flooring or stair tread
Door entry phone not working
Mechanical extractor fan in internal kitchen or bathroom not working 

Further guidance can be found on the Department for Levelling Up, Housing and 
Communities website.
[bookmark: _Toc214617356]Right to Compensation for Improvements
Secure and assured tenants moving out of their home can request compensation for certain improvements they made to the property while they were living in it.   
For qualifying improvements, compensation will be calculated based on a formula set by the government and will be paid on a sliding scale according to the expected life expectancy of the improvement (see Appendix 1).  
To qualify for a compensation payment, a resident must have:
Requested and obtained, our written permission before carrying out the work.
Sent us two independent quotations for the work. We will only compensate for works the resident completed themselves where they are suitably qualified.
Where appropriate, provided evidence of having any official permission needed such as planning permission. The minimum amount of compensation payable is £50, and the maximum is £3,000.

The compensation will be used to clear any rent arrears owing at the end of the tenancy and will not be payable to tenants who apply to purchase their home through the Right to Buy or Right to Acquire scheme, or where the tenancy is ended through possession proceedings.
[bookmark: _Toc214617357]Home Loss and Disturbance Payments
Payments are made when a resident (assured/secure tenant or leaseholder) is moved permanently from their home due to demolition or redevelopment. The statutory Home Loss payment is reviewed annually as set out in section 30 of the Land Compensation Act 1973. To be eligible for a payment, a resident must have resided in their current property for at least 12 months and displaced on, or after, 1 October 2022.
The Council will administer reasonable requests for statutory ‘Disturbance Payments’ if a resident moves temporarily or permanently, to enable building works to be carried out. Listed below are the costs we will consider paying:
Removal costs.
Disconnection and reconnection of gas and electrical appliances, services and telephones.
Cost of redirection of post for one month.
Refitting of shelving, fitted wardrobes, curtains and floor coverings.
Special adaptations of the replacement premises.
Resident homeowners can also make a claim for payment of mortgage redemption fees and other charges associated with rearranging mortgages or solicitor’s costs in purchasing a new home.

The terms for making a home loss payment are set out in our Decants Policy.
[bookmark: _Toc214617358]Roles and Responsibilities
The Corporate Director for Housing & Regeneration exercises delegated authority and is also the lead for compliance with the consumer standards under the requirement of the Social Housing Regulatory Act. (Ultimate accountability lies with the Cabinet Member for the housing portfolio).
The Housing Management Cabinet Sub-Committee has overall governance responsibility for ensuring this policy is implemented and complies with legislation and regulatory standards. As such, the Housing Management Cabinet Sub-Committee will formally approve this policy and review it every three years (or sooner if there is a change in legislation, regulation or practice).
Housing Performance Improvement and Compliance Board (HPIC) will receive monthly complaint handling performance reports and ensure compliance is being achieved. They will also be notified of any issues identified.
The Head of Regulatory Assurance's portfolio includes oversight for complaints. The Head of Regulatory Assurance is responsible for ensuring the Member Responsible for Complaints and the governing body have access to reports complaints performance, learning and service improvement priorities. The Head of Regulatory Assurance is also able to direct the formulation of policies and procedures as appropriate to address areas of weakness and non-compliance.
[bookmark: _Toc214617359]Our Approach
Compensation will normally only be awarded once a complaint investigation has been completed. In most circumstances, we will deduct any arrears or money owed to the Council from the compensation, prior to it being paid to you. 
The Council considers acceptance of compensation to be a full and final settlement of a case (excluding insurance related claims). Cases will not be re-opened, or additional compensation considered through a further complaint, unless the circumstances of the original case have significantly changed.
Two types of compensation are considered under this policy:
Quantifiable loss payments – where you can demonstrate actual loss because of our actions or inactions, or those of a third party working on our behalf.
Discretionary payments – goodwill payments may be made where there has been a failure of service which has caused delay, distress, or inconvenience. 
We will not consider a claim of compensation where:
The loss or damage was caused by you, a member of your household, or a visitor to your property. This includes failure to report a repair promptly, or to keep an appointment.
The fault was unforeseeable and/or caused by a third party, or the Council had no control over it – an example includes water leaking from a neighbouring property (unless we had already been alerted to this and had not resolved it promptly).
Personal possessions are lost, stolen, or damaged through no fault of the Council or its contractors.
Service failure or damage that is the result of extreme or unforeseen conditions, such as the weather.
Loss of supply of gas, electricity, or water that is outside of our control, such as a failure by the utility provider or through the action of the resident.
The resident did not give us access to their home or caused a delay in another way. Residents are expected to provide up to date contact details to enable us to arrange access to carry out work.
Fair wear and tear of fixtures or fittings has resulted in the loss or damage.
Unforeseen works have been identified, and the Council has taken reasonable steps to keep the tenants and leaseholders informed. 

Where a resident is taking legal action against the Council which involves a compensation claim, the case will be managed by our Legal Service and not considered under this policy.
Residents are expected to take out adequate home contents insurance for their furniture, decoration, and personal possessions to insure them against accidental damage, loss, fire or water damage, burglary and so on. This policy is not intended to replace or compensate for a resident’s lack of home contents insurance.
Where damage has been caused directly because of our actions or oversight, or those of contractors acting on our behalf, consideration will be given to reimbursement without the need for residents to make a claim at further inconvenience and cost to themselves.			
[bookmark: _Toc214617360]Quantifiable Loss Payments
If a complaint investigation evidences that you are out of pocket as a direct result of our actions or inactions, then we will consider compensation to offset the losses.
This could include, but is not limited to:
Increased utility bills due to disrepair.
Having to pay for alternative accommodation or takeaway food.
Carrying out your own repairs where it is proven that we have failed to meet our obligations.
Replacement of lost or damaged possessions.
We will not cover costs if you have:
Not notified us of the issue.
Refused our offer to rectify the issue.
Given us reasonable time to rectify the issue.
Refused us access to the property.
You will need to provide evidence of the costs you have incurred, such as receipts, a paid invoice, or bill, within two weeks of the request.
[bookmark: _Toc214617361]Discretionary Compensation
There are some circumstances where the Council will consider discretionary compensation. These include:
Missed appointments: if a Council employee, or contractor working on our behalf, fails to attend a scheduled appointment, a payment of £10 will be payable. This cannot be claimed if you are given reasonable notice in advance that the appointment is cancelled. If a new appointment is made and missed, another £2 a day will be awarded for every full or part day that the repair remains outstanding, after the end of the second prescribed period to a maximum of £50. To qualify for a missed appointment payment, you must have been available to allow access during the appointment time and have agreed the appointment in advance. 
Loss of heating and hot water: between 30 April and 1 November, if you are without heating for a period of longer than three working days, we will provide compensation of £5 per day, up to a total value of £100. This includes the cost of using any temporary heating that we provide. Between 31 October and 1 May, if you are without hot water for a period of longer than five working days, we will provide compensation of £5 per day, up to a total value of £50. The provision of temporary heating will be reviewed on a case-by-case basis and will be influenced by the make-up of the household.
Payment for services (leaseholders): if we have failed to deliver a significant service paid for through fixed service charges, we will consider the charge for the service, the disruption caused and how long the service was unavailable. In exceptional circumstances, material errors in fixed charges may be addressed during the year. For variable service charges, service failures will be credited and carried forward in the accounts or reimbursed to you after reconciliation of the year-end service charge accounts. 
We may also refund an insurance excess as a goodwill gesture if we have been negligent in the handling of a repair or defect. Where a leaseholder lets the property out, we will not compensate for loss where it concerns rental income or rent increases due to a repair issue or loss of service.

Any compensation paid will be discussed with and credited to the leaseholder directly and not any tenant of the leaseholder. 

The Council will pay for missed appointments concerning communal repairs if we have specifically requested that the leaseholder be at home on any given date or time.

If a leaseholder has purchased a new property from us, there will be a stated snagging period in the contract. During this time, defects may become apparent, and leaseholders should make us aware of them. If we fail to complete the repairs within a reasonable time, we will consider paying the leaseholder compensation. Compensation will only be offered where we have caused unreasonable delays and/or distress, not for the defect itself.

Leaseholders that have lost the use of one or more rooms or facilities on the account of a communal problem or landlord fault will receive compensation on a case-by-case basis.   

Further examples under loss of service which would be considered for discretionary compensation are listed in the table below:

	Reason for Compensation 

	Action / Compensation Payable 


	Food allowance (total loss of cooking facilities) 
	£15 per day per adult and £5 per child after initial 24 hours

	Total loss of power (where it is the Council's responsibility and not part of planned maintenance) 
	£10 per day after initial 24 hours

	Loss of lighting to one or more rooms 
	£5 per week after 7 days 

	Lack of toilet 
	Compensation is payable if there is no other working toilet in the property AND the Council is unable to arrange a suitable alternative (e.g. installing a chemical toilet) for use within 24 hours. 

In line with the Government's Right to Repair scheme, £10 will be payable for the first day excluding the initial 24 hours, and then £2 per day for each extra day the repair is not completed, up to a maximum of £50. 

Further compensation will depend on any household vulnerabilities and the level of distress, inconvenience, and any additional costs incurred by the tenant due to the disrepair. 

We will also consider whether the non-functioning toilet in the property is the result of a delayed/poor quality repair, or if the property is deemed uninhabitable due to the disrepair, hence requiring a decant. 

In long-term or severe cases, a discount may be applied to the weekly rent during the period of disrepair.


	Cost of additional electricity used while using a de-humidifier 
	£2 per unit, per day 

	Loss of TV signal after 7 days 
	£5 per week 



Cases will be considered on an individual basis including examining known circumstances and supporting evidence. We will work not make any compensation awards based on the belief of what might have happened. All reports of loss or inconvenience will be investigated. Factors that will be considered when the level of compensation is reviewed include:
Whether you have contributed to the failure in service, for example, not allowing access to your property.
The level of stress or distress caused, including the severity of the distress and the length of time involved.
The amount of inconvenience (time and trouble) you have experienced, and how much effort was required by you to resolve the problem.
When assessing levels of compensation, we will review our responsibility for the loss and inconvenience, alongside the impact on you. This is defined as:
	Impact Level
	Reason for Compensation

	Low (£0-£100) 
	Your complaint has been upheld, but there has not been significant inconvenience or distress caused. The impact has been no more than a reasonable person could be expected to accept, and the compensation acknowledges the Council's responsibility.

	Medium (£100-£600)
	Inconvenience and/or distress has clearly been caused because of a failure in service. A repeated failure of a low impact event could lead to it being increased to a medium impact.

	High (£600 plus)
	A serious failure in service has taken place. This could either be due to the severity of the event, or a persistent failure has occurred over a prolonged period, or an unacceptable number of attempts to resolve the complaint have failed.

	Exceptional circumstances
	There will be instances where there has been serious service failure that warrants financial redress over £1,000. An example of this might be failure to act promptly to address an uncontainable leak, resulting in significant and avoidable damage being caused to the property and resident’s belongings. Including disruption from the household needing to be temporarily decanted when this would not have proven necessarily had the matter been dealt with earlier.



[bookmark: _Toc214617362]Dealing with Legal Disrepair
The Council has a legal obligation to ensure that the homes it rents are kept up to a decent standard of repair and has the same interest as tenants in keeping the properties in good condition. 
This policy should be used where the Council has failed to carry out a reported repair. If a legal notice or communication from the Environmental Health Team/external solicitors is received, guidance must be sought from our Legal Service and disrepair surveyor in the Repairs Team. They will advise on how to proceed or to agree/arrange for any disrepair actions to be taken or payments to be made. This should include any correspondence which formally quotes the Housing Health and Safety Rating System (HHSRS) regulations.
The disrepair surveyor will decide whether disrepair action is necessary based on the contents of the correspondence. It is expected that the disrepair surveyor will act on any letter which contains any or all the following: 
All cases in which a solicitor or private individual contacts the Council using the Disrepair Protocol.
A threat of legal proceedings within a specified time limit.
Is clearly a notice under the Environmental Protection Act giving the Council notice to remedy a defect.
Makes reference to having obtained Community Legal Funding to pursue proceedings against the Council.
Makes a substantial claim for specific performance and/or damages and may include reference to costs and/or interest.
[bookmark: _Toc214617363]How to Claim
Residents seeking to make a claim should do so as soon as possible, ideally within 14 days of being aware of the loss or detriment happening. All claims must be made within twelve months unless there are exceptional circumstances.
Residents can make a compensation claim in the following ways:
By completing our online complaints form
By emailing contactus@towerhamlets.gov.uk
By telephone
In writing – by letter or email  
Claims should be made within 14 days after the damage or loss has been incurred. Failure to make a compensation request in this timescale may result in the Council not being able to consider the claim further without evidence of extenuating circumstances.
Where payment has been agreed, the Council will aim to deal with requests for refunds and compensation within 28 calendar days, unless there are circumstances requiring further investigation. Where a case requires further investigation, we aim to resolve the situation within three months.
[bookmark: _Toc214617364]Paying Compensation
If you owe us rent, service charge, or other debt(s), any agreed compensation will be applied to your account. If your account is up to date, we will pay this directly to you. If we are reimbursing you for loss or damage to goods, or other costs incurred, proof of expenditure must be provided, in the form of receipts or paid invoices. 
Forms of compensation may include:
An adjustment to your rent account, or service charges, if you’re in arrears.
Vouchers.
Monetary compensation.
All payments made are subject to our financial processes and approvals.
[bookmark: _Toc214617365]Appealing an Award for Compensation
The resident can appeal the rejection of a claim for compensation (excluding insurance claims), or the level of compensation awarded by the Council, by making a formal complaint through our complaints procedure or escalating any offer made on a complaint to the next stage. This process can only be followed if the claimant has not previously accepted the proposed compensation as full and final settlement.
[bookmark: _Toc214617366]Third Party Responsibilities
Where service breakdown is due to a third party, such as a contractor working for the Council, we will pursue the service provider and ask them to pay compensation for their failure to provide services on time and/or to a satisfactory standard. Dependent upon individual contractual arrangements, this could take the form of the contractor making payment to the complainant directly, or instead the Council making payment on their behalf and seeking to recover its costs via said contract.
Where contractors do not have their own compensation policy, they will be expected to follow this policy and will be required to remedy the situation and settle any compensation payments via the Council, with the Council making settlement directly to the service user 
Complaints and claims against contractors will be monitored to identify trends. 
Generally, compensation is only paid when all outstanding issues are resolved but in exceptional circumstances an interim amount will be paid. 
[bookmark: _Toc214617367]Exclusions
[bookmark: _Toc214617368]There are some instances where this policy does not apply. These include:
Issues that are, or have been, subject to legal proceedings.
Liability issues that are subject to an insurance claim.
Any claim that should be covered by a home contents insurance policy, including damage through flood or fire to your belongings, such as floor coverings.
Claims for liability/ personal injury.
Claims for loss of income.
Complaints and compensation requests raised after twelve months from the issue arising.
Complaints and compensation requests that have already been considered. 
The Council will not compensate for matters relating to services or repairs in communal areas, except where the issue is covered elsewhere in this policy such as the breakdown of a communal boiler.
Cases will be considered on their individual merits, and this policy encourages the need for discretion and common sense to be applied. Where individual circumstances apply, we may deal with a compensation request differently. Any discretion will be applied fairly and appropriately. 
[bookmark: _Toc214617369]Legislation, Guidance and Regulatory Standards
[bookmark: _Toc214617370]Legislation
Legislation applicable to this policy is listed on page 2.
Regulatory Standards
[bookmark: _Hlk106797192]We must ensure we comply with the Regulator of Social Housing’s regulatory framework and consumer standards for social housing in England. The Social Housing (Regulation) Act 2023 places a duty on the Housing Ombudsman to monitor compliance with the statutory Complaint Handling Code. The complaint handling code expects social housing landlords to have a policy in place for considering compensation and emphasises the importance of having a clear framework for addressing complaints which includes appropriate remedies, such as compensation when service failures occur.
[bookmark: _Toc214617371]Monitoring
We will review this policy at least every three years to make sure it remains relevant and accurate unless legislative/regulatory changes require otherwise. Or if we identify any operational issues with the procedure because of resident and stakeholder feedback, complaints or findings from any independent organisations. 
Reviews of compensation paid will be conducted annually to ensure that this policy is being adhered to, and that we are actively working to learn from cases where compensation has been paid to reduce such situations occurring again. 
Service areas are responsible for managing their compensation payments within local budgets. 
Claims for any compensation amounts more than £1,000 will be reported to the relevant committee. 
A quarterly report will be provided to senior management detailing the number of payments, reasons and levels of compensation paid. The amount of compensation paid by different departments will also be monitored.
[bookmark: _Toc214617372]Training
We will carry out induction and refresher training for all staff to make sure they are aware of this guidance. All managers and team leaders will receive specific training to provide the skills and knowledge to comply with the policy. 
[bookmark: _Toc214617373]Equality and Diversity
Equality and diversity are of fundamental importance to services provided regardless of a person’s protected characteristics under the Equality Act 2010.  
The Council treats everyone it houses, serves, and employs, fairly and with respect, and encourages others to do the same. 
We recognise our duty to advance equality of opportunity and prevent discrimination or victimisation. In meeting the aims of this policy, the Council will provide information that is clear, accessible, and in an appropriate format (such as translated into another language, or in large print).  
Where appropriate, Council officers will assist residents in making a claim for compensation by, for example, helping to complete paperwork. This policy provides assurance that compensation is offered in a fair and consistent way.
[bookmark: _Toc214617374]Communication
We will provide information on this policy using various methods such as on our website, leaflets, plain English summary guides, and via resident newsletters.
[bookmark: _Toc214617375]Data Protection
Where information needs to be shared with our staff and contractors to resolve a complaint or to deal with a compensation award, this will be in line with data protection requirements, including:
Processing data lawfully, fairly and in a transparent manner.
Collecting data for a specific and legitimate purpose and not using this information for anything other than its stated purpose.
Ensuring data is relevant and limited to whatever the requirements are for which the data is processed.

Further information on the Council's responsibilities for data protection can be found here: Data protection & freedom of information
[bookmark: _Toc214617376]Financial Measures
The Council is required to comply with financial legislation and regulations around anti-fraud and money laundering when processing financial transactions. Any refund of rent or service charges will be made direct to that account.

When making payments directly to residents we will pay into the tenant or lessee’s account only, and require supporting documentation to verify the beneficiary details, such as a recent bank statement (dated within 3 months), confirming the beneficiary's address and bank details (sort code and account number).
[bookmark: _Toc214617377]Appendix 1 – Right to Compensation for Improvements
The Housing Act 1985 and the Secure Tenants of Local Authorities (Compensation for Improvement) Regulations 1994.
Compensation for improvements of up to £3k will only be paid where the cost has been borne by the resident and will not be paid if the work was grant funded. 
The sum payable will be improvement costs (which must be considered reasonable and subject to three written estimates), less the value of any grants obtained under Part VIII of the Local Government and Housing Act 1989 or the Home Energy Efficiency Grants Regulations 1992, the notional life of the improvement.
Incomplete years will be rounded up to a complete year, starting on the date the improvement was completed and ending on the date the compensation is claimed.  
The timescales below can be used to calculate the compensation. For example, if a resident applies for compensation for a kitchen renewal and the kitchen is 5 years old, the Council will pay 50% compensation of the cost (10% for each year).

	20 Years 
	Loft Insulation
Cavity wall insulation
Double glazing or other external window replacement of secondary glazing 

	15 Years 
	Rewiring
Provision of power and lighting or other electrical fitting (including smoke detectors) 

	12 Years 
	Bath or shower base
Wash Hand Basin
Toilet
Space or water heating 

	10 Years 
	Kitchen Sink
Cupboard Storage in Bathroom or Kitchen
Work surfaces for food preparation
Insulation of pipes, water tank or cylinder
Any object which improves the security of the dwelling, excluding burglar alarms 

	8 Years 
	Draft proofing of external doors and windows

	7 Years 
	Thermostatic radiator valves 



Alternatively, the following formula may be used:
Age of item divided by lifespan of item multiplied by cost, for example. Or a 3-year-old kitchen sink costing £250 – the calculation would be 3 divided by 10 multiplied by £250 = £75.
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