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1. Introduction  
 
1.1 Mount Green Housing Association aims to provide an excellent service to all our 

customers. We acknowledge that sometimes things go wrong and we recognise 
that the way we handle service failures will affect the quality of our future 
relationships with our customers. 

 
2. Aims 
 
2.1 This policy sets out how Mount Green manages compensation claims. It applies 

to all customers irrespective of tenure and all areas of the business. 

2.2 It clarifies the circumstances in which we will award compensation, empowering 
our staff to resolve issues at first point of contact.  

2.3 We are dedicated to ensuring that a transparent, fair and consistent approach is 
taken when dealing with compensation.  

3. Definitions  
 
3.1 Compensation – A financial payment to make amends or to recognise 

inconvenience caused as a result of service failure.  
 

3.2 Good will gesture – A discretionary financial or other gesture given to recognise 
a shortcoming in the way we have delivered our service.  

 
4. Awarding Compensation 

4.1 Compensation and goodwill payments are not automatic and we are keen to 
avoid creating a culture where compensation is expected.  

 
4.2 Claims will be treated reasonably and with urgency, ensuring that all efforts are 

made to resolve the problem as soon as possible. Claims must be made within 3 
months of the failure, fault or event. Rent and Service charge must continue to 
be paid while we try and resolve the complaint or claim.  
 

4.3 Where compensation may be appropriate Mount Green will consider the 
following:  

 
 The level of inconvenience, distress and disruption caused by the failure  

 The length of time take to resolve the problem  

 Any known costs that have been reasonably incurred subject to evidence 
from the customer.  

4.4 Any offer of compensation will be made in full and final settlement of the 
complaint and the customer should be aware that their acceptance of the offer 
will be considered to be confirmation that the complaint has been resolved to 
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their satisfaction. We will seek written agreement of this prior to any payments 
being made.  

 
4.5 If the customer owes us money (e.g. rent or outstanding debt), we’ll offset any 

offer of compensation to reduce or clear the debt.  

 
5. Goodwill Gestures 

 
5.1 We may offer a discretionary goodwill gesture following a service failure where 

we believe it will restore faith and confidence in the organisation. Payments in 
these circumstances are not an admission of liability.  
 

5.2 Goodwill gestures can include (but are not limited to) flowers, chocolates or 
vouchers up to the value of £25. 

5.3 If the discretionary goodwill gesture is above £25 then approval will be needed 
by the Customer Service Manager.  

 
6. Repair related compensation  

 
6.1 Customers are advised to take out contents insurance to cover against 

accidental damage. The National Housing Federation provides a special service 
for tenants and residents with ‘My Home – Contents Insurance’. Mount Green 
promotes this to all new residents at sign up and on our website.  
 

6.2 Where you believe that a contractor or staff member has unintentionally 
damaged personal belongings, customers will need to provide reasonable proof 
of the damage caused in order to have a claim considered.  
 

6.3 We will not award compensation for defects in new build properties. We may 
award where there has been significant service failure in the rectification of 
defects.  

 
6.4 The loss or failure of a service that is chargeable to our customers, will be 

reimbursed through the service charge process for variable service charges. The 
reimbursement is not a cash benefit and will reflect in future service charges.  

 
6.5 When the failure to carry out repairs results in the loss or limited use of rooms 

or services for unreasonable periods of time, compensation based on the rent 
(not mortgage), maybe made. If you own your home this will not apply if the loss 
is covered by your insurance.  

 
6.6 Compensation for the loss of rooms or facilities only applies where you have not 

been temporarily decanted by us.  
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6.7 If the loss of facility is the result of a problem beyond Mount Green’s control as 
landlord, no compensation will be payable. Examples of this include localised or 
national power cuts, repairs being carried out by utility companies and blocked 
street sewers.  

 
6.8 If you pay us rent, the following calculations will be used where there has been a 

loss of rooms or facilities due to maintenance or repair:  
 

Rooms / Services Lost Compensation due 

Loss of living room  20% weekly rent  

Loss of Bedroom (is used)  20% weekly rent  

Loss of kitchen  30% weekly rent 

Loss of bathroom  30% weekly rent  

Loss of heating (after published 
response times during October to 
March only) and / or hot water (after 
published response times) 

£5 per day  

Loss of water  To be assessed when occurs 

Loss of electricity To be assessed when occurs  

 
6.9 Where a resident is vulnerable, Mount Green will take into consideration the 

impact of any room or service loss and consider this when awarding 
compensation.  

7. Authorisation levels  

 
Authorisation Levels 

Goodwill Gesture (Up to £25) Any Staff member (Signed off by 
Customer Service Manager)  

Compensation / Service Failure / 
Goodwill Payment (Up to £500) 

Investigating Manager & Customer 
Service Manager  

Compensation regarding repair 
service failure (Loss of room / right to 
repair. Up to £500) 

Asset Manager & Customer Service 
Manager  

Compensation / Service Failure / 
Goodwill Payment (Over £500) 

Member of the Executive Team 

 
7.1 Mount Green’s Financial Regulations should be read in conjunction with this 

policy where payments are offered over £500.  

8. Exclusions  
 

8.1 We will not pay compensation for the following: 
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 Where the failure or mistake has caused little or no inconvenience to those 
effected 

 Where the fault is caused by a third party for example an energy supplier 

 Where the customer can claim on their own insurance or where it is covered 
by our insurance.  

 Where the customer has been negligent or failed to comply to the terms of 
their tenancy or lease 

 Loss of earnings  

 Where the matter is subject to legal proceedings  

 Circumstances beyond our control such as power cuts or severe weather 

 Where payments are made for a decant (see decant policy)  

 
9.  Right to Appeal 
 
9.1 If a customer disagrees with the outcome of their claim they can appeal through 

the complaints process.  
 
10. Review of policy and procedure 
 
10.1 Mount Green is committed to providing on-going training to tenants, staff and 

board members to ensure awareness and understanding of this policy and 
associated procedure.  

 
10.2 This policy will be reviewed in line with changes in; working practises, legislation 

or regulatory requirements.  

11. Equality, Diversity and Inclusion 

11.1 For Mount Green, diversity is about respecting people’s individual differences 
and ensuring that all people that come into contact with us have access to the 
same high standards of behaviour and service. 

11.2 We are committed to ensuring that no resident will be treated less favourably 
because of their age, disability, gender reassignment, marriage and civil 
partnership, pregnancy and maternity, race, religion and belief, sex or sexual 
orientation. 

12. Monitoring 

12.1  Compensation claims will be monitored annually through complaints analysis. 
 


