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1. Introduction  
 

The Corporate Customer Service Charter ensures set standards throughout the 
council, promotes joined-up working and unifies its approach to customers, their 
needs and the authority’s responsibility in delivering services.  The charter links  
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directly to the Council’s Corporate Plan 2015 - 19, under strategic objective 4 Sound 
Governance and continuous improvement.  By having a culture of continuous 
improvement and motivation, the council will continually benchmark its own 
performance, implementing change and good practice wherever it’s identified.   

 
2. Purpose statement 

 
Gravesham Borough Council is committed to delivering excellent customer service 
and has developed a corporate customer service charter “Putting the Customer First” 
which underlines the standards to be met and delivered by all  officers, for all 
services.   

 
We do however recognise that sometimes things can go wrong.  This policy outlines 
the course of action and criteria required in such circumstances and where we will 
consider Reimbursement or Compensation for service Failures. 

 
It should be noted that all offers of Compensation are made without prejudice and as 
a Good Will Gesture and does not signify the acceptance of legal responsibility or 
liability on the part of Gravesham Borough Council.  All payments made under this 
policy will be issued as full and final settlement for the complaint. 

 
 

3. Policy Aims & Objectives  
 
 At GBC we aim to provide excellent customer service at all times.  However, if 
 services fail or fall below acceptable standards then we will try to put the matter right 
 and say sorry to the customer and try to ensure that problems are resolved quickly 
 and efficiently and we will always try to resolve the problem before the need for 
 compensation arises.  Where financial payments are appropriate, they are 
 proportionate to the loss or inconvenience caused, and all customers are treated in a 
 fair and equitable way 
 

 3.1  This policy provides a framework for the consideration, calculation and   
   authorisation of compensation in situations where customers experience a  
   failure in service delivery. In some instances it may be appropriate to    
   compensate, but residents will have no automatic right to compensation.  Our 
   aim is to implement this policy consistently and manage our resources   
   effectively to ensure fairness and value for money. 

 
 3.2  We will consider each request for compensation on a case-by-case basis,  
   ensuring that payments made are fair and appropriate.   
 
 3.3  We will meet all legal and regulatory requirements and will adhere to any   
   actions or compensations ordered by the Housing Ombudsman or Local   
   Government Ombudsman, as part of their findings following a complaint. 

 
 

4. Scope of Policy 
 

 This Policy applies to all current and former tenants, leaseholders, and customers of 
 GBC’s Housing Service.   
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5. Policy Statement 
 
This policy is intended to provide guidance for compensation in circumstances not 
covered by existing government guidance, other GBC Policies, or insurance claims 
made against the council.   
 
 5.1  Please refer to the relevant GBC Policy for the following, which are not   
   covered by this compensation policy: 
 

 Housing Decant Policy (including Disturbance Payments) 

 Compensation for Improvements Policy  
 
 5.2  Compensation may not always be of a financial nature, it can also be made by 
   way of replacement, apology, or a gesture of goodwill.  Compensation may be 
   considered where no practical action can be agreed with the customer to   
   provide all or part of the remedy.  
 

 5.3  If the loss of service or amenity is the result of something beyond our control 
   as landlord then we are not liable to give compensation. E.g. power cut,   
   repairs carried out independently by utility companies, blocked street sewers, 
   and awaiting parts on order.  
 

 5.4  Where we consider compensation payment for loss of amenities, customers  
   must co-operate fully with our contractors to aid completion of the repair that  
   is associated with the loss of amenity. Where they do not, we will not consider 
   a compensation payment.  
 

 Loss of Room Use  
 

 5.5  We may offer compensation for loss of room use. The definition of an    
   unusable room will be considered on a case-by-case basis, common    
   reasons included, but not exhaustive are:  
 

 no electricity at all in a room  

 severe damp  

 unsafe or collapsed floor or ceiling.  
 

Where a household has not had the use of a room, beyond published repair response 
times, we may offer compensation as a proportion of the weekly rent. 
 

Amenity lost  Compensation Payable 
  

Complete loss of 
heating  

10% of the weekly rent after 24 hours provided no reasonable 
substitute was offered by GBC or its contractors.  Compensation 
for loss of heating is excluded between 1 June and 30 September.  
In some exceptional circumstances this period may be reduced. 

Hot Water System 10% of the weekly rent after 24 hours provided no reasonable 
substitute was offered by GBC or its contractors. 
 

Complete loss of 
Kitchen 

25% of the weekly rent after 48 hours. 

Complete loss of 25% of the weekly rent after 48 hours (reduced to 15% if a 
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Bathroom separate WC is available. 
 

Living Area 
 

20% of the weekly rent after 7 days. 

Bedroom 
 

20% if the weekly rent after 7 days. 

 
Where programmed maintenance works have been pre-arranged and advance notification 
has been given to the resident allowing alternative arrangements to be made, the periods 
for loss of bathroom / kitchen will increase to take effect after 4 days. 

 

 5.6  Disrepair  
 

  Disrepair claims may be made where we have failed to remedy a repair after 
 we have been notified that there is a problem. We follow the pre-action 
 protocol for disrepair to attempt to achieve an early and appropriate resolution 
 of the issues with our customers and reduce the need to proceed to litigation.  

 
 5.7  Right to Repair  
 

  The Right to Repair scheme gives tenants the right to claim compensation if 
 certain small urgent repairs are not carried out within prescribed time limits, 
 but it applies only to repairs that the council is responsible for and which cost 
 under £250.  Right to Repair does not apply if you, or a member of your 
 household, or a visitor caused the damage while doing something in your 
 home that broke your tenancy conditions. 

 
 5.8  Compensation as part of complaint resolution 
 
 We have a Corporate Complaints Procedure to enable us to resolve complaints and 
 learn from them.  We aim to resolve complaints by:  
 

 Putting the complainant, as far as possible, back in the position they 
would have been if things had not gone wrong.  

 

 Making sure, as far as possible, that the same thing does not happen 
to anyone else.  

 
We may achieve these aims by: 

 

 Issuing an apology and/or explanation 
 

 Reimbursement of actual expenses incurred (not covering loss of 
earnings) 

 

 Compensation by way of a payment in recognition of ‘time and trouble’ 
or inconvenience. 

 

 Policy/procedural changes 
 

 Staff Guidance/training on lessons learnt from previous claims 
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 5.9  Compensation may be considered at any stage in our complaints process.-  
   our complaints policy promotes resolution to the situation as quickly as   
   possible.  As part of our approach to resolving complaints we may offer   
   compensation if;  
 

 Following investigation of the complaint, it is found that a service has 
seriously or consistently failed; 

 

 A member of staff has not communicated appropriately or within an 
acceptable timescale with a customer who has raised an issue 
regarding a service provided by GBC.  However if a nominated 
contractor acting on behalf of the council causes damage to a 
customer’s property, GBC will refer the matter to the contractor.  GBC 
will try to ensure that the contractor reaches a fair and reasonable 
settlement with the resident;   

 

 Other methods to resolve the complaint, such as an apology and/or 
explanation are not considered sufficient, or our previous responses 
have been inadequate; 

 

 We have taken an unreasonable amount of time to resolve the issues 
complained about; 

 

 All Housing Staff are empowered to consider whether a case should 
be made an offer of compensation and should speak to their line 
manager where they think it may be appropriate.  Each case will be 
considered on its own merits; 

 

 In some circumstances discretionary payments or “goodwill gestures” 
may be made by staff at Officer level, once approved by their Senior 
Officer / Manager.  Such discretionary payments will generally be of 
low value and along with goodwill gestures may take the form of a 
bouquet of flowers, box of chocolates, vouchers or be delivered in the 
form of an additional or extra work package. Any such payment or 
gesture is up to a maximum value of £30.00; 

 

 The Director and Assistant Director (Housing) may use their discretion 
to authorise compensation up to the value of £250.00.  Each case will 
be looked at on its own merits and any payment made will be in full 
and final settlement and does not imply any acceptance of liability on 
the part of the council; 

 

 Any money owed to the council, including but not exclusive to, rent 
arrears, council tax and any recharges may be deducted from any 
compensation payment in accordance with the council’s Corporate 
Refund Procedure; 

 
The Housing Income Team will be consulted where tenants are in rent arrears, 
including where they are subject to a possession order. 
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 5.10  GBC will not consider payment of compensation in the following     
   circumstances: 
 

 Where loss or damage has been caused by a resident, family member 
or a visitor to the premises. 

 

 Where maintenance employees or contractors have been unable to 
gain access to carry out a repair in the designated timescale or where 
service failure is the result of extreme or unforeseen conditions (such 
as weather conditions) but where the council has taken all reasonable 
steps to restore services or facilities under the prevailing conditions. 

 

 Where a resident’s possessions are lost, stolen, broken or damaged 
through no fault of the council’s as in for example, cases where 
damage has been caused by floods, fires, leaks etc.  Residents 
should ensure that they have home contents insurance to cover them 
in these circumstances. 

 

 Where improvement works or repair works to a property will 
unavoidably result in low levels of damage to property or belongings 
e.g. holes left in carpets, other floor coverings or ceilings as a result of 
installing new radiator pipes, fitted carpets having to be taken-up etc. 

 

 Where compensation is being sought for repair or accidental damage 
to any resident improvements that have not been approved by the 
council. 

 

 Where a re-arranged appointment or need to undertake a follow-on 
appointment could not have been anticipated and results in a resident 
having to take time-off of work to allow access resulting in loss of 
earnings or leave entitlement. 
 

 

6. Policy Reference 
 
 6.1  Equality statement and equalities impact assessment 
 
 This Policy works in conjunction with the Council’s Equality policy. This policy is 
 intended to be gender-inclusive and where a reference to an individual’s gender 
 appears within this document its use is non-discriminatory  
 

6.1.2 Gravesham Borough Council is committed to treating people with dignity  
  and respect. This applies to colleagues, residents and members, all of  
  whom undertake not to discriminate directly or indirectly or victimise   
  because of race, colour, ethnic or national origin, nationality, citizenship,  
  sex, sexual orientation, marital status, disability, religion or political   
  persuasion. 
 
6.1.3 All information/ literature will be made available in other formats, or   
  translated upon request.  
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6.1.4 The Council is committed to addressing issues of financial inclusiveness  
  by  referencing its Vulnerability Policies. 
 
6.1.5 Front line staff will signpost customers to external advice agencies   
  providing additional help and support with regard to equalities, ensuring  
  full use of  available resources. 
 

6.1.6 Appointments arranged to discuss issues covered by this policy will be  
  made  reflecting awareness of cultural and religious holidays and    
  celebrations.  Alternative dates/times for attendance will be offered should 
  the suggested date/time conflict with a cultural or religious celebration.  
 

  6.1.7 This policy has satisfied an Equalities Impact Assessment, which has been 
    carried out in line with the 2010 Equalities Act (Protected Characteristics). 
 
 
7. Glossary & Terms 
 
 Reference in this policy to GBC refers to Gravesham Borough Council. 
 
 
8 Service Reviews 
 

Service reviews will be carried out periodically to ensure that the policy is  
effective and the Housing and Regeneration Directorate is providing  
services which meet residents’ needs.  These may take the form of peer  
reviews or a sample check of cases where a tailored service has been  
provided. 

 
 

9. Complaints 
 

 Any complaints will be dealt with in accordance with the council's Corporate 
 Complaints Procedure. 
 
 

10 Related Policies 
 

This list is not exhaustive: 
 

 GBC Corporate Plan 2015 – 19 
 GBC Corporate Customer Service Charter – Putting the Customer First 
 GBC Complaints Policy  
 GBC Decant Policy 
 GBC Responsive Repairs Policy 
 GBC Equality and Diversity Policy 
 Right to repair scheme for council tenants 

 
11 Legal Framework  
 

 Housing Act 1985 (as amended) –  
  Housing Act 1996 –  
  Right to Repair Regulation 
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12 Key Performance Indicators  
 

There are no corporate performance indicators relevant to this policy 

 
 
Other Versions of This Policy 
 
There are no previous versions of this policy. 
 
 
 


