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1. Policy Context 
 

Leeds Jewish Housing Association aims to ensure that our customers receive a 
quality and timely service in which they can have a high level of confidence and 
satisfaction. However, it is recognised that there will be occasions where, for one 
reason or another, this has not been achieved and there may be justification in 
making a compensation payment. It is essential that our customers and staff are 
aware of the circumstances when requests for compensation may be considered and 
when the payment of compensation might apply. 

2. Definition 
 

This policy sets out the LJHA’s approach to compensation and should be read in 
conjunction with the Compensation Procedures. The policy sets out the 
circumstances when we will consider paying compensation.  

3. Aims and Objectives 
 

While LJHA’s policy is to treat tenants fairly when they incur a financial loss, we want 
to keep our overall costs within annual budgets and avoid paying excessive amounts 
in compensation. We therefore, expect customers to take out contents insurance and 
compensation will only be paid for damage to customers’ furniture, personal property 
etc. in exceptional cases. As compensation is complicated by the issues of fault and 
liability each case will be considered on its merits. If we differ on facts and 
interpretation, we will try to reach an agreement but the final decision must rest with 
us. LJHA will generally consider claims for compensation under three different 
headings: 

 
1. Service failures and loss of facilities; 
2. Loss or damage to personal property or decoration; 
3. Disruption and decanting during building works (see Decant Policy). 

4. Implementation 

4.1 Service Failures and Loss of Facilities 
 

Compensation may be considered when repairs that LJHA is responsible for, 
are not completed within the specified timescale and the tenant is unable to 
use all the facilities in their home. Compensation may be by way of a rent 
reduction or payment of equivalent value. Any arrears on the property may be 
deducted from the compensation. 

 
However, if the repair is as a result of damage or misuse by the tenant or a 
member of their family or friends, compensation will not be payable. 
Additionally, if a service failure results in a loss that is beyond LJHA’s control, 
for example, a loss of gas or electricity or any other utility that LJHA is not 
responsible for, no compensation will be considered. 
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4.2 Loss or Damage to Personal Property or Decoration 
 

LJHA will accept responsibility for unreasonable damage to a customer’s 
decoration, or loss or damage to personal property, where this cannot 
reasonably be expected to be covered by the customer’s own insurance, and 
irrespective as to whether they have chosen to take out insurance or not, 
resulting from action for which it is responsible and where such damage could 
or should have been avoided. If any unreasonable damage or loss occurs 
when our contractors are carrying out work to the property, we will ensure the 
damage is made good or the customer is compensated for the damage as 
quickly as possible. Additionally, compensation may be payable where there 
has been an unreasonable or excessive use of a customer’s own electricity 
supply. 

 
In cases where the damage is due to building failure and not covered by the 
customer’s own insurance the association’s liability for damage to the 
customer’s possessions will depend on whether it can be shown that the 
LJHA has been at fault in some way. 

 

4.3 Disruption and Decanting During Building Works 
 

All properties need repair or refurbishment at some time and inevitably a 
degree of disruption will be encountered, particularly when major works are 
necessary. Compensation will only be considered where disruption during 
building works is severe or we take an unreasonable time to complete the 
work. 
 
The Decant Policy determines how we will manage the decanting of 
customers and the way in which we will compensate them for this when 
carried out, or if they do, it will be extremely disruptive. 

 

4.4 Permanent Loss of Home 
 

In the event that a tenant is required to move permanently from their home, 
the Decant Policy sets out the process for assessing compensation. 

 

4.5 Refusing compensation 
 

LJHA will not pay compensation in the following circumstances: 
 

•  When all statutory and contractual obligations have been fulfilled; 
•  When contractors have been unable to gain access to the property to 

complete a repair; 
•  When further work is needed that could not have been anticipated and 

the customer has been kept informed; 
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•  When the loss or damage has been caused by another tenant’s or a 
neighbouring property (e.g. a leak from a washing machine); 

•  When the loss or damage has been caused by the customer, a member 
of their household or a visitor; 

•  When the loss or damage occurred as a result of an unauthorised 
alteration to the property carried out by the tenant or work not completed 
to the stated standard set by the LJHA; 

•  When the loss or damage has been caused by a contractor or third party 
who is not acting on behalf of the LJHA; 

•  When the customer has not claimed for lost or damaged items within the 
stated timescale and they are unable to produce the damaged items for 
inspection. 

 

4.6 Claims 
 

Claims made by customers must be submitted within 28 days of any situation 
giving rise to the claim. LJHA will not normally consider claims which date 
back earlier than 28 days. All claims will be acknowledged within 10 working 
days. In the case of damage to personal property, damaged items should not 
be disposed of, repaired or cleaned until they have been inspected by us  

 

4.7 Payment of Compensation 
 

This can be by way of rent reduction, direct payment or making good. Any 
monies owed to LJHA (e.g. rent arrears) will be paid off before any remaining 
payment is made to the tenant/s. 

 
4.8 Rent Reduction 
 

A rent reduction, either whole or partial, or an equivalent payment, may be 
given. 

 
4.9 Direct Payment or Making Good 
 

This would take the form of a payment being made directly to the customer as 
appropriate, however, where possible,  we will in the first instance look to 
make good any damage caused. Where loss or damage has occurred an 
allowance will be made for fair wear and tear.  If the customer owes money to 
LJHA then this may be deducted from any payment due. 

 
4.10 Discretionary Payments 
 

Discretionary payments can be made as a “good will” gesture, in situations 
where the customer has experienced a mild degree of inconvenience due to a 
failure on the part of the organisation, but may not have made a formal claim 
for compensation. 
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5. Performance Monitoring and Review 
 
The effectiveness of this policy will be monitored by the Finance Audit and Risk Sub-
Committee. 
 
This policy should be read in conjunction with the compensation procedure and 
complaints procedure. This policy will be reviewed every two years or earlier if there 
is a significant change in legislation. 
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