
 
 

Compensation 
Procedure  

 
1.​ Introduction 

Brunelcare aims to provide the highest possible level of service.  However, we 
recognise that sometimes things do go wrong and we may fail to provide the service 
we promised to our Residents.  When this happens Brunelcare can make a 
compensatory payment for this failure.  Any individual who has been promised the 
delivery of a service by Brunelcare and has not received that service can make a 
claim for compensation. 

There may also be some occasions where our staff feel that a small compensatory 
gesture, for example a bunch of flowers or a plant, may be needed to apologise for 
relatively minor issues.  This is at the discretion of the operations manager for the 
team where the service failure occurred. 

 
2.​ Objectives  

The key objectives of the compensation procedure are to ensure that: 
●​ Residents can claim compensation as a result of service failure from 

Brunelcare  
●​ Decisions made on the awarding of compensation will be made within two 

weeks of the full information being submitted to the relevant Director 
●​ Operations Managers can award goodwill payments to acknowledge service 

failure and to retain a positive relationship with our residents. 
 

3.​ Operational Notes 

3.1. Damage to Belongings 
 
Brunelcare does not accept responsibility for loss or damage to personal 
possessions, belongings, furniture and fittings unless a member of Brunelcare staff or 
a contractor acting on behalf of Brunelcare has been negligent in the carrying out of, 
or the failure to carry out, a service. Acceptance by Brunelcare of a claim for the 
failure to provide a service is not an acceptance of a claim for loss or damage to 
personal possessions. It is the residents responsibility to insure their own personal 
belongings. Any claim for compensation for loss or damage must be made to the 
relevant Director for consideration who will make the decision as to whether 
compensation is awarded and the appropriate amount of compensation. 
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3.2. Loss of a service or a facility  

 
Compensation may be due if the loss of a service or facility has been directly caused 
by Brunelcare (or our contractors) or if the problem has been unduly prolonged by 
Brunelcare's lack of action in resolving the situation.  The loss of vital services such 
as heating, a cooking facility, hot/cold water to a person's home or the loss of the 
laundry/door entry service will be those usually considered as eligible for a 
compensation payment.   
 
The length of time a tenant is left without the facility will influence how much 
compensation is payable. We will take into account additional expenses for example 
the extra cost of running portable heaters during a central heating break down in poor 
weather or loss of earnings due to having to take a day off work to meet a contractor. 
 
Examples: 
Compensation for Loss of facility 
●​ payment of up to £10 per week for households affected by repeated failures of 

new lift installation  
●​ one off payment of £20 to households affected by significant delays in repair to a 

vandalised lift  
 

3.3. Unsatisfactory living conditions/loss of use of home 
 
In addition to the Right to Repair, a long term failure to diagnose or remedy a serious 
problem, which affects a tenant’s use of the property or their health and safety, may 
entitle that person to compensation. The problem should either have been 
reasonably obvious to Brunelcare as landlord (it being clearly visible from outside the 
property) or was brought to our attention. Treatment of rising or penetrating damp is 
an example of a situation which, if not dealt with within a reasonable timescale could 
qualify.  
 
If the property does not comply with any health and safety standards or the Decent 
Homes standard this is not to be considered under our complaints’ policy because 
the procedure deals with failures in service and loss and damage only. The tenant 
may have recourse to legal action, dependent on the particular non-compliance, but 
this is not covered by this compensation procedure.  
 
The resident should be able to demonstrate that their health or their use and 
enjoyment of the property has been affected to a level sufficient to cause them 
distress or serious inconvenience. We will also take into account when paying 
compensation damage done to personal belongings. 
 
Examples:  
●​ Payment of £10 per day for ten days inconvenience caused to one household for 

non-completion of kitchen refurbishment by contractors  = £100 
●​ Payment of £75 to one household for delays in dealing with serious building 

defect leading to sinking foundations and consequent ill-fitting door/windows. 
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3.4. Goodwill 

 
In addition to the above, Directors, Property Manager and Operations Managers 
have the discretion to make goodwill payments. These can be awarded in cases 
where blame is not clearly assigned but there is a need to recognise distress or 
inconvenience caused to a resident by a particular situation. 
 

4.​ Procedure 
 
Item Action Responsible  
1.​  A written request for compensation should be made by 

the resident or site staff member and passed to the 
relevant operations manager who is responsible for the 
area where the service failed, or to the Property Manager 
for improvements work. 

Site staff/ 
/Centre 
Manager 

2.​  The Operations Manager will complete the Compensation 
Request Form (at the end of this document) and pass this 
to the Department Director for authorisation 

Operations 
Manager 

3.​  Once the director has authorised payment or rejected the 
request the following will apply: 
A.​ Request the cheque from finance for the authorised 

amount to be raised and/or 
B.​ Write to the tenant outlining the outcome of their 

request for compensation 
 

Director 
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Compensation Request Form 

 
Compensation Request Form 

TO  

DATE  

FROM  

 
 
DETAILS OF CASE FOR COMPENSATION 
 
 
 
 
 
 
 
Please attach copies of correspondence and receipts where appropriate 
Date Required  

Payable to:  

Amount:  

Property Ref:  

Prepared by: 
Operations 
Manager 

 

Authorised by: 
Director 
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