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 1. Introduction 
  
 The Group, comprising Caledonia Housing Association and its’ subsidiary 

Cordale Housing Association, recognises the importance of providing the 
highest possible standard of services to our customers.   

  
 Whilst we are committed to providing a quality service there may be occasions 

when our service fails or falls below our Customer Service Standards and a 
customer may suffer an inconvenience, financial or otherwise.  This policy 
should be used in conjunction with the Group Complaints Handling Policy and 
Complaints Handling Procedures when assessing how to provide redress in 
the event that a complaint has been upheld. 

  
 This policy applies to any customer of the Group who has raised a complaint 

under the Group’s Complaint Handling Policy that has been upheld by our 
organisation. 

  
2. Aims and Objectives 
  
 The aim of providing redress is to restore the customer to the position they 

would have been in had the service failure not occurred.  This policy sets out 
our approach to redress for service failure.  It details some circumstances 
when financial redress will be considered however it should be noted that this 
is not an exhaustive list of circumstances and each case will be considered on 
its own merit. 

  
 The Redress Policy does not apply to mandatory compensation payments for 

home loss, disturbance, improvement and payments under the right to repair 
scheme, which are detailed in the Group’s policies on Decanting and Repairs 
and Maintenance.   

  
3. Redress 
  
 Redress is setting right what went wrong for an individual or group of 

individuals.  Redress is not the same as compensation (although they can be 
similar).  Redress can be made in a number of ways and we will consider the 
following methods when a service failure occurs: 

  
 • Letter of apology 

• An explanation giving a full answer to all points raised 

• Action taken to put things right 

• A review of policy and procedures 

• Financial redress 
  
 If financial redress is considered appropriate it can be applied in the following 

ways: 
  
 • A deduction from any rent arrears balance 

• Rent free period 

• Vouchers 

• BACS or cheque payment 
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 We will normally offset any redress payment made against any arrears or debts 

owed to us by the customer.  Only in exceptional circumstances will payment 
be made directly to the customer if they owe the Group money. 

  
 Where it is considered that financial redress is the only viable option, the 

following guidance will be used to decide upon a suitable level of payment. 
  

 Degree of our 
Responsibility 

No Impact Low Impact Medium Impact Major Impact 

 None £0 £0 £0 £0 

 Partial £0 Up to £25 £25-£50 £50-£100 

 Full £0 Up to £50 £50-£200 £200-£500 

  
 Low Impact: Where the customer has just cause, but has suffered limited 

inconvenience or distress as a result of the event. The circumstances are such 
that although the service has not achieved the expected standard, the impact 
is relatively minor inconvenience with no undue levels of stress evident.   

  
 Medium Impact: Where the service has markedly failed to meet the required 

standards, and there is evidence of a moderate degree of inconvenience or 
distress. A repeated failure of the organisation to address the shortcoming, 
even of a low impact event, could give rise to consideration of a medium impact 
level of compensation. 

  
 Major Impact: These relate to a serious failure in service standards. It could 

either be the severity of the event or a persistent failure over a protracted time 
or an unacceptable number of attempts to resolve and address the issue. The 
customer will have suffered a considerable degree of inconvenience or 
distress as a result. Major impact could also apply where, actions (or inactions) 
of the Group, has caused the customer to reasonably incur expenses that are 
directly related to the failure. 

  
 The scope for considering the offer of financial redress includes but is not 

limited to: 
  
 • Time, trouble and inconvenience due to our action or inaction 
 • Delayed or poor responses to customer’s complaints 
 • Lack of, or unreasonable delay to, the provision of services 
 • Additional costs reasonably incurred due our action or inaction 
  
 There are certain circumstances where we will not consider offering financial 

redress.  Examples include but are not limited to: 
  
 • Claims for personal injury 
 • Where a claim could be made on home contents or buildings insurance 

and the complainant has either chosen not to make a claim, is unhappy 
with the outcome of a claim or has no insurance. 

 • Where an incident was caused by the behaviour or negligence of the 
customer, a member of their household or visitors. 



 

4 

 

 • Where a customer has unreasonably prevented or delayed resolution 
of the issue. 

 • Where a payment has already been awarded by a court or tribunal. 
 • Where an investigation uncovers evidence of dishonesty in relation to 

any claims for redress. 
  
4. Responsibilities 
  
 It is the responsibility of all staff to ensure that any claim for redress is dealt 

with quickly, effectively and in line with this policy and the Group’s Complaint 
Handling Policy. 

  
 Any person making a request for redress must provide honest and accurate 

information in relation to the request and must be willing to provide supporting 
evidence if required. 

  
 It is the responsibility of our customers to have home contents insurance and 

to claim on this insurance when it is deemed appropriate to do so.  This policy 
is not intended to replace or compensate for the lack of such insurance. 

  
 All requests will be scrutinised prior to any payment being authorised to ensure 

they are appropriate.  Team Leaders and Line Managers have authority to 
award redress payments that are consistent with the limits set out in this policy.   

  
5. Making a Claim 
  
 The Group’s Complaints Handling policy and framework sets out the process 

by which a tenant or customer or of the Group can raise any concerns 
regarding the delivery of our services and how the investigation of these 
complaints will be conducted. 

  
 Where the relevant complainant seeks financial redress and/or in 

circumstances where our complaint investigation concludes that redress is 
appropriate, then the level of any such redress will be established having 
regard to the parameters set out in this policy.  

  
 Any offers of redress are made on the basis that they do not constitute an 

admission of legal liability, and any offer of redress will set out clearly the 
customer’s rights to appeal that decision, either with Caledonia or the relevant 
Ombudsman.     

  
 Any money owed to the Group by a customer, such as rent arrears, court costs 

or rechargeable repairs, may be deducted from any redress payments to be 
paid to that customer. 

  
6. Compliance Statement 
  
 It is It is important that all members of staff, in carrying out their duties for the 

Group, do so in accordance with the Group’s policy framework.  Our policy 
framework ensures we comply with laws and regulation, while giving guidance 
to inform operations and decision-making.  Our policies have been designed 
to be clear and easy to understand, and are available on our website and 
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intranet.  If any member of staff is unclear as to their responsibilities under this 
policy, then they should refer to their line manager and / or the policy author 
for further guidance.  A failure to comply with Group policies can have serious 
consequences for the Group.  Should an employee become concerned about 
serious non-compliance with the policy, they should speak to their line 
manager or refer to the guidance set out in the Group Whistleblowing policy. 

 

 


