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Information for Tenants on Compensation for Housing Services  
(Swindon Borough Council) 

 

1. What is it intended to achieve? 
 
Swindon Borough Council Housing aims to provide good quality homes that are well maintained, 
and meet the needs of our tenants.  Services are susceptible to random failure, and from time to 
time things go wrong.  This document is a guidance document that intends to provide information 
on what circumstances could warrant a compensation claim, and how to go about it. (Swindon 
Borough Council Housing – will be referred to as ‘the Council’). 

 

2. What is covered? 
 

2.1 Statutory 
 
2.1.1 Home Loss Payment 

Via The Land Compensation Act 1973 + The Home Loss Payments (Prescribed Amounts) 
(England) Regulations 2008 Statutory Instrument No 1598 

 

o If the Council needs to ask you to leave your current home permanently, owing to a need 
to demolish, re-develop, or extensively refurbish the property, you would be 
compensated with the statutory home loss payment, which has a current value of £4700 
(amount correct as of Jan 2015). You would need to have occupied the property for a 
minimum of 12 months and not be on a temporary tenancy, and any amounts owed to 
the Council in terms of rent or Council Tax arrears, could be offset against the payment. 
(This might also attract a Disturbance Payment, but would be subject to the Council’s 
discretion) 

 
2.1.2 Right to Repair 

Via The Secure Tenants of Local Housing Authorities (Right to Repair) Regulations 1994 
Statutory Instrument No 133 

 
o The right to repair scheme is a list of repairs which have to be done within a certain time 

limit, and must cost less than £250 to carry out. 
o If a repair is not completed within the time limit, after two attempts by your landlord to do 

this, you will be entitled to claim compensation. 
o The scheme only covers certain repairs, known as ‘qualifying repairs’, and the work 

would need to be carried out within one, three or seven working days, as follows:- 
 

Repairs that should be carried out within one working day – 

o You have no water or electricity 
o You have no gas, or the supply is reduced 
o Your windows or doors are not secure (e.g. following a burglary) 
o There is a leak from a pipe, tank or cistern 
o The flue to an open fire or boiler is blocked 
o The heating or hot water are not working between 31st October and 1st May 
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o The sewage drain1 or soil stack are blocked (or you only have one toilet and it can’t 
be flushed) 

o Electrical lighting or other fittings are unsafe 
 
Repairs that should be carried out within three working days – 
o You have a partial loss of water or electricity 
o The heating or hot water are not working between 1st May and 31st October 
o A sink, bath or basin is blocked 
o A tap cannot be turned 
o You have a loose bannister or handrail, or rotten wood on the floor or stair treads 
 
Repairs that should be carried out within seven working days – 

o Your roof is leaking 
o The door entry phone is not working 
o An extractor fan is broken 

 
o After reporting the repair, if the Council do not attend by the last day of the time limit, you 

need to call Swindon 445503 to report this.  The Council will then re-appoint.  If the 
second attempt still results in the work not being completed within the time limit, you 
would be entitled to claim £10 in compensation, plus an additional £2 per day (up to a 
maximum of £50), for every additional day you wait for the work to be completed. 

 
Please ensure you read section 4 “What will not be covered” before making any claim. 

 
2.1.3 Improvements carried out by you to your home 

Via The Secure Tenants of Local Authorities (Compensation for Improvements) Regulations 
1994 – Statutory Instrument No 613 
 

o If you are ending your tenancy, and have carried out improvements to the property, 
which you will be handing back to the Council, you may be entitled to some 
compensation. 

o In order to qualify, the following will apply – 
 You are a secure tenant 
 That the improvement carried out is a ‘qualifying improvement’, as listed below, 

with the improvement works being carried out after 1st April 1994 
 You obtained appropriate consent from the Council to carry out this work prior to 

the work being carried out. 
 That the ‘notional life’ has not expired (as listed below) 
 That the value of the improvement exceeds £50 
 You are not leaving the property as a result of an eviction 
 You have not taken up your right to buy 
 You are not ‘succeeding’ to the tenancy 
 You are not transferring to another tenancy 
 That compensation hasn’t already been made via Section 100 of the Housing Act 

1985 under the “Power to reimburse cost of tenants improvements” 
 

Qualifying Improvement 
Notional Life 

(in years) 

Bath or shower 12 

Wash-hand basin 12 

Toilet 12 

Kitchen sink 10 

                                       
1
 Depending on the location of a blockage, repair may be the responsibility of the Water Authority. 
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Qualifying Improvement 
Notional Life 

(in years) 

Storage cupboards in bathroom or kitchen 10 

Work surfaces for food preparation 10 

Space or water heating 12 

Thermostatic radiator valves 7 

Insulation of pipes, water tank or cylinder 10 

Loft insulation 20 

Cavity wall insulation 20 

Draught proofing of external doors or windows 8 

Double glazing or other external window replacement or 
secondary glazing 

20 

Rewiring or the provision of power and lighting or other electrical 
fittings (including smoke detectors) 

15 

Any object which improves the security of the dwelling, but 
excluding burglar alarms 

10 

 
 Please note:  Interior decoration, such as painting and wallpapering, are the tenants 

responsibility under the tenancy agreement, and so does not qualify for compensation.  Any 
improvement not listed in the table above will not be considered for compensation. 

 
o If the improvement meets the stated criteria, and is a qualifying improvement, the 

compensation due will be calculated on the basis of its current value (not the original 
cost), based on the years since it had been done, and its notional life.  Other 
considerations would also look at whether the original cost was excessive, or if the 
improvement was of a higher quality than it would have been if carried out by the 
Council. 

 
2.1.4 Disturbance Payment 

o If the Council needs to ask you to leave your home, a Disturbance Payment would be 
considered.  This payment is intended to cover the incidental costs of moving and 
setting up a home 

o Each case would be looked at individually, and would be at the Council’s discretion. 
o Payments could be made on the following basis:- 

 3 bedrooms = £1100 
 2 bedrooms = £900 
 1 bedroom bungalow/flat = £650 
 Bedsit bungalow/flat = £550 
 Sheltered Housing = £1000 

 

2.2 Discretionary 
 
2.2.1 Damage to items of your property 

o It is the Council’s responsibility to insure its buildings, and a tenant’s to take the same 
responsibility to insure the contents of their home. 

o If items of your property are damaged as a result of absent or sub-standard repairs, or 
negligence by the Council, you can make a claim against the Council’s insurer.  Please 
see section 5 “How to make a claim, and how we will handle it”  

o Claims will be subject to investigation, and any items damaged would need to be 
retained in order to be inspected. 

o Valuation of items will be based on current value, not ‘as new’ 
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2.2.2    Sheltered Housing 

o The Council will, using discretion, refund the heating charge and make a payment for 
additional electricity usage, when heating/hot water doesn’t work for a period of time. 
 

.2.2.3  Temporary Absence 

o If the Council asks you to temporarily move out in order to do major works, the Council 
will discuss with you alternative accommodation and ensure that appropriate payments 
are made because of the upheaval.  Please note that where ever possible the council 
do the work around you so that there is no need for you to move out. 

 
 

3. Things to be aware of 
 
3.1 Timescales 
 
The Council aims to respond to complaints and claims for compensation within ten working days, 
and will then aim to resolve the claim within six weeks, whether through action or financial remedy.  
However, in cases where further investigation is needed, these timescales may be exceeded. 
 
 
3.2 Payments 
 
If compensation is awarded in a financial form, the Council reserves the right to offset outstanding 
amounts owed in terms of Rent and Council Tax 
 
3.3 Home insurance 

 
To help tenants protect their personal property, the Council has made arrangements for a contents 
insurance policy with Royal Sun Alliance, which is payable alongside rent.  For more details 
please contact – Swindon 464657 or by email at housing@swindon.gov.uk or download an 
application form from www.swindon.gov.uk 
 

4. What will not be covered? 
 
The Council will not compensate a complainant if  - 
 

 The Council acted reasonably, and complied with their statutory duties 
 

 Any lack of service, or loss of facility, is due to circumstances beyond the Council’s, or its 
contractors, control  
 

 There is a case of criminal damage and a police crime number has not been provided by 
the tenant  
 

 the claim is for a loss of earnings 
 

 The damaged item is not available for inspection 
 

 The damage or loss is the result of the action or negligence of the tenant or a third party. 
 

 The damage or loss is not reported immediately after the event (during the next available 
working week) 

 

mailto:housing@swindon.gov.uk
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 The damage or loss is the result of works carried out by an appointed contractor of the 
Council.  In these circumstances an investigation would be carried out by The Council, and 
a final outcome would be agreed.  (The Council will ensure that all contractors carry Public 
Liability Insurance and that they have clear Compensation and Complaints Policies) 
 

 The damage or loss is a result of the Council not being able to gain access to the property 
to carry out any repair or service due to the complainant not providing this access 
 

 The damage or loss is caused by a service failure due to interruptions in gas, electricity or 
water supplies, as a result of the non-performance of utility companies, or through the 
action of the complainant or other tenant 
 

 The damage or loss was caused by an alteration, home improvement or repair attempt by 
the complainant 
 

 The non-availability of parts or materials prevents the Council completing repairs within the 
published repair timescales, and the complainant has been kept fully informed 

 
5. How to make a claim, and how we will handle it 
 
If you need to contact Housing with regard to anything covered within this information sheet, 
please follow the Customer, Complaint, Comments and Feedback process, providing details of 
your issue, as follows:- 
 

 Online at www.swindon.gov.uk 

 By email to housing@swindon.gov.uk 

 By telephone to 01793 445503 

 In person at the One Stop Shop 

 By letter to:- 
Head of Housing 
Swindon Borough Council 
Civic Offices 
Euclid Street 
Swindon 
SN1 2JH 
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