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Your right to compensation for maintenance
and improvements

To demonstrate our commitment
to providing a quality repairs and
maintenance service, Two Castles
Housing Association aims to
compensate residents for any failure
to achieve our expected standard
of  service or certain work or
improvements they have carried out.



Our compensation policy
If you think we have not achieved the standard of service
we have set, and we agree, we will provide compensation
for the following:

• emergency repairs
If we agree that no visit has been made or we failed
to carry out the repair, without good reason, within
24 hours of you first telling us about it

• urgent repairs
If we agree with you that no visit has been made or
we failed to carry out the repair, without good reason,
within 7 days of agreeing access

• routine repairs
If we agree with you that no visit has been made or
we failed to carry out the repair, without giving you
notice of this, within 28 days

• planned or cyclical works
If we or the contractor fail to arrange or carry out works
when we clearly said we would

• poor repair work
If we agree that poor repair work has to be remedied

• damage to possessions
If we agree that our contractor has damaged your
possessions whilst carrying out work.

The amount of compensation awarded will be specified
by the policy in place at the time of consideration. 
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Your statutory right to compensation
You have a right to claim compensation for certain work or
improvements you have carried out, provided certain
conditions have been met:

• you must be an assured or secure tenant
• you must have had our written permission

to carry out the work
• you can only apply for compensation at the

end of your tenancy
• you can only make a claim for the following

improvements – bath or shower, washbasin,
toilet, kitchen sink, storage cupboards in kitchen or
bathroom, work surfaces for food preparation, space
or water heating, thermostatic radiator valves, insulation
to pipes or cylinder, loft or cavity wall insulation, double
glazing, rewiring, draught proofing and burglar alarms.

The value of any improvement will reduce as it gets
older. The amount of compensation you will receive will
depend on the age and condition of the improvement
when you claim.

To make a claim, you must do so in writing 28 days before
your tenancy ends.
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What should I do if Two Castles does not meet
these standards?
There are a number of ways in which to proceed, including:

• taking it up with the staff member you have been 
dealing with

• if you are still unhappy, ask to speak to a manager
• if you are still unhappy, make a formal complaint

under our Complaints procedure (see separate
leaflet detailing this).
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For more information, visit www.twocastles.org.uk

Other Formats, Other Languages:
If you require this information in large print, Braille, audiotape or 
in other languages, please do not hesitate to ask.

Regional Offices:
Regional Office (North East)
154 New Bridge Street
Newcastle upon Tyne 
NE1 2TE 
T: 0191 261 4774
F: 0191 261 9692 

Area Office (Kendal)
3 Angel Yard 
21-23 Highgate 
Kendal
LA9 4DA 
T: 01539 733319 
F: 01539 730175

Regional Office (North West) 
3 Castle Street, Carlisle 
Cumbria 
CA3 8SY
T: 01228 547463 
F: 01228 597822

Area Office (Whitehaven) 
Catherine Mill 
Catherine Street
Whitehaven
CA28 7QT 
T: 01946 591848 
F: 01946 591880 
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