3% Peabody

Compensation and Remedies Policy — One Page Guide

Our Commitment

If we get something wrong, we will put it right. Compensation and remedies are about fairness
recognising the impact on residents and restoring trust.

Transparency and Fairness

o Payments are assessed on principles, fairness, and consistency.
o Residents will always be told clearly why a remedy or payment has (or has not) been
awarded.

Who Can Claim?

e Any resident of Peabody Group including Town and Country Housing and Charlton Triangle.
e Tenants, leaseholders, and shared owners may have different arrangements depending on
their lease

When We May Offer Compensation

Distress and inconvenience caused by our actions or inaction.

Time and trouble where our complaint handling has been unreasonable or caused extra effort.
Missed appointments or delays.

Failure to complete repairs within published timescales.

Where rooms or properties are unusable.

Where defects in new homes are not resolved within agreed periods.

Each case is assessed individually, in line with the policy.
What We Don’t Cover

Loss of rental income for sub-let leaseholder properties.

Personal injury

Service charge or rent levels (these follow separate processes).

We may consider compensation for damage to personal belongings where Peabody has been
negligent. Otherwise, these are covered by your own insurance.

How Remedies Are Applied

o Financial compensation - proportionate payments linked to the impact experienced.

o Practical remedies - include completing outstanding works, replacing items, or in some
cases, providing temporary alternative accommodation.

o Apology and acknowledgement - recognising where we went wrong.

How to Request Compensation

Compensation requests are normally considered as part of a complaint. You can raise a complaint in
any way that suits you, by phone, email or letter, webform (via our Make a Complaint page), live chat
or in person

Information is also available in alternative formats or languages if you need it.

For more information, please refer to our full Compensation & Remedies Policy.

This is a summary. For full details, see the Compensation & Remedies Policy (v2.0, April 2026).


https://www.peabody.org.uk/contact-us/make-a-complaint/formal-complaint/
https://www.peabody.org.uk/your-home/policies-and-insurance/

