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1. Purpose

The Damp, Mould and Condensation (DMC) Policy explains how we identify and respond to
cases of damp and mould. Our aim is to protect the health and safety of residents who live in
properties owned and managed by Hundred Houses Society (HHS).

2. Scope
This policy outlines how we will:

o offer advice and assistance to residents, including guidance on how to prevent
condensation, damp and mould

e monitor performance information to enable us to review damp and mould related
repairs and target proactive remedial work

e implement processes designed to:

= ensure a suitable and sufficient response to initial reports of damp, mould or
condensation

= identify the cause of damp occurring in homes where this is our responsibility

= order remedial works where required

= provide advice or other assistance to residents, where there is DMC present in
their home

» increase awareness for residents through a range of communications and
information on how to manage and/or prevent condensation in their home

3. Service Standards

We want to ensure that we maintain our homes and that they are free from DMC. In order to
help residents and offer guidance on DMC, we will:

e provide advice and guidance on our website on how to identify cases of DMC

e provide guidance on how residents can respond to cases of DMC

e provide a link to an online questionnaire where residents can identify how likely
their home will be to have DMC

e ask residents whether they have any evidence of DMC on calls to our Customer
Services Team

e ensure that all HHS staff and our contractors look out for evidence of DMC
whenever they visit our residents



4. Legislation

We recognise our duty to achieve compliance with the following associated legislation /

guidance

Awaab’s Law: Draft Guidance for Social Landlords

Housing health and safety rating system (HHSRS): guidance for landlords and
property-related professionals

Housing Act 2004

Environmental Protection Act 1990

Homes (Fitness for Human Habitation) Act 2018

Landlord and Tenant Act 1985

Decent Homes Standard

Minimum Level of Energy Efficiency standard

5. Process Overview

Cases of damp, mould or condensation can be identified in a number of ways including:

a resident reports concerns about DMC

evidence of DMC is identified by an HHS employee or one of our contractors
visiting a resident’s home

we ask residents whether they have any evidence of DMC in their home as part of
all calls with our Customer Services Team

When a report of DMC is received, we will ask a series of questions to ascertain if the DMC
issue is having a detrimental effect on the tenant’s health by understanding if anyone within
the property has any disabilities or vulnerabilities or serious health conditions that are
impacted by the DMC issue being reported. If a member of the household is being
detrimentally affected, we will escalate the survey to an emergency status and attend the
home within 24 hours.

For all other reported DMC issues, we will arrange for a surveyor to visit to carry out a survey
of the home. The aim of this survey is to determine if any actions are required. We will aim to
complete this survey and write a report within 10 working days of DMC being reported.

A copy of the surveyor report will be made available to the tenant within 3 working days of
the survey by way of an electronic report issued by email or a hard copy issued by post. This
report will not be amended in anyway.

Where it is required, the surveyor will raise a ‘mould wash down’ to be completed. We will
aim to complete this within 5 working days from date the surveyor visits the home. There are
then 3 possible outcomes:

No further works are required. We may offer guidance to the resident on how to
reduce moisture within the home

If the surveyor deems the property to be an immediate risk to the tenant’s health
and emergency repairs will not rectify the issues within 24 hours. The surveyor will
notify the Housing Team to move the tenant immediately to temporary
accommodation whilst works are completed to the property

Minor repairs might be required. These could be repairs that improve the ventilation
in the home such as installing an extract fan. We will seek to complete these
repairs within 24 hours to 20 working days of the survey dependant on the repair



and risk it poses to the tenant

e Major repairs might be required. These could be repairs or upgrades required to the
structure of the home or insulation. We will seek to complete these major repairs
within 6 months of the survey

Where cases of DMC are identified, we will undertake a follow up call within 6 weeks of the
final repair being completed and a visit 12-months after the final repair to ensure that the
DMC issues have been rectified.

The lead officer for Damp, Mould and Condensation is the Repairs Manager. They will be
supported by the Head of Property & Sustainability to ensure that the process is followed.
The Repairs Manager will be the first escalation for repeated reports from individual homes,
and they will seek support from the Head of Property & Sustainability in complex cases
which require intervention, and no resolution can be readily sought.

The Repairs Manager will deliver ‘Toolbox Talks’ to the wider Operations Team on a regular
basis (not less than every 12 months) to ensure the process is followed.

An overview of the process map is provided in appendix 1.

6. Complaints and Compensation

Complaints and compensation relating to cases of DMC are covered by our Complaints &
Feedback Policy.

7. Competency and Training

Front line Surveyors and Property colleagues will receive annual training on damp, mould
and condensation from a recognised body to ensure their knowledge of causes, treatments
and interventions remains consistent with industry standards.

8. Performance Management

We will monitor our performance of dealing with cases of DMC. We will use the following key
performance indicators to monitor our performance, and these will be reported to the
Customer Experience Group on a quarterly basis.

e Number of damp and mould cases identified (per month)

e Number of damp and mould inspections raised (per month)

e Number & % of follow up technical inspections completed

e Number & % of follow up technical inspections completed within 10-day target
e Number & % of Surveyor reports issued within 3 working days

e Number of DMC jobs raised (excluding wash-downs)

e Number of DMC jobs (excluding wash-downs) completed.

e Number requiring wash-downs.

e % of required wash-downs completed

e % of required wash-downs completed within 5-day target

e Number of DMC follow on jobs (all) over target and not completed (at month end)



8. Equality and Inclusion

We aim to treat all tenants fairly and with respect and professionalism. It is our aim that
tenants of all nine protected characteristics included in the Equality Act 2010, which
includes age, sex, disability, gender reassignment, race, religion and belief, sexual
orientation, marriage and civil partnership, pregnancy, and maternity, should be treated
equally and fairly.

We shall provide relevant data, in the form of our tenant related non-sensitive alerts to any
of our Service Providers on a regular basis. This information will inform the Service
Provider of those tenants with a particular communication need, (eg. visual impairment,
language barrier, literacy etc) to ensure communications are made in an appropriate way.

To enable all tenants to have clear information and equal access to our services, we will
publish our service standards in a range of appropriate languages, formats and through a
range of media upon request.

Where we are unable to gain access for any safety checks, we recognise there may be
reasons why access has been unsuccessful such as a language barrier or disability. In
these circumstances we will work with the tenant to overcome the cause of the access
problem. This document can be translated or provided in alternative formats upon request
e.g. Braille,large print, audio etc.

Equality and inclusion training is mandatory for all employees and our appointed Service
Providers and will be reviewed as part of the Service Provider selection process.

9. Confidentiality

Customer information will be processed in accordance with the law and our privacy
statement published.

10. Review

This policy will be reviewed every two years, following significant legislation or regulatory
change, or changes to key operational staff.



Appendix 1
Damp, Mould & Condensation Process

Resident contact or home visit indicating the presence of damp mould or
condensation (DMC). Customer Services Team raises a survey which is
completed within 10 working days

Where required, HHS Property Surveyor orders a mould wash down to be completed within
5 working days of inspection (and a maximum of 15 working days from report of DMC)

In the event that the

Contractors wash down all areas showing signs Surveyor feels the
of mould, referring any additional concerns or property is not habitable

findings to HHS Property Surveyor and emergency works
cannot rectify the DMC

issues the tenant will be
moved to temporary
accommodation

HHS Property Surveyor
recommends either no further works,
minor repairs or major repairs

[ No further works required ]

Minor repairs: HHS Property Surveyor Major repairs: HHS Contracts Manager
specifies works required to be completed specifies works required to be completed
within 20 working days from survey within 6 months from survey

| « |

A copy of the Surveyor Report will be issued to the Tenant within 3 working days by email or
post dependant on the tenant’s ability to access

A DMC follow up call will be made within 6 weeks of the final repair being completed. A
DMC site visit will be completed 12 months after the final repair is completed to confirm no
further action needs to be taken
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