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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. Awaab's Law Commitment

We recognise that damp and mould can pose a serious risk to health and wellbeing. We will
adopt a zero-tolerance approach to damp and mould and will investigate and remedy
hazards within timescales that meet or exceed the requirements of Awaab's Law and
associated government guidance.

3. 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

4. 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



6.

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

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

5. Legislation

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

guidance

Awaab’s Law: 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

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 assess household
vulnerabilities at the point of report and prioritise cases where occupants may be at
increased risk from exposure to damp and mould, residents at increased risk include,

children under five

elderly residents

pregnant occupants

respiratory conditions
immune-compromised occupants
mental health vulnerabilities

Our damp, mould and condensation process follows the requirements as set out in Awaab’s
Law; we will:

Investigate any potential emergency hazards and, if the investigation confirms
emergency hazards, undertake relevant safety work as soon as reasonably
practicable. The investigation and the work must both take place within 24 hours of
becoming aware of the hazard.

Arrange for a surveyor to visit and investigate any potential significant hazards
within 10 working days of becoming aware of them;



e Produce a written summary of investigation findings and provide this to the resident
within 3 working days of the conclusion of the investigation. This will be by way of
an electronic report issued by email or a hard copy issued by post. This report will
not be amended in anyway.

e Where it is required we will undertake relevant safety work within 5 working days of
the investigation concluding, if the investigation identifies a significant hazard. This
will be by way of a mould wash down. There are then 3 possible outcomes:

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

2. 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

3. Begin, or take steps to begin, any supplementary preventative work to prevent
a significant or emergency hazard recurring within 5 working days of the
investigation concluding, if the investigation identifies a significant or
emergency hazard. If steps cannot be taken to begin work in 5 working days
this must be done as soon as possible, and work must be physically started
within 12 weeks.

« Satisfactorily complete supplementary preventative works within a reasonable time
period.

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.

Complaints and Compensation

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

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.

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 opened (per month)

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

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

e % of technical pre-inspections completed within 10 day target

e % of survey reports issued to customer within 3 working days of completion of the
technical inspection

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

e % of follow up post-inspections completed

8. Equality, Diversity and Inclusion

We are committed to treating all tenants, residents and service users fairly, with dignity,
respect and professionalism. We aim to ensure that no individual or group is disadvantaged
in accessing our services or complying with safety-critical requirements as a result of their
personal circumstances.

We recognise our responsibilities under the Equality Act 2010 and are committed to ensuring
that people who share any of the nine protected characteristics are treated equally and fairly.
The protected characteristics are: age, disability, gender reassignment, marriage and civil
partnership, pregnancy and maternity, race, religion or belief, sex, and sexual orientation.

We acknowledge our duty to make reasonable adjustments for disabled tenants and others
with specific needs, including in relation to communication, access arrangements and
service delivery, particularly where these may affect the completion of statutory safety
inspections or remedial works.

Where appropriate and lawful, we will provide relevant non-sensitive tenant alerts to
appointed service providers to ensure they are aware of any specific communication or
access needs (for example, visual impairment, language barriers or literacy needs).
Information shared will be limited to what is necessary to enable services to be delivered
safely and effectively, in accordance with data protection legislation.

To support inclusive access to our services, information about this policy and our service
standards can be provided in alternative formats and languages upon request, including
large print, Braille, audio or translated versions.

Where access for safety inspections has been unsuccessful, we recognise that this may be
due to factors such as disability, health conditions, language barriers or other individual
circumstances. In these situations, we will work proactively with tenants to understand and
address the barrier to access before considering enforcement action.

Equality, diversity and inclusion training is mandatory for all employees and forms part of our

service provider selection, induction and contract management processes.

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.
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Where to find us

Hundred Houses Society,
51 Scotland Road, Cambridge, CB4 1QW

0300 303 5700
info@hhs.org.uk
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Appendix 1

Damp, Mould & Condensation Process

1 Resident contact or home visit

indicating the presence of damp mould Inuestigate and complete

relevant safety work

or condensation (DMC).

Can emergency repairs
make the home safe?

2 Assess household vulnerability
Children under 5 * older people *
pregnancy
respiratory / immune / mental health
needs

!
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Move resident immediately

to temporary accommodation
while works are completed

!

3 Assess hazard severity —
Surveyor investigates

potential significant hazard

Provide written summary
of investigation findings

Relevant safety work
if significant hazard confirmed

Outcome and prevention

! }

NO FURTHER WORKS
Give practical moisture advice
where appropriate

SUPPLEMENTARY WORKS
Begin or take steps to begin
within 5 working days

IF DELAYED
Start as soon as possible and
physically within 12 weeks

(Mould Washdown)
Ly SIGNIFICANT
WITHIN 10 WORKING WITHIN 3 WORKING
COMPLETE & RECORD

Finish preventative works within
areasonable period and make DMC follow
up call after 6 weeks




