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1. [bookmark: _Toc223010673][bookmark: Intro]Introduction
Damp and mould present a significant risk to health, safety, and wellbeing. The tragic death of Awaab Ishak in 2020 demonstrated the severe consequences of failing to act promptly and effectively when these issues arise. In response, the Government introduced Awaab’s Law, which places clear legal duties on social landlords to investigate and remedy hazards such as damp and mould within strict timescales.
This policy sets out our framework for identifying, preventing, and addressing damp, mould, and condensation across our homes. It reinforces our commitment to safeguarding customers by ensuring that all homes are maintained to a safe and habitable standard, and that concerns are treated with urgency, transparency, and accountability.
The standards in this policy support our Responsive Repairs Policy and ensure compliance with all relevant legal and regulatory obligations, including the requirements of Awaab’s Law. 
It applies to all customers living in a Broadacres home where Broadacres have a legal responsibility for repairs and maintenance.
It is particularly important for colleagues in customer‑facing and operational roles, who play a critical part in early identification, timely escalation, and effective resolution of damp and mould issues.
2. Our Approach
Broadacres recognise the serious impact that damp, mould, and condensation can have on both the condition of our homes and the wellbeing of our customers. We are committed to treating all reports with urgency and respect, acknowledging these issues as significant threats to safe and healthy living environments.

We operate a zero-tolerance approach to damp and mould
Broadacres takes responsibility for preventing and addressing damp and mould where we have legal obligations to do so. We will carry out necessary repairs and work collaboratively with our customers, ensuring that accountability does not fall solely on them. Where standard interventions are not suitable, we will coordinate with trusted partners to ensure appropriate action is taken. In every case, we commit to taking all reasonable steps to resolve the issue.

We reject the notion that a customer’s lifestyle should be used to justify inaction. Every individual deserves to live in a safe home, and we will respond with empathy, dignity, and respect taking into account personal circumstances and vulnerabilities when determining the right course of action.

3. [bookmark: Guiding][bookmark: _Toc223010674]Guiding Principles

Broadacres is committed to ensuring that every home remains safe, dry, and free from damp and mould. Our approach is underpinned by the following principles, which shape how we respond to and manage these issues:

Data‑Driven Prevention 
Broadacres will use data insights, trend analysis, and where appropriate smart monitoring technology to identify emerging risks, target interventions, and support strategic investment decisions.

Proactive Prevention 
We will actively identify and address damp and mould risks before they escalate. This includes regular inspections, data analysis, and early intervention strategies to protect our customers and homes.

· Reducing condensation through ventilation and heating.
· Maintaining property fabric to prevent leaks or water ingress.
· Retrofit works compliant with energy efficiency standards 


Partnership with Customers 
We work collaboratively with our customers, valuing their insights and experiences. We will listen, involve them in decision-making, and tailor our responses to meet individual needs.

Timely and Reliable Response 
Broadacres will respond to reports of damp and mould with urgency and consistency. We aim to resolve issues swiftly and effectively, ensuring minimal disruption to our customers’ lives.

Clear and Compassionate Communication 
We will communicate openly, respectfully, and in plain language. Our customers will be kept informed throughout the process, with clear expectations and updates.

Continuous Learning and Improvement 
We are committed to learning from every case and improving our practices. Feedback, data, and collaboration with partners will inform our ongoing efforts to enhance service delivery and prevent recurrence.

4. [bookmark: _Toc223010675][bookmark: Legal]Legal and regulatory requirements
 Broadacres complies with all statutory and regulatory duties relating to the condition, safety, and habitability of our homes. Damp and mould are treated as significant health and safety hazards requiring timely, proactive, and sustained action. This policy reflects the legal framework, national standards, and regulatory expectations that govern our responsibilities as a social landlord.
Operational Requirements Under Awaab’s Law 
Broadacres will comply with all statutory investigation and repair timescales introduced under Awaab’s Law. This includes:
· Initial inspection within the required statutory period
· Written communication to the customer confirming findings and next steps
· Completion of remedial works within the mandated timeframe
· Escalation where timescales are at risk 
These requirements will be embedded into all operational procedures and monitored through our case management system.
Legal Framework 
Broadacres’ duties are shaped by the following legislation:
· Landlord and Tenant Act 1985, as amended by the Homes (Fitness for Human Habitation) Act 2018, which requires all rented homes to be fit for human habitation at the start of and throughout a tenancy. This includes preventing and remedying hazards such as damp, mould, condensation, inadequate ventilation, and structural defects.

· Awaab’s Law  which has introduced statutory timescales for investigating and remedying hazards such as damp and mould. 
· Housing Health and Safety Rating System (HHSRS), which identifies damp and mould as potential Category 1 or Category 2 hazards. Where such hazards are identified, Broadacres will take prompt and proportionate action to eliminate or reduce the risk.
· Decent Homes Standard (2006), which requires that homes:
· Meet the current statutory minimum standard for housing (including HHSRS)
· Are in a reasonable state of repair
· Provide reasonably modern facilities and services
· Offer a reasonable degree of thermal comfort

Damp, mould, and condensation are directly relevant to these criteria, particularly in relation to thermal comfort, repair, and hazard management.

Regulatory Alignment 
The principles of the Decent Homes Standard are embedded within the Regulator of Social Housing’s Home Standard, which requires landlords to provide safe, high‑quality accommodation and maintain homes to an appropriate standard of repair. The Regulator’s strengthened consumer regulation regime reinforces expectations that damp and mould are treated as health and safety issues, not lifestyle matters, and that landlords adopt a proactive, data‑driven, resident‑focused approach.

Broadacres remains committed to meeting and exceeding these expectations, including adapting to the government’s review of the Decent Homes Standard and implementing the requirements of Awaab’s Law once finalised.

5. [bookmark: _Toc223010676][bookmark: Roles]Roles and responsibilities
Effective management of damp and mould relies on clear accountability across Broadacres. Each team plays a vital role in identifying, reporting, and resolving issues to ensure safe and healthy homes for our customers.

Governance and strategic leadership
· Board and Committees – Provide strategic oversight, ensure compliance with regulatory standards, scrutinise performance, and hold Broadacres to account for delivering safe homes and learning from damp and mould cases.
· Directors & Heads of Service– Set policy direction, allocate resourses, and ensure robust governance and assurance arrangements are in place to manage damp and mould risks effectively.
· Operational Managers – Translate strategic expectations into operational delivery, monitor performance, drive continuous improvement, and ensure teams have the capability and capacity to respond promptly and effectively.

Customer Contact Centre and Administrative Assistants
· Act as the primary point of contact for customers reporting damp and mould
· Ensure timely inspections and follow-up actions
· Liaise with maintenance teams and contractors to coordinate repairs
· Monitor progress and keep customers informed throughout the resolution process.

Maintenance Surveyors and Contractors
· Conduct thorough assessments of reported issues
· Identify root causes and recommend appropriate remedial works
· Complete repairs to a high standard and within agreed timeframes
· Provide feedback to admin assistants to support case closure

Housing Management and Customer Experience Teams
· Identify and report concerns during visits or customer interactions
· Escalate risks propmpty where vulnerabilities or safeguarding concerns are present

Colleagues Responsibilities
· Identify and report issues: All colleagues must follow the formal repair reporting route to ensure damp and mould concerns are logged accurately and acted on promptly.
· Proactive vigilance: During routine visits, colleagues are expected to actively look for signs of damp and mould and ask customers about any concerns, even if no issues are immediately visible.
· Customer support: Colleagues should provide clear advice to customers on how to report issues and escalate concerns where vulnerability or risk is identified.
· Record keeping: Any observations, conversations, or concerns must be recorded in the appropriate system to support early intervention and trend analysis.
· Ensure effective performance reviews are undertaken

Contractor Responsibilities
· Report concerns promptly: Contractors must report any signs of damp and mould directly to the contract manager to ensure swift action and a clear audit trail.
· Duty of care during works: Contractors are expected to identify potential causes of damp and mould while carrying out repairs and highlight any risks that could worsen the issue.
· Compliance with standards: Contractors must follow Broadacres’ damp and mould procedures, including safe working practices, photographic evidence, and accurate completion notes.

All Broadcares colleagues 
All colleagues share responsibility for maintaining safe, healthy homes. Every Broadacres colleague must remain alert to signs of damp and mould, act promptly when concerns arise, and ensure issues are reported through the correct channels. This includes:
· Reporting any visible damp, mould, leaks, or condensation concerns encountered during visits, meetings, or routine duties.
· Recording concerns accurately using the agreed reporting tools and systems.
· Prioritising customer safety by escalating vulnerabilities, safeguarding risks, or repeated issues without delay.
· Supporting a culture of learning by sharing insights, good practice, and emerging risks with managers and relevant teams.

6. [bookmark: _Toc223010677]Customer responsibilities 
Broadacres customers are responsible for:
· Reporting any issues regarding damp, mould and condensation, as soon as reasonably possible. 
· Following any guidance on ventilation and moisture control.
· Ensuring the effective operation of any equipment installed within their home used to monitor or manage moisture
· Providing access to their homes in accordance with their tenancy agreement.

7. [bookmark: _Toc223010678][bookmark: Under]Understanding damp, mould and condensation
Broadacres recognises the serious health and structural risks posed by damp, mould, and condensation. This section outlines key definitions, associated risks, and common causes to support informed decision-making and effective intervention.

Definitions
· Rising Damp: Moisture from the ground moving upward through floors or walls.
· Penetrative Damp: Moisture entering from outside sources, such as cracked walls or faulty seals.
· Condensation: Excess moisture in the air turning into liquid when it contacts cool surfaces, like windows.
· Mould: A fungus that thrives in damp, humid conditions, often forming on indoor surfaces where condensation persists.

Risks
· Condensation can lead to damp and mould if untreated.
· Damp and mould can compromise structural integrity—affecting foundations, walls, and joists—and damage personal belongings.
· Mould poses serious health risks, especially for vulnerable groups such as children, older adults, and those with respiratory conditions.
· The tragic death of two-year-old Awaab Ishak in 2020, caused by prolonged mould exposure, underscores the critical importance of proactive housing management. The coroner described it as a “defining moment” for the sector.

Causes 
· Damp, mould, and condensation may arise from a range of property-related issues, including:
· Faulty seals on windows and doors
· Blocked or damaged guttering
· Roof leaks or structural movement
· Poor insulation or ventilation
· Inadequate heating design
· Overcrowding
· Fuel poverty and excess cold due to rising energy costs

Broadacres emphasises that many of these factors are unrelated to customer behaviour. It is essential not to assume lifestyle is the cause without proper investigation. Instead, we commit to supporting customers with practical advice, assistance, and solutions tailored to their circumstances.

Broadacres will not attribute damp and mould to lifestyle without clear evidence. Our default position is to take responsibility for investigating and resolving the issue.

8. [bookmark: _Toc223010679][bookmark: Concerns]Rasing concerns
Broadacres is committed to making it easy and reassuring for customers to raise concerns about damp and mould. We recognise that these issues can be distressing and that some individuals may face barriers to reporting them.

Customer-Centred Reporting 
Customers should not be expected to make formal complaints to have damp and mould addressed. All concerns whether raised directly or observed during visits must be treated seriously and acted upon promptly.

Extra Vigilance in Supported Services 
In supported housing settings, additional care must be taken. Customers may have disabilities or vulnerabilities that prevent them from recognising or reporting issues. Colleagues must be proactive, observant, and responsive to ensure these homes remain safe and healthy.

Broadacres encourages a culture of empathy, attentiveness, and accountability ensuring that no concern goes unnoticed or unaddressed.

9. [bookmark: _Toc223010680][bookmark: Managing]Managing damp, mould and condensation
Broadacres takes a structured and proactive approach to managing damp, mould, and condensation. Our process is designed to ensure timely identification, effective treatment, and long-term prevention across all homes.

Prevention First 
We prioritise early intervention through regular inspections, customer education, and property design improvements. Preventative measures include ensuring adequate ventilation, maintaining heating systems, and addressing structural vulnerabilities before they escalate.



Ventilation and Retrofit Standards 
All preventative and remedial works will consider ventilation adequacy in line with PAS 2035 principles. Where ventilation is insufficient, Broadacres will specify improvements as part of the remedial plan.

Assessment and Diagnosis 
Broadacres applies a structured, person‑centred risk assessment to all reports of damp and mould. The purpose is to ensure that households with the greatest vulnerability or exposure receive the fastest and most appropriate response. Risk categories are determined by considering three core areas: household vulnerability, property condition, and extent/location of the issue.:

Immediate Initial Action 
At first point of contact, Broadacres will arrange an initial mould‑wash appointment where appropriate. This ensures early mitigation while further diagnostic work is undertaken.

Low Risk Classification
Cases are considered low risk when:
· No heightened household vulnerabilities are identified.
· No known health conditions that may be worsened by damp or mould are present.
· The damp or mould is minor in nature and does not indicate underlying structural issues.
· The affected area is limited and located in parts of the home where moisture is normally expected.
Low‑risk cases are managed through standard response times and routine scheduling.
Medium Risk Classification
Cases fall into the medium‑risk category when one or more of the following apply:
· The household includes individuals who may be more susceptible to damp or mould.
· Customers have health conditions that could be affected by indoor air quality.
· There are vulnerabilities that may reduce a household’s ability to manage or mitigate the issue.
· The damp or mould suggests a developing or unresolved defect.
· The issue is located in primary living spaces or is more extensive than minor surface growth.
Medium‑risk cases are prioritised to prevent deterioration and to support customers who may be at increased risk.
High Risk Classification
A case is classified as high risk when:
· Significant household vulnerabilities or serious health conditions are present.
· The damp or mould indicates a serious defect, structural deterioration, or active water ingress.
· The issue affects key living or sleeping areas and/or is extensive in scale.
· The household’s circumstances mean the presence of damp or mould poses an immediate or serious risk to health or wellbeing.
High‑risk cases require urgent intervention, escalation, and coordinated support.
Surveyor Inspection Requirements 
All medium and high‑risk cases will receive a surveyor inspection within the required statutory or policy timescales. Low‑risk cases will receive a surveyor inspection where the diagnosis is unclear, where the issue persists, or where vulnerabilities are identified.
Treatment and Resolution 
Once diagnosed, appropriate remedial works are undertaken. These may include repairs to windows, roofs, or guttering; installation of ventilation systems; or mould removal treatments. We aim to complete works promptly and to a high standard, minimising disruption to customers.

Follow-Up and Monitoring 
Broadacres ensures that every case is followed up to confirm resolution and prevent recurrence. We maintain clear records, monitor trends, and use data to inform future prevention strategies. Customers are kept informed throughout, and additional support is offered where needed.

Aftercare and Case Closure 
All damp and mould cases will remain open for a minimum aftercare period of up to three months, during which follow‑up contact will be made to confirm that the issue has not recurred. Cases will only be closed once the customer confirms the issue is resolved and no further concerns are identified.

Case Management System Requirements 
All damp and mould cases must be logged and managed through Broadacres’ case management system. Colleagues must record milestones, inspection outcomes, communications, and completion evidence to ensure full visibility, auditability, and compliance with statutory requirements.

10. [bookmark: _Toc223010681][bookmark: Escalating]Escalating process
Broadacres recognises that some cases of damp and mould require urgent or specialist intervention. Our escalation process ensures that complex, high-risk, or unresolved issues are addressed swiftly and appropriately.

When to Escalate 
Issues should be escalated when any of the following apply:
· The customer is vulnerable or has safeguarding concerns
· Damp or mould is widespread or severe
· The solution requires specialist input or is not straightforward
· Multiple homes are affected, indicating a systemic issue
· Appointments have been repeatedly missed, or access has not been gained

Safeguarding First 
Where health or safety risks are identified especially involving children, older adults, or those with disabilities colleagues must follow Broadacres’ safeguarding procedures without delay.

Customer Complaints 
If a customer is dissatisfied with the response to their concern, they have the right to raise a formal complaint. Broadacres will treat all complaints seriously and use them as opportunities to improve service delivery.
11. [bookmark: _Toc223010682]No Access
Where damp and mould is reported, identified, or suspected, Broadacres will take all reasonable steps to gain access to the home. In line with Awaab’s Law, we will work collaboratively with the customer to understand any barriers to access, agree suitable appointment times, and provide support where needed to enable inspections and remedial works. If access is not provided, or appointments are repeatedly missed, the case will be managed under our No Access Procedure. This may include welfare checks, escalation to tenancy management, and legal action where necessary. Because damp and mould presents a potential health and safety risk, Broadacres will not close a case solely due to lack of access.
12. [bookmark: _Toc223010683]Governance, Performance and Assurance 
Broadacres will monitor damp and mould performance through a defined set of KPIs and KRIs, typically including: 
· Caseload levels
· Statutory compliance
· Repeat cases
· Customer satisfaction. 
Regular reports will be provided to The Board, relevant committees and DMT to ensure oversight, identify trends, and drive continuous improvement. Escalation thresholds will be applied where performance indicates increased risk.

13. [bookmark: _Toc223010684][bookmark: Train]Training, Development & Awareness
Broadacres ensures all colleagues are equipped to manage damp and mould issues confidently and compassionately. Training is regularly reviewed in collaboration with the Learning and Development team and shaped by customer feedback and regulatory updates.

General Training Principles
· All frontline colleagues will have Broadacres damp and mould awareness training as part of the mandatory induction.
· Additional resources include guidance on social housing stigma and cultural awareness.
· Customer insight helps refine training to meet real-world needs.

[bookmark: spec]9.1 Role-Specific Training

Customer Service Centre (CSC):
· Maintain a working understanding of damp, mould, and condensation basics, including common causes, risk indicators, and when escalation is required.
· Identify when customers may benefit from financial inclusion support and make referrals in line with established procedures.
· Use the Knowledge Base as the primary source of guidance, ensuring advice reflects the most up‑to‑date processes, scripts, and triage pathways.
· Participate in routine team meetings, coaching, and quality assurance reviews, which provide guidance, feedback, and opportunities to improve the accuracy and consistency of advice and triage.

Surveyors (In-house and Contracted):
· In-house surveyors receive intensive training on detection, diagnosis, and repair.
· Contracted surveyors must meet damp and mould expertise standards during procurement.
· Broadacres undertake performance management and quality‑assurance checks to ensure inspections, reports, and recommendations meet organisational standards and regulatory expectations.

Service Delivery Colleagues:
· Learn how to advise customers on reducing condensation and logging reports.
· Stay informed on current processes.
· Engage in stigma awareness and customer experience activities.
Broadcres shares performance details through monthly repairs toolbox talks 

Support Tools and Resources 
Colleagueshave access to internal guidance and linked policies to support consistent and informed decision-making. These tools help ensure that every report is handled with care, urgency, and professionalism.


14. [bookmark: _Toc223010685]Sustainability Assessment 
The Outcome of the sustainability assesment to be inputed

15. [bookmark: _Toc223010686]Fair and Equitable impact Assessment 
The outcome of the EIA to be inputed

16. [bookmark: _Toc223010687]Customer Considerations 
TBA 
17. [bookmark: _Toc223010688]Related policies/documents
· Responsive Repairs Policy
· Damp and Mould No Access Process
· Temporary Rehousing Procedure
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