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Damp, Mould and Condensation Policy
Policy Statement

Purpose
The purpose of this policy and procedure is:

e to ensure that Orwell's homes remain free from problems relating to damp, mould
and condensation;

e to prevent health issues from occurring or worsening due to damp, mould and
condensation;

e to set out how Orwell will respond to reports of damp, mould and condensation;

e to set out the actions that customers can take to prevent significant damp, mould
or condensation issues.

Legal Obligations

This policy is informed by the following legislation and regulations:

Housing Act 2004 and the Health and Safety Rating System (HHSRS)
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

Social Housing (Regulation) Act 2023

Hazards in Social Housing (Prescribed Requirements) (England) Regulations
2025 (Awaab’s Law)

It also links to the Housing Ombudsman Service ‘One year on follow up report: Spotlight
on damp and mould — it's not lifestyle’ which can be found here: One year on follow up
report: Spotlight on damp and mould — it's not lifestyle (housing-ombudsman.org.uk))
and the Government guidance note ‘Understanding and addressing the health risks of
damp and mould in the home (www.gov.uk)’

This policy reflects the statutory requirements introduced by Awaab’s Law from 27
October 2025 and the strengthened Decent Homes Standard. It will be reviewed
regularly in line with future phases of Awaab’s Law and any amendments to housing
regulation or statutory guidance.
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Most homes in the UK will experience small, isolated patches of mould, especially
during the winter. Condensation mainly occurs during cold weather and appears on
cold surfaces and in places where there is little movement of air. It is often found in
corners, on or near windows, in or behind wardrobes and cupboards, and often forms
on north facing walls.

Normal household activities constantly release moisture into the air. Good practice in
the home minimises and alleviates condensation, and in many cases will prevent it
causing dampness and persistent mould.

Whilst some damp, mould and condensation is normal and can be remedied easily with
a quick wipe down, significant mould growth can cause serious health problems,
especially for people with asthma and other underlying health conditions. As such, it is
important that Orwell works together with its customers to take swift action to resolve
such issues when they arise. We want to do everything we reasonably can to make
sure our customers stay safe, healthy and well in their homes. Damp and mould are
issues which can have a serious impact on the health and wellbeing of our customers,
and cause damage to homes.

We are committed to providing dry, warm, healthy and safe homes for our customers
which are free from any hazards. We are also committed to complying with all relevant
legislation, guidance and best practice around damp and mould.

We recognise that damp and mould hazards which present a significant risk of harm
are subject to legally prescribed investigation and repair timescales under Awaab’s
Law. We will meet or exceed these statutory requirements and will not rely solely on
internal service standards where these are less stringent. We will ensure the fabric of
our homes is protected from deterioration and damage resulting from damp.

We will treat customers reporting damp, mould and condensation with empathy and
respect and will not prejudge the reason for any issue. We will try to understand any
barriers related to language, culture, disability, and/or neurodiversity that customers
may face when experiencing or seeking to report damp and mould. Where we identify
that a customer is at increased risk to damp and mould due to health, age or other
vulnerabilities, we will prioritise and provide additional support.

If the conditions of a home are impacting on our customers health and wellbeing we will
work in partnership across our Repairs, Property and Housing Management teams.

If a customer or another professional notifies us about damp or mould in one of our
homes, we will take the concern seriously, assess the issue with urgency to identify its
severity, and aim to identify and tackle the underlying causes promptly, and with urgency
when concerns have been raised about health. We will inform customers what is being
done to resolve the issue and what the likely timescales for the work will be.

We will always try to establish the source of the damp, whether there is any defect to
the property that is causing it, and then carry out the appropriate remedial work.

We will ensure staff are trained to enable them to spot potential causes of damp, mould
and condensation so they can advise customers, diagnose problems and provide
solutions.



When applying this policy, we will make reasonable adjustments for people who have
a disability and will take into account the provisions of the Equality Act 2010. Our staff
and contractors will work together with our customers to deliver this policy.

We provide weekly performance updates on damp and mould along with updates to our
Board via the Board Performance Report. In addition, we analyse and review our data
to provide a proactive response if we discover systemic issues with customer groups,

property types, repeat cases or customers who may not have been in contact with
Orwell.

The procedure follows this Policy Statement.



Procedure
This procedure sets out our approach to tackling damp, mould and condensation.
Preventative action

We will proactively identify homes that have, or may be at risk of developing, damp and
mould through inspections, stock condition surveys, data analysis and intelligence from
repairs, complaints and health-related referrals, in line with the proactive consumer
regulation regime introduced by the Social Housing (Regulation) Act 2023.

We will seek to increase the thermal efficiency of our homes and minimise any damp or
mould risks through our work to decarbonise our homes.

When a property becomes vacant, and prior to re-letting, we will seek to identify and
remedy any issues which may cause damp and will remedy any damp and mould
issues present.

We will provide information on our website, and through other channels, to raise
awareness about the causes of damp and mould. This will include details about what
customers can do to help prevent damp through, for instance, ventilation, controlling the
build-up of moisture and adequate heating. Where there is mould growth, we will provide
advice on how this could be treated.

All Orwell colleagues and contractors will be trained to identify signs of damp and mould,
understand associated health risks, and escalate concerns appropriately in line with
statutory requirements and internal procedures.

Preventative action will be aligned with the proactive consumer regulation framework
introduced by the Social Housing (Regulation) Act 2023.

We ask that customers report any problems to us as soon as possible.
Initial information, advice and guidance

We will give advice to our customers including self-help tips around cleaning and
removing mould, wiping down condensation, heating and ventilating their home and
minimising moisture in the home.

Providing advice to customers will not delay inspection, investigation or remedial
action where damp or mould is present. If our customer is experiencing medical
symptoms as a result of damp and mould, we will work with our customer and any
health professionals with our customers permission. We will not delay action whilst
waiting for medical evidence or opinion.

Works to the home

When a customer reports damp and mould, we will make arrangements for an inspection
of the home to assess the presence of damp and mould, their severity, location,
underlying causes and potential health risks. We may also arrange for a clean to remove
mould if this is appropriate. The inspection may be carried out by a member of ORS
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staff, a contractor or a specialist damp survey company. We may ask customers to
provide photos of the problem to help us to triage and prioritise cases, but this will
always be a precursor to an inspection and/or a treatment, and not an alternative to
them. If a customer cannot provide photos, we will ask for a detailed description to help
us to triage the problem.

We will respond to reports of damp and mould in line with the statutory timescales set out
under Awaab’s Law. Where damp and mould present a significant risk of harm:
e Emergency hazards will be made safe within 24 hours
e An investigation will be carried out within 10 working days
e Written findings will be provided to the customer within 3 working days of inspection
e Initial treatment or make-safe actions will be completed within 5 working days
¢ Remedial works to address the underlying cause will commence within 12 weeks

Following the inspection and/or damp survey, we will take any remedial action identified.

All remedial works will focus on identifying and addressing the underlying cause of damp
and mould to prevent recurrence. Persistent or recurring damp and mould will be treated
as a condition failure under the Decent Homes Standard.

If the damp or mould has occurred as a result of condensation, we will work with our
customers to take appropriate measures to prevent the damp and mould occurring, as
well as investigating and remedying any structural issues.

This might include advice about how to control moisture levels and/or increase ventilation
and/or heating, so that damp levels are kept low.

We will carry out a clean if necessary and will consider installing a humidistat and/or a
dehumidifier where appropriate.

If the problem is related to damp caused by problems such as:
A leaking roof, gutter or cracked wall

Leaking pipes

Rotten window frames

Broken heaters

Damp-proofing that is old or defective

Poor mechanical ventilation

We will:

Provide a dehumidifier

Carry out any actions identified in the property survey such as:

Improve ventilation;

Improve heating

Improve the insulation of your home;

Review the age and condition of windows and doors and replacement dates;
Clean the areas the mould affecting;

Repaint the affected areas.

In all cases we will seek to keep customers informed at every stage.

We know that some customers cannot afford to heat their homes adequately, especially
given the cost-of-living crisis. Where we are aware this is an issue, we will signpost
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customers to cost of living support and work with them to ensure that they are receiving
the income to which they are entitled.

To ensure that treatment has been effective, and damp and mould has not reappeared,
we will arrange a follow up contact at least six-weeks after the initial treatment. Any
issues reported by customers in the meantime will be acted upon promptly. If damp and
mould have reappeared, further investigation and intervention will be pursued.

Follow contact and outcomes will be recorded to support regulatory compliance,
performance monitoring and board assurance.

Complex cases

Where a damp or mould hazard presents a significant risk of harm and cannot be made
safe within statutory timescales, we will provide suitable temporary accommodation in
accordance with Awaab’s Law and our Decant Policy,

Access

We require customers to allow us (including appointed contractors) access to their
home to carry out works. If we are unable to gain access and the integrity of the
property, its fabric and/or the safety of the customer or others is compromised, we will
take appropriate action. This may include obtaining an injunction for access.

Complaints

If a customer is unhappy with our approach to their damp, mould or condensation
problem, we will signpost them to our complaints, compliments and compensation
policy and advise them of their recourse to the Housing Ombudsman. We will also
signpost customers to other advice agencies who may be able to help them such as
their local Council, Shelter and Citizen’s Advice Bureau.

We acknowledge the enhanced powers of the Housing Ombudsman and the
Regulator of Social Housing and will cooperate fully with any investigation, inspection
or information request relating to damp and mould cases. We aim to resolve
complaints as quickly as possible without customers needing to resort to disrepair
claims and legal action.

We are committed to learning lessons from damp and mould cases, sharing this with our
customers, and using it to update our technical approach and how we communicate with
customers, in order to continuously improve our approach.

Supporting Documents

This policy and procedure draws upon, and should be read alongside, the following:
e Responsive Repairs Policy
e Complaints, Compliments and Compensation Policy ¢« Asset Management
Strategy
e Environmental Policy.
e Decant Policy
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