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issuing
department
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Target audience

Midlands Rural Housing (MRH) colleagues
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Approved by

Date approved

Review date

July 2025 — and 3 yearly thereafter.

Links to
Regulatory
Standards —
Economic/
Consumer
Standards

Home Standard - Repairs and maintenance
Registered providers shall meet all applicable statutory requirements
that provide for the health and safety of the occupants in their homes.

Tenant Involvement and Empowerment Standard - Customer
service, choice and complaints

Registered providers shall provide tenants with accessible, relevant
and timely information about progress of any repairs work.

Outcome for
customers

Residents

» will be provided with clear information about how to manage
damp and mould in their home

» will be told the outcome of any damp and mould assessments

» will have their individual circumstances taken into account when
we decide on any works that are required to their home

will receive appropriate home loss and/or disturbance payments if they
need to move out of their home while work is undertaken.

How were tenants,
residents and service
users involved in the
review/development
of this document

Consultation took place with involved customers interested in repairs
and maintenance in August 2023 and the procedure and customer
journey were reviewed and approved.

Training provision

The Housing Manager, Customer & Business Support Manager and
Maintenance & Contracts Manager will be responsible for cascading
the policy to their teams.
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Links to key values

Diversity: The circumstances of individual household members will
be taken into consideration when we decide how to manage damp and
mould in the residents’ home.

Openness: This policy sets out Midland Rural Housing’s approach to
managing damp and mould in residents’ homes.

Accountability: The policy sets out the responsibilities of the

teams across MRH who are involved in administering our

approach.

Clarity: The policy clarifies the circumstances when payments are
discretionary or not; and clarifies the compensation amounts payable
and under which circumstances
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Introduction

Midlands Rural Housing aims to provide high quality homes which contribute to
sustainable rural communities. To achieve this, we aim to manage reports of damp and
mould, or contributing factors (such as condensation) in a proactive way. This may be
through the completion of reactive repairs, planned works or in some cases by providing
advice and information to customers on measures they can take to help manage damp
and mould through changes to the way they use their home.

The key objectives of this Policy are to are to comply with relevant legislation (specifically
the Landlord and Tenant Act, 1985, Housing Health and Safety Rating System within the
Housing Act 2004 and Decent Homes Guidance).

This policy and associated procedure have taken into account recommendations made in
the Housing Ombudsman spotlight report on Damp & Mould Oct 2021.

We have a moral and legal duty to ensure that we:

» provide good quality homes, with reference to Section 5 of the Governments Decent
Homes Guidance and the standards set by the Regulator for Social Housing (the
Regulator)

have an efficient and effective repairs and maintenance service

have a clear and reasoned approach to planned maintenance and repairs to residents’
homes and communal areas that also takes account of future sustainability

» establish and maintain good working relationships with residents that are based on trust
and that take into account individual needs and financial factors

» establish reliable partnerships with other organisations to ensure that any services
provided by them on our behalf are effective and good quality

ensure that we achieve ongoing compliance with all applicable legislation

develop effective complaints processes where our performance falls below the agreed
standard, or the resident’s expectation of what we should do. This will give residents the
opportunity to have their voice heard.

Definitions and scope

This Policy is designed to cover reports of damp and mould received by MRH from
residents or someone acting on their behalf. It is set within the context of the Repairs and
Maintenance Policy. MRH will provide a range of options to address reports of damp and
mould. These may vary from home to home, depending on the property type, construction
method, property age and other factors.

The term ‘resident’ mainly refers to tenants who rent homes from us.

Leaseholders and Shared Owners have different obligations with regards to maintaining
their homes, and should refer to their individual lease for more guidance. However, we will
always provide relevant guidance and advice.
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This Policy therefore outlines how we will:

comply with legal and regulatory requirements

offer advice and assistance to residents, including information on thermal comfort and
preventing condensation, damp and mould

» ensure staff have adequate training and knowledge on levels of damp, mould and
condensation awareness

» have relevant and useful performance information reporting to enable us to review
damp and mould related repairs and target proactive remedial work and targeted
interventions such as information campaigns and website content

» ensure that any components we install as part of our repairs and maintenance service
are cost effective, sustainable and meet affordability objectives, whilst responding to the
requirements for decarbonisation

» implement processes designed to:

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

o identify the cause of damp occurring in homes where this is our responsibility
o order remedial works where required

o provide advice or other assistance to residents, where there is condensation
present in their home

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

Specifics of the Policy
MRH’s responsibilities

To ensure that we maintain the structure of our homes in good repair as set out in our Asset
Management Strategy.

Maintain the heating, sanitation and service installations of rented homes where these have
been installed by us or where we have adopted responsibility of these through relevant
policies (i.e. adaptations to homes; or through previous tenant improvements).

It is MRH’s responsibility to provide tenants with the information they need to work their
heating and hot water systems efficiently; along with information to help them to minimise
condensation.

Resident’s responsibilities

The resident is responsible for ensuring no damage occurs to their home as defined by the
Tenancy Agreement.

Residents will be provided with information and guidance on minimising condensation in
their home and this should be followed.

Damp and Mould Policy 5



4.

411

41.2

41.3

41.5

4.1.6

417

Process overview

When a report of damp, mould or condensation is received, our staff will ask a few
questions to try to identify possible causes. Some causes may be obvious — such as
leaking gutters or overflows. In these cases, remedial repairs will be ordered in line with our
repairing timescales.

Where the cause is not immediately obvious we will ask for photographs to be sent of the
affected areas which will be reviewed within 3 working days. Specialist Contractor may
need to visit the home to carry out an inspection. Our target time of 28 days to agree a
mutually convenient appointment, but this may depend on Specialist Contractor and/or
resident availability. The residents will need to give access to their home for this
appointment/inspection.

The purpose of the inspection is to identify whether the issue is damp related (water
penetration due to a building defect), or condensation related (normally linked to the
thermal comfort and the way the occupants use their home).

During the visit, the findings will be recorded and where a report is produced, a summary of
this will be provided to the resident once this is available (this can take up to two weeks).

If the issue is identified as condensation-based, MRH will provide information and guidance
to the resident. This information will include a discussion on the possible causes of
condensation and some solutions that may help. In most cases, once these measures have
been in place for a few weeks, the issue is reduced or eliminated.

If the issue is identified as building related, the remedial works will be identified and
scheduled appropriately based on the survey recommendations.

For cases where there are repeated reports of damp, mould and condensation and/or
where there is no resolution; or where the visit identifies so, we may use specialist
equipment to identify the cause.

Where there are several reports of damp, mould or condensation in a particular
geographical area, a survey may be needed from a sample of these properties to
proactively establish if the problems are arising from the property design.

A copy of the process is provided in Appendix 1.

Complaints and compensation

Complaints and compensation for works, decant and disturbance are considered under a
separate Policy should this apply.

Any out-of-pocket expenses incurred by the resident as a result of managing the damp &
mould need to be discussed with us and agreed in advance where possible. This might, for
example, include additional gas and/or electricity used for running any special equipment. If
this is likely, this will be explained to the resident and a payment will be made to
compensate them for these costs relating to the use of the equipment.
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6.

In certain circumstances, residents may have recourse under the Landlord and Tenant Act,
1985 and the Housing Act, 2004 to challenge Landlords, and requests under this legislation
are outside of this Policy, including requests for recompense. In all cases where
compensation is claimed, we will use the information from our onsite inspections and testing
to assess the validity of the claim.

Major works

6.1.1 There may be extreme circumstances in which it might be necessary to require the

7.1

7.2

household members to vacate their permanent home, these might include:

6.1.1a  When major structural repairs, refurbishments or improvements are required to the
property, which would pose considerable risk to the wellbeing of the household,
should they remain in occupation.

6.1.1b  Where major works are required as a result of a statutory notice such as an
Environmental Health Order having been served which would pose considerable
risk to the wellbeing of the tenant should they remain in occupation.

Communication

Appropriate information will be gathered from conversations with the resident and through
any inspections or investigatory testing. We will keep the resident informed of any findings
and works to be undertaken. We will share the survey results carried out by our approved
Specialist Contractor if requested.

For general guidance and information, we may use social media, our website, or newsletter
to provide this.

Performance management

We will make records of information from conversations, inspections and testing and these
will be kept in our information management system.

Our Maintenance team will review information relating to damp and mould. Reports may
include, but are not limited to, the following table.

Damp and Mould Policy 7



Information reported

Number of D&M Jobs Raised
Number completed

Number Late

% Completed on time

% Followed up after 3 months
Number cancelled

Number Outstanding @
Quarter end

Average Days to complete
Job

Service relating to Damp &
Mould

Stage 1 & 2 complaints
received relating to damp
and mould

Damp & Mould Causation
Number of live disrepair
cases

Where
reported to
MRH
Management
Team

How reported Frequency

Maintenance
& Contracts
Managers
update

Quarterly

Number of D&M Jobs Raised
Number completed

Average Days to complete
Job

Stage 1 & 2 complaints
received relating to damp
and mould

Number of live disrepair
cases

Damp & Mould Causation

RHA Boards

Maintenance
Board Paper

Quarterly
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9. Review

9.1 This Policy will be reviewed every three years or following significant legislation or
regulatory change.

9.2  The review is the responsibility of the author.

10. Associated documents and links

» Compensation for Service Failure Policy

» Complaints Policy

» Repairs and Maintenance Policy

» Customer Experience Strategy

» Controlling damp and black mould in your home leaflet

» https://www.leicestershirerha.org.uk/living-in-your-home/maintaining-your-home/damp-and-
condensation/

» https://www.northamptonshirerha.org.uk/living-in-your-home/maintaining-your-nome/damp-
and-condensation/

» https://www.peakdistrictrha.org.uk/living-in-your-home/maintaining-your-home/damp-and-
condensation/

» https://www.warwickshirerha.org.uk/for-customers/for-rental-residents/maintaining-your-
home/damp-and-condensation/
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Appendix 1

DAMP & CONDENSATION

PROCESS FOR RESIDENTS

1 REPORT IT

« Report it to us as soon as possible.

« Let us know if it's caused by a leak.

« Provide us with photographs of the affected REPORT
areas and the room it is in.

« Read our online leaflet or request a copy to be

sent to you.

2 REVIEW IT

« We will review the information/photographs within 3
days.

 Let you know the outcome of the review.

« Let you know what action is being taken.

3 ACTION IT

We will:-
A + Repair any leaks.
« Instruct a specialist (if
+Take% uct a specalist (
required).

Action!

« Obtain a report (if
required).

« Assess & action any
recommendations
within 3 days.

4 uprpATE YoU

We will let you know:

« What the report said.
« What actions we are taking.
« When they are taking place.
« What actions you can take.

CHECK IN WITH YOU

« We will carry out a repair satisfaction survey
after the target time.

« The surveyor will visit your home to ensure the
problem has been resolved.

To report a damp issue or if you'd like further information, please contact us;
enquiries@midlandsrural.org.uk or call 0300 1234 009
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