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Policy Summary
The purpose of this policy is to ensure that charity trustees fulfil their roles and responsibilities with the 
utmost integrity. It is vital for the reputation of the charity that everyone who works for, or represents, 
the charity is held to the highest standards of conduct. A culture must be promoted that enables and 
supports all individuals to meet their responsibilities, as outlined in the Code of Conduct, and deliver 
the best possible service for the people who use our services.

This Code sets standards appropriate for charities and members of the National Housing Federation.

Document Name: Damp and Mould Policy
Author: Kirstie Wilkinson
Approval Standard Required: SLT
Date of Approval: April 2026
Next Revision Date: May 2029 (Every 3 years)

The digital version of this document is the most recent version. The printed version of this document 
is uncontrolled, and should not be used unless it has been formally issued and provided with a 
document reference number.

Revision Date Record of Changes Approved by

1.0 April 2026 Initial Creation SLT

Review and Monitor Requests: This policy will be reviewed every three years unless there are business, 
sector developments or significant changes to best practice, regulatory or legislative requirements. 
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1. Purpose
The purpose of this policy is to provide a comprehensive strategy for managing damp and mould in 
both Changing Lives & Changing Lives Homes properties. We aim to ensure that the safety, quality, 
and energy efficiency of our homes remain industry leading, delivering first-class, first-time repairs 
as standard, so that our investment has the meaningful impact we intend for our tenants. This policy 
supports our duties under Awaab’s Law by ensuring damp and mould issues are assessed consistently 
and, where relevant, escalated in line with mandated timelines.

Policy Aims
•	 Work collaboratively with people living in our homes to ensure they are safe and healthy.
•	 Treat all residents and tenants with respect and empathy. 
•	 Conduct thorough investigations and implement effective repair solutions and improvements to 

eliminate damp, including managing and controlling condensation.
•	 Respond to all reports of damp & mould and condensation, completing necessary repairs in line 

with our Repairs & Maintenance Policy. 
•	 Comply with all statutory, regulatory, and contractual requirements and adhere to best practices. 

Primarily Section 42 of the Social Housing (Regulation) Act 2023
•	 Provide advice and guidance to tenants on managing and controlling damp & mould and 

condensation within their homes. 
•	 Implement data quality and insight measures to identify potential risks to our properties, enabling 

proactive measures to eliminate damp, mould, and condensation before they become problems 
for our tenants.

3. Scope
This policy applies to: 
•	 All rented homes owned fully by Changing Lives 
•	 All homes where Changing Lives and/or Changing Lives Homes has landlord responsibilities
•	 Any communal areas owned or managed by Changing Lives
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4. Definitions
“Damp” – Damp refers to excess moisture within a building, usually caused by leaks/water ingress 
(penetrating damp), rising damp, or condensation. If left untreated, this can create an environment 
suited for mould growth. 

 “Mould” – Mould is a type of fungus that thrives in damp, humid conditions. It often appears as black, 
blue, white, or green clusters of circular spots on walls or ceilings, particularly in areas with poor 
ventilation or high humidity. Mould is also recognisable by its musty smell which sometimes can be 
noticeable before mould becomes visible. 

“Condensation” - Condensation occurs when warm, moist air meets a cool surface, creating water 
droplets. A lack of ventilation, insufficient heating, and poor insulation are factors that can cause 
condensation. Condensation can be a significant source of dampness if left untreated.
All colleagues are required to identify and escalate any potential emergency or significant hazards in 
line with Awaab’s Law. 

5. Managing Damp and Mould
Staff should report all reports of damp and mould via Fixflo.

Tenants can report damp and mould issues in their homes by either letting any member of staff know 
or by contacting Central Office: 

Telephone: 0191 2738891
Email: Central.Office@changing-lives.org.uk

Once a tenant reports damp and mould in their home, the information provided (including any photos 
or videos submitted) will be assessed and allocated, ensuring that the appropriate level of action 
is taken based on the severity of the issue. The reported damp and mould may be defined as an 
emergency or a significant hazard in accordance with Awaab’s Law.

mailto:Central.Office%40changing-lives.org.uk?subject=
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Assessment & Treatment

Upon receiving the first notification of a damp or mould issue, we will send trained operatives to 
conduct a specialist anti-fungicidal treatment on the affected areas. A property condition report will 
also be completed. We aim to complete the treatment within 28 days, with the property assessment 
issued within 14 days. 

Any necessary repairs identified during this process will be raised and scheduled in accordance with 
our Repairs and Maintenance policy. 

We request that photographs of the affected areas are provided during initial reporting to support our 
initial assessment. This will help determine if the situation requires escalation to Stage 2. 

 During the initial visit, or upon review of the submitted photographs, if it is identified that the mould 
growth is severe or constitutes a Category 1 or 2 hazard under the Housing Health and Safety Rating 
System (HHSRS), the case will be escalated to Stage 2. In addition, we will assess each case holistically, 
considering any relevant circumstances that may affect the occupants’ health and wellbeing, and 
make reasonable adjustments as required. 

In situations where there are no signs of water ingress/penetrative damp, no structural causes and 
both ventilation and heating are adequate, we will provide guidance on how to prevent mould growth. 

If a subsequent report of damp and mould is received for the same area within an 18 month period, 
the case will automatically progress to Stage 2.

Stage 2 – Detailed Assessment & Major Works 

Once escalated to Stage 2, a thorough damp and mould survey will be conducted by a technical Damp 
and Mould Surveyor. This survey will involve the use of specialist equipment to accurately measure 
dampness, humidity, and other relevant factors within your property. 

Any necessary works identified by the damp and mould survey, including structural repairs, or 
enhancements to ventilation and heating, will be managed by our Maintenance and Compliance 
Team. We aim to complete all Stage 2 works within 90 days with the findings of the technical survey 
issued within 14 days. 

If it is deemed unsafe for tenants to remain in the property while the necessary works are being 
carried out, we will arrange alternative accommodation. This may involve day-to-day arrangements, 
or a temporary decant to another property. 
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We also log cases raised by third parties, such as health workers or support agencies, acting on behalf 
of tenants, with their consent. Additionally, jobs will be raised if we receive a complaint or if an enquiry 
is made by an MP or Councillor on behalf of a tenant. This approach ensures all potential risks are 
identified and addressed, maintaining a safe and healthy living environment in all properties.

Both Changing Lives & Changing Lives Homes will integrate planned and cyclical maintenance to ensure 
the long-term integrity and safety of our properties. Where recurring issues or component failures are 
identified, we assess whether a full replacement under the planned maintenance programme would 
be more effective and sustainable than repeated repairs. This approach optimises our resources and 
minimises disruption for tenants, providing a more durable and lasting solution. 

Additional Support

If conditions within the home, such as overcrowding or hoarding, are impacting on a tenants health 
and wellbeing, Changing Lives will provide personalised advice and guidance. This could include 
discussing the possibility of moving to more appropriate accommodation or connecting tenants with 
external organisations that can offer further support. When personal challenges make it difficult to 
carry out necessary damp and mould treatments, we will follow our safeguarding procedures. We will 
also collaborate with relevant partner organisations to ensure the right support is in place, allowing 
the work to be completed safely and effectively. 

Exemptions 

Whilst we focus on addressing damp and mould issues in properties under our direct responsibility 
as highlighted in Section 3.0 - Scope, leaseholders and shared owners are responsible for managing 
conditions within their own homes, as stated in their lease agreements. However, Changing Lives is 
available to offer advice and guidance to help leaseholders effectively manage any damp & mould or 
condensation concerns they may have in their homes. 

Accessibility and Awareness

Changing Lives staff, Contractors, or anyone who has a touchpoint with a tenant’s home are able to 
report works related to damp and mould. These reports are required to follow the processes outlined 
in this policy, particularly Section 6 - Our Approach, to ensure that all cases are managed consistently 
and effectively. 

Where a Councillor or MP makes an enquiry on behalf of a tenant or resident, they will not be required to 
provide written consent as they are elected representatives. These will be treated as MP or Councillor 
enquiries and the usual complaints process will apply. 
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In cases where access to the property is not provided for scheduled inspections, surveys, or remedial 
works relating to damp and mould—whether due to tenant refusal, unavailability, or requests to delay 
the commencement of works—the original KPIs set out in this policy will no longer apply. The KPI 
timeframes will recommence from the point at which access is granted or when the tenant consents 
to the works proceeding.

This adjustment ensures that Changing Lives has sufficient time to complete the necessary works 
once access is obtained. All reasonable efforts will be made to secure access in line with the tenant’s 
obligations under the tenancy agreement. Repeated refusals, unavailability, or failure to provide access 
may result in further action being taken to enforce tenancy obligations and safeguard the safety and 
condition of the property. 

Tenant Non-Compliance

If a tenant refuses access or requests delays that impact our ability to meet agreed KPIs, Changing 
Lives will engage with the tenant to understand and resolve the issue. 

In cases where damp and mould issues in a Changing Lives property are being caused or exacerbated 
by defects originating from a neighbouring property, or when access to a neighbouring property is 
required to carry out essential works to a Changing Lives property, Changing Lives will seek to resolve 
the matter appropriately. If the neighbouring property is owned by another housing association, local 
authority or private owner, we will contact them directly to arrange access to their property and/or 
agree what works need to be done to their property and the date by which these will be done. 

Reasonable Adjustment and Support 

 We understand that some tenants and residents may have difficulty communicating a concern and 
/or participating in the reporting process, as such we will always make reasonable adjustments, 
enabling tenants and residents to report their concerns and engage in the process. 

There is no prescribed list of reasonable adjustments; the adjustment will depend on the individual’s 
needs. We will discuss the requirements with the person concerned and seek to reach agreement on 
what may be reasonable in the circumstances. In most cases, we will be able to agree and deliver the 
required reasonable adjustment with a minimum of delay. In some cases, we may need to consider 
in more detail how best to overcome the difficulty or seek advice from expert organisations that can 
assist with signposting and other forms of support. 



8

Tenants Responsibilities

Our tenants play an essential role in helping us maintain safe and healthy homes. To support this, we 
ask our tenants to: 
•	 Follow all advice and guidance provided by Changing Lives on managing and preventing damp, 

mould and condensation.
•	 Regularly Monitor and Report Issues 
•	 Frequently inspect their home for signs of damp, mould, or condensation, including rising or 

penetrating damp. 
•	 Wipe down any condensation that forms on surfaces, such as windows, to prevent moisture build-

up. 
•	 Ensure adequate heating and ventilation in their home to reduce the risk of damp and mould. 
•	 Immediately report any damp, mould, or related issues to us as soon as they become visible. 
•	 Report Necessary Repairs Inform us about any repairs needed that could affect the control of 

damp and condensation, such as faulty extractor fans, windows that do not open, lack of heating, 
or roof leaks. 

•	 Allow Access for Inspections and Repairs. 
•	 Keep to agreed appointment times and provide access 
•	 Ensure that belongings are moved to a safe location before we attend, allowing our team full 

access to the affected areas. 
•	 Report Unresolved Issues -Let us know if, after following our guidance and taking reasonable 

measures, damp and mould issues reoccur. 

By reporting damp and mould, allowing access for necessary inspections and repairs, and following 
our guidance, tenants help ensure their homes remain safe, comfortable, and well-maintained. This 
collaborative approach benefits both the health of our tenants and the longevity of the property.

Equality & Diversity 

We are committed to ensuring that all our tenants have equal access to our services, in accordance 
with the principles of the Equality Act 2010. We treat all tenants with fairness and respect, valuing 
the diversity of our community. Our aim is to meet the needs and preferences of people from all 
backgrounds. 

We continuously assess the vulnerability of those living in our homes when evaluating the risk of 
damp and mould. This assessment takes into account the demographics of our tenants and any 
specific needs they may have, ensuring that we address issues as quickly and effectively as possible 
for them and their families. 
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Should a tenant be dissatisfied with any repairs we have completed; they are entitled to raise a formal 
complaint in accordance with our Complaints Policy. 

Monitoring 

We are committed to ensuring transparency and accountability in our management of damp and 
mould cases. We will provide our Board with regular updates, including:
•	 the number of damp and mould cases received each month, categorized by stage 
•	 the number of open cases 
•	 Performance metrics for jobs completed within and outside of Key Performance Indicators (KPIs) 

Additional relevant information will be reported as necessary to keep the Board fully informed.  
Monitoring will also include assurance that all damp and mould cases meeting the definition of an 
emergency or significant hazard under Awaab’s Law are managed in line with statutory requirements 
and tracked against the dedicated hazard policies. 

Equality Act 2010 Provides a duty for ensuring equality of opportunity for 
all protected groups and those associated with protected 
groups

Data Protection Act 2018 (GDPR) All information held about our tenant, residents or colleagues 
must be in line with the Changing Lives Data Protection 
Policy, Data Protection Procedure and General Data 
Protection Regulation 2018 (GDPR) guidance.

Landlord and Tenant Act 1985 Imposes a duty on landlords to keep the structure and 
exterior of the dwelling in repair, which includes addressing 
issues of damp and mould. Compliance with this act 
is fundamental to the policy’s approach to repairs and 
maintenance.

Homes (Fitness for Human 
Habitation) Act 2018

Requires landlords to ensure that properties are free from 
hazards, including damp and mould, that could affect the 
tenant’s health and wellbeing.

Health and Safety at Work Act 
1974

Imposes general duties on employers to ensure the health, 
safety, and welfare of employees and others, which includes 
safe management of damp and mould in properties.
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Social Housing (Regulation) Act 
2023 (Awaab’s Law)

This act, incorporating Awaab’s Law, mandates social 
landlords to respond to reports of hazards under HHSRS, 
setting strict timelines for remedial action.

Environmental Protection Act 1990 Provides the legal framework for addressing statutory nui-
sances, including damp and mould, that could harm tenant 
health.



Changing Lives is the operating name of The Cyrenians, registered Charity Number: 500640
and registered Company Number: 995799 in England.


