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1. POLICY STATEMENT

1.1 Brunelcare is committed to maintaining its homes to a high standard which
adds value to the homes and their surroundings. Maintaining high quality,
secure homes can improve the lives of our customers and achieve high levels
of customer satisfaction. Our homes give people the space and security to
create meaningful lives and the foundation to build the best possible life.

1.2 Brunelcare will comply with all relevant legislation, including Awaab’s Law, and
ensure our residents live in homes free from serious hazards such as damp
and mould. Brunelcare recognises these as urgent health issues, not lifestyle
problems.

1.3 This policy covers phase one of Awaab’s Law from October 2025. Phase 2 will
be introduced in 2026 to cover more hazards like excess cold and heat, fire
and electrical risks and hygiene hazards. Phase 3 in 2027 will extend to all
remaining hazards covered by the Housing Health and Safety Rating System,
except overcrowding. This Policy will be expanding at this stage.

1.4 This Damp and Mould Policy compliments Brunelcare’s Responsive Repairs
Policy by ensuring that reports of damp, mould, and condensation are treated
not only as maintenance issues but as potential health hazards, requiring
urgent and appropriate intervention.

Graham Russell Oona Goldsworthy
Chair of the Board Chief Executive Officer

2. AIM OF THE POLICY AND RELATED LEGISLATION

2.1 This policy sets out how Brunelcare will proactively manage, investigate,
and remediate damp, mould and condensation in its homes.

2.2 Brunelcare will:

2.2.1 Ensure employees and contractors are trained on how to recognise,
manage, and identify solutions to damp, mould and condensation
within our homes and communal areas.

2.2.2 Investigate and diagnose the cause of damp and mould in a timely and
effective way and deliver effective remedial solutions making sure to
get to the root cause.
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2.2.6

2.2.7
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Treat residents with respect and take their concerns seriously so that
they report concerns of damp and mould and feel that they will be
listened to.

Use stock condition data, reactive reports of damp and mould and
customer insight to inform proactive programmes of inspection and
property improvements to mitigate and reduce the possibility of damp
and mould issues.

Offer advice, guidance, and support to residents on how to spot and
manage damp, mould or condensation.

Track and monitor damp and mould remedial works and maintain
regular ‘after care’ contact with residents to determine no recurrence
of the issue.

Record all cases and actions taken on a central system with oversight
from senior management.

Publish an annual report on damp and mould cases and resolutions to
demonstrate transparency.

Relevant Legislation

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

2025)

Homes (Fitness for Human Habitation) Act 2018

Housing Health and Safety Rating System (HHSRS)

Landlord and Tenant Act 1985

Social Housing (Requlation) Act 2023

Equality Act 2010

Data Protection Act 2018 / UK GDPR

3. SCOPE OF THE POLICY

3.1 This policy applies to all properties where Brunelcare has repair
responsibilities under tenancy, lease or licence.

3.2 It covers both reactive and proactive approaches to identifying, reporting,
inspecting, and resolving damp, mould, and condensation problems in all
occupied homes, communal areas, void properties, and during mutual
exchanges.
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DEFINITIONS

Damp is defined as an excess of moisture that cannot escape from a structure,
which can also go on to cause considerable damage to the building. There are
three/four main causes of dampness in homes, which each require different
solutions.

Mould is a type of fungus. It spreads through spores, which are invisible to the
naked eye but are in the air around us all the time and can quickly grow on
surfaces where dampness persists, or water has formed into a visible
covering.

The Housing Health and Safety Rating System (HHSRS) places a legal duty
on landlords to assess and regularly review the condition of their properties to
ensure that properties are safe and free from hazards. This includes issues
related to damp and mould.

Rising damp refers to water that rises through fabric and brick walls of a
building after being absorbed from the surrounding ground.

Penetrating damp is water that penetrates the fabric of the building from the
outside to the inside, for example, because of a leak.

Condensation occurs when warm, moist air touches a cooler surface such as
tiles, windows, or walls. If left for a prolonged period, it can cause damp and/or
mould.

Awaab’s Law requires social landlords to respond to and rectify reported
hazards like damp and mould within prescribed timeframes. Final timeframes
for action to be set via secondary legislation.

A Category 1 Hazard is a serious and immediate risk to a person’s health and
safety as defined by HHSRS.

A Significant Hazzard is defined within Awaab’s Law as ‘a risk of harm to the
occupier’s health or safety that a reasonable lessor with the relevant

knowledge would take steps to make safe as a matter of urgency’.

An Emergency Hazard is defined “prevalent damp and/or mould that is having
a material impact on a tenant’s health, for example their ability to breathe”.
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5. KEY PRINCIPLES AND REQUIREMENTS

Awaab’s Law Timeframes

5.1 In line with the requirements of Awaab’s Law, Brunelcare will:

For emergency hazards:

Investigate and take emergency make safe action within 24 hours or
find suitable alternative accommodation.

Provide a written summary of investigation findings and provide this to
the resident within 3 working days of the conclusion of the
investigation.

For significant hazards:

Acknowledge reports of damp and mould within 24 hours and inform
residents of the timescales relevant to their report.

Investigate within 10 working days of becoming aware of the potential
significant hazard.

Produce a written summary of investigation findings and provide this to
the resident within 3 working days of the conclusion of the
investigation.

Make the property safe within 5 working days of the investigation
concluding.

Begin, or take steps to begin, any further required works within 5
working days of the investigation concluding. 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.

If relevant safety work cannot be completed within specified
timeframes, secure the provision of suitable alternative
accommodation for the resident at Brunelcare’s expense.

Keep the named tenant updated throughout the process and provide
information on how to keep safe.
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Diagram 1: Step by Step Guide for an Emergency Hazard

Diagram 2: Step by Step Guide for a Significant Damp and Mould Hazard

! .
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5.2

5.3
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5.5

5.6

5.7

5.8

5.9

5.10

Identifying and Reporting Damp and Mould

Brunelcare will make sure the process of reporting an issue of damp and
mould is straightforward and easily accessible for all residents. Residents can
report damp and mould in a variety of ways including by phone, email, letter, in
person or through our website.

Periodic campaigns are also undertaken to encourage residents to report
damp and mould issues as well as day to day repairs, and Brunelcare follows
up on previously reported cases of damp/mould.

Brunelcare employees and contractors are encouraged to look out for signs of
damp and mould whenever they visit a resident’s home. ‘See it, Report it!’

Brunelcare carries out regular stock condition surveys, allowing us to regularly
assess and monitor our homes. Brunelcare carries out 6 monthly visits to
residents' homes which gives a good opportunity to highlight any damp and
mould concerns.

Investigating and Completing Remedial Works

Damp and mould issues reported directly to Brunelcare by any means will be
recorded as an ‘Inspection’ and tracked with all information being recorded on
Brunelcare’s housing system with a clear triage and risk-assessment process.
The Responsive Repairs manager will manage escalations of damp and mould
concerns.

Each report is risk assessed based on the initial report by the resident using
Awaab's Law classification of ‘Significant and ‘Emergency Hazards'.
Brunelcare categorises damp using a RAG rating system and assess whether
the property meets the Homes (Fit for Human Habitation) Act 2018 and if a
category 1 or 2 hazard is present under the Housing Health and Safety Rating
System (HHSRS).

If, following a review of information, the investigation concludes that there is no
significant or emergency hazard under Awaab’s Law, a written summary of the
investigation and its conclusion, will be sent to the resident within 3 working
days of completing the investigation.

If the resident then requests a renewed in-person investigation, an in-person
inspection will take place within 10 working days. Following this in-person
investigation, if a significant hazard is found and it has identified relevant
safety work; the most relevant safety work must be completed within 5
working days.

Brunelcare will visit to investigate the cause of the damp and mould within 10
days and arrange remedial works. Brunelcare’s remedial work is focused on
9
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addressing the root cause of the problem and the level and type of work is
tailored to each property and may include any of the below. Brunelcare’s
surveyor will carry out a full survey of the building to ensure there are not any
defects. Brunelcare also undertake mould washes and can provide a room
hygrometer to help monitor humidity levels.

5.11  Timescales for the completion of work will be dependent on the risk rating, the
resident's needs, and circumstances and the extent of remedial work required.

5.12  Brunelcare will capture information on the household including health issues,
vulnerabilities, overcrowding and identify if a temporary move should be
offered to the household whilst the remedial works are completed. Where
required Brunelcare will carry out heat loss surveys and obtain an Energy
Performance Certificate (EPC) for the property and ensure recommendations
considered as part of our remediation work.

Voids and Mutual Exchanges

5.13 At the time of a void inspection, each room will be checked for damp, mould,
and condensation. If identified, it will be managed and rectified as part of the
void works. Brunelcare will also check the suitability and performance of
heating and ventilation within the property as now the importance of a healthy
balance between the two. Brunelcare will show incoming residents how to best
use heating and ventilation controls within their home.

5.14  As part of a Mutual Exchange, a property inspection is completed at which
time, each room is checked for damp, mould, and condensation. If identified, it
will be managed and rectified before the Mutual Exchange completes.

Information for Residents

5.15 A written summary for residents must include the following information:

o Whether or not the investigation identified a significant or emergency
hazard, and what the hazard is.

o If action is required under the Regulations.

o The summary must specify:

- what that action is; and
- a target timeframe for beginning and completing that action.

o If no action is required, the written summary must specify:

- that there is no action required under the Regulations
- the reasons why there is no action required under the
Regulations.

° Information on how to contact Brunelcare.

10
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5.16

5.17

5.18

5.19

5.20

5.21

5.22

5.23

Further Required Works

If the investigation concludes there is a significant hazard or an emergency
hazard, preventative works will commence within 5 working days of the
investigation concluding. Relevant supplementary preventative works are any
required works to prevent the hazard from recurring as far as possible (other
than cladding remediation).

Securing Suitable Alternative Accommodation

If Brunelcare is unable to complete the relevant safety work within the initial
remediation period (5 working days from the completion of the investigation
that identified the hazard for a significant hazard, or 24 hours for an
emergency hazard), suitable alternative accommodation at Brunelcare’s
expense must be found, until the relevant safety work has been completed.
This process will be managed by the Head of Housing.

Dealing with Condensation

Where damp and mould is caused by condensation (where there are no issues
with the property itself causing the condensation), Brunelcare will work with
residents to take appropriate measures to resolve the issues. This may include
providing self-help advice about how to control moisture levels; increasing
ventilation or heating and/or providing financial guidance or support for those
in fuel poverty. Equally, residents may be advised what not to do, for example,
turning off ventilation systems or sealing over air vents, which may exacerbate
issues. Where Brunelcare provides such advice, this will be communicated in
a way which ensures that residents feel treated with respect.

Aftercare

Brunelcare will monitor all of the work carried out to tackle the issue for a year
afterwards. This allows Brunelcare to make sure that any work carried out, and
advice given, has been effective and resolved the issue.

Brunelcare will make sure that each resident has been contacted and is happy
to close the issues that were raised using the timeframes within Awaab’s Law.

A Damp and Mould Case Tracker is maintained to monitor and oversee each
case.

Post-remediation follow-up visits will be scheduled at 3 months and 12 months
to confirm the issue has not returned.

Where complex works or external factors delay resolution, Brunelcare will

maintain weekly resident contact to keep them informed and supported.
11
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5.24  Where multiple cases arise in a specific block or scheme, Brunelcare will
initiate a scheme-level assessment and action plan. Where required, this will
be escalated to our planned maintenance programme to address wider
contributing factors.

6. Roles and Responsibilities

The Board of Brunelcare (Employer and Landlord)

6.1 The Board has overall accountability for the activities of the organisation,
which includes complying with Awaab’s Law. The Board will ensure that it
receives appropriate assurance that the requirements set out in this policy are
being met.

6.2 The Board discharges its responsibilities through the Chief Executive Officer. It
will report back to residents or their family representatives on how Brunelcare
manages and assures the quality and safety of its repairs service.

Chief Executive Officer

6.3 The Chief Executive Officer has overall accountability for complying with the
requirements of Awaab’s Law

6.4 The Chief Executive Officer discharges the day-to-day operational
responsibility for delivering our repairs service and ensuring our homes are
free from damp and mould through the Director of Customer Services.

Director of Customer Services

6.5 The Director of Customer Services is responsible for the operational delivery
of this policy and the associated procedures.

6.6 The Director of Customer Services will put clear mechanisms in place:

o To monitor and measure compliance with the policy, setting a
performance framework that includes key Performance Indicators
(KPlIs).

o Provide regular performance reports to the Performance, Quality and
Experience Committee (which reports to the Board).

o Ensure performance against key performance indicators is regularly
reported to Brunelcare’s residents.

Reactive Repairs Manager

6.7 The Reactive Repairs Manager will oversee the process and team and the
operational delivery of this policy and the associated procedures and will
report to the Director of Customer Services.
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6.8

6.9

6.10

6.11

6.12

7.1

7.2

7.3

7.4

7.5

The Responsive Repairs manager will manage escalations of damp and mould
concerns and liaise with the Head of Housing.

Repairs Team

The Repairs Team will deliver in line with this policy and work to ensure
adherence to the KPIs set for the service.

Head of Housing

The Head of Housing is responsible for securing suitable alternative
accommodation.

Head of Asset Management

The Head of Asset Management is responsible all planned repairs and
complex repairs relating to Damp and Mould.

Residents

Resident responsibilities regarding responsive repairs, especially around the
need to report when repairs are required, are outlined in Section 5, above.

EQUALITY AND DATA PROTECTION
Equality and Diversity

Brunelcare will consider all requests from residents to accommodate their
needs.

Brunelcare will continue to encourage residents to contact the Charity with any
concerns, recognising that some residents may find it harder to report damp
and mould. Brunelcare will analyse the resident profile of those reporting
concerns to understand if this is reflective of the Charity’s resident profile and if
there are any ‘silent voices’.

Employees undertake equality and diversity training and through the
application of Brunelcare’s values and customer service principles, employees
will treat all residents with respect, empathy and take a ‘no blame’ approach.

Brunelcare seeks to embed an environment where all residents are treated as
individuals, fairly and in a consistent way. Brunelcare works within the spirit
and the practice of the Equality Act 2010 by promoting a culture of respect and
dignity and actively challenging discrimination, should it ever arise. This policy
will be applied in a way that is consistent with these principles.

Data Protection

Brunelcare is committed to ensuring protection of all personal information that
it holds, and to provide and protect all such data.

13
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7.6

Brunelcare is dedicated to safeguarding the personal information under our
control and in maintaining a system that meets Brunelcare’s obligations under
the General Data Protection Regulation (GDPR) and Data Protection Act
2018. Brunelcare’s practice is set out in the Data Protection Policy.

8. IMPLEMENTATION AND TRAINING

8.1 Training is mandatory for all frontline employees, contractors and housing
officers. Refresher sessions will be held annually. Essentially, Brunelcare
wants all employees that enter our residents' homes to have enough
awareness to raise a potential damp and mould issue.

9. MONITORING AND REVIEW

9.1 Damp and Mould Cases are reported to the Executive Team monthly and to
the PQ&E Committee and Board Quarterly.

9.2 This policy will be reviewed formally every three years unless changes in
legislation, regulations or best practice require an earlier review.
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