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London Borough of Tower Hamlets

Damp and Mould Policy for Council owned stock

	[bookmark: _Hlk103025915]Policy


	Outlines LBTH's approach to damp and mould within their social housing stock including the legal framework and definitions, responsibilities, governance and training.

	Date edited: 31/10/2025

	Author: Alfie Coates - Housing Policy & Regulations Officer

	Owner: Chris Hope - Interim Head of Repairs

	Approved by: Mayor in Housing Management Cabinet Sub-Committee 05/11/25

	Review cycle: (years) Rolling basis

	Next review date: Rolling basis






Regulatory Standards, Legislation and Codes of practice
	Regulator:
	The Regulator for Social Housing's Consumer Standards:
Safety & Quality Standard
Transparency, Influence & Accountability Standard


	Legislation:
	Landlord and Tenant Act 1985
The Homes (Fitness for Human Habitation) Act 2018
The Decent Homes Standard
Right to Repair 1994
The Housing Act 2004
Social Housing Regulation Act 2023 (including and with particular reference to Awaab's Law)


	Codes of practice:
	Housing Health and Safety Rating System (HHSRS)


	The policy also operates in the context of:
	The Housing Ombudsman's spotlight report on damp and mould
Repairs Policy
Equalities Act 2010
Disrepair Policy
Asset Management Strategy
Resident at Risk Procedure
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[bookmark: _Toc213758144]Introduction and Objectives
[bookmark: _Hlk60741059]Awaab's Law was introduced in July 2023 following the tragic passing of Awaab Ishak. With this law, landlords are becoming subject to new requirements meant to ensure that something like this never happens again. Therefore, the Repairs Service is reviewing and updating our policy on damp and mould to meet the expectations of the Government on us as a landlord.

We are informed by the Housing Ombudsman's recommendations following its 2023 Spotlight report on damp and mould. The report specifically challenges a culture among landlords of assigning blame to residents and encourages landlords to be more proactive about tackling damp and mould. The London Borough of Tower Hamlets (LBTH) therefore seeks to reflect the seriousness with which we take our responsibility to our tenants in this policy document and its outcomes.

LBTH’s Housing Management Service understands the importance of addressing damp and mould in our housing stock and effectively handling related complaints. Our tenants can report any issues to our dedicated housing contact centre on 020 7364 5015, and we will ensure that we effectively address all concerns.    We are committed to maintaining a safe home environment for our residents and improving the service we provide. It is important that causes of damp and mould are diagnosed and understood to effectively remediate. LBTH will implement this policy to ensure that reports of damp and mould in the social housing stock are addressed in a timely and effective manner. This will help us meet our objective of ensuring a safe home environment for all our residents. This policy also aims to raise awareness of the relevant legislation, clarify the responsibilities of all parties, and provide guidance for residents dealing with damp and mould. Respect and empathy for our residents underpins all our objectives in this regard. 

[bookmark: _Toc213758145]Scope
This policy and the work being done to resolve damp and mould relates to all residential properties which are owned by LBTH and occupied by tenants. It also relates to the communal areas and the structure of the buildings that may contain leaseholders.

This policy does not concern leaseholders as it is their responsibility to manage their own property, including damp and mould, according to the lease agreement. The Repairs Service does not carry out remedial works to leasehold properties (excluding exceptional circumstances where there are concerns about the structural defects of a building). 

[bookmark: _Toc213758146]Statement of Intent
We acknowledge and accept our responsibilities under the relevant legislation regarding housing repairs and damp and mould.
We will ensure there is a robust process in place to carry out the necessary work in good time following the reporting and identification of mould.
We will ensure that information about the prevention of damp and mould is promoted and is easily accessible to residents, considering the diverse needs that different tenants may have in accessing information.

We will ensure that tenants can know how to report issues related to damp and mould through our 020 7364 5015 contact centre or MyHome and ensure that issues reported are tracked through to resolution.

We will operate effective contract management arrangements with the contractors responsible for delivering the service, including ensuring contracts/service level agreements are in place, conducting client-led performance meetings, and ensuring that contractors’ employee and public liability insurances are up to date on an annual basis.

We will use the legal remedies available within the terms of the tenancy agreement should any resident refuse access to carry out essential damp and mould related inspection and remediation works. Where resident vulnerability issues are known or identified, we will seek advice from safeguarding experts in cases where we struggle to gain access.

We will adhere to all regulatory standards, legislation, and codes of practice as set out at the beginning of this document. This includes the Regulator for Social Housing’s Safety and Quality Standard, and Transparency, Influence, and Accountability Standard. This also includes the Landlord and Tenant Act 1985, The Homes (Fitness for Human Habitation) Act 2018, The Decent Homes Standard, the Right to Repair 1994 Regulations, the Housing Act 2004, and the Social Housing Regulation Act 2023.

We will investigate each incidence of damp and mould using all available intelligence and without assumption. 

[bookmark: _Toc213758147]Definition and Classifications					
[bookmark: _Toc213758148]Damp
The types of damp covered by this policy are:
Rising damp
Definition: The movement of moisture from the ground rising up through the structure of the building through capillary action.

Penetrating damp (including internal building leaks) 

Definition: Water penetrating the external structure of the building or internal leaks causing damp and damage to internal surfaces and structure. This can result because of the following, but not limited to:

Lateral rain penetration
Defective, non-existent or bridging of damp proof course
Water ingress due to defective or poor original design/workmanship of the structure
Defective components for example roof coverings, external wall doors and windows
Defective or blocked rainwater goods for example gutters and pipes
Defective or leaking internal waste pipes, hot and cold water and heating systems
Salt contamination
Water leaks from windows, roof, overflow pipes, gutters or drainpipes, internal plumbing
Flooding due to burst pipes
Inadequate cleaning and drying after major leaks and bursts or floods.
Condensation damp

Definition: When moisture held in warm air comes into contact with cold surfaces, subsequently condensing and producing water droplets. This can take two main forms:

Surface condensation arising when the inner surface of the structure is cooler than the room air.  
Condensation inside the structure (interstitial) where vapour pressure forces water vapour through porous materials (for example walls), which then condenses when it reaches colder conditions within the structure. 

Conditions that increase the risk of and lead to condensation include inadequate ventilation, heating, and thermal insulation. Poor building design and construction and high humidity are also contributing factors, alongside overcrowding.

[bookmark: _Toc213758149]Mould 
Mould is a natural organic compound that develops in damp conditions and will only grow on damp surfaces. It is often noticeable and present in situations where condensation damp is present.

[bookmark: _Toc213758150]Severity 
The severity of a damp and mould case refers to the risk posed. This is calculated by the size of the affected area, the room it is present in and its prevalence. We have designed a process to ensure we are correctly assessing the severity of the damp and mould in your home using best practice methodology (HHSRS) to triage reported cases.

This helps us decide the best resolution, however, the assessment can change based on further investigation and findings. The severity may also change due to repeated occurrences or high incidences within a property/block.

All cases will receive a mould treatment to remove the nuisance present (completed by our contractors). Those of higher severity or complexity will be inspected by a Maintenance Surveyor, following which various actions will be taken to manage the issue depending on the findings.

[bookmark: _Toc213758151]Investigation 
We will investigate any issues or concerns reported to the contact centre (020 7364 5015) or via MyHome.

The types of investigation which may be carried out in accordance with Awaab’s Law are:

Standard Investigations which will be completed within 10 working days of the Repairs Service becoming aware of a potential significant hazard. These investigations, in addition to home visits, will be supplemented by evidence such as photographs, videos, or other documentation that enables our investigators to determine whether there is a significant or emergency hazard present.

Emergency investigations which will be carried out within 24 hours when we have reasonable grounds to believe there is an emergency hazard affecting the property. If an emergency hazard is confirmed, we will complete relevant safety works within the same 24-hour timeframe. An emergency hazard is a hazard that presents an imminent and significant risk of harm to the health or safety of a tenant of the social home. 

Recall investigations which may be carried out after an initial investigation is unable to determine the extent of, or underlying cause of, a significant or emergency hazard. 

[bookmark: _Toc213758152]LBTH Responsibilities
All strategic and operational activity to improve our approach to damp and mould are planned with the aim of meeting the responsibilities outlined below:

[bookmark: _Toc213758153]Our statutory duties 
Be responsible for ensuring a decent home that is free from hazards and fit for human habitation
Ensure the approach taken to resolve damp and mould is compliant with regulation 
Treat residents in a fair and consistent way in accordance with the Equalities Act 2010 whilst prioritising those at higher risk of damp and mould related health issues (respiratory conditions, age, immunosuppressed) to ensure equitable safety outcomes.

[bookmark: _Toc213758154]Resource 
Explore and implement suitable technology and equipment options to improve the diagnosis, monitoring and resolution of damp and mould 
Allocate and recruit additional staffing resource where required to facilitate proactive, timely and accurate diagnoses and treatment 
Implement a programme of annual inspections to proactively check for damp and mould.

[bookmark: _Toc213758155]Repairs & Maintenance 
Use resources and expertise to obtain the most accurate diagnosis of the cause of damp and mould within the property 
Make reasonable attempts to access a property to inspect and carry out damp and mould works 
Maintain clear repair records which can be easily understood and analysed 
Be responsible for the structure and fabric of a building, communal areas and systems to protect it from deterioration and damage resulting from or contributing to damp and mould 
Be responsible for any damp and mould interventions within a home (excluding leasehold properties) including support (Section 5.6) 
Standards relating to resident possessions and internal surfaces following works are outlined in the Repairs Policy 
Carry out planned maintenance to reduce the occurrence of damp and mould such as communal ventilation maintenance.

[bookmark: _Toc213758156]Investment 
Outline, in our Asset Management Strategy, how data and intelligence on damp and mould will inform strategic decisions and investment planning 
Complete cyclical stock surveys and analyse data from responsive repairs to identify blocks where there are repeated orders raised for damp treatment and related conditions 
Implement a pragmatic approach to finding appropriate solutions and do everything practical to overcome poor construction, building structure and design that contributes to condensation, damp and mould within the unique constraints of LBTH's housing stock
Take a collaborative approach across the Housing Management Service to understand and address the root causes of damp and mould and planning for sustainable, effective improvements to prevent reoccurrence.

[bookmark: _Toc213758157]Timescales 
Respond to a report of damp and condensation and complete any remedial works/improvements within a reasonable timescale based on the severity and urgency of the incidence and on the complexity of the solution required 
Work to within 24 hours to remediate a serious threat to tenant health under Awaab's Law 
Monitor volumes of work and review timescales based on feasibility and communicate changes to residents.

	Action
	Target timescales

	Emergency repairs to remove the risk
	Within 24 hours of initial report

	Stage 1 inspection
	Within 10 working days of initial report

	Inspection outcomes and written summary (Appendix 1)*
	Given to named tenant within 3 working days following stage 1 inspection

	Prioritised health vulnerability repairs
	The written summary will set out an appropriate start date



*Note: If all required works are completed to address a hazard before the end of the 3 working day period, a written summary will not be required.
[bookmark: _Toc213758158]Communications and support
Promote and provide residents with comprehensive advice and guidance on how to manage, control and report condensation, damp and mould
Keep residents informed throughout the process until completion including investigations, a diagnosis, recommendations for effective solutions and all necessary remedial works, and an estimated timescale to complete these 
Make alternative accommodation arrangements if it is unsafe for the occupants to remain in the property while the works are carried out and provide support to the resident throughout this process. This may be on a day-by-day basis or a temporary decant to a suitable alternative property depending on the complexity and duration of the resolution 
Where individual circumstances increase the risk posed to the resident or are preventing inspections/remedials works being carried out, we will investigate this further (following the Getting to Know You Procedure), taking account of any findings and may offer support and advice on the tenant's options 
Provide support where, due to exceptional circumstances, a resident is unable to carry out mould washes or redecoration.

[bookmark: _Toc213758159]Learning and training
Continuously review our approach in line with statutory requirements and good practice 
Maintain relationships with other Registered Providers of Social Housing, Environmental and Public Health and relevant advisory agencies to continue informing our approach 
Ensure that all staff and contractors are aware of our approach to damp and mould 
Provide training for our staff and contractors across several levels dependent on their responsibilities in relation to damp and mould 
Ensure that only competent contractors are engaged to carry out any works 
Use every opportunity when interacting with or visiting residents to discuss and look for cases of condensation, damp, and mould.

[bookmark: _Toc213758160]Reasonable Endeavours
We recognise that there may be exceptional circumstances where, despite taking all reasonable steps, we may be unable to comply with Awaab's Law requirements within the specified timeframes due to reasons genuinely beyond our control.

Examples of such circumstances may include:

Access Issues: Where we are unable to gain access to the property to complete investigations or remedial works despite making multiple reasonable attempts to arrange access with tenants, including offering flexible appointment times and using various communication methods. 
Tenant Contact: Where we are unable to contact a tenant to arrange necessary investigations or gather essential information about their circumstances, despite making reasonable efforts to do so. 
Where we rely on a defence for failing to meet a target despite taking all reasonable endeavours to do so, we will maintain comprehensive records of all attempts to comply with Awaab’s Law requirements, including:

All correspondence with tenants and contractors 
Records of applications for approvals and permission 
Evidence of attempts to source specialist resources 
Documentation of efforts to secure suitable alternative accommodation 
Clear timelines showing when each action was taken.
We remain committed to supporting our residents and will always do our utmost to resolve issues promptly and effectively, even under challenging circumstances. 

[bookmark: _Toc213758161]Tenant and Licensee Responsibilities
The tenant should regularly check for damp and immediately report to the Housing Management Services on 020 7364 5015 or via MyHome any evidence of rising/penetrating damp including faulty equipment such as extractor fans, heating or faulty windows that will hinder the management and control of damp in accordance with tenancy agreement conditions.

The tenant should regularly check for mould, clean any signs as soon as they are discovered, and manage condensation and damp following our advice and guidance which we will ensure is supportive and easily accessible to all tenants. We will ensure that tenants know how to do this by providing advice and guidance on our website, in leaflets and during tenancy checks. We will adapt this to the diverse needs of our tenants and continuously improve information and advice following feedback from tenants. 

Where remedial works and mould wash treatments have been undertaken by the Repairs Service or a contractor, the tenant is responsible for redecoration. It is recommended that anti-fungal paint is used and we will advise residents appropriately on this following remedial works. As per Section 5.6 of LBTH's responsibilities, under certain exceptional circumstances where a resident is unable to carry out mould washes or redecoration, LBTH will provide support and assistance.

The tenant must allow access for inspections and remedial works (in accordance with the tenancy agreement). If there is a concern for tenant safety or those in the vicinity of the property and we are unable to gain access, then we will take appropriate action to do so according to our access procedure.

If the Housing Management Service is unable to remediate damp and mould within a specified timeframe, we may seek to temporarily relocate a tenant until the property is safe to occupy. Refer to Housing Management’s Decants Procedure for detailed information. 

[bookmark: _Toc213758162]Monitoring and Governance
The Housing Management Cabinet Sub-Committee has overall governance responsibility for ensuring this policy is fully implemented to ensure full compliance with legislation and regulatory standards. As such, the Housing Management Cabinet Sub Committee will formally approve this policy and review it every two years (or sooner if there is a change in legislation, regulation or best practice).

Housing Performance, Improvement & Compliance Board (HPIC) will receive monthly performance reports and ensure compliance is being achieved. They will also be notified of any non-compliance issue identified.

The Head of Repairs has strategic responsibility for the management of damp and mould, and ensuring compliance is achieved and maintained. They will oversee the implementation of this policy.

Neighbourhood staff will provide support where gaining access to properties is difficult. 

A damp and mould dashboard will be produced to provide operational insight into volumes of reports, completion times and targets, disrepair cases and seasonal damp and mould incidences. The Head of Repairs, Director of Asset Management, and Lead Member for Housing will use the dashboard to monitor the cases every month, ensuring maximum efficiency and effectiveness. 

[bookmark: _Toc213758163]Contractor Management
Contractors carry out essential repair work on our behalf. They are aware of the new timescales for dealing with reports of damp and mould and have the necessary resources in place.
 
Contractors must provide real-time updates on job progress through integrated systems which the Council’s housing management staff have access to. This ensures transparency and enables swift intervention if delays in meeting timescales are likely to occur or do occur.
 
Contractor performance is assessed in monthly performance reviews where KPIs on appointments, completion, response times, and resident satisfaction are evaluated. 

Incentive penalties are implemented if KPI targets are not met. 

Post-repair surveys are used to assess contractor performance. Persistent negative feedback will be investigated and may influence future procurement decisions.

[bookmark: _Toc213758164]Training and Review
Regular staff training and updates will be given to enable LBTH officers and operatives to spot risk factors and understand our stock portfolio.
We are also committed to seeking out and adopting best practice from other organisations.
This policy has undergone resident scrutiny prior to publishing.

[bookmark: _Toc213758165]Appendices
Appendix 1 – Written Summary of Inspection Findings and Outcomes Template
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160 Whitechapel Road
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«Residents Name»
«ADDRESS_1»
«ADDRESS 2»
«ADDRESS 3»
«ADDRESS_4»

21 August 2025

Dear «Residents Names,

Following a recent visit by our (general build contractor, Mears) or (Maintenance Surveyor),
am witing to provide you with a summary of the findings and the actions taken or scheduled,
in line with our damp and mould process

Summary of Inspection Findings
+ Date of Inspection: (Date of contractor or MS attendance)
+ Repair hazard reported: (reported issue by resident, job description e g. damp and
mould in kitchen)
« Risk Level: (Emergency / Significant / No Hazard Found)
+ Assessment Notes: (Brief summary of findings)

Works Completed
Description of Work Date Completed

[e.g., Mould treatment in bedroom] ~ [Date]

[e.g., Ventilation unit installed] [Date]
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Works Scheduled / Outstanding

Description of Work Estimated
Start Date
[e.g., Roof repair to [Date]

prevent recurrence]

[e.g.. Internal [Date]
redecoration]

Estimated
Completion Date

[Date]

[Date]

Notes
[e.g., Awaiting
scaffolding access]

[e.g., To follow
drying period]

If any delays occur due to access issues or contractor availabilty, we vill keep you informed

as required by law.

Thank you for your patience as we complete the remaining repairs. \We understand how
important it is o feel safe and secure at home, and we remain committed to resolving all

issues promptly.

I you need any further support or have concems, please contact our Housing Service Centre
on 020 7364 5015 or freephone on 0800 376 1637. You can also contact us via email at

contactus@thh.org.uk

Yours sincerely,

Interim Head of Repairs




