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1.0    Background 
 

 

 

 

 

 

1.1     The council recognises the impact that damp, mould and condensation can 

cause on the health and wellbeing of tenants. Tackling damp and mould when 

it arises, and preventing issues where possible, is a priority. The aim is to 

eradicate damp and mould wherever possible. 

1.2     The council treats all reports of damp and mould seriously and understands 

the health implications it may have if left untreated, particularly to some of the 

most vulnerable members of the community. These health risks include 

respiratory problems and/or other conditions that impact on the immune 

system as well as having an impact on the mental health of its tenants. 

1.3     This policy has been developed to specifically address the problems 

associated with damp and mould highlighted in the Ombudsman’s report, 

‘Spotlight on Damp and Mould – It’s not Lifestyle’ and the guidance issued by 

Government in September 20231, and subsequent Awaab’s Law guidance in 

2025. The council has adopted a zero-tolerance approach to damp and 

mould, ensuring that work is done to proactively identify and address issues 

where they may arise, and respond quickly and thoroughly when reports of 

issues are made. 

2.0    Scope 

2.1     This Damp and Mould Policy (‘the Policy’) sets out how Stoke-on-Trent City 

Council (‘the council’) will address and respond to reports of damp and mould 

in council properties. Specifically, this policy covers how the council will: 

• Work proactively to prevent damp and mould occurring in 

properties. 

• Ensure that any repairs or improvements to properties 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 or mould. 

o Identify the cause of damp occurring in homes. 
o Act within statutory set timescales 
o Order remedial works where required. 
o Provide advice or other assistance to residents. 

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

• Ensure staff have adequate training and knowledge of the causes 

of damp and mould and potential solutions (or advice). 

• Have relevant and useful performance information reporting to 

enable us to review damp and mould related repairs, target 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/9425/150940.pdf
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proactive remedial work and targeted interventions such as 

information campaigns and website content. 

•  Comply with legal and regulatory requirements. 
 

 
2.2     This Policy applies to: 

o All tenants who rent their homes under a Stoke-on-Trent City 
Council tenancy agreement or licence. 

o All leaseholders where the property defect causing damp and 
mould falls under the council’s responsibility within the terms of 
their lease. 

 

 

 

2.3     Commercial premises leased from the council are excluded from this policy. 

3.0    Aims and Objectives 

3.1     The key aim of this policy is to raise awareness of the issues surrounding 

damp and mould for those living in the council’s domestic properties and to 

set out the council’s zero-tolerance approach to addressing and resolving 

reports of damp and mould in its tenanted and leasehold properties. 
 

 

 

 

 

The key objectives for the council are: 

• To let properties free from damp and mould. 

 
• To proactively prevent damp and mould occurring in properties 

wherever possible. 

• To ensure that repairs to alleviate damp (for example work to guttering 
and drains, replacing tiles etc.) are carried out as quickly and efficiently 
as possible to minimise impact on the health of the resident and damage 
to the structure, fixtures and fittings of the property. 

• To raise awareness of issues relating to damp and mould, to ensure 
tenants are able to report concerns easily and in a way that suits them. 

• To provide access to information in a variety of formats and access to 
support to help residents prevent and reduce risks of damp and mould in 
their homes. 

 

 

 

• To ensure that there a number of methods enable residents to easily 
report damp and mould, and that those reports are investigated in a timely 
manner. 

• To work with residents to reduce the number of complaints and disrepair 
claims regarding damp and mould, and where these occur ensure that 
they are investigated in a timely manner. 

• To ensure all tenants are treated in a fair, respectful, empathetic 
and consistent way. 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/9425/150940.pdf
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4.0    Strategic Context 

4.1     This Policy and its delivery is compatible with the following council policies 

and documents: 

• Tenancy Agreement – a contract between a tenant and the council 

setting out the legal terms and conditions of the tenancy. 

• Repairs and Maintenance Policy – sets out how the council will provide 

a repairs service to tenants. The policy also sets out the tenants’ 

responsibilities for maintaining their home. 

• Decants Policy – sets out the condition where the council may 

consider moving customers to temporary accommodation. 

• Compensation Policy – sets out the conditions where the council may 

consider making a monetary payment as a gesture of goodwill where 

service delivery failings cause exceptional inconvenience, stress or 

disturbance. 

• The council’s Corporate Complaints and Comments Policy. 

• Void Lettable Standard - sets out the minimum standard properties 

will meet when they are let to new tenants 
 

 
4.2     This Policy and its delivery is also compatible with the following legislation: 

• Landlord and Tenant Act 1985, Section 11 – requires the landlord to 

keep the property in good repair. The council will respond to and fix 

repairs which are required to address damp and mould. 

•  Housing Act 2004, Housing Health and Safety Rating System (HHSRS) 

– sets out the system used by local authorities to assess the condition 

of its stock and to ensure its housing meets the Decent Homes 

Standard. Decent Homes Standard (see 

https://www.gov.uk/government/publications/a-decent-home- 

definition and-guidance.2) 
2 This Standard is currently being reviewed by government. 

• Housing Act 2004, Part 1 – requires the local authority to consider 

the impact of health and safety hazards in housing on vulnerable 

occupants, including children, when deciding on the action to be 

taken by landlords to improve conditions. 

• Environmental Protection Act 1990 – states that when the condition 

of a property causes someone to become ill or a sick person to 

deteriorate, the courts will normally be satisfied that it is prejudicial to 

health. Damp and mould are defects which are considered prejudicial 

to health. 

• Defective Premises Act 1972 – sets out the duty of care to carry out 

repairs, ensuring that all individuals who could be affected by relevant 

defects are reasonably safe from personal injury or damage to their 

property resulting from defects. 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/9425/150940.pdf
http://www.gov.uk/government/publications/a-decent-home-
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• Home Standard (part of the Housing Regulatory Standards) – requires 

registered providers to provide a cost-effective repairs and 

maintenance service and meet all applicable statutory requirements 

that provide for the health and safety of all occupants. 

• Homes (Fitness for Human Habitation) Act 2018 – includes a 

requirement for residential rented accommodation is provided and 

maintained in a state of fitness for human habitation; and for connected 

purposes. 

• Children Act 2004, Section 11 – sets out the duty to have regard to the 

need to safeguard and promote the welfare of children. 

• Equality Act 2010 

• Social Housing (Regulation) Act 2023 

• The Hazards in Social Housing (Prescribed Requirements) (England) 

Regulations 2025 (Awaab’s Law) – requires social landlords to 

investigate and fix dangerous damp and mould within a set amount of 

time 

 
 

 

 

5.0    Causes of Damp, Mould and Condensation 

5.1     Damp is defined as moisture on a solid substance, typically with detrimental or 

unpleasant effects. Mould is a natural organic compound that develops in damp 

conditions and will grow on damp surfaces. This is often noticeable and present 

in situations where condensation is present. 

5.2     Everybody produces moisture in their everyday activities, such as cooking 

and washing. Excess moisture can lead to condensation which can lead to 

issues of damp and mould if left untreated. Condensation happens when 

moisture in the air comes into contact with a cold surface, e.g. windows, 

creating water droplets. 
 

 

 

5.3      Causes of condensation may be due to: 

• Excess moisture– for example, pans not having lids on when cooking 

and drying washing inside the property without adequate ventilation 

• Lack of ventilation – for example, windows are not opened, trickle vents 

are closed, extractor fans are not used, furniture is placed too close to 

external walls 

• Inadequate heating resulting in the property repeatedly being below 21 

degrees Celsius 

• Defective insulation, for example where insulation has become 

dislodged in lofts 

• Overcrowding, for example, insufficient bedrooms for the 

number of occupants (as per the legal definition3). 

5.4     Damp may also occur when a fault in the building’s basic structure lets in water 

from outside. This may result in: 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/9425/150940.pdf
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• Rising damp – This occurs if there is a problem with the damp proof 

course. This is a barrier built into floors and walls to stop moisture 

rising through the house from the ground. The usual evidence of rising 

damp is a ‘tide mark’ on the walls that shows how high it has risen and 

is sometimes accompanied with a musty smell. 

• Penetrating damp – This occurs if water is coming in through the walls 

or roof, or through cracks. It can be identified by a discolouration of 

internal walls or ceilings, the presence of tidemarks, blown or blistered 

plaster and rusted nails in skirting boards and floor timbers. 

5.5     Causes of penetrating damp may be due to: 

• Defective components – for example, external wall doors and windows, 

roof coverings. 

•  Defective or blocked rainwater gutter and pipes. 

• Defective or leaking internal waste pipes, hot and cold-water 

pipes and heating systems. 

• Water ingress through brickwork, leaks or defective design of the 

structure. 

•  Flooding. 
 

 

 

 

 

 

6.0    Council Responsibilities 

Pro-active Surveys and Works 

6.1     A detailed stock condition survey will be completed on each property at least 

once every 5 years, including an assessment against the Housing Health 

and Safety Rating System to ensure that properties are free from Category 1 

and 2 hazards4. 

6.2     If repairs are identified as a result of the proactive surveys, these will be 

ordered in line with the Repairs and Maintenance Policy. 

 6.3    The information from the proactive surveys will inform the planned approach to 
maintenance and improvement works. Using the data from the surveys the 
council will co-ordinate a range of planned works (for example, rainwater goods, 
soffits) to help reduce the risk of damp and mould and the likelihood of 
condensation occurring. This work may include: 

•  Improving insulation both internally and externally 

•  Upgrading/installing of mechanical extracts with humidistat control 

•  Upgrading/installing of wet/dry heating system 

•  Installing external wall insulation 

•  Replacing roofs with breathable felt 

•  Replacing windows or doors 

•  Other energy efficiency improvements. 
 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/9425/150940.pdf
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6.4     To facilitate these works, the investment plans for the Housing Revenue 

Account will prioritise Decent Homes Standard and Energy Efficiency. 
 

 

 

6.5     The council will work proactively to offer advice to tenants on recognising, 

reporting and preventing damp and mould. Information will be provided to all 

tenants when they sign their tenancy agreement. Tenants will also be able to 

access information on the website. Further, paper copies of the leaflets will be 

made available for tenants if they prefer. In addition, leaflets will be made 

available in alternative languages or formats if required. 

6.6     In order to help vulnerable tenants the council will maintain a programme of 

support including advice on benefits, potential savings and referrals into 

appropriate services, including those providing energy advice and fuel 

vouchers. Vulnerable tenants will also be signposted to other available 

support where appropriate please refer to the Vulnerability and Reasonable 

Adjustments Policy for more information. 

6.7     In order to ensure that issues of damp and mould are recognised and 

addressed as quickly as possible, the council will deliver a rolling programme 

of training to staff, within the council and other agencies, that help deliver 

services to tenants in their own home. This training will include information on 

how to identify damp and mould issues, how to report issues and where 

tenants can access support. Repairs and maintenance staff will receive 

technical training on how to assess and treat issues. 

 

 
 Reactive Process 

6.8     Where the council becomes aware of an issue relating to damp and mould 

or there is a material change to an issue relating to damp and mould, in 

accordance with its statutory duties, the council shall make an initial 

assessment to establish whether the issue is a potential ‘emergency’ 

hazard or a potential ‘significant’ hazard.   

 

 

 

 

• A “significant hazards” is defined as a relevant hazard (which includes 

damp and mould) that poses a significant risk of harm to the health or 

safety of an occupier of the social home  

Potential “Emergency Hazard” 

6.9     If a potential “emergency hazard” is identified the council will:  

• Investigate the issue within 24 hours of the initial assessment being 

concluded.  

 

• If the emergency investigation confirms an “emergency hazard” then the 

council will: 

 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/9425/150940.pdf
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o complete all relevant safety works and make the property safe 

within 24 hours 

o if the property cannot be made safe within 24 hours, the council will 

offer suitable alternative accommodation until the required safety 

works are completed 

o provide a written summary of the investigation and its findings 

within 3 working days of the conclusion.1 

 

 

 

 

6.10 More information on moving out can be found in the Decants Policy. 

Potential “Significant Hazard” 

6.11   If a potential “significant hazard” is identified the council will:  

• Investigate these issues within 10 working days of becoming aware of the 

potential hazard.  

• Provide a written summary of the investigation within 3 working days of the 

conclusion of the investigation2.  

• Complete relevant safety works and begin or take steps to begin any further 
supplementary works to prevent the hazard from reoccurring within 5 working 
days of concluding the investigation.  

• Where further supplementary works are required and it is not possible to begin 
these works within 5 working days, the work will be commenced as soon as 
possible and no later than within 12 weeks.    

 

 

6.12   In some cases, the works required to rectify damp and mould can be 

significant and disruptive. The tenant may also be vulnerable or at high risk of 

the negative health impacts of damp and mould. In these cases (or in 

circumstances where the property cannot be made safe whilst the hazard is 

being resolved) the council will work with the tenant to identify suitable 

alternative accommodation while the works are undertaken. Should moving 

out be necessary the Decants and Compensation Policies will be followed. 

6.13  If the council becomes aware of issues in properties, but is not able to gain 

access to the property to undertake repair then in these instances, the council 

will take a proactive stance and seek to gain access by engaging the tenant. 

Where this fails, legal action may be taken to secure access.  
 

 
 

 

6.14   Ongoing review and delivery of the policy will be informed by collaboration 

with the Tenant Voice to ensure that services continue to meet the meet the 

highest standards and are responsive to the needs of tenants. 

7.0    Tenant Responsibilities 

 
1 If all required works are completed to address a significant or emergency hazard before the end of the 
3 working day period, a written summary will not be provided, however the council will inform the tenant 
that the work has been completed.
2 As above 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/9425/150940.pdf
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7.1     The responsibilities of tenants are set out in the Tenancy Agreement and 

include the requirement to: 

• report any repairs that the council is responsible for as soon as 

possible. 

• give the council, or its contractors, access to the property, provided a 

minimum of 24 hours’ prior written notice has been given, in order to do 

the following: 

o inspect or survey, for any reason, the property or an adjoining 

property, 

o carry out any repairs, servicing, treatment, modernisation, 

replacement or Improvement works; or safety inspections, 

o deal with any other matter for which the council is responsible 

including inspecting the condition of the property and to ascertain 

who is living there. 

7.2     Whilst the above requirements for tenants are set out specifically in the 

Tenancy Agreement, there are small, practical actions tenants can take to 

prevent and reduce any conditions that can lead to condensation, damp and 

mould. More information can be found in the council’s Find It, Fix It leaflet, 

but these include: 

• Managing humidity levels in the home and maintaining these at a 

healthy level. This can be achieved by keeping levels of moisture to a 

minimum, for example, covering pans when cooking, drying washing 

outside and keeping the kitchen or bathroom door closed when 

cooking or bathing. 

• Adequately heating rooms – ideally between 18 and 21 degrees 

centigrade.  

• Keeping the property well ventilated, for example, opening windows 

when cooking or bathing, turning on and ensuring that the extractor fan 

is working, keeping trickle vents in windows open, and allowing air to 

circulate around furniture. 

• Informing the council if their household circumstances change, 

particularly if someone moves into the property. 

• Cleaning of surfaces particularly where condensation is likely 

to form. 
 

 

7.3     The council’s trained technical staff will provide room by room advice and 

guidance on how to reduce the risks associated with mould growth. Tenants 

should endeavour to follow all advice and guidance issued by the council on 

managing and controlling damp, mould and condensation. Tenants will also 

be provided with relevant information on using heating and ventilation system 

efficiently. 

7.4     Leaseholders and Shared Owners have different obligations with regards to 

maintaining their homes and should refer to their individual lease for more 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/9425/150940.pdf
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guidance. However, the council will always provide relevant guidance and 

advice. 

 

 

 

 

 

7.5  The council does have a limited supply of smart thermostats which provide 

detailed information as to the thermal conditions in the home which can 

assist in the possible causes of damp or cold. This device may be offered to 

our tenants. 

7.6 If tenants willfully do not report a repair and/or refuse access to the property 

to fix the issue and the property is further damaged as a result of this willful 

action then the council reserve the right to charge the tenant for such 

damage. 

8.0    How to report Damp and Mould 

8.1     Signs of either of damp and / or mould may be reported online via the 

following link:  www.stoke.gov.uk/dmc 

Alternatively, you can call: 01782 234 100 
 

 

 

 

9.0    Complaints and Disrepair 

9.1     The council actively encourages all customer feedback about its services, 

and uses complaints and comments to review and improve its services. 

9.2     A complaint is an expression of dissatisfaction however made, about the 

standard of service, actions or lack of action by the council, its own staff, 

those acting on its behalf, affecting an individual resident or group of 

residents. 

9.3     If a customer is dissatisfied with a service that has been provided, they can 

make contact via: 

 

 

9.4  The council formal Complaints and Comments Policy.  Details are available 

from any council office or online  www.stoke.gov.uk

•  Telephone – 01782 234100 

•  Email at – customer.feedback@stoke.gov.uk 

•  Message via social media – Facebook/Twitter 
 

 

9.5 The customer has the right to challenge the response to their complaint via 

the appeals process. Further information on how the council processes its 

complaints can be found in its Corporate Complaints and Comments Policy 

and complaints process leaflet. 

9.6     The council will never unreasonably refuse to escalate a complaint through 

all stages of the Complaints procedure. If a complaint is refused escalation, 

the council will explain the clear and valid reasons for taking that course of 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/9425/150940.pdf
http://www.stoke.gov.uk/dmc
http://www.stoke.gov.uk/
mailto:customer.feedback@stoke.gov.uk
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action and also set out the customer’s right to take this decision to the 

Housing Ombudsman. 
 

 
 

 

9.7     You may be approached by door knockers who offer to take legal action on 

your behalf for any ‘disrepair’ in your property.  There may be circumstances 

where if legal action fails against the council the tenant becomes liable for the 

legal and court costs incurred by both sides. If costs are incurred by the 

council defending such claims, then the costs will be recovered. The Council’s 

Complaints Policy is the simplest way to try and rectify any repairs requests 

you feel have not been actioned satisfactorily. It also provides compensation if 

the council is at fault.    

10 Equality and Diversity 

10.1   The council recognises that it delivers Housing Revenue Account services to 

communities in which there is wide social diversity. The council values 

diversity and is committed to providing equal opportunities. The council 

particularly recognises the barriers faced by some members of the 

community in accessing services aimed to address damp and mould, and the 

potential health risks these barriers create for tenants. 
 

 

10.2  The council and its contractors aim to treat all customers fairly, and with 

respect and professionalism regardless of their gender, race, age, disability, 

religion, sexual orientation and marital status. To enable customers to have 

clear information and equal access to services, information will be made 

available in a range of appropriate languages and formats. A range of options 

for reporting repairs will also be maintained to enable all tenants to access the 

service. 

10.3   The council is committed to treating all customers/tenants fairly, and with 

respect and professionalism regardless of their gender, race, age, disability, 

religion, sexual orientation and marital status. To enable customers/tenants 

to have clear information and equal access to services, information will be 

made available in a range of appropriate languages and formats. A range of 

options for reporting repairs will also be maintained to enable all tenants to 

access the service. 

 
 

 

 

  

11.0 Monitoring and Review 

11.1   The council will continue to monitor the number of damp, mould and 

condensation related complaints received and number of repairs carried out to 

fix the issues that are causing damp and mould.  

11.2   This policy will be reviewed every three years, or sooner, in the event of major 

legislative or operational changes. 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/9425/150940.pdf
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Glossary/definitions 

Throughout this policy document, it is inevitable that words or phrases are used that 

are readily understood by some readers, but which are new to other readers and their 

meaning is not immediately apparent. The meaning of some words/phrases used in 

this document is given below:  

Decarbonisation- The process of reducing carbon dioxide (CO₂) and other 

greenhouse gas (GHG) emissions resulting from human activities.  

Defective- Something that is faulty, imperfect or flawed.  

Disrepair- A condition where a residential property is in a poor state of repair that 

affects the safety, health, or comfort of its occupants. 

Emergency hazards- a relevant hazard (which includes damp and mould) that 

poses an imminent and significant risk of harm to the health or safety of an 

occupier of the social home. 

Conditions that pose an immediate risk to the tenant’s health or safety. 

  

Equality Statement- Sets out the council’s commitment to ensure everyone is treated 

the equally. 

Housing Ombudsman- An independent service available to tenants to have 

complaints, about the social housing provider, investigated and resolved.  

HRA- Housing Revenue Account (the account where the rental and service charge 

income are collected and then expended on housing related services and properties).  

Proactive- Describes an approach where you anticipate situations and take action to 

influence outcomes before they have occurred.   

Remedial works- Works to rectify defects, damages or hazards. 

Significant hazards- Conditions posing a substantial risk to a tenant’s health or 

safety. 

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/9425/150940.pdf
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