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1.1  Whatis the policy position?
As a social landlord, Stevenage Borough Council is responsible for the maintenance
and repairs to our homes, communal blocks, and other residential properties we
own and/or manage. The council is required to ensure that tenant’s homes are safe
from hazards under the Health and Safety Rating System (HHSRS) which is
included under section 9 of the Housing Act 2004. Damp and mould is listed as an
identified hazard.

1.2 What does it aim to achieve?
The key objective of this policy is to ensure that the Council, employees, partners,
and tenants are clear on our legal and regulatory response to reports of damp and
mould. It is designed to mitigate the risks to tenant’s health. This will result in a
reduction to claims for disrepair, personal injury and property loss and complaints.

This policy forms part of our wider organisational commitment to driving a health and
safety culture amongst staff and contractors (as detailed within our Health and
Safety Policy).

This policy allows the council to support our Corporate Plan 2024-2029 and a key
priority of maintaining good quality homes.

1.3 Does it replace an existing policy?
This policy replaces an existing Damp and Condensation Policy that was approved
in 2020. This policy incorporates expected changes from Awaab’s Law and other
changes to consumer regulations in the Social Housing (Regulation) Act 2023.

2.1  Who is responsible for administering this policy and who will be impacted?
This policy is relevant to all our employees, tenants, contractors, other stakeholders
and persons who may work on, occupy, Visit, or use our premises, or who may be
affected by our activities or services.

While this policy is primarily aimed at council tenants under a secure tenancy or a
licence agreement, it is recognised that while a leaseholder is normally responsible
for the internal repairs in their home, there are circumstances where the council as
freeholder may have a responsibility to investigate a report of damp and mould. This
is particularly important if it is deemed that the cause is something for which the
council as freeholder is responsible. Examples could be a failed gutter to a block,
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blocked rainwater goods, roof leak, leak from another property (whether council or
leasehold).

The policy should be used to understand the obligations placed upon the council to
maintain a safe environment for residents (and employees) within their home, and
within all communal areas of buildings and other properties we own and/or manage.
Adherence to this policy is mandatory.

2.2 Does it underpin all policies, strategies and schemes, or is it specific to a
particular Business Unit (BU)?
This policy is specific to tenants and those employees that interact with tenants. This
is including Housing and Neighbourhoods, Building Safety and Housing Property
Services.

3. Legal & Regulatory Framework

3.1 What legislation is this policy associated with?
This policy sets out how Stevenage Borough Council will comply with the
requirements of the following legislation:

o Housing Act 1985 (as amended)

¢ Homes (Fitness for Human Habitation) Act 2018

e Landlord and Tenant Act 1985 Section 11 — Repairs and Maintenance

e Housing Act 2004 - Housing Health and Safety Rating System (HHSRS)
e Defective Premises Act 1972

e Environmental Protection Act 1990

e Decent Homes Standard

e Social Housing (Regulation) Act 2023 including Awaab’s Law

3.2 What are the legislative or regulatory requirements that the council must
fulfil?
Failure to discharge our responsibilities and obligations properly lead to action by
the Regulator for Social Housing and/or determinations and fines from the Housing
Ombudsman.

Under the proposal’s for Awaab’s Law, there are specific timeframes to complete an
inspection, provide a written report and remedy hazards identified under the
Housing Health and Safety Rating System. These have been incorporated within the
policy and statement of intent. The timescales are as follows:

Action Required Action required within
Investigate Hazard 14 Calendar Days

Written summary including findings 48 hours after investigation
and next steps

Repairs — Emergency 24 hours after investigation
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Action Required Action required within
Repairs — start to remedy if hazard 7 Calendar Days after written
identified summary provided

If a hazard is not identified, a written summary is still required with findings and next
steps (if any) and repairs would be completed in line with our Repairs Policy.

4. Equalities

4.1 Under the Equality Act (2010) the Council has a legal duty to fulfil the requirements
of the Public Sector Equality Duty (PSED). Through this duty and in the application
of this policy, the council will carry out its functions in a way that:

a. Removes discrimination, harassment, victimisation and any other conduct
that is unlawful under the Equality Act (2010)

b. Promotes equal opportunities between people who have a protected
characteristic(s) and those who don’t

c. Encourages good relations between people who have a protected
characteristic(s) and those who don’t

Further information on the Council’s fulfilment of the Equality Act (2010) is set out in
the Equality, Diversity and Inclusion (EDI) Policy (2022) and Reasonable Adjustment
Policy (2024).

5. Data Protection

5.1 The Council regards respect for the privacy of individuals and the lawful and
careful treatment of personal information as very important to delivery of services.

5.2  The Council will ensure that it treats personal information lawfully and
proportionately as set out in the General Data Protection Regulation (GDPR) and
Data Protection Act (2018). For further information on the Councils approach to
handling information please see Data Protection Act (stevenage.gov.uk)

6. Policy

6.1 Roles & Responsibilities
The Executive Housing Working Group (EHWG) has overall responsibility for
ensuring this policy is fully implemented to ensure full compliance with legislation
and regulatory standards.
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For assurance that this policy is operating effectively in practice, the Executive
Housing Working Group (EHWG) will receive regular updates on its implementation,
performance and any areas of non-compliance.

The Senior Leadership Team (SLT) will receive quarterly performance reports in
respect of damp and mould KPI’s ensuring compliance is being achieved. They will
also be notified of any non-compliance issues.

The Corporate Compliance Group will also receive regular updates (at least
guarterly) on performance and risks and how these are being effectively mitigated
and/or managed. As necessary risks will be escalated to the Corporate Risk and
Assurance Group.

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

The Investment Programme Manager has operational responsibility for the
management of damp and mould and will oversee the delivery of the council’s
response to damp and mould reports. The Investment Programme Manager will also
fulfil the role of Responsible Person on behalf of the council.

The Project Support team and Housing teams will provide support where gaining
access to properties is difficult and will assist and facilitate any legal processes, as
necessary.

Statement of Intent
The council acknowledge and accept our responsibilities under the legislation
outlined in Section 5.

All reports of damp and mould within council properties will be inspected within 14
calendar days.

Damp and mould can be reported directly by the tenant, by council employees or
other third parties.

All inspections will result in a written summary of findings that includes details of any
hazard identified and (if applicable) next steps, including an anticipated timeline for
repair and a schedule of works. This must be provided within 48 hours of an
investigation concluding.

If the investigation indicates that a reported hazard poses a significant risk to the

health or safety of the tenant, the council will begin repair works within 7 calendar
days of the written summary being issued.
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The council must action emergency repairs as soon as practicable and, in any
event, within 24 hours. For damp and mould, an emergency repair may include
prevalent damp and mould that is impacting a resident’s ability to breathe.

In identifying a hazard, all vulnerabilities of the tenant and their household will be
taken into consideration.

If the investigation indicates that a hazard is not present but there is a damp and
mould issue, it will be categorised as a routine repair and completed within 28 days.
If the investigation finds a hazard that poses a significant, or a significant and
imminent, risk of harm or danger, and the property cannot be made safe within the
specified timescales for compliance with Awaab’s Law, the council must offer to
arrange for the tenants to stay in suitable alternative accommodation until it is safe
to return. This would be through our Decant policy. This may include any extensive
‘planned works’ that has a timescale of 12 weeks.

All timescales will be communicated with the tenant so they can understand the
impact and plan accordingly.

The council will be expected under Awaab’s Law to keep clear records of all
attempts to comply with the legislation, including records of all correspondence with
the tenants and any contractors. If the council makes all reasonable attempts to
comply with the timescales but is unable to for reasons genuinely beyond their
control, they will be expected to provide a record of the reasons that prevented them
from doing so.

We will operate a robust process to record no access visits and take action under
the tenancy agreement (or lease) where necessary to ensure the council can
discharge its obligations.

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 pubilic liability insurances are up to date on an
annual basis.

In addition to the remedial work priorities, council staff will carry out Work In
Progress (WIP) inspections as part of our quality management.

All completed work will be checked with a post inspection.
In addition, and in accordance with the recommendations in the legislation, we will
carry out resident satisfaction checks after work is complete to ensure the

effectiveness of our interventions. This will be determined in line with any warranty
in respect of the work and will be up to a year after works completed.
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Programmes of Work

Where possible, properties deemed to be at high risk of damp and mould will be put
on a programme for example to help improve the energy efficiency to eliminate or
reduce the risk of exposure to damp and mould, reduce energy usage and tackle
fuel poverty.

Where practicable the use of environmental sensors for the collection of data in
properties at high risk of damp and mould will be employed to better target
properties for early interventions reducing our risk profile and protecting tenants.

The council will explore a servicing and maintenance regime for ventilation
equipment including purge and trickle/boost extract units, Positive Input Ventilation
(PIV), Mechanical Ventilation and Heat Recovery units (MVHR) as well as passive
ventilation.

Quality Assurance

The council will carry out physical and telephone inspections post works. In addition,
the council will carry out customer satisfaction survey and report the outcomes
monthly as part of a suite of KPIs.

Data and Records

The council uses two primary databases for property management — a housing
management system which includes all reactive repair history and an asset
management database which holds all the asset information and is used for
modelling the council’s future investment programmes including financial projections
for the next 30 years.

Training

The council will deliver training on this policy and the procedures that support it,
through appropriate methods including team briefings, workshops, accompanied
survey visits, job shadowing to raise awareness across the council especially
among housing management staff and any other staff visiting tenant’s homes. All
training undertaken by staff will be formally recorded.

Performance Reporting
The performance of this policy will be monitored in line with the statutory timeframes
as follows:

Action Required Action required within

Investigate Hazard 14 Calendar Days

Written summary including findings 48 hours after investigation

and next steps

Repairs — Emergency 24 hours after investigation

Repairs — start to remedy hazard 7 Calendar Days after written
summary provided

Repairs — if no hazard is identified 28 Calendar Days
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Action Required Action required within
Planned works 12 weeks

Any failures to meet these timescales will be reported to the EHWG and SLT as
part of the corporate performance management framework which will include
strategic KPI's based on the statutory timescales for carrying out inspections and
completion of works on time.

We will also report operational key performance indicator (KPIl) measures for damp
and mould cases including:

o Number of cases by month, quarter and year to date

¢ Number of pre and post inspections carried out by month, quarter and year
to date

o Ratio of satisfactory: unsatisfactory post inspections

¢ Number of work orders raised by month, quarter and year to date

¢ Number of work orders completed by month, quarter and year to date

e Average cost of work order

e Average end to end time for each work order by priority

Any out-of-scope cases will be investigated and failings within the surveying team or
contractors addressed. Compensation where appropriate will be paid without the
need for the tenant to claim. No access issues will be recorded as mitigation for
failing to meet the required response times.

6.8 Significant Non-Compliance and Escalation
Where a staff member or a contractor fails to meet our expected and published
standards the matter will be investigated. In some cases - for example serious or
repeated failings likely to cause the council reputational damage or financial loss,
action will be taken which could include disciplinary action or in the case of a
contractor removal of an individual or company from damp and mould work.

In cases of serious non-compliance, SLT will consider whether it is necessary to
disclose the issue to the Regulator of Social Housing as required by their regulatory
framework, or any other relevant organisation such as the Health and Safety
Executive.

7. Consultation

7.1  Who have we consulted with in the development of this policy?
The policy was consulted with the relevant Portfolio Holder and the Executive
Housing Working Group.
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7.2 The policy is aligned with current and emerging statutory requirements for the
council.

7.3 The tenant satisfaction measures (TSMs) from 2023/2024 were reviewed to analyse
the responses that mentioned damp and mould as a factor in the tenant’s overall
satisfaction. Of the 1000 responses, 42 tenants mentioned damp and mould. The
individual responses relating to damp and mould included the following:

Overall theme Percentage
Delays or no action taken 33%
Reoccurring damp and mould 30%
Other repair or maintenance issues such as windows or roofs 18%
Lack of communication from the council or vulnerabilities 14%

This policy, including the associated timescales and findings provided, has
considered the individual responses from the TSMs in the formation of this policy
and will be continued to be reviewed following further TSM results.

7.4 As part of the implementation of this policy, we will actively seek feedback from
tenants on the operation of this policy and provide feedback on how we have taken
this on board when reviewing this policy.

8. Monitoring and Review

8.1  This policy will be reviewed by the relevant Head of Service every 2 years or earlier
if there is a change in legislation. Where more than 10% of the policy content is
changed the Assistant Director and appropriate Portfolio Holder will be required to
decide if the amended policy needs to be formally approved.

8.2  Where there is a request for the content of the policy to be reviewed in response to
a complaint, the relevant Assistant Director will be notified. If the Assistant Director
agrees that a review of policy is required, this will be discussed with the appropriate
Portfolio Holder. The Head of Service or Service Manager will be responsible for
implementing a subsequent policy review.

9. References and Resources

Internal Documents:

e Stevenage Borough Council — Tenancy Agreement
e Stevenage Borough Council — Lease Agreement
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o Decant Policy
e Repairs Policy
o Health And Safety Policy

Corporate Plan: Making Stevenage Better 2024 - 2029

External (external links):

Housing Act 1985 (as amended)

Homes (Fitness for Human Habitation) Act 2018

Landlord and Tenant Act 1985 Section 11 — Repairs and Maintenance

Housing Act 2004 - Housing Health and Safety Rating System

Defective Premises Act 1972

Environmental Protection Act 1990

Decent Homes Standards

Social Housing (Requlation) Act 2023 including Awaab’s Law

10. Abbreviations and Definitions

EDI Equality, Diversity and Inclusion
GDPR General Data Protection Regulation
PSED Public Sector Equality Duty

SBC Stevenage Brough Council

11. Appendices

Appendix 1 — Equality Impact Assessment (EqIA)

12. Version History

Outlined Amendments

Keith Peirson &

13 May 2024 Draft policy Charlotte Carter
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