
Damp / Mould Processes

Report of damp or mould 
received by Building Services 

Repairs Team

Job raised for Inspection on Open 
Housing – appointment made within 
20 days of call (SOR code for Damp 

Inspection)

Is the damp and mould a 
result of building defect?

Job sent to TL / CPO on TM on day of 
appointment 

Access gained to property?

Yes

Card left with details of second 
appointment to ensure access is gained 
at future date; including contact details 

for re-arranging. Leaflet left with 
guidance for dealing with condensation 

and mould left.

No

Leaflet provided and advice given 
on how to limit condensation. Job 

notes updated on TM.

No

Where appropriate raise with 
Housing Management Officer to 
provide assistance with energy 
advice; fuel vouchers; income 
maximisation; over crowding; 

hoarding etc.

Can the issues be resolved 
with repairs as opposed to 

structural work?

Yes

Explain to customer what 
repairs will be raised and 
timescales. Update job 

notes with actions taken.

Yes

Further investigation 
required to address damp 

and mould issue  
No

Referred for damp survey 
by external supplier.

Once all repairs completed 
follow up visit to ensure that 

work done correctly and 
issue resolved. Post 

inspection triggered by last 
job completed.

External supplier contacts customer to 
arrange appointment for invasive 

survey

Survey completed – 
appointment within 10 
working days of referral

Reactive repairs raised where 
appropriate with communication 
to customer. Job Diary should be 
used to record details of actions 

taken.

Customer is contacted by Capital 
Project Officer (CPO) to inform 

them that work will be arranged 
and timescales

Scope of works identified from 
damp survey and estimate of 

costs for works.

Severe Diary note added to 
Open Housing to show that 

the property is waiting 
structural damp works

Customer visited every 
12 weeks by CPO to 

update them on 
progress / check if 
situation is stable. 

Recorded on diary on 
Open Housing

Review 
actions 

identified on 
damp survey

Tenancy issues 
raised with 

Housing 
Management 

(overcrowding / 
hoarding)

Major damp 
work 

identified – 
responsibility 

passed to 
Capital Team

Refer to CPO 
who will 
triage.

Where appropriate 
consider other 

measures such as 
mould removal kit.

Process end

Major damp 
work 

undertaken

Follow up 
visit 6 

months after 
work 

completed.

Process end

Is property awaiting 
major damp works?

No

All Inspections will be 
accompanied by detailed 

notes of findings and photos 
of any issues in the 

property. All inspections 
will be a thorough check of 

the property including 
heating, ventilation, 
rainwater goods etc.

Yes
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