
Damp & Mould – getting 
the customer service 
right for residents

Workshop session –



Housekeeping

• Not a technical session

• Session content reflects resident 
insight & sector good practice

• Do engage, interact share thoughts 
& ideas 

• Do share practice/what happens at 
your own organisation!

• Slides available after session



• Context - why a focus on 
damp & mould

• Learning from the housing 
sector – common failings

• Scenarios – identifying issues 
& problem solving 

• Share what you may do/take 
away from the session    

Session outline





Quick intros -

1. Name
2. Job role/title



What’s the purpose of your 
organisation?

What is its mission /aim or 
vision?





Damp, mould and condensation | Repairs | South Liverpool Homes

https://www.southliverpoolhomes.co.uk/my-home/repairs-and-maintenance/damp-mould-and-condensation/?utm_source=hootsuite&utm_medium=linked_in&utm_content=campaign&utm_campaign=dmc_linked_in
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Damp & Mould
Social Landlord 

Context 



Social Landlord Context

• Stock types – ‘hard to heat’ homes

• Tenant Profile - health, poverty  etc

•WHQS23 - 

• Difficult/ongoing cases – persistent 
‘complainers’ – other underlying issues

• Staff/Contractors – recruitment/skills

• Budgets/resources

• Relationships with your tenants - 
trust, perceptions & reputation



Responding to damp & mould 
concerns…..2 areas to focus on  

1. Building  
2. Tenant/Customer 

Support 



When landlords haven’t 
appropriately dealt with damp 
and mould: The common factors 



Common factors …………
• Lack of customer service values being 
demonstrated. 

• Lack of empathy and understanding of 
residents' situation. 

• Inference that residents are to blame  for 
problems with damp and mould.

• Communications – gathering the right 
information from a resident to address 
the problem fully.

• Not taking ownership – landlord, 
department and individual staff. 



Damp & Mould

Service & support 
for tenants 



Question for you…..

What sort of service do you want and expect 
from service providers (e.g. insurance 
company/Doctors/energy provider/council), 
particularly when something is wrong or of 
concern?

• Feel you’re being listened to

• Get problem solved quickly?

• Feeling supported

• ???????????????



Service Values

&

Core Purpose 







Understanding 
people & their 

lives





Understanding and addressing the health risks of damp and mould in the home - 

GOV.UK (www.gov.uk)

https://www.gov.uk/government/publications/damp-and-mould-understanding-and-addressing-the-health-risks-for-rented-housing-providers/understanding-and-addressing-the-health-risks-of-damp-and-mould-in-the-home--2#identifying-and-addressing-damp-and-mould-in-your-property
https://www.gov.uk/government/publications/damp-and-mould-understanding-and-addressing-the-health-risks-for-rented-housing-providers/understanding-and-addressing-the-health-risks-of-damp-and-mould-in-the-home--2#identifying-and-addressing-damp-and-mould-in-your-property


• People with a pre-existing health 
condition (for example allergies, 
asthma, COPD, cystic fibrosis, other 
lung diseases and cardiovascular 
disease) 

• people of all ages who have a 
weakened immune system, such as 
people who have cancer or are 
undergoing chemotherapy, have had a 
transplant, or who are taking 
medications that suppress their 
immune system 

• people living with a mental health 

People most at risk of health 
issues from damp and mould



People most at risk of health 
issues from damp and mould

• pregnant women, their unborn 
babies and women who have 
recently given birth

• children and young people whose 
organs are still developing and are 
therefore more likely to suffer from 
physical conditions such as respiratory 
problems 



• people who are bedbound, 
housebound or have mobility 
problems making it more difficult for 
them to get out of a home with damp 
and mould and into fresh air

• older people 

• people living with a mental health 
condition 

People most at risk of health 
issues from damp and mould



How might residents living 
situations relate to damp & mould?

• Literacy/language

• Physical ability

• Mental health

• Housebound

• Alone

• Culture

• Hoarding

• Overcrowded



How might resident's living 
situations relate to damp & mould?

• Carers

• Poverty

• Digitally excluded

• Housing background

• Complex/ challenging lives

• Busy lives

• Working people 



Empathy, 
Tone

& language 



If you are a tenant living with 
damp & mould how might you be 
feeling ?

• Anxious? 

• Worried?

• Stressed?

• Alone/lonely?

• Embarrassed?

• Hopeless?

• Confused?

• Angry?







 
Blame 

&
“Lifestyle”

• Responding to damp & mould as a 
‘lifestyle’ issue is not going to 
resolve the ‘problem’

• Gives a negative impression 
leaving tenants feeling blamed and 
stigmatised 

Risks?

• Potentially less inclined to report 
further instances or other serious 
health and safety matters

• Creates more ‘silence’ and long- 
term deterioration of the property.

• Miss other issues as focussed on 
‘lifestyle’
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Taking 
ownership



Taking 
Ownership 

“Taking pre-emptive 
action and 
proactively problem 
solving and ‘finding 
solutions, even if 
they lie outside 
‘normal’ activity



• what to do if they suspect there is  
damp/mould/condensation in a 
tenants home? 

• what to do is they feel a 
household may be at greater risk 
of damp/mould/condensation 
occurring?

• where tenants can safely dry their 
clothes?

• how to refer to relevant support 
services , e.g. support staff, 
money advise, translators

Do all staff know?...........



•What to do if a 3rd party tells 
them a resident has a 
damp/mould issue?

•where is advice and support 
information held to share with 
residents? 

•where to record advice/support 
given to a resident?

•who to speak with if they are 
worried about a resident or if 
things aren’t being sorted?

• the procedure for ‘closing’ cases?

Do all staff know?...........



Gathering the 
right  

information 

&

‘Hearing the 
silence’ 



1. What are the risks of not 
gathering the right 
information about damp & 
mould cases?

2. Why may some tenants 
not report damp & mould?



•Literacy/language
•Physical ability
•Mental health
•Housebound
•Alone
•Marginalised
•Fearful
•Hoarding
•Overcrowded

•Carers
•Poverty
•Digitally excluded
•Housing 
background
•Complex/ 
challenging lives
•Busy lives
•Working people 



•Easy to find? And use?

•Feel helpful and supportive?

•Accessible & Inclusive?

•How do you know they are?!

Reporting methods and 
procedures



• Inspection triaging – based on tenants 
needs/vulnerabilities?

• Full details?

• Script?

• Give advice?

• Recorded/Logged?

• Followed up?

• Triaged system reviewed? – what's 
working?/tenant feedback?/risks managed ? 

Reporting methods and 
procedures - triaging



•How may the gathering of 
information and a triaging 
process feel for residents?

oPrying or supportive?

o‘interrogation’! or conversational?

oRetelling story again!



Triaging

▪Explanation of why asking questions - 

o To help - Get the right service to assist

oMeet specific personal needs 

oAn understanding of the issue -   
location, timescales, scale

oUnderstanding of the impact and 
potential impact on household

oHelp manage any risks



Triaging

▪Explanation of next steps 

oTimescales

oWho will be in touch and how?

oWho to contact in meantime – details

oReference number 

oDirect contact details?



Preventative 
support



Preventative support

• Sign-up/pre-tenancy – hints/tips, checklist

• Drying arrangements – safe?, secure?, 
sufficient?

• Demonstrating ventilation systems – 
extractors/trickle vents -  accessible/working?

• Explaining costs of running ventilation systems

• Cleaning products???!

• Follow up visits/support





Scenarios



Scenario 

Mr. Z moved into his housing association 
flat just over 12 months ago, after living in 
the private rented sector. 
Since he moved in, he has had landlord 
support at home to sort out rent arrears. 
He hasn’t had any repairs undertaken, just a 
gas safety check. 
Mr Z’s children's social worker phoned to  
report damp and mould in the property.

•What might be some of the issues? (non technical)

•What support could be/should have been  provided ?



Scenario 

Ms Z moved into her 2 bed 2nd floor flat 6 
months ago. She works fulltime in a meat 
processing factory on shifts but is on a low and 
irregular income.  
She has reported damp and mould to your 
organisation, its 4 weeks until you visit the 
property due to Ms Z's working pattern.

When you visit you immediately notice clothes 
and towels being dried on radiators. 

•What might be some of the issues? (non-technical)

•What support could be/should have been provided?



Recap

•Service values being demonstrated. 

•Empathy and understanding of 
residents' situation. 

•Information – gathering the right 
information from a resident to address 
the problem fully.

•Taking ownership of issues &“seeing 
things through” - landlord, 
department and individual staff. 
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