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NCH Damp, Mould &
Condensation

NCH Representatives:
Dylan Bollen — Project Manager, Change Team
Emma Williams — Customer Experience Business Partner
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What have we done? ﬂcituho'?nes
Defined a clear D&M process - to capture current ways of working and clear
way of reporting and addressing instances of damp, mould and condensation

bakced up with a damp and mould policy.

Surveying Team — built a fully resourced and trained surveying team,
Implementing new digital ways of working and up-skilled in new technology to
support root cause — Drone license.

Online D&M training - Damp, mould and condensation learning course
using learning pool which is mandatory to all colleagues
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Remember, don’t ignore it.
Report it.

e mould on ceilings
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Notifications — Customer will receive notifications of their appointments
such as, appointment confirmed, reminder the day before and trade on
route.
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Customer Video & Leaflet — Customer videos and L
leaflets that offer advice on managing damp, mould and Preventing damp
condensation in homes. and mould
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Findingahome v Yourhome v  Yourcommunity v  Adviceandsupport v Aboutus v  Contactus  Careers v

Website — Updated
our website content to

Include, how to report
D&M to us.




Customer contact centre — D&M training sessions
with our customer services team on D&M and the
guestions to ask customers.

Customer App — Customers can use the NCH app to
raise repairs, including raising a damp inspection, with the
option to add pictures.

D&M App (Colleagues) — Colleagues can arrange
damp inspections on site with the customer, with the
option to add pictures.
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Damp and Mold Appointments.
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D&M Colleague App

What Property Are You Looking For? Creat a job and upload a Picture? Confirm Your Appointment. Upload More Pictures?
Tuesday, September 12

‘ Property: 1001 New Test Road Property: 1001 New Test Road
Good Afternoon, Dylan Bollen Name: Crystal Boddman Name: Crystal Boddman n EWpO rt
Job Number: Q29900 ctYhomes
h Appointment Slots
1001 New Test Road >
Crystal Boddman Tap or click to add a picture Thank you for successfully booking a damp and

mold appointment.

v

: : amia  Start 18/09/2023 08:30
Tap or click to add a picture En: e >

SEEA  Start 19/09/2023 08:30 >
ﬁ End 19/09/2023 18:15

| Uploaded
e

v

Finish
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Any Questions?

Thank you for your time today, please feel free to contact me on Linkedin @Dylan Bollen
or by email dylan.bollen@newportcityhomes.com
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