
 

 

 

Dealing with Damp in a Hanover Property Procedure 

1. Introduction 

1.1 This procedure is to ensure we have a clear process in place for any damp related 
cases within a Hanover property. 

1.2 The procedure describes our arrangements for responding to damp issues. 

2. Definitions 

2.1 Damp refers to the presence of moisture, water and condensation within a property.  

2.2 There are several types of damp: 

Rising damp which happens when moisture travels up from the ground through the 
masonry to the height of about one metre. 

Penetrating damp which happens when water penetrates into the fabric of a 
building from outside to inside, for example, because of a leaking downpipe. 

Construction damp, where damp is caused by a problem in how the property was 
designed or built. 

Condensation damp which generally happens when a property can’t deal with 
normal levels of water vapour because of a lack of insulation, ventilation or heating, 
or a combination of all 3 of these things. 

3. Responsibility 

3.1 Hanover has a responsibility for dealing with damp for the following reasons: 

As set out in the tenancy agreement Hanover is responsible for keeping its 
customers’ homes fit to live in. 

If we fail to carry out a repair which causes dampness, such as not fixing heating or 
ventilation or windows this may impact on the health of our customers and 
compromise the fabric of the building. 

4. Reporting 

4.1 When a report is received for dampness or mould a contract officer form must be 

created and the contracts officer must attend with 5 working days. The employee 

raising the contracts officer form must create a new entry on the spreadsheet and 

fill out columns A to F. 

http://thehub/workareas/pandd/Damp/Master%20Damp%20Issue%20Recording%2

0Sheet.xlsx?Web=1 

http://thehub/workareas/pandd/Damp/Master%20Damp%20Issue%20Recording%20Sheet.xlsx?Web=1
http://thehub/workareas/pandd/Damp/Master%20Damp%20Issue%20Recording%20Sheet.xlsx?Web=1
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4.2 The Contract Officer is now responsible for inspecting, updating and progressing 

the dampness case and spreadsheet. 

4.3 All dampness or mould cases must be inspected by a Contract Officer or 

specialised contractor and pictures taken and saved in the location in 5.1. 

4.4 If the reported repair is identified as water ingress via a roof leak or defect in the 

building causing a leak, this should be raised directly with the contractor as an 

emergency or urgent works. The category would be dependent on the risk or 

potential damage to property. These should be added to the spreadsheet by the 

person raising the order and all relevant columns should be completed. These 

should be highlighted in grey. 

4.5 The person raising the works order for these cases will be required to monitor the 

works and update the spreadsheet for the case through to completion. 

5. Carrying out the inspection 

5.1 When an inspection is carried out, a full update should be provided to the customer 
on site as to what type of damp and Hanover’s intended follow up action. Photos 
should be taken and stored on the F-Drive location. A new folder should be created 
within the relevant area folder with a title as per following: 

<Dev Number>  
<Property Address>  
<Date Inspection carried out> 
<Works Order Number>. 

5.2 A property dampness inspection sheet (Appendix 1) must be completed by the 

contract officer at the first visit and saved in the same location as the above file 

path, this inspection includes taking readings with a suitable damp meter. 

5.3 All works orders should be raised and dates for works/inspections provided to the 

customer and updated on the spreadsheet by the Contract Officer or Repairs 

Advisor. 

5.4 For all damp cases the contract officer must leave the condensation, damp and 

mould leaflet along with the money matters information (Appendix 2). 

5.5 Where required a specialist contractor will be instructed to provide 

recommendations and any required works. 

5.6 If the case is linked with fuel poverty, the Housing Officer will be notified, and an 

update put onto the Master Damp Issue Recording Sheet including the date 

notified.  

5.7 An outcome letter should be issued using the damp letter template to provide an 

outcome from each letter. The letter should be stored in the damp case folder. 
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6. Storage of data 

6.1 All dampness cases must also be logged on the Master Dampness Issue Recording 

Spreadsheet (appendix 3) with all columns completed including the works order 

number. The dampness spreadsheet can be found on the F-Drive, HQ – Asset 

Management – Dampness. 

6.2 All damp cases must have a separate folder created which holds all details relating 

to the case. Each folder will be created with a title as per following <Dev Number> 

<Property Address> <Date Inspection carried out><Works Order Number>. 

6.3 All photos must be saved in the damp case folder as above. 

7. Inspection Follow Up 

7.1 Once the works are completed the Contracts Officer should carry out a follow up 

visit to ensure the works are completed to a satisfactory level.  

7.2 A follow up phone call to the customer must be carried out no later than 1 month 

after the works are complete to confirm if there are any further issues.  

7.3 If the dampness relates to condensation, inspections should be carried out at one 

monthly intervals until the issue is fully resolved and photos taken on each visit to 

monitor if the damp has deteriorated.  If that is the case, further signposting and 

support must be carried out by Hanover. 

8. Information 

8.1 After the initial visit is completed by the contract officer a suitable leaflet on 
dampness/condensation and help with paying your heating bills must be provided 
and recorded on the master damp issue recording sheet (appendix 3). 

8.2 A section on the Hanover website will be created which will also provide advice on 
dealing with damp issues, where to report these, along with information on 
condensation related cases and information in how to alleviate these. 

8.3 We will also include a yearly article within the customer newsletter on damp issues, 
which will provide customers with details on where to report these and how to 
alleviate issues with condensation. 

8.4 A leaflet on dampness will be provided within the sign-up pack for all new 
customers. 

9. Reporting & Monitoring 

9.1 Damp related cases will be added as a standard agenda item on the Asset 

Managers’ monthly meeting.  They will also be a standard agenda item at 1:1 

meetings with the Repairs Supervisor and Contract Officers.  It is expected that 

individual cases noted on the Master damp issue recording sheet will be discussed 
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and monitored at these meetings.  In addition, damp cases will be reported as a 

regular KPI at all OMT meetings. 

10. KPI data 

10.1 In order to ensure we monitor and manage any reported damp issues in a timely 
manner, these will be monitored on a regular basis with KPI data being presented 
at the OMT meetings.  This will measure our timescales for carrying out inspections 
and the average timescale for rectifying any issues.  

11. Review 

11.1 This procedure will be completed every 3 years or earlier if required. 

Department Asset Management 

Author Planned Maintenance Manager 

First Approved 13 November 2023 

Approved By Head of Asset Management 

Next Review Due 13 November 2026 
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Appendix 1

 

N/A Yes No Comments

N/A Yes No

Information

Has the damp,condensation & mould leaflet beeen left with 

the tenant & money matters?

Have photos been taken, if not state the reason why?

Initial recommendations

Contract Officer Name

Tenant Name

Date of inspection

Address

Ventilation

Internal

Are the trickle vents open? 

Are trickle vents operational?

Do the windows look like they are opened?

Is there mechanical ventilation in kitchen and bathroom?

Is the mechanical ventilation suitable?

Is the heating system used correctly?

Is there any leaks from heating system? (Radiators)

Are the radiators sufficient size for room?

Bathroom

Heating

Is the facia in good condition and free from damage?

Is the damp below bathroom or kitchen?

Are there defective seals at bath or WHB?

Are bath/whb fitted correctly?

External

Roofs

Are there any tiles missing?

Remedial Action

Is all cement work in good condition?

Is all lead flashing in good condition?

Is there any damage to sky lights or flues?

Facia/Soffit/Gutters

Is roughcast in good condition and free from damage? 

(Check for cracks, loose)

Is guttering leaking? (Check for staining)

Is guttering in good condition and free from damage?

Is downpipe leaking? (Check for staining)

Is downpipe in good condition and free from damage?

Building Condition

Reading:                                                              Date:                              

Property Dampness Inspection

Dampness Meter Readings 

Are the winows timber, if yes are the rotten?

Are the windows sealed correctly?

Remedial Action

Is the ground level above the DPC level?

Are there any drainage problems around property?

Does the property have cavity wall insulation, If Yes please 

consider any damage to roughcast or bridging of DPC 

may cause insualtion to act as sponge and transfer to 

internal wall

Is Lintels/Sills in good condition and free from damaged?

Is soffit in good conition and free from damaged?
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Appendix 2 
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