
Damp and Mold 
Flow Chart 



    

   

      

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 

    

      
  

    
 

     
  

      

      
  

   
 

  
    

  

     
  

    
 

  

     
    

   
    
 

    
   

  

 
  

  

  

     
  

    
    

    
   

   

     
    

 

   
     
    
    

  

    
  

        
     

         

          
    

  
  

  

   

       

        
 

        
   

   
      

        
       

      

       
          

 

   
 

  
   

   
  

   
      

     

      
  

    
   

  

    

   
     

   
   

    
  
 

     
   

   
 

     
   

    
      

 

   
    

   

   
   

   
   

   
    

   

   
   

  
  

  
  

      
   

     
     

        
 

          
     

  
    

      
     

       

    
    

    
    

    

        
      

     

     
     

   
    

  

     
    

 

     
 

     
  

      
 

    
    

   
      

 

         
  

            
      

        

     
     

     
      

       
     

    
      
      

        
     

  

    
     

    
      

 
     

   
   

  

    
   

  

    

    
  

     
    

     
  
 

 
 
 

    

   
 

     
   
 

  

     
    

   
    
   

     
  

    
 

  
 

  

 

  

   

     
   

   
  

 
  

   
   

 

 

     
     

      
     
     

    
      

 
       

 

 
 

   
    

   
 

    
  

   
 

     
   

 

    
  

   
 

     
   

 

      
       
      

      
 

  
 

    
  

  

   
 

 
 

           
       

     
 

  

       
        
        

   

      
    

  

      
      

    
  
       

     
    

      
       

    

    
     

      
   

    
   

  

    

    
   

  

    

    
  
   

    
  
   

   
  

 
  
 

No

Damp and Mould Stage 1 

1 

Please advise the caller that you need to 
ask them a number of questions -

Have you reported 
Customer reports issues with damp, Q1. Is the issue in one location,

this before, in the last No They are essential for you to be able to Key:mould and condensation or multiple locations? 
12 months? identify the 

Green = start/end of process cause of any damp or mould and to be able 
to provide advice about this. Blue rectangle = Script questions 

Phone call to the One Multiple Blue Diamond = Script actions 
Yes 

Customer Contact Centre Blue oval = End of Script 
(CSC), email to 

customers@stonewater. Yellow = Business process 
org, or report via My Multiple locations/kitchen/ WO = Works Order 

Home Go to DM2 One main area – possible 
bathroom, bedrooms – 

leak or (rarely) rising damp. 
probably condensation. 
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Q2 What room is 
affected? Do you have extractor 

Q3 When did you first fans? Are they clean and 
notice the problem? working? Advice can be issued via 

Q4 What does the damp/ mail merge or email, 
mould look like? depending on customer 

Q5 Have you tried to preference 
clean the mould? 

Yes go to Q6, No go to 
Q7 

Q6 How did you do this Regardless of answer, Issue 
and how often? advice leaflet and signpost to Are you finding 

Do you have trickle 
Q7 Are there white, support videos on the webiste. heating you home 

vents? Are they clear and 
powdery salts forming? Request that customers send more expensive No 

open? 
photos to than you expected? 

photos@stonewater.org. 
Yes 

Q8 Is there a ‘tide mark’ 
Is there an obvious leak or yellow/brown water 

Yes in any pipework, roof/ No staining from the bottom Would you like a virtual 
ceiling or wall? of the wall and rising up appointment with our Fuel 

to 1m? Is your heating working? Engagement Officer 

Yes Advise the customer Request that customers 
Follow water leak NO 

that you are going send photos to 
script 

to raise a repair. photos@stonewater.org. 

Is there guttering on the Rising Damp likely. 
Raise WO for repairs. property? Is it clear or Request that customers send Yes NoYes blocked? Is there water photos to 

Raise another WO to clean any mould if required. staining the outside of photos@stonewater.org. 
the property?Photos are sent to 

Issue advice leaflet and signpost to website for Raise a WO for:Virtual Repairs 
more advice. Fan – overhaul domestic extract SOR 841007 Surveyors will update Surveyors for review 

Note on CRM that WO have been raised, that Heater- service any type of storage heater SOR 813039 CRM with a report on Photos are sent 
customer has completed DM1. Heater – Service any type of panel heater SOR 815020 what repairs were NO to Virtual Book appointment with 

Radiator – test and balance system SOR 703011 carried out and when,Repairs Fuel Engagement Officer 
and note that the Surveyors for 

Raise another WO to clean any mould if required. customer has review 
Advise the customer Request that customers Are there any signs of Note on CRM that WO have been raised, that customer has completed DM1. 

Follow drains script that you are going send photos to Yes a blocked drain completed DM1. 

to raise a repair. photos@stonewater.org. outside the property? 
Task to surveyor for inspection 
and analysis of photos. Note on 

NO CRM that customer has completed 
DM1. 

Photos are sent to 
Virtual Repairs No to all – default to 

Surveyors for review condensation (multiple 
areas) Qs 

Damp and Mould Stage 2 

2 

Have you had any related repairs 
completed in the last 3 months? 

Have you received a Check call and repairs history to Details of repairs and inspections carried out will be 
Repairs relating to Damp, Mould and virtual appointment confirm what actions were available on CRM. 

Customer reports issues with damp, 
Condensation could include: Yes with a Surveyor and a No completed from DM1, and Staff will be informed of the DM steps and will note on 

mould and condensation 
Water Leaks member of our whether customer has completed CRM which step the customer is at. 

Extractor Fans DM2. If they have, go to DM3 Note the building age if possible from ActiveH attributes.Housing Team? 
Trickle Vents 

Heating Repairs 
Yes 

Phone call to the 
Customer Contact Centre No 

(CSC), email to 
customers@stonewater. 

Go to DM4 Is the issue related to 
org, or report via My 

Repairs repairs or Condensation 
Home Go to DM1 to raise 

condensation? 
repairs 
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If repairs have not been completed Has the advice leaflet 
Yes No 

satisfactorily, the issue has been followed? 
reoccurred, or FOW are required, 

raise necessary WOs or recalls 

Yes No 

Raise WO with Contractor to monitor humidity in the 
property for 4 weeks.Raise a task to the Surveyor to notify them If advice has not been followed,Note on CRM that WO has been raised, and that customer of the situation for monitoring. Note on Reiterate the importance of has followed DM2 awaiting results of 4 week monitoring.CRM that customer has completed DM2. following the advice. Provide 

guidance on timelines and 
expectations. 

Contractors will carry out monitoring in 
accordance with their contract and 

capabilities. Their results report will be 
emailed to the Virtual Repairs Surveyors 
who will be tracking and monitoring the 

order. They will update CRM with a 
summary of findings. Partnering Surveyors Additional information Issues with heating, Offer an 

and a representative from Housing will question: appointment with our Fuel 

then arrange a virtual appointment with Are you finding heating you Yes Engagement Officer. Note on CRM 

the customer to outline the findings of the home more expensive than that customer has completed DM2, 

report and issue advice. you expected? and been offered a referral. 

No 

Results of monitoring: 
Advice not being followed. No issues with heating, provide Results of Advice can be issued via Reiterate the importance of following the additional resources for managing monitoring: mail merge or email,advice. Provide guidance on timelines and condensation – leaflet, website links.Advice is being depending on the expectations. Note on CRM that customer has followed. customers preference Note on CRM that customer has completed completed DM2. 

DM2. 

2- Routine 
1 – Housing 

domestic 
concern (e.g. 

activity/
overcrowding) 

condensation 

Ask additional question: Are you finding 
heating you home more expensive than 

Go to DM3. 
you expected? 

If yes, Offer an appointment with our Fuel 
Housing teamcan request 

Engagement Officer. 
escalation to DM3 by contacting a 

Surveyor via raising a task. 
Note on CRM that customer has 

completed DM2. Signpost to further resources for 
Advice can be issued via 

managing condensation. 
mail merge or email,

Escalate to DM3 at Surveyors and 
depending on the 

Housing Representative’s discretion. 
customers preference 

Note on CRM that customer has 
completed DM2. 

Damp and Mould Stage 3 Damp and Mould Stage 4 
3 4 
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Check call and 
Have you received a repairs history. 
virtual appointment Go to DM2- Is the issue 

Customer reports issues with damp, Has an order for 4 
with a Surveyor and a No No related to repairs or 

mould and condensation week humidity member of our condensation? 
monitoring been Housing Team? 

raised? 

Phone call to the Yes 
Customer Contact Centre 

Yes (CSC), email to 
customers@stonewater. 

org, or report via My Go to DM4 
Home 

What date? 
Advise the customer that the monitoring will Has 4 weeks passed 

occur over 4 weeks and a Surveyor and a
since the Contractor No 

member of the Tenancy team will be in touch 
implemented the to discuss the results 

monitoring device? 

Yes 

Raise a task to the Tenancy Team to conduct a joint 
virtual appointment with a Surveyor. Note this on CRM. 
Task group: Appointment for D&M. For data recording. 
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Have you received a Raise a 5 day task to the Tenancy Team Tenancy Team contacts the customer 
virtual appointment advising customer has been through Damp and to arrange for more personalised 

Customer reports issues with damp, 
with a Surveyor and a Yes Mould stages 1, 2 and/or 3 (check CRM to support. 

mould and condensation 
member of our confirm) and issue still not resolved and further Note on CRM that customer has 

been referred to DM4.Housing Team? support is required. 

Phone call to the No 
Customer Contact Centre 

(CSC), email to 
customers@stonewater. 

org, or report via My Go to DM3 
Home 

Tenancy Team 
representative Tenancy Team 

contacts the local representative should 
Surveyor via task to update CRM with 

conduct a joint results of appointment 
virtual and recommendations. 

appointment. 

The representative from each team 
who conducted the appointment will 

Action recommendations be responsible for ensuring that the 
recommendations are actioned in a 

timely manner, and recorded on CRM. 

Housing can take a more personalised 
and holistic approach to supporting 
customers in managing condensation 
and mould, and overcrowding. DM1-3 
are designed to identify and rectify any 
building issues that may be responsible 
for damp, condensations and mould 
issues. If a case reaches DM4, it is no 
longer a building issue and therefore is 
escalated to the Housing Team. 



        

           

             

                     
        

                   
   

 

                   
              

                  
             

                  

                  
                  

                    
     

  
    

    
    

   
   

   
  

    
  
   

  
   

    

  

     
    

   
    
   

     
 

     
   

     
     

  
   

    

  

        
      

      
   

   

      
     

     
   
    

    
       

  

  
    

 
  

    
    

    
    

   
    
    

  

   
    
    
   

    
 

    

Condensation 

Three main factors to address when it comes to condensation: 

Moisture 

 Cover pans when cooking to avoid a lot of steam & moisture in the room. 

 When cooking or showering ensure you turn on the extractor fan and/or open windows. 

 Do not dry washing on radiators if this can be avoided. Dry washing outdoors if possible, or on a clothes horse in the bathroom 
with the door closed (window open or fan on). 

 Ensure you use bath mats to avoid saturating bathroom floors when having a bath or shower. A bath mat should help soak up 
some of the moisture. 

Ventilate 

 If your windows have trickle vents make sure they are open to provide ventilation. If you don’t have trickle vents, keep a small 
window ajar when someone is in the room (only a small amount to avoid safety concerns). 

 Ventilate kitchens and bathrooms when in use by opening windows. Also close the doors to these rooms to avoid moisture 
reaching other rooms (especially bedrooms which are often colder and more likely to get condensation). 

Heating 

 Keep the house warm - ideal temperature ranges between 18-21 degrees in the living room and 16-20 in bedrooms. 

 Don’t let your house get too cold - when away from home, turn your thermostat down to a lower temperature rather than off to 
prevent the house becoming too cold while you’re away as this causes a higher risk of condensation when you return. 

 Do not heat up cold bedrooms in the evening by opening the door to heated rooms. The warm and humid air will condensate on 
the cold walls of the bedroom. 

We understand that 
heating your home can 
be costly, do you find 

your energy provider is 
expensive? Are your bills 
higher than you expect? 

Yes No 

Have you considered 
switching energy 

providers? It might 
provide you with a 
better deal. There 

are lots of 
comparison sites out 

there to help you. 

Task to TSO/SDO End Process 

Yes No 

Yes No 

Task to Surveyor 

As you have tried the 
advice we have given 

already, I will pass 
your concern on to 
your Surveyor who 

will be able to assess 
the problem. 

Is this the first time they 
have contacted us about 

condensation? 

Were you given advice on 
how to run your heating 

efficiently and 
behavioural changes you 

can make to reduce 
condensation? 

Show Heating 
Type 

I can see that you have X heating 
system, we have a video on our 

website showing how to use your 
system most effectively. I would 

suggest having a look at that. 

Also the Energy Saving Trust have 
lots of information on their 

website about how to be more 
energy efficient at home and 
Money Saving Expert website 
gives details about grants and 

funding you may be eligible for to 
help heat your home. 

Mailmerge to 
send above info if 

customer can’t 
access internet 

If the advice I’ve given you today 
about energy costs and 

efficiency is something you have 
found useful, we offer a referral 

service for either financial 
support or practical energy 

advice. Is a referral something 
you would like? 

Yes No 

I’ll make a request 
for one of our team 
to make a referral 

for you, they might 
ring you to help 

them with it. 

What is causing the 
problem? 
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