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1. Scope and Objectives 

Scrutiny Area Repairs service-Condensation 
 

Scrutiny Objectives To work on behalf of tenants and in partnership with staff to ensure that the services provided by 
The Community Housing Group are tenant focused, are delivered to a high standard and represent 
value for money. 
To provide assurance that the procedure for dealing with reports of condensation is operating 
effectively and in line with current standards and performance targets. 

Scope of the review  

 

Examination of current policies and procedure 
Examination of service standards 
Customer feedback 
Performance against targets  
 

 

Milestone Target Date Actual Date 

   

Presentation on overview of 
service and scoping  

11th September 2017 11th September 2017 

Desk top review of 
performance, policy and 
procedure. 

10th October  2017 10th October 2017 

Update Meeting 6th November 2017 6th November 2017 



Tenant Scrutiny Committee – Condensation  

 

Page 4 of 11 
 

Milestone Target Date Actual Date 

   

Additional meeting to re-start 
the review 

27th November 2017 27th November 2017 

Re-scoping meeting 4th December 2017 4th December 2017 

Update meeting to agree 
process for obtaining 
customer feedback 

8th January 2018 12th January 2018 

Update meeting-customer 
feedback results   

8th March 8th March 

2. Overview – Condensation 
 
Notes following meeting held with TSC and Mark Dainter 
 
Condensation issues are greatly affected by insulation levels, heating, and ventilation.  For example, if tenants do not open 
windows and dry washing indoors then this will lead to “damp” walls and mould growth.  Similar will occur when cooking or bathing 
without proper ventilation or heating. 
 

1. Existing position: 
 

• 90% of our homes have cavity; external; or internal wall insulation.   
 

• 99% of our homes have 100mm or more thickness of loft insulation 
 

• 86% of our homes have 200mm or more thickness of loft insulation 
 

• 97.1% of our homes have a better SAP rating than the national average of 57 
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• New energy efficient doors and windows are being fitted to all homes over a ten year programme (currently at year 3) 

 
 

2. Forward position: 
 
WFCH Board approved the altering of the Group’s Stock Investment Plan to provide capacity to address affordable warmth 
issues, which are usually closely linked to condensation problems.  Specifically, properties with lower than national average 
SAP rating of 57 will be individually targeted to assess what bespoke works are required to maximise the thermal 
performance of these homes.  
 
Typically works may include: 

a) Renewing insulation 
b) Fuel switching 
c) Installing alternative heating systems 
d) Applying measures to tackle condensation 
e) Installing external wall insulation to solid brickwork properties 

 

A £1.73m budget has been established as follows: 
 

Year 2017/18 2018/19 2019/20 2020/21 2021/22 2022/23 

Budget  £130k  

 

£100k  

 

£100k  

 

£280k 

 

£560k 

 

£560k 

 

 
 
The list of properties with lower than national average SAP rating will be compared to the properties reporting condensation 
issues and an alert created on the system for these homes in order capture future repair requests.  
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3. Detailed Scrutiny Findings 

The review commenced in September 2017 but did not progress due to staff changes. In November the review was restarted and a 
new lead officer for the service was appointed to support the Committee.  
 
The review was originally requested in response to concerns raised through the resident involvement structure. The concerns 
related to a perceived increase in reports of condensation across the district, and also to the organisations response in dealing with 
reports and addressing customer concerns.   
 
The Tenants Federation reported receiving a high number of complaints and concerns relating to condensation which was alleged 
to be having an adverse effect on the health of individuals and causing distress.  

A commitment was given to work with 10 households where condensation had been confirmed. This small pilot scheme would take 
account of not only lifestyle, but household income and property construction. The aim was to determine key contributory factors 
and to work alongside tenants to alleviate the problem and explore solutions.   

The Committee was advised that 4 households were participating in the scheme and they had been issued with hydrometers to 
measure moisture in their properties.  

 
We will support the repairs team in reviewing how they provide condensation related services to tenants in the future with 
respect to establishing a “self-help” principle.   

 



Tenant Scrutiny Committee – Condensation  

 

Page 7 of 11 
 

However, the Committee understands that the original intention to work alongside theses households was not carried through and 
no monitoring has been carried out. 

The Committee was advised from the outset that condensation is the tenant’s responsibility.  This is because the main causes are 
related to lifestyle choices and tenants need to be supported and educated to understand what the causes are, and to make the 
necessary lifestyle adjustments to reduce and control the build-up of moisture in their homes.  

Members were shown an information video that Hyde Housing Group currently have on their website advising customers how to 
alleviate and treat condensation.  Callers are signposted to the video when calling the contact centre  

One of the areas specifically highlighted as being problematic was the Walshes. However the Committee were advised that some 
of the issues in this particular area are related to the water table, and the fact that the estate is built on a sandstone basin which fills 
with water which affect some of the properties. 
 
As part of the review the Committee received reports on: 
 

• The Groups compliance with building regulations for insulation 
• U Values and energy loss ratings for the Groups housing stock 
• Window replacement programme  
• SAP (Standard Assessment Procedure) ratings for the Groups housing stock   

 
The Committee surveyed 77 households where work had been carried out to wash off mould.18 responses were received. The 
Committee accept that this is only a 24% return rate and a small sample size.  
 
85% considered the overall service provided as being poor 
83% confirmed that condensation continues to be an issue    
67% considered an on-line video would be helpful in providing advice. 
67% advised that no advice was given at the first point of contact (Customer Service Centre) 
 
4. Strengths and Areas for improvement 

Strengths 
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• A script has recently been introduced for staff handling calls in the Customer Service Centre to provide appropriate advice at 
the first point of contact. This should reduce the number of job tickets raised and reduce costs. 

• The new website provides advice and guidance on how to prevent and treat condensation. However the Committee 
recognise that this information is only available to customers with access to a digital device and therefore not accessible to 
all customers and would like to see the existing information leaflet updated and still made available.     

  Areas for Improvement 

• The Committee consider here to be conflicting information being provided to customers. Currently work is undertaken to 
wash down walls and treat the affected areas. However, as this is the tenant’s responsibility once condensation has been 
identified there should only be a requirement to provide advice and guidance.  

 
• It is accepted that there may be occasions when work needs to be undertaken but these should be exceptions and a criteria 

needs to be agreed and communicated to customers and staff. 
 

• Improve information on the Company approach reinforcing the tenant’s responsibility and provide signposting to relevant 
help and support including an on-line video. 

 
• Introduce a referral process to ensure that customers are receiving the right support including benefit checks.   

 
 
 

6. Recommendations 
 

Observation Recommendations Management Response Target/ 
Responsibility 
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The Committee questions why the 
organisation is carrying out work 
that is clearly defined as the 
‘tenant’s responsibility’ and 
therefore an unnecessary 
expense. 
There does not appear to be any 
consistency in the approach to 
dealing with incoming reports. 
It is important to establish that 
issues are not related to water 
penetration or damp but once this 
has been determined a consistent 
approach should be adopted.   
 

More emphasis should be 
given to educating customers 
toward more self-help 
solutions. 
 
An on-line video may be 
useful and should be included 
on the website. 
 
The starter tenancy video 
should also include a section 
on condensation and this 
should be discussed with all 
new customers at the point of 
sign up.  
 
  

The work to treat the effects of 
condensation has been carried out 
historically to try to prevent 
consequential damage to our properties 
if left untreated.  
 
It is accepted that condensation issues 
are tenant responsibility and in 
recognition of the thoughts of the 
Committee, we have now changed our 
approach to one of education and self-
help. Initially, this will take the form of 
continuing to provide affected tenants 
with detailed information on prevention 
and treatment.  However, instead of us 
treating the condensation affects, we will 
provide the tenant with a treatment pack 
and instructions in its use for them to 
carry out the work themselves.  This will 
be a one-off pack and tenants will be 
expected to buy further treatment packs 
if required.  
 
We are currently exploring self-help 
videos, etc., as part of an overall review 
of the repairs service.  

 
 
 
 
 
 
In place. 
Jenny Lane / Nigel 
Lawley 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Mark Shorthouse / 
Jenny Lane 
Dec 2018 
 

Where exceptions are to be made 
a criteria needs to be agreed and 
communicated to staff and 
customers.   

Publish information and 
update relevant 
policies/procedures.  

This will be undertaken as part of the 
review of policies and procedures 
following conclusion of the overall 
review of the Responsive Repairs and 

Mark Shorthouse / 
Andy Smart 
October 2018 
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Void Property service.  

The Committee was advised that 
on occasions when an operative or 
Inspector visit a property there is 
no heating on. The reason given is 
that customers have real concerns 
about increased fuel bills. 
However no referrals are made to 
the Neighbourhood or Financial 
Inclusion Teams. This follow up is 
very important and would help to 
identify where families/individuals 
are not receiving the right support 
or benefit entitlement.  

Referral process needs to be 
put in place to ensure follow 
up action is carried out 
promptly. 

This is accepted and should be part of 
our normal approach to safeguarding.  
Repairs tradespersons and repairs 
supervisors have been reminded of the 
need to escalate concerns of this 
nature.    

Jenny Lane. 
Reminding staff 
completed. 

From the customer feedback and 
from discussions with staff 
customers do not always accept 
that the issues are as a result of 
their lifestyle and are confused 
about the difference between  
damp and condensation.         

 

There are modern devices 
(Protimeter) available that 
differentiate between damp 
and condensation and this 
could be used to provide 
greater clarity for all parties. 
Approximate cost is £1000 
per device.  

We already have such device to record 
the level of damp on a surface or within 
plasterwork.  We are happy to explore 
alternative meters, but in reality the 
identification of damp as opposed to 
condensation relies heavily on the 
training and expertise of the surveyor.   
However, we are confident that the new 
self-help kits and information that we will 
continue to develop will support tenants 
much better to understand the 
differences. 

Mark Taylor to 
investigate 
alternative devices. 
July 2018. 
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