
What causes damp and mould?
There are different reasons why damp and mould can form in the home. Sometimes 
this isdue to rising damp which comes through the foundations of a property, or 
penetration where there is a fault in the building itself such as a roof leak.

Damp and mould can also be caused by excess condensation. Condensation occurs 
when the air inside your home is humid (i.e., the air contains moisture) and the
temperatures are colder outside.

Condensation will appear as liquid on cold surfaces such as mirrors, walls or windows 
or in cold corners, for example where wardrobes meet the wall. Mould can also 
occur if condensation is left for too long. It can build up even in warm homes but is 
especially common in the colder months of the year. Condensation can be removed 
by wiping down surfaces with a cloth.
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Reporting damp and mould.
If you spot damp and mould in your home, please let us know straight away. Damp 
and mould gets worse if it is left untreated and can aggravate certain health issues, 
with the following individuals particularly at risk:

•	 Pregnant women
•	 Babies and children
•	 Elderly people
•	 Those with weakened immune systems, for example someone undergoing 

chemotherapy, people with chronic kidney failure or inflammatory bowel disease, 
etc. These conditions would be classed as vulnerabilities to damp and mould, 
meaning any reports would be given emergency priority.

•	 Those with existing skin problems such as atopic eczema.
  
If you’re worried about damp and mould, don’t delay - report it to us immediately by:

Please let us know if you would prefer a female operative to attend, or if you would 
like to request a chaperone.
 
Our website has some guidance to help you spot anything in your home that needs 
reporting. This can be found at onward.co.uk/damp.

	 calling 0300 555 0600 or messaging 07418 344 603 on WhatsApp between 	
	 8am-6pm Monday to Friday and 10am-6pm on Wednesdays 

	 visiting the My Onward Portal (my.onward.co.uk) Remember you can upload 	
	 photos to the portal to help us diagnose the issue. 

	 emailing customerservices@onward.co.uk

What does damp and mould look like?
Damp caused by rising damp or leaks often leaves ‘tidemarks’, whereas damp from
condensation does not. Damp and mould gets worse over time, so we have included 
some images here to help you spot this. As well as the visual signs of damp and 
mould, excess condensation often causes a musty smell when it builds up on furniture.
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What happens when I report an issue?
Our teams will respond as quickly as possible to any reports of damp, mould or 
condensation in your home. In many cases, fixing the issue will require some sort of 
work to be done on your home, with the aim of permanently fixing the issue first time. 

When you first report damp, mould or condensation to us, our team will ask 
questions to assess the type of issue you’re experiencing. They will also ask about any 
vulnerabilities you may have - please make sure your information is up to date. This 
way we can aim to identify the most appropriate solution and will then explain to you 
what work needs to be carried out. 

We will also check whether anyone in your household might be particularly at risk 
from the effects of damp and mould, such as elderly people, pregnant women, 
babies and young children or those with health conditions. If this is the case, we will 
visit your home within 24 hours at a time that suits you.

Where a significant risk has been identified we will investigate within 10 working 
days. Following the investigation, we will write to you to explain our findings and next 
steps within 3 working days.

When we visit, we will check whether a mould wash is required and carry this out if so. 
In most cases this resolves the issue unless there is a fault with your property. On the 
same visit, we will also inspect your home to check the root cause of the issue. 

From the date your home is made safe we will start any repairs within 5 working days. 
If this is not possible, all work will be started in no more than 12 weeks.

For the more complicated cases, our team of professionally qualified surveyors will 
visit your home to determine what works need to be carried out. 

We will always contact you six weeks after the work is completed to check that you 
are happy that the issue has been resolved and will only close this down when you are 
satisfied with the outcome.
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Emergency issue/ 
Vulnerable customer

Inspect, make home safe
or provide alternative
accommodation 

Within 24 hours

Access to home not
possible within five
working days

Start repairs Within 12 weeks

Access to home allowed Start repairs Within five working days

Investigation complete Provide written report
on findings and next steps Within three working days

Significant issue Investigate issue Within ten working days 

ONWARD’S RESPONSIBILITYSTATUS TIMESCALES

Work completed Contact customer 
to check they are satisfied 6 weeks later




