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1. Purpose

This policy outlines the responsibilities and procedures for ensuring compliance with 

Awaab’s Law, which mandates timely action on housing hazards such as damp, 

mould, and other emergency risks in our 3CHA stock properties. 

2. Scope

This policy applies to all 3CHA stock properties managed by 3CHA and all staff 

involved in housing management, repairs, inspections, and tenant communications. 

3. Legal Duties

Under Awaab’s Law, social landlords must: 

- Investigate emergency hazards within 24 hours.

- Investigate significant hazards within 10 working days.

- Provide written inspection summaries within 3 working days.

- Begin repairs within 5 working days if health risks are confirmed.

- Offer alternative accommodation if the property cannot be made safe.

4. Procedures

▪ All reports must be logged on to the electronic system of choice used by

3CHA and immediately and triaged by a member of the Housing Operations

Team.

▪ Emergency hazards must be escalated to the Housing Operations Manager

for immediate action.

▪ Significant hazards must be inspected and documented within the legal

timeframe using our preferred partner.

▪ All communications with tenants must be recorded and delivered via their

preferred method. All communications to be saved to the electronic system of

choice used by 3CHA under the property and tenant profiles.

Escalation Protocols: 

- Emergency hazards not addressed within 24 hours must be escalated to the

Executive Team.

- Significant hazards unresolved after 10 working days should trigger a compliance

review by the Governance & Compliance Lead.

Tenant Communication Standards: 

- Tenants must be informed of their rights under Awaab’s Law.

- All updates should be delivered via the tenant’s preferred communication method

and logged on to the electronic system of choice used by 3CHA.

5. Roles and Responsibilities

- Housing Assistant or Officers: Initial triage and tenant communication.

- Housing Operations Manager: Execution of emergencies and scheduled repairs.

- Governance & Compliance Lead: Oversight of legal adherence and reporting.

- Operations Team and Operations Director: Coordination of alternative

accommodation if required.
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6. Key Performance Indicators (KPIs)

- % of emergency hazards investigated within 24 hours (Target: 100%)

- % of significant hazards investigated within 10 working days (Target: ≥ 95%)

- % of repairs initiated within 5 working days (Target: ≥ 95%)

- % of tenants receiving updates via preferred method (Target: ≥ 95%)

- Tenant satisfaction with hazard resolution

- Timeliness of alternative accommodation provision

7. Operational Readiness

- 3CHA staff must be adequately trained to an appropriate level to be able to triage,

identify and report.

- Ensure we have a competent and suitably qualified partner to provide services /

resources on demand to meet legal obligations and timeframes. Also ensuring UK

wide coverage to cover any other 3CHA stock properties when added to the portfolio.

8. Monitoring and Audit

- Implement a KPI dashboard to track hazard response times.

- Schedule internal audits to assess compliance with Awaab’s Law.

- Publish an annual report on housing safety and legal compliance.

9. Review Schedule

This policy will be reviewed annually or upon significant legislative updates. Next 

scheduled review: October 2026. 
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