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Section 1: Case Overview

As a whole view:
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1a. What you can find here

The Case Overview is where you will find your Case List, Task List, Quick Stats & The
Average Damp & Mould Graph - comparing your stock against the UK.

1b. How to Navigate the Case Overview

Case List:

You can expand the case list, using the “Expand”/*Minimise” Button. Making it easy
to view the Address, Priority, Damp & Mould Risk Score, Date Opened & who the
Case is Assigned too. You can also click on the Case in the Actions column which will
take you straight to the Analysis View.

You can use the toggle on the top of the screen to switch to viewing your Closed
Cases.

Tasklist  Case Lst srm.omdr_mgowl I,' Minimiise I
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1b. How to Navigate the Case Overview

Task List:

You can expand the Task List, using the “Expand”/”Minimise” Button. Making it easy
to view the Task Title, Due Date, Case Priority Score, Address & who the Task is
Assigned too.

Tasks will be in chronological order and if a Task becomes overdue it will turn Red.

Tasklist  CaseList

Tasis Due: 2112004 Due Daee Case Prioeity Soore Addrens Asigned
AT Adam Taylor-draks
Tasks Due: 251172024
8710 high Flat 3 14 East Shsbbery BRISTOL BS665X NG Miall O'Dviscoll

Tasks Due: 091 22026

Tasks Due: 10 22024
Tasks Due: 151 22024

Tasks Due: 161 22024

Average Damp & Mould Scores Across Properties:

On this graph you will find Average Damp & Mould Risk Scores. This comes from our
Damp & Mould Insight, utilising the growing number of Environmental Sensors
installed across the UK.

Your Portfolio Average D&M Risk: This is the average score across your Connected
Homes.

UK Average D&M Risk: This is the average score across the UK’s connected homes.

Average damp & mould score across all properties

Your Portfolio Average D&M Risk ( UK Average D&M Rlsk)




1b. How to Navigate the Case Overview

Quick Stats:

Cases Open: This shows how many cases you have open.
Cases Closed: This shows how many cases have been closed.
Number of Proactive Cases Opened: This shows how many cases have been opened

if the Landlord Identified mould before a resident reported it, for example during an
annual gas safety check.

Cases open Cases closed MNo. of proactive cases opened

13 35 25
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Section 2: Create a Case
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Click Create Case. The create case button will remain on the top right of your screen
no matter where you are on the portal, providing quick access at all times to create
cases.

2a. Steps to Create a Case

Assigning a property:
Property already connected: Begin typing the address into the "Search for a Property”
box and select the connected property you’d like to open the case against.

Property not yet on the connected: Click “add a new property” then fill in the details
about the property. Once added, you will return to the main create a case screen.

e

Create a new case

o gt Pea—

| | dd a rew property Add a new property Add a new property

Damp and Mokt 201172024 a P — .
p— — [pr——
Select auser ~ —
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Start Date:
Chose the start date for the case. You can

' (a]
also chose a date in the past. ESINEens
Assigning a user:
Click the “select a user” and type the name R 5

of the person you'd like to assign to the
case.

Why was the case opened?:

Select a reason from the 3 reasons available.

Proactive: Led by a team member via conversations with either the tenant or colleagues.
Complaint: Based on a formal complaint from the resident.

Insight-Led: Created because of the insights seen on the portal.

Select a reason w
Why was the case opened? Why was the case opened?
Proactive b Complaint v Insight Led v
e B 15 &ith h Case is being created based off of formal complaints Case is being created because of insights seen on the
from the resident portal

Labels:

Labels are currently still in development but
are coming soon!

Upload Files:

You can upload any relevant files when Upload Files
opening a case - this could be a JPG, PDF or
other image file.

]
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2b. Case Priority Score & Risk Assessment

Once you have completed the N
first part of the case, you will
need to set the severity of the e
. Create a new case
case and the health risk.

Damp and mould severity

(]

Megligible: No wisible damp or mould, rocen appsears fine
Resident health risk 0’ 1 0
m o
Mo Riskc Mo health o age-related vuinerabiities 10 mould

Case Description
Dezcribe the reason for creating this case, who identified the issue, and the
factors influencing the priority score

Irnport all Existing Motes for this property inte this case?
These will appear on the timeline

Sat T

Choosing Damp and Mould Severity:

You can choose from 5 different risk levels, dependent on the size, significance and
surface damage of the mould.

The key below the toggle will support you with choosing the risk severity.

Damp and mould severity Damp and mould severity Damp and mould severity

- o o o [— B

M, WAl i 55 than 5% of the Foam, with light condensation. Moticeaie: Dam in 5:20% of room, maderate mould, Sight odour Sigrificars: Damp in 20-40% of roam, viskle mould, surlace damage.
Damp and mould severity Damp and mould severity

ol

Critical: Bame in aver 60% of room, extensive mould, structural hazard

Severe: Damp in 40-50% of rem, heavy moukd, potential heakh risks.

Choosing Resident Health Risk:
You can choose from 5 different risk levels, dependent on the health conditions and age of

the residents.
The key below the toggle will support you with choosing the risk score.

Resident health risk Reskdent health risk E] Resident health risk
Menimal: Generally healkhy, with minor vulnerabiliies. Low: Winar Balth condiions or gt vulnersbility dus 1 afe lyoung o .
eidedy) Maderate: Health or age vulnerabilities that could be atfected by mould
Resident health risk Resident health risk

ol

Savere: Critical health conditions or extreme age vulberabilty, with seritus

High: Significant health concenns of age increase mould susceptibiley
mould risk
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2b. Case Priority Score & Risk Assessment

Priority Score:

Once you have completed your risk assessment, the scores will be combined to give your
case an overall priority score out of 10. The case priority will be allocated as Low Priority,
Medium Priority or High Priority, this will be shown under the combined score.

Scoring Brackets:

Low Priority Score: 1-3 Medium Priority Score: 4-7 High Priority Score: 8-10

Case Management

Create a new case

Keep up to date with any progress on your properties

(<]

Priority Score
Damp and mould severity 8!1 0

High

Priority Score Priority Scor
Noticeable: Damp in 5-20% of room, moderate mould, slight odour. L Mediurm

Priority Score

Resident health risk 3/10
[I] Low

Minimal: Generally healthy, with miner vulnerabilities.

Case Description & Notes:
When creating the case the final step is to add a description, this allows colleagues to

understand why the case has been opened. It will also support you should you need to
report on the case in the future.

At this point you can also chose to ‘Import all existing notes for this property into this

case’, which allows you to pull through all prior portal notes for that property into the
timeline on the case.

Case Description

Describe the reason for creating this case, who identified the issue, and the
factors influencing the priority score.

O Import all existing Notes for this property into this case?
These will appear on the timeline

Once you have completed the required information to
open a case, you can click Create Case at the bottom of

the window. You will then be taken to the Case View.
Create Case

If you have missed sny details or wish to add anything
further, there is a back button.




Section 3: Case View

As a whole view:
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3a. What you can find here

The Case View is where you will find everything to do with your Property Details, Case
Timeline, Task List, Priority Scores, Case Status, Damp & Mould Risk Score, Heat Loss
Risk Score, Resident Engagement Stats and the Damp & Mould Risk Over Time Graph.
In this section we will explore each of these features.

3b. How to Navigate the Case View

Property Details:

i @ 350 Bristol Business Park The Crescent BRISTOL BS161E]  ~
You can expand the property details on

the top left of the Case View. This will Dwelling Type: Commercial Construction Type: In-situ
give you a quick view of details regarding Building Type: Commercial concrete
the building Floor: 1st Floor Year Built: 2000

Heating Type: Gas




3b. How to Navigate the Case View

Case Timeline:
@ 350 Bristol Business Park The Crescent BRISTOL

The Case Timeline is where you can build 85161g)
your “Golden Thread of Evidence”.

Timeline Tasks L EBqon
When you first open a case a Case
Started entry will be added. ) i comar e s o e
Everything you add to the timeline will be EESEEis
date stamped and will show the name of S g e

the user that added the entry. [+ ] PR P—————

You can add here:

+ An Intervention -
. What would yeu like to add to the timeline?

« Information

. NO ACC@SS Add an intervention Add a task Add information Add no access

Add an Intervention:

An intervention can be added once
completed. You will be asked to input the
date in which the intervention happened -
this can only be a historic date.

If you have a supporting photo of the
intervention you can upload this and it will
attach to the entry on the timeline.

Adding interventions will allow you to track
all works in one place.

What woukd you e to add to the timeling?

At atask Add Informaticn Add no access

Add a Task: _ ’

A task is a future action on the case or at the ’
oroperty. primme— | [ —
When adding a task you can assign it to : ) R
yourself or another portal user - if you chose

to send a reminder, this will go to the N

assigned user. Reminders will come via e rre—

email. e - |

What would you Iike t0 acd 10 The timeine?

Add Information:

This will allow you to add anything that may embimirpiispmoriiny
be relevant to the case. e G
For example, if you have a damp & mould

survey and want to upload a PDF copy you

can do that via Add Information.




3b. How to Navigate the Case View

Add a No Access: _ o *
Part of building your “"Golden Thread of © ottt ot et

Evidence” is to record any No Access i) W L

events. : -

It is highly advised by leading legal firms to
take a photo during the event of No Access. o
You can add this to your entry on the e )
timeline. m——

Case Timeline:

As you continue to add to the timeline, it will
adjust to be in chronological order, ensuring
that every record is clear.

@ 350 Bristol Business Park The Crescent BRISTOL
B5161E)

Timeline  Tasks & Bpor e Export:

You can export the timeline at any

(®  Add something new to the timeline time by simply clicking “Export”.
This will export a PDF file and will
Gpen tasks on this case: . include every detail from the case.

You have 1 open tasks on this case

Mo Access Mo ALoEss

Case Report @ HomeLink

Froperty
50 Beritl Bukinis s Tt Erésdent BRISTOR BS1616)

Mo Arcess

ML MiaLennox-berry | 0201252024

e Cpersnd port Crmisted
T 1200 A AL 026 P
Case started e Information

resident reperted a small area of damp within the kitchen,

Curmp & Whoos Open L the perad
generally healthy household L tarce the tane s

PPUSENE PRROITED & LTl ks of CETIG mIThin tha ERchan, Saravally Rasitty houe hokd.
ML Mia Lennox-berry | 28011/2024

Fan Installed (" icervention ]

new fan installed

ML Mia Lennax-berry | 26/11/2024 [r— [P p—— Priarity Scoes
7% e 175 o =10 o
Darrg snd mraukd rak Lo mheat bouw rivk woee
Saore a1 of dreaten date Axore il (0 et A
o 43
Sore at wtart of cna Score a et of cane
o L]
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3c. Case Tasks

Similar to when you are on Case Overview, (@) 350 Bristol Business Park The Crescent BRISTOL
you can switch from Timeline to Tasks while ES1SIR
on the Case View.

Timeline Tasks A Expont
On Tasks you can view the completed tasks -
against the case, tick tasks off as completed
or ‘add something new to the timeline’ to @  Acd something new to the timeline

add another task.
All tasks on this case:

Due: 16/12/2024
Check EWI install completed
Completed

Completed: 28/11/2024
B Contact resident to arrange surveyor visit

Send Resident Surveyor report

3d. Case Priority Scores

While on the Case View you will see the

iori i i Priority Mould Resident
Priority Score, M'Quld Severity & Resident g y 4 bl Besics
Health Vulnerability that was set upon 2110 Low 25 Med Vulnerability:
opening the case. /5 Low

As you go through the case you are able to edit the Mould Severity and Resident Health
Vulnerability score, in turn changing your overall case priority. Every time this is
amended and saved it will be added to the timeline.

F Bem | x r Cancel Timeline  Tasks L Bpen
Daetip s mould severity El Daenp and mould severity A SOMEhing new 13 the trein
- n
e Dl i 40009 of 1o, ey maukd Mo ol I Bt I SO P PO, Y
pavervial it ricke 9 b i, 9 P——
J Updated Score

Resident healch sk 9/10 Aeeskier healrlik 6/10 Mhold within, properey: LS

E - PrEviows Scare:

Mould within pregerty. 475

3e. Case Status

While on the Case view you can view the Case Status. This allows you to view the
following:

« Date when the Case was Created
« Which user Created the Case
« How many days the Case has been open

You can also close the Case here.

<

Case Created: 28/11/2024 Case Status:
By Mia Lennox-berry

Open Close Case
B days since case opened




3f. Insight Scores

On the Case View you have a quick view of the Damp & Mould Risk Score and the Heat
Loss Risk Score.

These are two of the eight Environmental Insights calculated using the Environmental
Sensor data.

On both of the Insight widgets you can see the Risk Score at the beginning of the case
VS the current Risk Score.

If there are no sensors this widget will say ‘no sensors installed’, until sensors are
installed and the data can be utilised.

Damp and Mould Risk Score Heat Loss Risk Score
Current score: Current score:
Start of case: 73.7 VN Start of case; 59.9 AN

39g. Resident Engagement

If you have not yet given the resident access to the resident app when you opened the
case you will have a widget to Create them an Account.

When you click Create Account a pop up will open to input their details.

Resident Engagement

2] Last log in: No resident account

registered to this property é

®Create Account =

QIcO




39. Resident Engagement

If the resident has access to the app, or you have just given them access to the app, the
widget will change to show the below:

Resident Engagement
<] Last login: 13/11/24

& Surveys:

0 Surveys to Complete

View Milestones

If you click “View Milestones”, it will open up a timeline of Resident events for you.

HomeLINK App for Residents Milestones

Here you can see the detalls of what the residend has been up fo.

=) Invite Resickent 1o the [ Residens has logged in for 7] Resident has verified their
HemeLINK app 14 4 the first time: 14 4 account 14

HomeLINK App Surveys  0.of 0 Surveys Compietes

Send Damp and Mould Survey Send Rerminder 1o Resident View Survey Results

Once on the above timeline you will be able to send the resident a Damp & Mould Survey
to complete. You will also be able to send them reminders if they fail to complete the
survey.

Coming Soon . .. The ability to send the resident information from the case and timeline,
such as the Landlord Damp & Mould Survey.

®
QIcO




Section 4: Analysis View

As a whole view:

(@ 350 Bristol Business Park The Crescent BRISTOL BS161E) Dec 10, 2023 - Dec 10, 2024
Intervention Timeline D&M insight risk scores Interventions. (\a Graphs

\ﬂ D&M risk components
Fan Installed I

[~ D&M insight risk
scores

palielsu] uey

ML Mia Lennox-Berry

03/12/24 ! S |~ Temperature,
1 | Humidity and D&M
\l 1 insight risk scores

‘._JI [+ Temperature,
| | Humidity & CO2

|
5
| |22 Energy Consumption
I ] Data & Temperature

Jan Jul oct

(" Kitchen D&M Risk) ( Living Room D&M Risk

On the Analysis View you will find all graphs showing the Environmental Sensor data. This
will help you investigate and identify the root cause of the damp & mould.

4a. How to Navigate

Interventions:

On each of the graphs in the analysis view you will Intervention Timeline
have the quick view to the left of the ‘Intervention

Timeline’, allowing you to easily see any Fan Installed  CEEEY

interventions which have been applied to the case.

ML  Mia Lennox-Berry

03/12/24

You can add multiple interventions.

You can use the toggle to decide to view the interventions (%)
intervention lines on the graphs or turn them off,

this button is located at the top right of each

graph.

®
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Date Selector:

The date selector allows you to chose the date
range you are looking for, which enables you to BECEMBERZiGH; il

look at key moments of interest through the case
and focus on specific timeframes. B % w7 B B W

2 3 4 5 B 7 8

9 0| n 12 13 14 15

The date range you have chosen will remain in
place while you toggle between the different
graphs available in the Analysis View.

16 17 18 19 20 22

3 4 B % 27 18 9

You can use the scroll function on your computer
to zoom in and out on all of the graphs to view
more granular information.

Picking your Graph: Graphs
On the right hand side of the Analysis View you 2% D&M risk components
will find a list of different graphs you can move

|+ D& insight risk
between. scores

|2 Temperature,

Each graph shows different data, which we will ettt

explore in the next section.

|»2 Temperature,
Humidity & CO2

|: Energy Consumption
Data & Temperature

Please note, the Energy Consumption Data and Temperature graph will only show
Energy Data if you have this enabled. We are currently in our testing phase of the
release of Energy Data.

4b. Graphs

On all graphs, when you hover over the data you will see a ‘Tool-Tip’ pop up above,
detailing what you see on that part of the graph.

D&M Insight Risk Scores:

On the Damp & Mould Risk Scores graph you will find the score for each room within the
property, the score is from O-100. This is from our Damp & Mould insight, utilising
Humidity and Temperature data from the Environmental Sensors.

Low risk - 0-33.3 Medium risk - 33.4-66.6 High risk - 66.7-100




(&) 350 Bristol Business Park The Crescent BRISTOL BS161E) & Dec11, 2023 - Dec 11, 2024

. Graphs
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|22 D&M risk components
EWI Completed (EEIEEED =
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| E
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| A~ Temperature,
FanInstalled  (EEEEED (] i
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03/12/24 i Data & Temperature
h.

Kitchen D&M Risk

Temperature, Humidity & CO2:
On this graph you will find Temperature, Humidity & CO2 readings from the
Environmental Sensors.

The optimal zones for each are outlined below:

NHS recommendation for Temperature: 18-25 Degrees

British Standard Guidance for Humidity: 40%-60% Relative Humidity

Research Paper Guidance: Indoor maximum 1000PPM for CO2. Outdoor levels are
400PPM

(G 350 Bristol Business Park The Crescent BRISTOL B$1618) B Dec 11,2023 - Dee 14, 2024
Intervention Timeline Temperature, Humldity & COZ inserveniions ¥ Graphs
== D&M risk
companents
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ML Mia Lomrox ey x seores
¥ ] g
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) Iyl L | T I (1]
1 Lal | ol | -
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{ o |
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4b. Graphs

Temperature, Humidity and D&M Insight Risk Scores:

This graph combines the Temperature & Humidity Readings from the Environmental
Sensors with the Damp & Mould Insight Risk Score to allow you to see how the readings
impact the Damp & Mould Risk in the home.

(@ 350 Bristol Business Park The Crescent BRISTOL BS161E) B Dec 11, 2023« Dec 14, 2024
Graphs
Intervention Timaline Terperature, Husnidity and DAM insight risk scares interventions (@
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s Lamesonc-Bherm 1 |
ML Mis Lerrox-Ber |
) d == Energy Consumption
Data & Temperature
o S
(st Selected)
L -

(" Koncheen DM Risk
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D&M Risk Components:

On this graph you will find our six Damp & Mould Risk Components. Three Structural:
Heat Dissipation, Typical Surface Humidity, Insufficient Ventilation. Three Environmental:
Heating Instability, Humidity Surges, Underutilised Ventilation.

Each component is given a score from 0O-10, O being the least contributing component,
10 being the biggest contributing component to the risk of D&M. The components are to
help you find the Root Cause of the D&M, enabling you to target resources to resolve the
most contributing factor.

You can learn more about our D&M Risk Components in our stand alone D&M Risk
Components article on our Knowledge Base.

You can choose up to six data sets to view on this graph, toggling between rooms and

& 350 Bristol Business Park The Crescent BRISTOL BS161E] B Dec 11, 2003 - Dec 11, 2024
D&M risk Graphs
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Section 5: Support

5a. Knowledge Base

To access the knowledge base you
can click any of the ‘Need Help?’ @
buttons on the portal.
You will also find an abundance of e
resources, including:
« Insights article, explaining how s
they are all calculated (Landlords
Section)
« How to try the resident app
yourself (Residents Section)
« How we can do API’s (Developers g
Section)
Along with many other support
documents.

(3] Need Help? ML -

HomeLINK

How can we help?

Qs

& Admin

5b. Technical Support

You can contact the Aico Technical Support department using the below details:
Contact Number: 01691 664 100

Contact Email: enquiries@aico.co.uk
Website: www.aico.co.uk

5¢. Customer Success Support

You can contact the Customer Success department using the below details - they can
support you with any Case Management or HomeLINK Portal needs:

Contact Email: customer.success@aico.co.uk




