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This document is also available in Braille, large print and on tape.
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Introduction

Gas servicing covers the provision of cyclical servicing and safety checks and related repairs to all properties owned or managed by Calico Housing Ltd where gas is present.

Calico recognises that, as a landlord, it has legal responsibilities to ensure that gas pipe work, appliances, fittings and flues installed for our customers use are safe.

It is also a key component of Calico’s overall Asset Management Strategy, ensuring that the useful life of individual heating system components is maximised and that value for money is achieved.
Aims / Objectives
· To meet our legal and regulatory obligations to undertake annual gas safety inspections, as required under the provisions of the Gas Safety (Installations and Use) Regulations 1988.

· Maintain all gas appliances that are Calico Housing Ltd’s responsibility, in safe working order and to manufacturers’ instruction.


· To involve our customers, giving them the opportunity to contribute and influence the future direction of our gas servicing and repairs service.


· To fulfil our commitment to equality & diversity whilst delivering the gas servicing and repairs service to our customers.


· To maintain the company’s housing stock and preserve its asset value.



Performance Measures
· 100% of valid CP12 certificates
· 100% of out of date CP12s in no access procedure 

· 95% customer satisfaction for completed works

· 10% of services completed subject to external quality checks 
· 2 years record of CP12s 

Scope
This policy covers the delivery of the gas servicing and associated repairs service within the Investment Team. 
Responsibility
Gas Manager 
Service Standards
· We will undertake an annual gas safety check to all of our properties 


· We will confirm all servicing appointments in writing at least 5 working days in advance and provide you with details of who to contact if you need to change it.


· We will issue a text reminder the day before your appointment is due.


· We will take action against you if you fail to allow us access to complete the annual gas safety check to protect both your own family and your neighbours in accordance with our Gas Servicing procedure, which is available upon request. 


· We will consult with you regarding changes to service delivery, policy or procedure as appropriate.


· We will hold a gas focus group meeting every quarter to review performance and improvements to service with our customers.


· We will respond to breakdown calls as follows:
- Emergency
within 24 hours
- Urgent

within 3 working days
- Routine

within 21 days
 

· We will complete new installations within 28 days.


· We will ring to arrange convenient appointments for breakdown and installation works and advise you on timescales for the work. 


· If you require a new fire installation we will offer a selection of 4 electric suite options as your secondary form of heating.


· All staff will wear a uniform and carry identification cards.


· External auditors will complete post inspection visits to check on the quality of our engineers’ work in line with best practice.


· We will complete a courtesy visit within 5 working days, after all new heating system installations to ensure customers are happy with the work we have completed and understand how to control the system. 


· Customer satisfaction surveys will be issued for you to complete and return to us. We will use the feedback received to help improve our service and communicate results via BOLT. 

Policy description

This policy and associated no access procedure includes recommendations made in KLOE 3 gas safety guidance note & HQN gas safety checklist.

The Gas Safety (Installation & Use) Regulations 1998 (GSIUR) requires all landlords to safely install and adequately maintain all of their gas appliances. 

All Calico owned or managed properties will have a gas safety check completed on at least an annual basis.

Smoke alarms will be tested as part of the annual gas safety check and this will be recorded on the certificate.

All customers will be provided with a copy of the Landlords Gas Safety Certificate (CP12) following completion of the annual gas safety check or at the start of a new tenancy.

We will keep hard copies of the CP12s on file for 2 years. 
Appliances and/or systems found to be in need of replacement will be replaced as soon as possible. Work will be prioritised based on:


· Risk levels based on the type of system, age and location or any other special hazard i.e. asbestos identified etc.

· Major work programme

· The degree of vulnerability of the customer


Performance is monitored on a weekly basis and is reported in the weekly performance report. 

This information is reviewed by the board on a quarterly basis. 

A no access procedure is in place to ensure that all cases are progressed and passed to our solicitors within agreed timescales to secure access. 
The tenancy agreement signed by customers at the start of their tenancy explicitly makes reference to them granting access for repairs/other reasonable purposes.

Details of no access properties are circulated to front line staff to help with access arrangements but where every effort to gain access has failed our final course of action will be to take legal action which could include possession of the property. 

Where appropriate, innovations such as gas servicing limiting devices will be fitted to ensure that we are able to better manage our risks.
Where vulnerable customers have been identified every effort will be made to ensure successful completion of the service visit by liaising with family, carers, support agencies etc as necessary and we will make use of all communication formats available to us i.e. language line, text messaging, large print etc.

An out of hour’s service is in place to deal with any emergency issues for vulnerable customers outside of normal working hours. 


The gas service complies with the guidance set out by the Health & Safety executive (HSE). Risk assessments are undertaken and reviewed in line with timetable.

Internal and external quality checks are undertaken on all aspects of works completed (minimum of 10% checks on all servicing work, additional checks completed on other aspects of work) to ensure all requirements are being met and any areas for improvement are identified and action taken.
Regular articles will appear in the company magazine “The Bolt” to positively promote the importance of gas safety checks to our customers. This will also include current performance and potential impact of not allowing us access.

Customer satisfaction will be measured on all areas of the service and results will be reported in the performance report. Feedback received from the surveys will be used to improve and develop the service through the customer gas focus group.

Consultation arrangements
A range of customers have been invited to review and provide feedback on the policy, this has been incorporated into the development of this document. 
Benchmark Analyses

Dane Housing Group – telephone conversations re policy 
Herefordshire Housing – policy document reviewed
Stevenage Homes Ltd – policy document reviewed
Community Gateway Association – consultation with staff 

Regulatory or Legal Compliance
Health & Safety at Work Act 1974
Gas Safety (installation and Use) Regulations 1998

KLOE’s affected and impact

KLOE 3 – Stock investment and asset management (gas safety guidance notes)
Associated Strategies and procedures
Gas – No Access Procedures

Asset Management Strategy 
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