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1.

INTRODUCTION AND POLICY STATMEMENT

1.1

Part of our key strategic aims of The Albyn Group is to build our values into our policy and
decision making on a daily basis. With that in mind, we aim to follow our current values,
which can be located here: https://www.albynhousing.org.uk/about- us/

1.2

This policy is written to demonstrate The Albyn Group (thereafter referred to as Albyn) is
committed to achieving the highest possible standards in the services it provides. A standard which will achieve legislative requirements, reflect best practice and meet our customers reasonable expectations.

1.3

The overall purpose of this policy is to set out how Albyn Housing and Highland Residential Inverness (HRI) under the Group structure will as reasonably possible protect the
health and safety of the occupiers, staff, visitors and contractors of our properties, which
have gas-fired appliances.

1.4

This policy applies to the management of our rented properties, offices and other buildings
owned and managed by Albyn and HRI.

2.

REGULATORY EXPECTATIONS

RSL’s are expected to:
2.1

Advise the Scottish Housing Regulator (SHR) on an annual basis of our performance on gas
safety checks.

2.2

Take prompt action to gain entry and utilise the legal approaches available to Albyn, to ensure
the safety of our customers.

2.3

Recognise the importance of gas safety and promote a culture of responsibility in meeting these
duties with all relevant and current legislation. Meet their annual gas safety duty.

2.4

This policy and procedures support the SHR focus on its national thematic enquiry on how Registered Social Landlords (RSL’s).

3.

APPROACH METHOD

3.1

Albyn will ensure all gas related procedures and practices are compliant with current
Gas Safety Regulations including (installation and use regulations 2010) (GSIUR).

3.2

To promote a customer centred approach on gas safety and work effectively with our
contractors.

3.3

To maintain all gas appliances and pipework systems that Albyn are responsible for in a
safe working order in line with GSIUR and the manufacturer’s instructions.
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3.4

To ensure that all our properties are safe and suitable for letting as described by current
Health and Safety legislation and have an in-date Landlords Gas Safety Record.

3.5

To maintain an accurate record of all properties with gas installations, detailing when
gas safety checks are due and have been completed. To also be aware that any
tenanted properties that do not have a current record are known to Albyn and HRI are
properly accounted for within the procedures.

4.

COMPLIANCE

4.1

Albyn will take a robust and effective approach to gas safety compliance, providing our
customers and SHR with the necessary reassurance in terms of gas safety
requirements.

4.2

To only engage installation, service and maintenance contractors and operatives that
are registered with the approved Gas Safety Register and is a current member of the
gas registration body for the United Kingdom

4.3

To ensure staff have the necessary skills, training and authority to manage complex
programmes of work around gas safety.

4.4

To document an effective, robust and appropriate audit of our management of gas
safety and servicing programme.

4.5

To audit our data base quarterly to ensure all gas installations are recorded

4.6

To provide quarterly reports to Albyn Housing Society Performance Committee and
Highland Residential Inverness Board, detailing the number of successful gas services
completed as compared to those due.

4.7

Submit an annual ARC return.

4.8

Conduct periodic audits of policy compliance by the internal auditor and/or Leadership
Team and report to the Audit and Risk Management Committee.

4.9

To highlight any significant issues or concerns to the Chief Operating Officer
immediately, who will report such matters to the Performance Committee.

5.

CUSTOMER ENGAGEMENT

5.1

We will actively cover gas safety responsibilities from the outset with new cus- tomers
and highlight the importance within the tenant’s handbook. This will in- clude clearly
explaining our procedures in the event we have to force entry to comply with our legal
responsibilities.

5.2

We will provide customers with a copy of the gas safety check record for ap- pliances
and flues within 28 days of being completed which is recorded and audited accordingly.
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5.3

It is important that we continually communicate both effectively and frequently with our
customers, by promoting gas safety in our standard letters, aware- ness on social
media, customer newsletters, and gas safety campaigns on our website.

5.4

Albyn recognises that sometimes there are difficulties in gaining access, and that
customers do not grant access for a number of reasons. Some may have vulnerabilities
that creates an access and engagement barrier. We will proac- tively work with those
customers in a supportive manner to achieve access and keep them safe.

5.5

In some circumstances where we have exhausted all attempts to gain access. The
forced entry process will commence to carry out the gas service. Capping of the gas will
only take place if it is the only solution to protect the health and safety of our customers,
visitors, staff and contractors. Albyn reserves the right to charge a reasonable fee to
recover this cost, whether the forced entry is fully implemented or not.

6.

GUIDANCE DOCUMENTS
EIA – EQUALITY IMPACT ASSESSMENT:
As this policy will be implemented in a consistent manner in all cases, there would be no disadvantage to any particular group. Therefore, there is no need for a full EIA.
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APPENDIX 1: Gas Safety Procedure
1. INTRODUCTION
1.1. This procedure should be read in conjunction with Albyn Housing Society Ltd.’s (Albyn)
Gas Safety Policy (Appendix 1) and Albyn’s Gas/Oil Service Inspection Process for
Access workflow (Appendix 2).
1.2. The aim of this Procedure is to ensure that Albyn complies with its legal obligations for
gas safety as a landlord, under the Gas Safety (installation & use) Regulations 1998.
Albyn has a duty of care to its tenants to ensure that no tenant’s health and safety is put
at risk through the use of its gas appliances.
1.3. The purpose of these procedures is to:
• Set out procedures minimising the risk to tenants from the use of faulty gas
appliances.
• Set out procedures for gaining access to tenants’ homes to carry out annual gas
servicing.

2. SCOPE
2.1. The Procedure covers all Social Rent and Mid-Market Rent properties managed by
Albyn Housing Society Limited (Albyn) and its subsidiary Highland Residential
(Inverness) Limited (HRIL) containing gas appliances and supplies installed by Albyn
and HRIL.
2.2. It begins when an appliance or supply has been identified in the service sequence and
concludes when a service record has been produced, logged, filed and updated on
Albyn’s gas database/Universal Housing (UH).
3. DEFINITIONS
3.1. Gas appliances refers to: Gas fires (with or without back boilers), wall mounted gas
boilers, gas cookers and hobs.
3.2. Gas supply refers to: Gas supply pipework and/or gas meter (for which a soundness
test will be carried out and certification produced).
4. PROCEDURE: APPLIANCES
4.1. Register of Appliances
4.1.1. Albyn’s Maintenance Specialist Officer will ensure that a record is maintained
within the UH System, of all gas appliances installed in Albyn and HRIL’s social rent
and mid-market rent managed properties, their previous service date and copies of
landlord’s electronic certificates. This will be the master copy of information from
which budgets, and the annual planned servicing programme will be derived.
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4.2. Obligation to Service Appliances
4.2.1. Albyn’s Maintenance Specialist Officer will ensure that an annual service & safety
check is carried out on all gas appliances in Albyn and HRIL social and mid-market
rented properties and, in all properties, managed by Albyn. The obligation will be
met through the implementation of a planned maintenance servicing programme.
Note: Void properties will also be serviced prior to commencement of any new
tenancy agreements.
4.3. Programming and Preparing of Gas Appliance Service List
4.3.1. Albyn’s Gas Service & Maintenance Contractor will run a services due report and
programme all required services. To ensure that all properties have a service
carried out by their anniversary date, all properties will be serviced on a 40-week
cycle, to allow for any no access or forced entry actions.
4.4. Notification
4.4.1. Albyn will send out Gas Safety Advice Letter Ref: GSI (Appendix 3) and Gas
Safety Advice Leaflet Ref: GSI-leaflet (Appendix 4) to customers 38 weeks after
previous service.
4.4.2. The contractor will send letter 1 Ref: GSI-1 (Appendix 5) to customers 40 weeks
after previous service giving 10 working days’ notice of their intention to visit and
carry out the service.
4.5. Execution of the Works
4.5.1. Albyn’s Gas Servicing & Maintenance Contractor will carry out the servicing in
accordance with the Gas Safe Register requirements and the work instructions for
servicing the gas appliance and supply pipework.
4.5.2. During the course of the gas service visit the Gas Engineer will carry out a safety
inspection of any non-Albyn gas appliances in the property and check (or replace if
required) the carbon monoxide detector.
4.5.3. In the event of a no access, the Gas Engineer will complete a maintenance visit
calling card (Appendix 6) and deposit it at the premises in accordance with the
contract requirements. The Gas Engineer will update their electronic PDA with
photo evidence of the calling card, all data from the PDA will synchronise with the
contractor’s gas maintenance system and updates in real time. The contractor will
provide reports on a weekly basis for completed services and 1 and 2 no access
reports to be sent to Albyn’s Maintenance Specialist Officer and Albyn’s Gas
Administration Team. Note: Weekly reports are sent every Wednesday. The Gas
Engineer will not enter the property if children under the age of 16 are alone in the
property, this will be recorded as a no access visit.
4.6. Certification and Recording of Inspection
4.6.1. Following completion of the Appliance Servicing & Safety check the Albyn’s Gas
Servicing & Maintenance Contractor will ensure:
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•
•

The gas engineer completes a Landlord’s Inspection Service Record (CP12),
electronic equivalent on their PDA.
The Gas Engineer uploads completed services CP12 to their Gas Database
portal (EPIX) via their PDA ready for Albyn Gas Administration team to
download for recording and filing.

4.6.2. They will post a copy of the tenants copy of the CP12 to the property; within 28
days of the service
4.7. Notification and Rectification of Unsafe Appliances
4.7.1. In the event that a non-Albyn appliance is found to be unsafe the Gas Engineer
will address the issue all as per Gas Safe Register working practices. In addition,
the Gas Engineer will inform Albyn’s Maintenance Specialist Officer.
4.8. Logging of Completed Inspection/Servicing
4.8.1. Albyn’s Gas Servicing & Maintenance Contractor will ensure that all completed
gas services are logged as complete on their EPIX gas database and the gas
safety certificate is electronically uploaded to their database daily.
4.8.2. Albyn Gas Administration Team will check daily the status of all programmed
services, they will download completed CP12 certificate from the contractors EPIX
gas database, check data and upload to Albyn UH database software system. The
following data will be input into Albyn UH system: boiler make, date serviced, date
next service due. Albyn’s Maintenance Specialist Officer will at least monthly
ensure that:
•

The Gas Appliance Inspection/Servicing date is logged on to Albyn gas safety
database (UH)

•

The Inspections Servicing Record is filed in the relevant files.

•

Produce monthly reports for the Asset Management and Investment Manager
detailing services complete, no access forced entries instigated, services over
365 days and where there are outstanding service/safety records to be provided
by Albyn’s Gas Servicing & Maintenance Contractor.

•

The Albyn gas servicing database UH and EPIX are updated to show new
properties, change of ownership or appliances, tenant warnings.

5. PROCEDURE: NO ACCESS & FORCED ENTRY ARRANGEMENTS
5.1.1. As a final mechanism to ensure Albyn’s compliance with its statutory obligations,
we will consider forcing entry to carry out this work. Every effort will be made to
avoid this, through written correspondence and other appropriate methods of
communication.
5.1.2. Action 1 – Albyn’s Gas Servicing & Maintenance Contractor will send letter to
tenants giving 2 weeks’ notice of service visit this is letter 1 Ref GSI-1 (Appendix
5).
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5.1.3. Action 2 – Engineers will attend each property, carding each time a visit is made,
up to a maximum of two visits per property. “No Access” cards will again
encourage tenants to call Albyn’s Gas Servicing & Maintenance Contractor to
arrange suitable access for this work and Albyn’s Gas Service & Maintenance
Contractor will e-mail Albyn Gas Administration Team all no access calls on a
weekly basis. Note: Engineers will update PDA immediately after each visit.
5.1.4. Action 3 – 7 days after the 2nd no access visit by an Engineer, tenancies where
access has not been provided or gained, will enter into the “No Access” process.
On receipt of “No Access” email from Albyn’s Gas Service & Maintenance Gas
Contractor, Albyn’s Gas Administration Team will contact all tenants who have
been visited twice by the Gas Engineer and no access gained. Albyn’s Gas
Administration team will contact the tenant by telephone, email or text to arrange
access, if contact is made with the tenant and an appointment arranged, letter Ref
GSI-app (Appendix 7) will be issued confirming the appointment, text message will
be sent if a mobile number is provided confirming the appointment, letter to be sent
by normal first-class mail. If no contact is made with the tenant, Albyn’s Gas
Administration Team will notify Albyn’s & HRIL Housing Services Teams and notify
them tenant has not allowed access for gas service. Albyn/HRIL Housing Team to
ascertain if there are extenuating circumstances such as serious health issues
which may impair the tenant’s ability to allow access, to assess any risks which
may be present during forced entry, to gain alternative contact numbers/email
addresses or to ascertain any other circumstances why access has not been
provided – such as abandonment, custodial sentences or long term hospital stays.
Albyn/HRIL Housing Teams will also try to contact tenant and arrange access, if
contact made, they will notify Albyn’s Gas Administration team who will issue letter
Ref GSI-app (Appendix 7) and text message as detailed above. Examples of text
messages (Appendix 7a)
5.1.5. Action 4 - If no contact is made with the tenant following action 3, letter 2 Ref
GSI-2 (Appendix 8) should be issued by normal first-class mail. The letter will give 5
working days’ notice to contact Albyn’s Gas Administration Team or Albyn’s Gas
Service & Maintenance Contractor to arrange access for this work. HRIL to start
tribunal proceedings for any mid-market rent properties seeking permission to enter
the property if no access given before the 50-week deadline. The tribunal
proceedings will be cancelled if access and service carried out prior to the deadline.
5.1.6. Action 5 – Failure by the tenant to contact the Albyn Gas Administration Team or
Albyn’s Gas Service and Maintenance Contractor within 5 working days of action 4
above, will result in Albyn’s Gas Administration Team contacting Albyn/HRIL
Housing Team to initiate forced entry procedure.
5.1.7. Action 6 – - Following the efforts made by the Albyn’s Gas Administration Team
in points 5.5 and 5.6 above, and with no response, action will be taken to make
forced entry and carry out the service. At this stage a letter 3 Ref: GSI-3 (Appendix
9) giving at least 7 days’ notice of Albyn’s intention to force entry will be issued to
the tenant. Copies of this letter will be posted by normal 1st class post.
5.1.8. Action 7 – Where the intended action is to force entry, Albyn’s Maintenance
Specialist Officer must ensure that Albyn’s Gas Administration Team have
undertaken all actions as detailed in Actions 1 to 6. They must ensure all efforts
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have been made to gain access and there is a record of what actions have taken
place prior to proceeding with arrangements to force entry.
In addition to this, the HSO needs to provide a copy of the signed Scottish Secure
Tenancy (SST) agreement for Albyn’s social rented properties along with a copy of
the Annual Gas Service Disclaimer for properties where tenancies have
commenced after TBC (Appendix 10). HRIL needs to provide a copy of the signed
Private Residential Tenancy (PRT) for HRIL’s MMR properties. Where there is no
signed SST the HSO will start the process to get a Sheriff’s Warrant, no attempt to
force entry will be made until it has been awarded. HSO to keep Albyn’s
Maintenance Specialist Officer informed of progress. If the warrant is not in place
before the 12-month gas service deadline, the gas supply for the property will be
capped.
5.1.9. Action 8 – Ensure that Forced Entry Procedure is fully adhered to during the
action to force entry and carry out the gas service/safety check. In addition to this,
the following actions should be carried out:
•

The lock changed (if tenant not present and entry has been forced) a key safe
will be fitted to property where the new keys will be deposited in line with
Albyn’s Customer Services Lock Changing procedures (Appendix 11).

•

Notification left pinned to the door (Appendix 12) that the locks have been
changed and the service/safety check carried out, along with details of what
the tenant must do next (contact details to retrieve the new keys).

•

Albyn staff member to remain in attendance with Gas Engineer whilst gas
service is carried out, property vacated and secured all as Forced Entry
Procedure.

•

Where there is no gas supply present at time of forced entry or where forcing
entry to the property cannot be obtained due to there being a Health & Safety
risk to the Gas Engineer/Albyn Staff member e.g. dangerous dogs or forcing
access to the property would cause substantial and costly damage to the
property or children under the age of 16 are alone in the property, the supply
piping from the meter will be capped/disconnected on Albyn’s side of the
meter. The tenant will have to contact Albyn’s Gas Servicing & Maintenance
Contractor direct to have this supply reinstated and the appliance serviced
during the same visit.

•

During the service/safety check the gas engineer will install a time clock to the
boiler.

5.1.10. Action 9 – When forcing entry, the HSO present will photograph any preexisting damage as well as record what was done in the house and any damage
caused by the contractors as a result of the process of forcing access.
5.1.11. Action 10 - If a tenant makes, then breaks an arrangement for access Albyn will
move on to the next stage as if no arrangement has been made.
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6. PROCEDURE: HEATING BREAKDOWN PROCEDURE
6.1. If an Albyn social rented tenant requires an engineer for breakdowns or emergencies,
the tenant will contact Albyn’s Gas Service and Maintenance Contractor direct, they will
run through diagnostic questions with Albyn’s customers to establish if fault requires an
engineer to attend. If engineer required, Albyn’s Gas Service and Maintenance
Contractor will arrange for an engineer to attend.
6.2. HRIL mid- market rent customers who require an engineer for breakdowns or
emergencies contact HRIL housing team direct to report fault. HRIL team to determine
if a visit is required. HRIL team will then contact Albyn’s Gas Service and Maintenance
Contractor to arrange for engineer to attend. HRIL housing team will then contact
customer to confirm access arrangements. Only work to Albyn social rented properties
will be processed through UH, HRIL works collated on a spreadsheet.
6.3. Albyn’s Gas Servicing & Maintenance Contractor will raise job on their system under
the Gas Maintenance contract and allocate an engineer to call within agreed contract
timescales.
6.4. Engineer will attend and complete repair to fully restore heat and hot water. If the Gas
Engineer cannot restore heat, they will provide a minimum of two electric convector
heaters. If asbestos is suspected Albyn Asbestos management procedure will be
followed.
6.5. Where a Gas Engineer identifies boiler faults that are unable to repair the contractor will
forward a Boiler Replacement Request to Albyn’s Maintenance Specialist Officer and
the Housing Services Team. The Albyn’s Maintenance Specialist Officer may arrange
for an independent gas auditor to inspect the boiler and report back prior to requesting
authorisation to issue an order to replace the boiler.
7. QUALITY ASSURANCE
7.1. All contractors instructed by Albyn to work with gas appliances will demonstrate to
Albyn that they are on the Gas Safe register of gas installers.
7.2. Copies of Heating Engineer’s Gas Safe registration cards will be provided to Albyn
annually. Only engineers who have submitted copies of their cards may work on
Albyn’s gas appliances. This information will be requested by the Albyn’s Maintenance
Specialist Officer as part of the approved list audit information, on an annual basis from
each contractor who works on gas appliances for Albyn, be it of a servicing or
installation nature.
8. MONITORING, PERFORMANCE MEASUREMENT AND REPORTING
8.1. The Asset Management and Investment Manager is responsible for ensuring that this
Procedure is followed by all appropriate staff.
8.2. The Asset Management and Investment Manager will ensure that this Procedure is
reviewed at least every three years.
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APPENDIX 1: PROCEDURE FLOW CHARTS
AHS Rented Properties

Gas/Oil Service Inspection Process for Access – AHS rented properties
GSI Deadline 14wks

GSI deadline 12wks

GSI deadline 11wks

GSI deadline 10wks

GSI deadline 9wks

GSI deadline 8wks

GSI deadline 7wks

GSI deadline 6wks

GSI deadline 5wks

GSI deadline 4wks

GSI deadline 3wks

GSI deadline 2wks

GSI deadline 1 wk

No
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GSI deadline

Appendix 2: Mid Market Rent Properties
Gas/Oil Service Inspection Process for Access – AHS/HRIL – Mid Market Rent
properties

HRIL Customers can arrange 1st appointment up until 9 weeks prior to the GSI
deadline.

Gas/Oil Appliance Service
Due

HRIL Customers can arrange 2nd appointment up until 7 weeks prior to the GSI
deadline.

HRIL will begin tribunal proceedings for access to the property. HRIL will continue to try and make contact with the customer whilst tribunal
proceedings are being processed to try and secure access for GSI. HRIL will notify AMI of tribunal outcome. Note: If appointment arranged and
service carried out tribunal proceeding will be cancelled.

HC, HRIL (HSO) and Joiner to attend at the
allotted time

No
AHS to send out Service Info
Letter (Ref: GSI) and Safety
Advice Leaflet (Ref: GSILeaflet) advising customer of
upcoming gas service
inspection – copy of list of
properties to be provided to
HIRL monthly of the
upcoming services

Allotted Appointment
date/time slot provided
by HC

HC to send Letter 1 (Ref: GSI-1),
12 weeks prior to service due
date– advising customer their
service is due and HC will
provide date/time slot for the
service to be carried out.
Was Access Provided and
the Service Carried out at
allotted
appointment
provided by HC?

No

HC to “Cold Call” within two weeks of
missed appointment for second access
attempt.

Was an alternative
appointment arranged by
the customer?
Yes

Yes

HC to undertake
service then
update their
Service
Database with
service
information and
provide copy of
CP12 to
customer within
2 week of

Was Access Provided and the
Service Carried out at the
arranged alternative
appointment?

HC to leave
calling card to
advise customer
of the missed
appointment and
update service
database with no
access. HC to
provide photo
evidence of visit
to property.

Yes

AHS to obtain
service
information
from HC
database and
update AHS
housing
database with
CP12 Certifcate,
Service date and

13 | P a g e

No

AMI to notify HRIL there has been 2
failed access attempts – AMI will
continue to try to make contact with the
customer by Text, Email and Phone Calls.

Was contact made and an appointment agreed with customer for the Gas/Oil
Service?

Was Access Provided
and Service Carried out
at 2nd access attempt?

Y
es
No

HC to leave
calling card to
advise customer
of the access
attempt visit. HC
to update service
database with
2nd no access
attempt.
Photo evidence

Was contact made and an appointment
agreed with customer for the Gas/Oil
Service?

Yes

No

No
AHS to send out letter 2 advising
service must be carried out before
week 10 (2 weeks before next service
due date) and if no contact is received
then forced entry process will be
initiated

AHS to obtain
service
information from
HC database and
update AHS
housing software
with CP12
Certificate,
Service date and
next service due

AHS to send out GSI-App
letter advising date/time
slot agreed with customer
and if this appointment is
not kept forced entry
process will then be
initiated

Yes

Was Access Provided
and Service Carried out
at allotted
appointment?

HC to undertake
service then
update their
Service
Database with
service
information and
provide copy of
CP12 to
customer within
2 week of
AHS to obtain
service
information
from HC
database and
update AHS
with
housing
ificate,
CP12
date
and
Service
Cert
service
next due
date

Yes

Yes
Was permission granted
to gain access to the
property for the GSI – check
with HRIL

Yes
HC to undertake
service then
update their
Service
Database with
service
information and
provide copy of
CP12 to
customer within
2 week of

rced Entry –
agree appointment slot
with HC,
HRIL (HSO) and Joiner

No

HRIL to try and make contact with
customer and to advise AMI if
contact made.

Is the customer at home and allowing
access?

No

HC to Cap
Gas/Oil Supply
and supply CP12
to AHS

end out Forced Entry
er (Ref: GSI-3)
advising
customer of date and
time of appointment,
and the fixed penalty
cost along with
conditions of Forced

HC to undertake
install service clock then
service,
update their Service
with
service information and
Databa
provide copy of CP12
ustomer
within 2 week
to
service
being carried
of
out

Joiner/Locksmith
to secure
property. HRIL
(HSO) to
install key safe
and post notice
advising
customer contact
details where
they can obtain
access code for
the key safe to
enable them to

No
Can the
Joiner/
Locksmith
gain access to
the property

No
HC to Cap
Gas/Oil Supply –
Gas/Oil and
supply CP12 to
AHS

AHS to obtain
service information
from HC database
and update AHS
housing database
with CP12
Certificate, add time
tabletoalong
with
clock
attributes
Service date and
service due
ne
date

End

Appendix 3

Ref: GSI
Date
Miss
XXX
XX Bellfield
INVERGORDN
RossShire
IV18 0JS
Dear <title>
GAS SERVICINGGas
– get
ready for
yearly
Servicing
– your
get ready
forsafety
your check!
It will soon be time for us to complete your annual gas service. This service is
FREE OF CHARGE and is carried out to ensure the safety of you, your family
and your neighbours

So that we can make the process as straight forward as possible we would ask that you:

Update us now if any of your contact details have changed – the contact
details we have on file are: default contact from UH

Confirm an appointment with Heatcare when you receive their first letter

Ensure that there is adequate electric and gas credit in your meters

Clear any obstructions to allow the engineers easy access to the
boiler Thank you for your cooperation.
Yours Sincerely
C Connon

L Longley

Carlan Connon
Asset & Investment Assistant
Direct Dial: 01349 855786
Email: carlan.connon@albynhousing.org.uk

Luke Longley
Asset & Investment Assistant
Direct Dial: 01349 855
Email: luke.longley@albynhousing.org.uk

Please see over the page for further important information.
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GAS SERVICING – get ready for your yearly safety check!

•

Please help us ensure your home is safe by making a boiler service appointment when you receive your first service due letter from Heatcare

•

Time slots are available Monday to Friday between 8.30am and 1.00pm or
12 noon and 5.30pm (early contact will ensure an appointment most convenient to
you)

•

Before the engineer arrives, you should ensure the boiler cupboard is clear of
obstruction. This will allow easy access for the service

•

If you have a gas or electric pre-payment meter, please ensure it is in credit
before the engineer visits

•

Regular boiler servicing could help you save money – the service will ensure
you boiler is running as efficiently as possible

•

If any of your contact details have changed please let us know. This will ensure
we can easily contact you if required

•

The law requires us to carry out a yearly service of your gas/oil central heating
system

•

Failure to allow access for the service will result in forced entry proceedings
being instructed, these proceedings will incur a fixed penalty charge – this is
something we wish to avoid at all costs!

•

If you have questions or concerns about allowing access for your annual
service, please phone us so we can help

•

Thank you for helping us keep you and your families safe in your home!

If you smell gas, or suspect there is a gas or carbon monoxide leak,
you should open all doors and windows, shut off the gas supply at the
valve if you can and call SGN on

0800 111 999
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Appendix 4
Safety Advice

I think my appliance is faulty. What do I do?

To report any repairs to your gas appliance at
any time, please call Heatcare who will arrange
an engineer visit on:

Gas Safety

01343 842042

Your Guide to Gas Servicing
I smell gas. What do I do?
• Open doors and windows to ventilate
• Turn off gas supply at meter
• Put out naked flames and don’t smoke
• Don’t turn off or on any power/light switches
• Call National gas Emergency Number below

Call emergency service company SGN on 0800 111999

Useful Contacts
To speak to us:
Carlan Connon 01349 855786 (carlan.connon@albynhousing.org.uk)
Luke Longley
01349 855989 (luke.longley@albynhousing.org.uk)

Keeping You Safe in Your Home
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Our priority is safety in your home.
We must carry out a gas safety check at least
once every 12 months by law.
What are gas safety checks?
If your home has a gas appliance which
provides heating and/or hot water Albyn are
responsible for checking it is working safely. By
law, this must be done at least annually even if
you don’t use the gas.

What will happen….

How will I be contacted?
You will receive a letter from Heatcare 10 months after
your last safety check with a proposed AM or PM
appointment. If this is not convenient, please contact
Heatcare to reschedule on:

01343 842042
Alternatively, email: services@heatcareoil-gas.com

What happens if I’m not at home?
Why do I need to have this checked?
To make sure that you, your family and
neighbours are safe with appliances that work
well and efficiently. If an appliance is faulty or
poorly maintained there is a risk of gas leaks,
carbon-monoxide poisoning or explosions. We
want to make sure this never happens.

Who carries out the check?
A Gas Safe registered engineer from Heatcare
will carry out the FREE safety check which
should around 30-40 mins. Engineers carry
photo I.D at all times.
***THIS IS A FREE AND QUICK SERVICE***
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If you miss the appointment, the engineer will leave a calling card with details to
make contact asap. If no contact is made, the engineer will call again within 14
days. If no access is given at this time, we will contact you by letter, phone and
email to arrange a visit. If you need someone to be with you for the visit such as a
support worker, please call us so we can help with arrangements.

Do I have to let the engineer in?
YES – Your tenancy agreement says that you must allow access for safety checks.
We have to do these checks by law.
Albyn’s Responsibility – check gas appliances to make sure they are safe
My Responsibility – Let the engineer in to carry out the safety checks

Can you gain access to my home without my permission?
If you repeatedly miss appointments or refuse to allow access to the engineer, we
will have to force entry to your home to make sure the gas appliances are safe.
***You will be recharged for the cost of this*** A service interval programmer will
be fitted where a forced entry visit has been arranged. This will act as a reminder
for future services.

Ref: GSI-1

Appendix 5

LETTER 1
Miss XXX
XX
Bellfield
INVERGORDON
RossShire
IV18 0JS
GAS SERVICE APPOINTMENT DATE: …………………………
AM Appointments are between 08:30-13:00 / PM appointments are between 12:0017:30
Dear Insert Tenants Name
Further to your recent letter from Albyn Housing Society, our records show that
your gas/oil boiler is due for a service. Albyn is required to carry out servicing on all
its gas appliances under the current gas regulations within 12 months of the
appliances last service. This is essential to ensure the safety of you, your family
and your neighbours.
The date we have planned to visit is detailed above. If this is not convenient, please
contact us as soon as possible to rearrange the appointment by calling our office on
01343 842042 Monday-Friday between 9:00am and 4:00pm or email us:
services@heatcareoil-gas.com
If your gas appliance or gas meter is located in a cupboard, please ensure all
goods are removed to allow access for the essential works to be carried out.
If you have a pre-payment gas or electric meter please ensure there is credit
on the meter to allow us to carry out a full service on your appliance,
otherwise we may have to isolate your boiler as per current regulations.
Thank you for your cooperation.
…………
….
Heatcare
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GAS SERVICING – get ready for your yearly safety check!

•

Time slots are available Monday to Friday between 8.30am and 1.00pm or
12 noon and 5.30pm (early contact will ensure an appointment most convenient to
you)

•

Before the engineer arrives, you should ensure the boiler cupboard is clear of
obstruction. This will allow easy access for the service

•

If you have a gas or electric pre-payment meter, please ensure it is in credit
before the engineer visits

•

Regular boiler servicing could help you save money – the service will ensure
you boiler is running as efficiently as possible

•

If any of your contact details have changed please let us know. This will ensure
we can easily contact you if required

•

The law requires us to carry out a yearly service of your gas central heating
system

•

Failure to allow access for the service will result in forced entry proceedings
being instructed, these proceedings will incur a fixed penalty charge – this is
something we wish to avoid at all costs!

•

If you have questions or concerns about allowing access for your annual
service, please phone us so we can help

•

Thank you for helping us keep you and your families safe in your home!

If you smell gas, or suspect there is a gas or carbon monoxide leak,
you should open all doors and windows, shut off the gas supply at the
valve if you can and call SGN on

0800 111 999
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Appendix 6
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Appendix 7

Our Ref: GSI-

app Date
Tenant Name
Postal No Address
1 Address 2
Postcode

Dear Tenant Name
CONIFRMED APPOINTMENT – ANNUAL GAS/OIL BOILER
SERVICE
Further to our recent contact, I am writing to confirm that an appointment has been
confirmed with Heatcare to carry out the annual gas check in your home.
Please ensure access is available to the engineer during this time.

Appointment - Date/Time ……………………………………

Further guidance can be found overleaf.
Should you have any queries, please feel free to contact me at the office at any time.
Yours sincerely

C Connon

L Longley

Carlan Connon
Asset & Investment Assistant
Direct Dial: 01349 855786
Email: carlan.connon@albynhousing.org.uk

Luke Longley
Asset & Investment Assistant
Direct Dial: 01349 855
Email: luke.longley@albynhousing.org.uk
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GAS SERVICING – get ready for your yearly safety check!
•

The law requires us to carry out a yearly service of your gas central heating system
•

Before the engineer arrives, you should ensure the boiler cupboard is
clear of obstruction. This will allow easy access for the service

•

If you have a gas or electric pre-payment meter, please ensure it is in credit
before the engineer visits

•

Failure to allow early access for the service will result in a rechargeable
forced entry being carried out – this is something we wish to avoid at all
costs!

•

Regular boiler servicing could help you save money – the service will ensure
you boiler is running as efficiently as possible

•

If any of your contact details have changed please let us know. This will ensure
we can easily contact you if required

•

If you have questions or concerns about allowing access for your annual service,
please phone us so we can help

•

It would help us greatly if work with us to allow the service to be carried out at
the earliest opportunity – thank you for helping us keep you and your families
safe in your home!

If you smell gas, or suspect there is a gas or carbon monoxide leak,
you should open all doors and windows, shut off the gas supply at the
valve if you can and call SGN on

0800 111 999
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Appendix 7a
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Appendix 8

Our Ref: GSI-2
LETTER 2
Tenant Name
Postal No Address
1 Address 2
Postcode

Dear Tenant Name
ANNUAL GAS/OIL BOILER SERVICE – URGENT ACTION
REQUIRED
Further to recent letters from Albyn and our heating contractor, Heatcare Oil &
Gas, I must make you aware that your yearly boiler service is now due urgently.
Please arrange your appointment immediately as the service must be completed before
enter date here (*2 weeks prior to next service due date)
Please contact Albyn on the numbers below or Heatcare on 01343 842042 to
arrange an appointment within 5 working days of receiving this letter, giving a
firm date when the contractor can gain access.
If you fail to arrange access or if there are any further failed appointments, the Society
will have no option but to arrange a forced entry to your property to allow the service
to be carried out or cap the gas at the gas meter. If this happens you will be liable for
the associated costs of forcing entry/gas capping to your property with a fixed penalty
charge of £100.
Albyn have a legal obligation as your landlord to service your gas boiler
within 12 months of the last service to ensure the safety of you, your family
and neighbours.
We look forward to hearing from you to confirm your soonest
availability. Yours sincerely
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C Connon

L Longley

Carlan Connon
Asset & Investment Assistant
Direct Dial: 01349 855786
Email: carlan.connon@albynhousing.org.uk

Luke Longley
Asset & Investment Assistant
Direct Dial: 01349 855
Email: luke.longley@albynhousing.org.uk

GAS SERVICING – get ready for your yearly safety check!

•

Time slots are available Monday to Friday between 8.30am and 1.00pm or
12 noon and 5.30pm (early contact will ensure an appointment most convenient to
you)

•

Before the engineer arrives, you should ensure the boiler cupboard is clear of
obstruction. This will allow easy access for the service

•

If you have a gas or electric pre-payment meter, please ensure it is in credit
before the engineer visits

•

Regular boiler servicing could help you save money – the service will ensure
you boiler is running as efficiently as possible

•

If any of your contact details have changed please let us know. This will ensure
we can easily contact you if required

•

The law requires us to carry out a yearly service of your gas central heating
system

•

Failure to allow access for the service will result in forced entry proceedings
being instructed, these proceedings will incur a fixed penalty charge – this is
something we wish to avoid at all costs!

•

If you have questions or concerns about allowing access for your annual
service, please phone us so we can help

•

Thank you for helping us keep you and your families safe in your home!

If you smell gas, or suspect there is a gas or carbon monoxide leak,
you should open all doors and windows, shut off the gas supply at the
valve if you can and call SGN on

0800 111 999
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Appendix 9

Our Ref: GSI-3
LETTER 3
Tenant Name
Postal No Address
1 Address 2
Postcode
Dear Tenant Name
NOTICE OF FORCED ENTRY – ANNUAL GAS/OIL BOILER
SERVICE
HEALTH & SAFETY: DO NOT IGNORE THIS LETTER
GAS SAFETY (INSTALLATION & USE) REGULATIONS: ANNUAL SERVICE
Albyn Housing Society has a legal obligation to ensure that appliances and pipework
installed by us are maintained in a safe condition to prevent the risk of injury to any
person. To date the Society’s Gas Engineers, Heatcare Oil & Gas have tried
unsuccessfully on at least two occasions to gain access and you have not responded
to letters from Albyn to arrange access.
As the service was not completed by .................. as stated in our previous correspondence,
we have no alternative but to carry out the service by means of forced entry.
Under the terms of your tenancy, you must allow Albyn entry to your home to carry out
inspection of this kind. Due to your failure to co-operate with the Society’s repeated
requests for access to your property, we are enforcing Section 5 of Your Tenancy
Agreement “Repairs, Maintenance, Improvements and Alterations” para 12. Refusal to
permit access is in breach of section 5.12 of your Tenancy Agreement.

A forced entry appointment has been arranged for ……………………………………
Heatcare will attend with your Housing Officer and locksmith/joiner to gain access to
your home and complete the service. You will be liable for a fixed penalty charge of
£100.
More information on what happens at forced entry is
overleaf.
Yours sincerely
John Peteranna
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FORCED ENTRY – ANNUAL GAS/OIL BOILER SERVICE
• The law requires us to carry out a yearly service of your gas central heating system
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•

Forced entry will only be actioned when all other contact attempts have been exhausted

•

Where access is forced if you choose not to be present, we will change the locks
and fit a key safe with new keys inside. A note with Albyn’s office contact details
for the access code to the key safe will be left for you to make sure you can get
into your home

•

A service time clock will be fitted at forced entry. This will act as a reminder for
future servicing as it will countdown from 28 days prior to next service due – if
not serviced by 0 days, your heating and hot water will only operate intermittently every 15 minutes until Heatcare complete a service and reset the time
clock

•

If no credit at visit, the gas supply will be capped. This means that when credit is
added you will not have heating and hot water. You must contact Heatcare on
01343 842042 to arrange a return visit to uncap and service the boiler to make
sure it is safe to use

•

The Society may cap the gas externally at the main supply rather than gain
access however this will only be in exceptional circumstances and your
Housing Officer will make the final decision

•

A fixed penalty of £100 will be recharged to your account

Appendix 10

Albyn Housing Society Ltd
Annual Gas Service Disclaimer
Address:

Tenant(s):

Tenant(s):

I/We discussed and understood the following information at my/our sign-up:

□

Albyn Housing and their agent, Heatcare Oil and Gas Ltd, inspect and service
annually any gas installation in the property provided by us;

□ You will be given reasonable written notice to arrange such inspection;

□ You must allow access to carry our annual gas service;
□ We will provide you with a copy of the inspection report within 28 days of the
inspection;

□ If you fail to allow access, we will make forcible entry and
change front door locks. You will be charged a penalty of
£XXX.XX

□ We will fit a service clock, which will discontinue supply of gas if not serviced
on time;
□ By signing this disclaimer, I agree to observe the above terms and agree to
repay any penalties incurred, as a result;
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Signed:

Tenant

Signed:

Joint Tenant (if applicable)

Witnessed:

Albyn Representative

Appendix 11

Key Safe Procedure During Gas Servicing Involving Forced Entry to the Property

It will very occasionally be necessary to enforce access to carry out a gas service when the
tenant is not present at the property. After we have exhausted the normal process for
obtaining access and enforced entry is considered essential, the tenant is always given
ample advance warning that the service is going to be carried out at a specified time and
date. There are however occasions when the tenant is not at home when the contractors
arrive to complete the work. There is always a member of staff present, usually the
Housing Services Officer, when gas servicing is carried out under a forced entry.
It is essential in these cases that the property is left secure after the service has been
completed. This usually involves changing the lock. It is equally important for the tenant to
be able to gain access to their home when they return to the property, even if that is
outside of normal office hours.
The Housing Services Officer involved in the enforced access should ensure that a doormounted key safe is available during every arranged forced entry should it be required.
When the lock is changed, the new keys should be put into the key safe, which should then
be fixed to the door using the mounting bracket provided. A letter addressed to the tenant
should also be affixed to the door. The letter should advise the tenant to contact the office
during office hours or the out of hours repairs service at all other times, giving contact
details for both options.
If the tenant contacts the office during office hours, the relevant Officer or Assistant should
ask for the tenant’s date of birth, (or the agreed password if one is in place) before giving
them the code for the key safe. This will allow the tenant to access the key safe and gain
entry into the property.
The Officer should contact Hanover Telecare with the relevant details in case the tenant
contacts them outside of office hours requesting access to their property. Before the
Officer leaves work for the day, Hanover should be advised that this action has been taken
and that the tenant may contact them requesting the key safe code. We should advise
Hanover of the code for the key safe and the tenants date of birth (or the agreed password
if one is in place) with the strict instruction that they should only pass the code on to the
tenant once they have given the relevant security information.
Arrangements should the be made as soon as possible afterwards for the key safe to be retrieved.

29 | P a g e

Appendix 12

The Society has gained access to
your property to carry out annual gas
inspection

The Society has gained access to
your property to carry out annual gas
inspection

The locks have been changed.
For keys contact:
Customer Services South
0300 3230991

Your gas has been capped.
To uncap contact: HEATCARE
……01343 842042…………….

The Society has gained access to
your property to carry out annual gas
inspection

The Society has gained access to
your property to carry out annual gas
inspection

The locks have been changed.
For keys contact:

The locks have been changed.
For keys contact:

………………………………………….

………………………………………….

The Society has gained access to
your property to carry out annual gas
inspection

The Society has gained access to
your property to carry out annual gas
inspection

The locks have been changed.
For keys contact:

The locks have been changed.
For keys contact:

………………………………………….

………………………………………….
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