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Gas Safety Letters and Leaflet Review 

Overview

The Group reviewed the Gas 
Safety/Servicing process. Whilst the 
Gas Team are always between 98-
100% compliant, there are some 

customers who do not allow Southern 
Housing Group (SHG) access to their 

property first time to complete their 
service.  

This review was to look at the 
literature to address the issue of 
access to properties first time.

Approach

The gas safety letters and leaflet, 
which are sent to customers to 

book appointments and to follow up 
on any missed appointments, have 

been updated.  Our resident 
reviewers were invited to give their 

comments on these updated 
documents.  

(To find out more about Resident 
Reviewers click Ways to get 
involved (shgroup.org.uk))

Impact

Using different key 
performance measures 

(KPIs) to identify what impact 
the new letters have had i.e., 
increased first time access 

and ease administration 
workload for Gas Safety 

Team. 

https://www.shgroup.org.uk/your-home/resident-involvement/ways-to-get-involved/


How the project links to the Corporate Plan

We do the right thing – Involved our ‘Resident Reviewers’ to review the letters 
and leaflets.   23 residents took part giving a total of over 5 hours of their time.  

We work together – Working together with the project lead the scope of the 
project was set out, survey questions were devised and the parameter for 
responses including timescales were agreed.  The project report was shared 
with project lead for setting outcomes to recommendations. 

We get things done – From the responses 14 recommendations were 
made.  The project lead addressed each recommendation explaining how 
they will carry each one forward.  Reasons were given for any that were not 
taken forward. 



Business Impact / Outcomes  

Did you achieve your objective?

We achieved our objective which 
was to undertake a review of the 
gas safety letters with residents. 

This can be evidenced by the 
production of the new style letters. 

What worked well was cross 
departmental collaboration and 
structured/effective customer 

consultation. 

What has improved for 
residents?

Improved clarity in terms of the 

letters setting out why access is 

required and how to make contact 

if appointments are not suitable to 

resident.  

What are you doing differently 
as a result of this resident 

involvement activity? 

Continue to use new gas safety 
letters and look to measure impact 

through Key Performance 
Indicators (KPIs)

These impact / outcomes are reported as expected benefits. Due to the changes in the team 

actual impacts are unable to be tracked at this time.


