keeping our promises

If we get it wrong we will:

» apologise and give you an explanation of
what went wrong

» advise you how we will put it right and
how we will learn from the mistake so it
doesn’t happen again

if you have a concern please use our
comments and complaints system to let us
know and we will:

» acknowledge your complaint within 2
working days, either in writing or verbally

» respond in full within 10 working days,
either in writing or verbally, advising you
of the date you can expect to hear from
us if this is not possible

» keep you informed if the complaint takes
a long time to investigate

» arrange for a senior officer to investigate
your complaint if you are still dissatisfied

» offer you an appeals stage if you are still
not happy with the outcome. Your
complaint will be considered by a panel
of at least 3 members and you will be
notified of their decision in writing within
5 working days

contact us

gas servicing team

by telephone:

tel: 01274 254378 / 254379 / 254380
or

by writing to us at:

Incommunities

Trust House

5 New Augustus Street,
Bradford BD1 5LL

gas leaks/smell of gas

If you think there may be a gas leak in your
home:

X do not turn any electrical equipment on or
off, this includes light switches and mobile
phones, this can cause an explosion

v if you can, turn off the main gas supply; the
on/off lever can be found at the side of your
meter

v/ put out all cigarettes or naked flames
v open windows for ventilation

v/ call the gas emergency helpline on
tel: 0800 111 999

If you would like the gas servicing quality
standard leaflet in any other format
including large print, audio CD/tape, Braille
or translated into another language please
telephone 01274 254321.
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gas servicing




what are quality standards?

These are standards of service which
explain to you the quality of service you
can expect from us.

whatis gas servicing?

Gas servicing is ensuring your landlord gas
appliances are checked for safety,
serviced, and maintained in good order at
least every 12 months by a Gas Safe
registered gas installer and provide you
with a copy of the safety check within 28
days.

our promises
gas servicing and servicing appointments

We will:
» send you an appointment letter 7 to 10

days before the service date offering
(if appointment inconvenient) alternatives
of am or pm, evenings in the spring/
summer/early autumn and Saturdays

repairs

We will ensure:

» all urgent repairs reported between the
hours of 8.00am and 8.00pm will be
responded to the same day

» all “vulnerable customer’s” urgent repairs
reported between the hours of 8.00am
and 8.00pm will be responded to within
two hours

» all urgent repairs reported between
8.00pm and 8.00am will be responded to
the next day

» all “vulnerable customer’s” urgent repairs
reported between the hours of 8.00pm
and 8.00am will be responded to within
two hours of 8.00am the next day

» all non urgent repairs reported will be
responded to the following day

» all warranty calls now being covered by
our primary gas repair contractor to the
standards as above, i.e. no manufacturer
delay

providing homes of 1st choice

at your home

» the engineer will produce an approved
identification card and introduce himself

We will:
» explain the nature of the work/visit

» wear overshoes where necessary
» use dustsheets where necessary

» protect your home contents and
valuables

» explain the work carried out and any
findings

» give energy saving advice, if required

» provide a landlords gas certificate by
post within 28 days, (servicing only)

how will you know we are
meeting these standards~?

We will tell you how we are meeting these
standards in lots of different ways including:

» asking for your comments via customer
surveys

» our @home newsletter which is sent to
all customers every three months

» the Incommunities website
www.incommunities.co.uk

» carrying out regular technical inspections
and customer feedback sessions

your responsibilities

We expect you to:

» give us access to your property as set
out under the terms of your tenancy
agreement

» be polite to our staff
» tell us how you think we can improve

our service by using our comments and
complaints system




