
CASE STUDIES

The challenge
Halton Housing Trust is a social landlord, with more than
6,000 properties across Runcorn and Widnes.

The landlord has a legal duty to carry out annual gas
appliance safety checks in all properties and to issue CP12
gas safety certificates following inspection. At the end of
2006, however, there were 600 checks outstanding – due to a
failure by some tenants to grant inspectors access to their
homes. This was exposing occupants to the dangers of
carbon monoxide poisoning. 

IPB was asked to deliver a short, sharp campaign to raise
general awareness of the importance of gas safety, and to
target non-compliers. The budget was less than £5k.

What we did
> Safety ‘hit squad’: We advised the Trust to set up a ‘hit

squad’, which would visit the homes of all hardcore non-
compliers.

> Media campaign: We teamed up with a local campaign
group, CO Awareness, who lent credibility and a human
interest angle to our campaign. A meeting was arranged
for the group’s founder, and a senior housing officer
from the Trust, to meet with Health and Safety Minister
Lord McKenzie in London, to submit ideas for making it
easier for landlords to protect their tenants. This gave
us a strong news hook.

> Publicity materials: A suite of attention-grabbing
posters and leaflets were used across housing offices,
Council offices and community hubs (e.g. libraries,
community centres). 

> Staff briefings: we got a cross-section of Trust staff
involved, to help spread the word to tenants. Computer
records were amended, so that call centre staff were
automatically alerted to non-compliers, whenever they
phoned the Trust (e.g. to report a repair).

> Use of existing communication channels: Safety
information was included in Trust literature, including
the tenant magazine and welcome packs for new
tenants. Trust vans were also liveried with the campaign
slogan.

Results
As a direct result of the campaign, over 580 gas safety
inspections were carried out, leaving just a handful of
tenants without an up-to-date gas safety certificate. The
Trust is now taking these remaining tenants to court, to
ensure compliance.

What the client said

“The campaign has been a fantastic
success. It’s generated a very positive
response from the vast majority of our
customers, ensuring that their homes are
properly protected.

“IPB made the most of a modest
budget, by devising a focused strategy,
and implementing it with great
professionalism. The campaign will have
an important ‘knock-on’ effect on future
activity too, thanks to the momentum we
have built up, and the new partnerships
we have forged. We’ve been extremely
impressed with the results.”Nick Atkin, Chief Executive of Halton Housing Trust
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Would you leave a fire raging in your home? No,
you would call the fire brigade.

Would you ignore a burst pipe? No, you would call a plumber. 

Then why not deal with another potential danger in your home?

Every year around 30 people die from carbon monoxide poisoning
caused by gas appliances and flues which have not been properly
installed or maintained. When gas does not burn properly excess
carbon monoxide is produced.  This is poisonous and can be deadly.

Halton Housing Trust has a legal duty to service gas appliances in
your home. Having an annual inspection will ensure your safety and
wellbeing and that of your family and neighbours. You will have the
peace of mind of knowing a qualified engineer has checked your
appliances to ensure they are safe to use. In addition, your gas boiler
or fire will be in the best condition to keep you comfortable over the
winter.  Don’t get caught out this Christmas.

There are some homes without a valid annual gas safety certificate.
Despite being sent a safety notice and action letter, these customers
have still failed to get in touch. 

In these cases the next stage is for a court injunction to be issued to
gain access to these properties. The cost of any action averages £750
per property. The Trust will seek to recover the cost of this direct
from any customers who do not allow us to undertake life saving
safety checks.

You are at risk of carbon monoxide
poisoning if:
> Your appliance is not working properly

> Your appliance has not been checked for safety
in the last 12 months

> There is not enough fresh air in the room

> Your chimney or flue is blocked

> Your appliance is burning a yellow or orange flame

What is CO poisoning?
> Carbon Monoxide poisoning can be fatal or cause

permanent damage.
> CO is produced as a result of the incomplete

burning of carbon fuels. It has no odour or taste
and in large quantities can kill.
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By now all of our customers should have
received their new rent payment card which
landed on doormats during November.  

The cards have been supplied by the Co-op
Bank and allow you to pay your rent by cash,
debit card or cheque at any PayPoint or Post
Office outlet – giving you a choice of 61
outlets within Halton where you can make
your payment.  

PayPoint outlets are usually open longer than normal office hours
making it more convenient for you.  Each time you make a
payment you will be issued with a receipt that you should keep as
evidence of your payment. Once a payment has been made it will
be credited to your rent account within two working days. 

The Trust is looking to introduce rent account statements early in
the New Year. These will be sent to you quarterly and will show
the balance as well as the transactions on your rent account.   

Payment cards cannot be used at the payment machines or the

Halton Housing Trust held its first Annual Customer
Conference on the 27th September 2006 at the Halton
Stadium. 

The conference is a further example of the Trust's commitment to
customer involvement. During the day there was an opportunity for
customers to attend a series of workshops covering:

> Developing our Business      >Responsive Repairs

> Anti-Social Behaviour          >Delivering our Promises

Feedback was also provided on the Customer Satisfaction Survey
and the Customer Code of Conduct was formally launched.

In addition there were a number of information stands which were
staffed by Trust employees and a cross section of our partners.
These included:

> Our three investment partners - Bullock Construction,
Connaught PLC and Bramall Construction

> Cooperative Bank

> Fire service

> SHAP

The majority of the 50 plus customers who attended the
conference indicated that they had enjoyed the day and had
benefited from attending.

Customerconference

If you have a problem or just want to get something off your chest then write
to the Haltonhousing Letters Page, Midwood House, Midwood Street Widnes
WA8 6BH. There will be a £10 voucher for the star letter in each edition.

Where can I pay my rent?
I live in Runcorn and now can’t pay my rent at the Town Hall, since the cash counter closed. Where can I pay 
my rent now?
DF, Grange Estate, Runcorn

Dear DF
The Trust has introduced a new, more flexible method for customers to pay their rent at any Post Office, shop or garage
offering the PayPoint service.  

You should by now have received a new plastic payment card which identifies your rent account and if you make a payment at
one of these outlets you will receive a receipt which you should keep as your record of payment. You can of course still make
payment at the cash counters located at The Direct Link offices at Halton Lea and Widnes town centre. 

Have telephone numbers changed?
I recently had difficulty contacting the Trust and have
heard that some of the telephone numbers have
changed ?
ST, Kingsway, Widnes

Dear ST,
As part of the recent office moves the Trust has a new in-
house switchboard facility. The new arrangements provide
a more efficient service for our customers including direct
dial numbers, voice mail and the availability for staff to
transfer calls to their mobile phones when they are away
from the office. This has led to most staff changing their
contact numbers. Customers will shortly be provided with
a list of useful numbers along with details of their
dedicated Housing Officer. Until then if you need to
contact the Trust you can do so on 0151 510 5000 or
0800 195 3172 for repairs.

Letters Page

Halton Housing Trust has introduced new rent payment cards, meeting yet another
promise made to customers.

cashier service operated by the Council.
However, you can still use both the
Council's Direct Link offices at Halton Lea
and in Widnes Town Centre where the
cashier service is still operated.    

You only received one card, however, if you
need a second card then please ring the Income
Section on 0151 510 5136.

The Trust hopes that you find the new payment card more
convenient to use, however, if you have any problems please
contact your Area Office who will be happy to help.

THE SILENT KILLER
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New rent payment cards introduced

If you do not have a valid gas certificate or are
unsure when your home last had a safety check
undertaken I would urge you to call the Trust
immediately on either 0800 195 3172 
(freephone) or 0151 510 5093. 

Competition winners
Summer edition: Daniel O’Brien of Runcorn
Autumn edition: Roy Nickson of Runcorn
In the last edition we asked customers to enter a competition
to name the Trust’s new Grangeway estate office, formerly
known as the cottage. The name chosen is Grange House and
was suggested by Una Gahan of Runcorn. She is the lucky
winner of a helicopter flight.

A free 45 minute safety check by our CORGIregistered gas engineers is all it takes to save lives
If you do not have a valid gas safetycertificate or are unsure when your home lasthad a safety check, ring Halton Housing Trustimmediately on freephone

0800 195 31720800 195 3172
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Do not risk
the safety of
YOU or YOUR
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Attention all Halton Housing Trust customers


