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1. Introduction

SGN is consulting with stakeholders on its plan to raise awareness and reduce carbon monoxide (CO)
risk for customers. This report collates the outputs of two roundtable meetings that took place in
November 2019, bringing together specialist stakeholders with an interest in CO from across
Scotland and southern England.

e Scotland roundtable: Tuesday 19 November 2019 at the Novotel, Edinburgh.

e Southern roundtable: Friday 22" November at the Connaught Rooms in London.

Both meetings followed the same agenda and were given the same presentations. Presentations and
other duplicated parts of the workshop are only shown once, with the output of the discussions
marked Southern for the London workshop and Scotland for the Edinburgh workshop.

This report does not reflect the exact chronology of the meetings, instead relevant sections of
content (the presentations and discussions) have been reorganised so that the reader can view all
relevant information on each topic (e.g. GD1 or GD2) in one place.

The meeting was independently facilitated by 3KQ on behalf of SGN and the participants.

Meeting objectives

1. To update stakeholders on SGN’s progress towards a new business plan for GD2 (2021-2026).
2. For stakeholders to feedback on the content of this plan, and how SGN implements it.
3. For stakeholders to feedback on SGN’s shorter term actions, in the current plan (before 2021).

Agenda

o Welcome and overview: Barbara Whiting, Head of Stakeholder Engagement, SGN

e QOrientation: 3KQ Facilitator (Rowena Harris in Edinburgh, Rhuari Bennett in London)
e QOverview of GD2 business planning: Barbara Whiting, SGN

e GD1 initiatives and emergency response data: Grant Taylor, Area SHE Manager, SGN
o Feedback on longer term initiatives (GD2): Discussion

e Feedback on shorter term objectives (GD1): Discussion

e Way forward and engaging with SGN: Discussion
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2. Meeting welcome

SGN’s Head of Stakeholder Engagement Barbara Whiting opened the day and welcomed panel
members to the meeting. She then introduced and handed over to Rowena Harris (in Edinburgh)
and Rhuari Bennett (in London), the independent facilitator from 3KQ, to facilitate the meeting.

The facilitator ran through the housekeeping points, outlined the meeting objectives, agenda,
format and working arrangements. Followed by a round of introductions from delegates.

It was explained to participants that SGN’s draft Business Plan has now been submitted to Ofgem,
and changes to the plan are not impossible but are getting significantly harder to make. Therefore,
the agenda has been designed to focus on the areas stakeholders can have the greatest influence,
namely the CO programme running during the final stages of GD1 and the implementation of the
future CO plan in GD2.

3. Overview of business planning and progress

Presentation

Barbara Whiting reminded delegates of SGN’s role and responsibilities and ran through the basic
facts of the network. She then gave an overview of where the GD2 business plan for 2021-2026 is in
its development. She ran through the key commitments and how these have been shaped through
customer and stakeholder engagement.

A reminder of SGN Responding to our customers

Our customers’ priorities ~ Our commitments
We will...

@ Make a positive social impact
Providing excellent service

Q VI‘
Connect
20,000 connections Delivering energy solutions
(5,000 fuel poor) per year for the future
Build a shared net-zero future

Upgrade

1,000km mains

replaced per year Supporting vulnerable

communities

Minimising environmental
Emergency impact
230,000 calls

50,000 repairs per year

Acting safely

Keeping costs down eliver a safe and efficient network

Py K ing thi flowi

Comments

A few initial comments were received from stakeholders at the southern meeting. One stakeholder
expressed surprise that they were being consulted at this stage, “when it feels like the last minute”.
They questioned the consultation process in developing the draft GD2 plan. Barbara explained that
the GD2 submission has been influenced by a widespread programme of engagement including the
Moving Forward Together events, specialist roundtables and extensive customer insight research.
She explained how Ofgem has released information that there will be a dedicated allowance for CO
which has influenced this drive for additional consultation.
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4. GD2: longer term initiatives

Presentation

Barbara Whiting, SGN’s Head of Stakeholder Engagement and Grant Taylor, SGN’s Area SHE
Manager took it in turns to present various aspects of the following presentation, which covered:

e the approach SGN is taking in responding to Ofgem guidance for GD2.

e how feedback from stakeholders, customer research and engagement with front-line staff
has underpinned the development of the draft plan.

e the engagement with FCO’s (front-line SGN engineers who respond to calls of suspected CO)

and what ideas they have suggested for improving the service.

Ofgem guidance for GD2 Funding pot

A use it or lose it allowance for programmes addressing
consumer vulnerability and CO safety that go beyond business
as usual (includes work on CO awareness for all customers)

£1,200,000

(solely SGN)

£400,000

(Collaborative)

Collaboration is key to ensuring best service — ring fenced 25% -
solely for collaborative projects between GDN’s

Clear outcomes or deliverables must be attached to the funding

Initiatives relating to CO safety funded through the allowance
will not have to be focussed on consumers in vulnerable
situations

iseN {JiseN

How we will be reporting

Iroviding  water
excellent sevice. for customers, by g 9 the rowd cace.

Annual ::._,7 Comipo e g s 800 rem ke b -
showcase Py
event -_—_;-..'-I. g s s i o e e ..
'-::" accommodation, CV writing, looking for transtermable sklls).
-‘~~ Awareness campagn (l customers)
comemunity | ‘monomde
Annual reors Stttk o
- & Minimising  Reducing the greenhonse gas emusons from —a
reporting on et R gl -
3 -4 common e 008 e gt s b -.
1T Doyt =
vulnera‘blllty :-- g e e n----—»-:::m-m»- e
metrics -
{JlisGN
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FCO Survey results

Number of jobs where the customers were vulnerable;
R:xpenu Response

Total

1 | 0to50 E— 7246% 100

2 5110100 2246% 31

3 101 to 300 | 435% 8

4 301 to 500 ] 072% 1

5 501 or more 0.00% o

Ranked by FCO’s — what they find on site

Item &T:;h'l‘ W-":Il
CO battery/alarm fadure 1270 1
Fauity appiance 283 2
Signs of headaches 863 3
Obvious signs of unmaintained appliances 797 4
Signs of dizziness 770 5
CO alarmed installed in unacceptable position (e g. wathin a cupboard) 692 6
No CO alarm fitted 639 7
Boiler not serviced in last 12 months. 633 8
Signs of nausea 825 9
Flue(s) blocked 393 10

Ideas from our engineers

We have received additional ideas from our engineers which
include:

Education — ensure that the customer advisors that take CO
related calls share awareness with customers

CO alarms have an expiry date

Check CO alarms and battery dates on all visits

Videos on website

TV Advertising, media campaigns, radio campaigns

Innovation — CO detection equipment

Make the Gas Emergency Number larger on UK CO Alarms — Fire
and rescue get called unnecessarily

CO strategy

We are proposing to spend 12% of our allowance on
CO awareness = £200k

Refining our 2018 CO strategy

Issues and potential solutions

are identified in our Strategy —
we need your expertise to find
solutions and add Information
on emerging issues

FCO Survey results

What our engineers suggest would be support the community;
Response Response
Percent Total
1 Install a free CO alarm

Referral to fire and rescue for
installation of free CO alarm and offer 36.69% 51
of other available support

| sp— 45.32% 63

~

Provide Iiterature with information on
3 the most at-isk appliances L Hom| @
Provide iterature with pictures and
4 guidance on how to identity the signs I w“e0% &2
of CO
Offer a voucher scheme for
5 vuinerable customer appliance B/IT% 50
servicing
Video with alarm sounds to identify
6 battery failure = 28 o
7 Other (please specity): 086% 29

SGN

everyone home
safe and well

SGN

Dangers of
CO alarms
fitted in
cupboards

Our themes

AN

Jp—
’(‘ “’ Target
¥ ot 2
e specific
! i demographics
Classification —young and
of CO old
detection —
accurate
records

Engaging
older people —
service
appliances
regularly

o
=

Raise
awareness on
differenttypes of
appliances create
differentlevels
of risk
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Following a question of clarification from a stakeholder Barbara confirmed that both the £1.2m pot
of funding for SGN, and the £400,000 pot for collaborative working with other GDNs are available on
a per annum basis. Barbara then gave an overview of the key initiatives currently outlined in the
draft GD2 CO strategy and described how, with stakeholder feedback, it will develop and evolve over
time.

Current thoughts GD2 Initiatives

Appliance

servicing for Creation of CO Advice on

the correct
Installation
of CO Alarms

vulnerable
customers— CO
evidence

Work with

holiday homes /

During the presentation the facilitator asked delegates to jot down questions they might have so
they could come back to them in the discussion later:

e Questions of clarification?
e Has SGN got it right?
e Any gaps, other ideas or feedback?

Discussion

Questions of clarification

Scotland

e Are CO alarms fitted as standard?

e SGN: confirmed they are but only in Scotland, not the South of England. Regulations are
changing in Scotland in 2021 to ensure all new builds have CO alarms integrated. There is
currently lobbying for this to be extended to England.

e How are SGN initiatives developed? Is there discussion going on at a strategic level?

e SGN: over the course of last and previous price control periods we have looked at what
stakeholders and engineers have told us. Now have built a strategy and programme we are
looking at whether it is the right direction of travel. We work collaboratively with other gas
distribution networks and try to cover all bases in terms of the vulnerable sectors (young, old,
students, etc).

e What about direct feedback from customers?

e SGN: we have a customer panel that looks at our priorities, including what people are willing to
pay for. We use the FCOs for gathering information on the ground and engage with established
groups, especially for vulnerable customers. We also have a customer service questionnaire and
could introduce a specific question perhaps. There may be issues around perspective that would
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not get picked up. A lot of people don’t feel safe, even if they live in a low crime area. The
perception can make them behave in a different way. Perception is very valuable and difficult to
capture through surveys. The interaction between FCO and customer is generally positive, we
don’t envisage something that’s directed at just CO but we could tweak something. Maybe we
go directly to customers and ask customer touch points to get skilled in gathering customer
feedback.

Southern

e What about the off-grid section — oil boilers, biomass, LPG etc. Who picks that sector up? There
can be a high level of risk with those appliances.

e SGN: our network doesn’t cover those customers and we don’t have that responsibility (Oftec,
Hetas and LPG suppliers are responsible here). Fire and Rescue has a role. But we will attend if
these people call our 24/7 emergency number. SGN’s Gas Safety/CO leaflet explains this.

e |s Ofgem funding available to LPG suppliers in the same way?

e SGN: they aren’t regulated. So, no.
Data collection

Southern

A key question relating to how data is collected on CO incidents was raised at the southern meeting,
with one stakeholder describing a fault in the process for recording CO incidents. When customers
report suspected CO in their homes they are advised to ventilate their properties, this means that by
the time the GDN attends there is unlikely to be any traceable CO present. As appliances are not
tested it cannot be ascertained whether any CO is being produced, this means that it will be
recorded as a ‘CO incident’ without any evidence that it is. Stakeholders described how without this
evidence the victim, and the GDN, are unable to take action to resolve the situation, adding that
“HSE has admitted the process is not fit for purpose”. A detailed discussion followed on this point:

e SGN: confirmed its role as an emergency service for this issue, in that it is required to respond to
incidents and “make safe”, but that testing appliances is an important issue which the company
is hoping to pursue in partnership with other GDNs.

e Another GDN is also working on this; and bearing in mind the funding available for collaboration
we would like a GDN to apply for and receive funding to not only protect from CO, but also to
test appliances. This could start with a trial and proved first — evaluate the value and see
whether it is worth rolling out.

e SGN staff discussed and agreed that Oxford would be a good location to run a trial, Richard
Mendham General Manager of the Oxford Deport explained that this would be subject to a
number of considerations in relation to funding and deliverability.

e The terminology on battery failure is the key data differentiation — is the data split between end
of battery life vs battery failure.

e SGN: the list of outcome codes does not currently allow for this differentiation — if it is
something that we look into adding it needs to be carefully thought through. To put a minor
change in our outcomes code can take a long time and needs funding.
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e Suspect the number of actual operative alarms is significantly less than data suggests. People
who actually have CO alarms is much lower than smoke alarms. This data is only catching the tip
of the iceberg; this is where having the equipment to test the appliance is key.

e SGN staff acknowledged this challenge but highlighted that appliance testing would mean a
significant change for the industry and would need to be a joint GDN activity.

The facilitator asked whether there was agreement that appliance testing is something that SGN
should progress. Most of the participants agreed, with one caveating that any testing equipment
also needs the ability to detect long term and low-level emission.

ACTION: SGN to investigate the possibility of a pilot for appliance testing of CO during FCO
attendance.

Feedback on the list of ‘Current thoughts GD2 Initiatives’

1. Appliance servicing for vulnerable customers — CO evidence

Scotland

e Do you link to the priority services register? And how do you Appliance
go about raising awareness of the register. My experience is servicing for
that people’s level of awareness is low. vulnerable

e SGN: we talk about the FCO journey and the relationship they customers — CO
have with customers. Around 18 months ago we did a similar evidence

survey in a general context about vulnerable customers. They
have a short survey on their tablet and can refer to a range of

trusted partners — energy advice, energy efficiency advice,
free insulation, etc. We raise awareness with other GDNs and have a section on the website.
And also supported Alzheimer’s week and provide training for carers.

e ACTION City of Edinburgh Council produces a resource sheet for if people get cut off which we
are happy to share. It gives useful contact details etc. SGN: agreed, with thanks.

e Inanideal world all the different organisations that go into people’s houses would be updating
each other’s records.

e SGN: is working with councils and people who do maintenance.

e Gas safe could get an SGN representative in to talk to the engineers. Engaging with local
authorities about it might be useful.

e ACTION Scottish Community Safety Network (SCSN) we can put you in touch with our contact in
each local authority who has responsibility for gas safety. SGN: agreed, with thanks.

e latest technology and implications: a stakeholder described how they had visited a tech house
in Dundee which is researching how smart technologies (e.g. Alexa Show) can be helpful in the
home. Smart devices on a boiler could auto report on CO and other safety factors.

e How faris SGN prepared to go in terms of cost? E.g. could have CO monitoring system that cuts
the boiler off.

e How do you identify vulnerable people?
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SGN: it is based on recognised needs codes. Frontline engineers get information from us on what
to look for and if in any doubt they should refer. We have a care line that they can call to get
further advice. There are ways we can make sure we’re not missing anyone.

Do engineers give advice for people to attend their GP for a blood test? SGN staff confirmed
they advise customers to visit their GP if they have responded to a call and there is any
indication of risk.

Southern

10

The highest risk factor is those over 60 who live in poverty. You need a charity to access this for
replacement appliances. They are receptive.

Playing devil’s advocate and looking at the when/how/what of appliance testing. If SGN attends
200,000 visits every year, 180,000 or so have nothing to do with CO. For those 180,000 are we
proposing that while we are there we do a CO test? There are 2,000 or so where there is a CO
risk and the remaining 17,000 or so there is a battery problem. Therefore, CO testing becomes
almost random, might as well knock on doors. What you are trying to find is not people whose
batteries have failed or can smell methane; you want to find is those elderly / at risk people who
have not been servicing their appliances. Test the CO for them. Just to be aware that if you
advocate a system for testing using sophisticated equipment you need to think carefully about
how you apply the testing.

In the NHS is called making every contact count. Replacing battery / testing alarm is a win-win.
Need to assess what SGN considers a vulnerable customer — could end up being the whole of
society and the most at risk may not be in the PSR.

ACTION SGN to circulate the definition of vulnerability and a summary.

Recommend you avoid the rabbit hole which is targeting those who are vulnerable to CO. You
need to target an intervention that isn’t about an FCO visit, instead working with those who visit
these types of people (living in poverty and not servicing their appliances).

Everyone is vulnerable to CO — raising awareness is key. Even if you do service your appliances
things can go wrong with appliances or engineers.

Agreed, but there is a very strong correlation between being at risk of CO and poverty.

Many people in the vulnerable category will struggle to engage with GP if there has been an
incident. Is there an information slip that can be provided for patients to pass to GPs to clearly
explain the potential concern? Agreement that this is a good idea and ACTION to look into this.
From our experience all the GDNs are good at urging people to go to the doctors. Problems arise
when people get to the GP, sometimes they wait for hours and then get told to come back next
week when the practice nurse is in. By then any CO in their system will be non-detectable, and
the person returns to a potentially deadly setting.

Needs to be time-stamped, i.e. this happened on XX date.

SGN: explained the current process but agreed it could be improved — potentially with a subset
of information to be passed directly to the GP.

Why do people call fire and rescue rather than gas network? They come within minutes rather
than an hour and they have CO equipment. Knowing whether you have been poisoned or not is
vital to get the right treatment.
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In relation to response times, SGN confirmed that SGN has a standard of service to adhere to set
as part of their Safety Case and Ofgem.

2. Creation of CO projects in local footprints with partners

Scotland

° Dlscu55|orT at regional and local authority level? Safety Creation of CO
partnerships for example? : .

projects in local

e SGN: yes GD2 should do more of that. ] :

footprints with

e Have you had any contact with the NFCC (National Fire Chiefs e
Council)? They have a National Gas Safety week, they have a
‘register your appliance’ day. This week is Electrical Safety
Week, they have other events throughout the year.

e SGN: yes have partnered with the fire & rescue service, but not sure about the NFCC, we could
certainly contact them. ACTION

e At a gas safety trust meeting | attended, they tackled CO awareness, through Warm Wales. Are
you aware of it? SGN: no.

e What about targeting those in secondary schools? They’re very vocal and can educate the
family. There might be a sparkle of interest that they take home to the family.

e SGN: working with 1°-3™ year age group. We are taking that approach but not the later years.

e They're going on to be students soon, and a vulnerable group so need to be aware of it.

e SGN: are there any initiatives that you’re aware of that we could partner with, to tackle older
children? Foreign students with language issues also.

e We do family days and badgers and cubs, and young carers. But we rarely pick up college age
people.

e Use infographics, rather than prose - that might be easier to understand.

e ACTION this week for Electrical Safety Week Scottish Business Resilience is doing an article every
day that’s relevant to electrical safety and fire to send to 8,000 people on the mailing list. We
could raise awareness by collaborating with SGN. We’re business-related but staff live in houses
too. THIS OPPORTUNITY HAS NOW PASSED.

e Gas Safety Charity has just produced a signed and subtitled video on about CO awareness,
available on YouTube which all are welcome to use and share. SGN: Yes please, with thanks.
ACTION circulate link.

Southern

11

Educating GPs is very important, supply them with a pool of CO alarms and maybe data monitors
that they can hand out?

Make sure all local partners have a clear idea of key messages and how to promote those
messages.

There is a challenge of inconsistent safety messages coming from different individuals within the
various organisations who give advice. There is an opportunity for partnership.

SGN: agree that the Gas Safety Charity material is very good, GDNs could sign up to that.
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e ACTION: Gas Safe Register is actively seeking partnerships and will be in touch.

e NHS feedback - hospitals have loved the CO fold out card, it has been great for raising awareness
for staff and patients and are seeing a real benefit.

e Can these cards be sent out to Doctors surgeries?

e It needs more than just sending the cards, without some work to ensure surgeries know what it
is and use it they may get passed over. But there is a lot of traction
with the hospital roll out.

e ACTION: CO — Gas Safety Charity has a one-minute film that could also
be sent to GP surgeries.

Advice on

3. Advice on the correct Installation of CO Alarms the correct

Installation

There was little feedback on this area at either workshop, beyond an i
of CO Alarms

explanation that Play Fair Marketing has taken on the delivery of a project
to look at this and (ACTION) can share a link for further information.

4. Referral for free CO Alarm installation — for vulnerable
customers

There were no specific comments on this area from the
Scotland stakeholders. 4

Southern Referral
for free CO Alarm

e The lifespan of a ‘free’ CO alarm — at the end of the life of . .
installation — for

that CO alarm what drives the replacement? A vulnerable

. . . . . . vulnerable
customer who is not servicing their appliances is not likely

. ) 3 s
to replace the alarm — what’s the driver? It’s obviously a customer

major positive to install alarms but when they expire who

is responsible and how do we ensure they are replaced?

e Potentially check dates etc, testing of alarms?

e Wider industry also has a role; it could be considered that engineers test alarms when in
people’s houses as a matter of course.

e There is potentially a change in risk now that we are changing fuels — hydrogen.

e In some states in the US where there is mandatory legislation on CO alarms they have seen an
increase in work for the fire service on battery faults etc. They are now looking at a peak in
incidents around the expiration date following the legislation. Is there a method for predicting
when these installations are likely to expire?

e Start a programme of reminders to test?

e There is a data issue — GDPR is a major problem.

e E.g. newer built estates, if one person contacts about an alarm which has expired the checks
could be rolled out to the other households.

e SGN: the local authority should have a responsibility, in Scotland and housing associations in
England.
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5.

Scotland

13

Getting the balance right is key — overcomplicating it could drive up the price of alarms.

Do you have a rough estimate of referrals for GD2, a plan to set a target?

SGN: no, we have not set a target and there is no plan to do so.

Sometimes there is a mismatch in perceived demand. People show interest — but then is a large
drop-off of follow through.

Who is referring for a free CO alarm?

SGN: different models - we are working with partners to test and are using front line engineers.
From a healthcare perspective could that referral come from a midwife who has just tested the
woman for CO (standard for smoking risks) — but also finds out they don’t have a CO alarm? This
would catch a wide range of vulnerability potential. Also, children up to five as the government
is improving health and wellbeing in children. If you can join that, then Ofgem will surely look on
that kindly as you are collaborating with the healthcare provider.

Could the fire service refer? Is there money for the fire service to give out CO alarms (Sharon)?
SGN: from 2021 we know we will have a pot of money, so we need to develop these initiatives
and test them. Everything will have a finite ceiling on what can be funded, so we will need to
look at where we make the biggest impact.

The risk is you burn up your ‘use it or lose it’ allowance on CO alarms.

Important to engage carers as they are looking after vulnerable people. It is difficult for
FCOs/business to decide whether someone is vulnerable, especially as people don’t want to be
seen as vulnerable.

The use of front-line engineers to make referrals — there are hard limits on this from research
because of concerns from vulnerable people that a visit from a utility will result in their
appliance being condemned. There needs to be a pool of money to service, repair and replace
these appliances. ACTION: Policy Connect to share this research.

Work with holiday homes / caravan parks to raise awareness of CO

How many gas escapes are there from commercial
properties?

SGN: not sure, we could probably source this data.

Work with
holiday homes /

Thinking ahead because next year SPRC is launching an

initiative looking at assessments for sleeping
caravan parks to

raise awareness
of CO

accommodation — from large hotels to Airbnbs, etc. That will
come in in February / March. Could tie in with SGN and raise
awareness.

SGN: we focus on domestic. We also get a lot through 5

landlords and also restaurants, because CO is being
produced by restaurants and goes through block of flats.
We get EHOs and they say there’s a rise of restaurants using charcoal and a rise in people living
above restaurants and reporting CO; vulnerability is also in terms of the type of accommodation
people live in. SGN: confirmed it has seen this increase also.
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e When you say caravan parks, do you mean static homes as well as where people go on holiday?

e | think it should cover these because more people are living in this type of accommodation. And
people are there during the winter months.

e And Gypsy/Travellers should definitely be included.

e SGN: we have tried to engage with Gypsy/Travellers but it’s difficult.

e Scottish Government has just launched a Gypsy/Traveller action plan to improve equalities.
Might be worth looking at that. It’s a huge topic of interest in Scotland at the moment. Huge
issue because they move around. SGN: ACTION agreed that looking at this would be beneficial.

No comments were made by the southern stakeholders on this area.
Anything else?

Scotland

The facilitator reminded delegates of the themes and initiatives and asked for any more comments
or questions before moving onto GD1. No more comments were made so she asked whether the
SGN team had anything additional to ask stakeholders on GD2, to which they responded that “the
ideas have been really fantastic, e.qg. fire and rescue, council groups, targeting groups we haven’t in
the past, etc.”

Southern

e GDNs are doing a great job and so is Ofgem and that is hopefully moving things forward. With
‘use it or lose it” where are the suppliers, manufacturers and HSE? Why is it that the GDNs are on
their own doing this? It seems rather unfair that all the emphasis is put on the GDNs and not the
manufacturers and suppliers. Can SGN do a bit of encouraging industry to contribute?

e SGN: the All Party Parliamentary CO Group is the only place where those people get together.

e Thisis a real problem. Wish the HSE would do more — they admitted that the RIDDOR legislation
(Reporting of Injuries, Diseases and Dangerous Occurrences Regulations 2013) is not fit for
purpose.

e There is a group looking at this and includes suppliers, chaired by Cadent. ACTION Chris Bielby to
circulate details of this group

e Suppliers are looking at this through Energy UK. The HSE has limited powers and budget, and the
power to amend RIDDOR substantively sits with the Secretary of State, not the HSE.

e Understand that but if HSE makes recommendation for improvement it should follow it up.
Surely the All Party group, purely from a PR point of view, could push for suppliers and
manufacturers to do more. There is not even a funded body to advise the victims, this is done by
charities struggling to make ends meet.

e This amount of money available is not even going to make a dent, just to put CO alarms in
everyone’s houses is £200m. It needs to be legislated that CO alarms are mandated at key points
of intervention. It is in Scotland, and for solid fuel. But not for gas in England.
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e Thereis anissue in that CO doesn’t sit solely within one Government department. The remit falls
under different departments so to each of them it looks like a smaller problem than it is. The
work on indoor air quality covers this, and there is improvement, but government moves slowly.

e Isthere anyone who does work directly with boiler companies?

e No —this has to be mandated.

e The boiler manufacturer will always say that an annual service is the answer, not a CO alarm.

e When there is a call for action on CO the manufacturers have responded and developed an
industry solution, which is generally better than an HSE directive. They cannot afford the
reputational risk — it leads to better customer satisfaction and warranties. Industry would
respond quickly and would get a more workable solution.

5. GD1: Shorter term priorities

Presentation
SGN Emergency response 18/19

* Over the year around 10% of our emergency calls were CO or Fumes

Grant Taylor, Area SHE Manager for SGN gave an

overview of his role and background and his related.
. . . * There were 193,378 escapes in SGN of which 19,294 were related to
experience of gas safety in his career. He talked €O or fumes.

through the factors that influence the level of CO

events and introduced the Driving awareness of
CO; a data-driven strategy document. He gave full I

overview of the approach taken to CO in GD1, and

the progress of the various initiatives introduced. e e L [ §Z°'§ if;

w—CO /Fumes 2152 2256 1892

The following two slides were shown only in their respective regions.

Scotland Emergency response 18/19  southern Emergency response 18/19

Scotland CO & Fumes jobs Southern CO & Fumes jobs

e COATBRIDGE  mmmmDUNDEE e DUNFERMLINE EONBURGH emmmGLASGOW mmmmPASSLEY  emmmSIL
AL DERSHOT s EASTIENT s K0 s ONDON s OXF ORD s POOLE e S0L ENT s SURRE Y e SUSSEX. s W ESTIEN
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SGN calls - active CO alarms vs battery Driving awareness of CO
failure
SGN CO related jobs . %e—nft:rther reduce the number of CO SGN

Sept 18 - Aug 19 Driving awareness of CO;

a data-driven strategy

* How — work collaboratively to deliver a CO
strategy based on solid and relevant data

185 N * Focus on 3 keys areas - Partnership working,
Grassroots awareness, Driving change

The recent Gas Quality project we carried out
in several remote towns in Scotland has
provided us with in depth data. The results
outlined in our report, launched in 2018 which
enabled us to take our CO strategy to a new
level

GD1 Initiatives- Partnership working GD1 Initiatives — Grassroots
awareness

Dominic’s

Day Girlguiding

US Student CO
co Training
Awareness frontline

— Power care
Cuts workers ¥ «d =
Safe Taysiders
S4TP — < 3 /

survey

ildren’s
etition

Solutions STEM
for the activities
[ELTES

Risk Factories
x4

GD1 Initiatives in flight

Lobbying for
change— Training

APPCOG and inquiry - |
CPSG ) i Winter readiness information campaign

Drafted private PAMs for Mumsnet and Gransnet Adverts
rented sector frontline . - e _
amendment staff @ Audio of CO Alarms identifying battery failure
A&ECO i 4 4“.‘ Billboard messaging

geeene 4 = FIGHTING FORA Bounty Adverts

research h
I O GAS,—QSAESM“OH, Sponsorship of 'Carbon monoxide: Safeguarding carers,

CO Awareness rti ities’ hi 2
Strategy supporting communities research inquiry

SGN

Questions of clarification

A few questions of clarification were asked at the southern meeting, mainly in relation to the data

collection issue discussed previously. Specific queries included:

e Battery failure —is it because it has not lasted as long as it should, or is end of life?

e Is anyone differentiating between CO and fumes? [Clarification: CO can be an output of fume
related calls. This is terminology used in the gas industry nationwide.]

e From a communications perspective the statistics are important — NHS don’t record CO events
consistently — sometimes ‘CO’, sometimes ‘fumes’, sometimes ‘poisoning’.
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How can you say whether it is CO or not CO when you have not tested the appliances?

SGN: accept the point and it is something to think about as a business, should we be doing more,
talking more to Ofgem? However, it should be noted that SGN operate an emergency service
and not a repair/maintenance service for gas suppliers’ customers.

If you don’t test — how do you know? We would love the data but what does it mean — how can
you tell by looking when the whole point about CO is you can’t see it. Even clean looking
appliances can emit CO.

SGN: we look for signs of the appliance failing, e.g. dirty/sooted. But we agree and take your
point, this is what today is all about. What more can we do as a business? We’ve heard that we
need better data for stakeholders.

The Ministry of Housing, Communities and Local Government has now taken this data which is
influencing private landlords and legislation.

Discussion

Feedback on the list of GD1 ‘Inflight initiatives’

Scotland

17

Posters in doctor’s surgeries. Chief medical officer has sent out information to GPs. But GPs see
it so rarely so won’t necessarily diagnose it.

SGN: we did handout leaflets within doc surgeries and hospitals.

Posters - the GP might become aware enough to ask their patients whether they’ve got a gas
engineer to check their boiler, etc.

It’s not very common and the symptoms come on very quickly. We just call fire and rescue,
because it might not be coming from that house. Because of what is causing it — it might not be
gas. Fire and rescue can identify whether it is CO. We do not know what’s causing it so we just
call them.

Do you check fingertips, etc?

We've got to look at timescales. It happens very quickly.

I've been in family houses and they say they can’t afford CO detectors. When you look at the
prices they’re not cheap, so | understand why people don’t have them. Those people are
vulnerable.

Maybe when they come to service the boiler they should give them a CO detector if they don’t
have one already.

SGN: Local authority’s households will have a CO alarm?

Yes, we do hardwired ones. It is a different alarm depending on whether it is smoke or CO. You
(SGN) could go into the public sector with gas engineers and reimburse costs for them to fit CO
detectors. Rather than having to find vulnerable people, there’s a claim form that comes back to
you from the engineer or private company.

Vulnerability is a difficult thing to detect. Everyone without a CO alarm is vulnerable person.
It's sometimes not helpful to go down the vulnerability route because so many people are
vulnerable. Why doesn’t everyone just have a CO alarm?

November 2019




. 000 0 — — o @ @

SGN CO Roundtables: November 2019: full report

e Do you get funding from government for CO alarms?

e Discussions at the moment with government about new repair standard and the requirement
for hardwiring of CO alarms.

e We're developing a new public health body to look at taking a public health approach. Looking
at it that way everyone would have one, and it takes away some of the barriers about how to get
them into the right house, etc.

e SGN: Don’t think it would be realistic in terms of budget. Also, a CO alarm is the last resort, so
we should focus resources on prevention and tackling the root cause of appliance servicing.

e Taking a public health approach would mean making sure boilers and appliances are maintained.

e SGN: 32 local authorities in Scotland. Every council tenant gets their property serviced. Then
private landlords — an area we need to reach is privately owned houses?

e They are the most vulnerable ones because there is no legislation covering CO for private
tenants/owner occupies.

e There are organisations lobbying for that.

e The government puts conditions in so that when people sell their house they have to put an
alarm in, but they won’t make people put one in while they are living there.

e We will not walk away from someone who is living in a big house that they have lived in for
decades but is cash poor.

e Do you take for granted that people have Wi-Fi and it is reliable?

e There are back-up systems.

e Battery operated ones are easier and cheaper. You don’t need Wi-Fi and hard-wired alarms.
When you put cost into it people decide not to use it. So keep cost down. Safety high, cost low.
Keep it simple and people will do it.

e The Wi-Fi fire detectors that we fit are not physically connected to the home Wi-Fi. Wi-Fi is the
frequency between two detectors. Also, there’s only a requirement for a hardwired CO detector
is if it’s a combined fire detector.

o People forget that hardwired alarm will have to be replaced too — it only has a 10-year life. And
someone has to go in and change it, so it is an ongoing cost.

e SGN: back to the question of servicing being the root of it; should be targeting privately owned
but is difficult because they’re quite disparate. A local authority can more easily target its
tenants. Any ideas?

e |nsurance companies. It could be made a requirement to have CO detectors.

e If you've got a mortgage you're supposed to have insurance but not everyone does. You can’t
assume you’d reach everyone that way.

e Energy suppliers.

e Council tax will identify who the owner is.

e SGN: when they send out council tax bill we could ask them to send out information on CO too.

e The council identifies single people and families getting some kind of rebate.

e Local authority housing officers — dealing with HMO inspections and private landlords etc. and
will be aware of vulnerable individuals.

e Airbnbs — do you have to register? They’re technically private houses that are rented out.
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It’s a wide spectrum, so very challenging. Is fairly unregulated at the moment but is being
addressed to a degree, e.g. | was recently at Association of Self-Caterers conference.

The new legislation just came in to bring some regulation to that sector. In terms of fire safety, if
they are taking paying guests they are subject to the Fire Scotland Act. Many Airbnbs do not
realise that they are subject to the same law.

| believe prosecutions are minimal, so people don’t bother.

It’s in the homeowner’s interest to comply because they rely on good feedback.

Airbnb tells you whether it has CO or smoke detector. So that gives a loophole — the customer
has been told.

SGN: Post-Grenfell, talking about vulnerable properties, someone could have a faulty appliance
downstairs, and it could affect someone upstairs. So how do we manage that? Need to think
that through. We are content with local authority properties in general, but there are situations
where there is a local authority owned flat downstairs and a privately-owned flat upstairs.

This is about signing off the works. A gas safe engineer and running the pipe would be expected
to complete the works in line with current building standards, with sealants etc. When people
die in fires from smoke travels, is often because there have been failings from doing
retrospective. The fire spreads between flats because it travels through voids where they’ve
been running pipework or cabling.

Southern

19

Stress the need for quantifiable data, feedback and data on winter readiness —would like to see
proper evaluation of the effectiveness of campaigns, i.e. not just total number of opportunities
to view.

Bounty: really vulnerable women look for free things, vouchers, free nappies, free creams, the
rest goes in the bin. If you want to make an impact you have to give something away.

Work with foodbanks?

SGN: Yes, we work with them on PSR — we could look at working that information in there also.
Do you also communicate with churches? And community centres? They are dealing a lot with
vulnerable people.

SGN: agree we could engage more with these groups.

Agility Eco: we do ¢150k visits to vulnerable people, in terms of money | don’t think it would take
too much extra to include CO awareness in this visit.
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6. SGN and its CO Stakeholders

The facilitator led a short discussion session to gather feedback on how well SGN engages with its
stakeholders on the issue of CO.

Three questions were asked to determine how panel members felt SGN engages, and how
stakeholders can help.

1. How well do you think SGN engages on CO?

Responses were given via hands up / ‘hi-fives’ where 1 is very poor and 5 is very good.

It was clarified that this question refers to all engagement.

Score Number of votes — Number of votes —
Scotland Southern

lor2 0 1

3 1 1

4or5 7 9

Comments - Scotland

e The person who gave a score of 5 clarified “I’m also part of home safety Scotland and because of
that relationship we hear about a lot. The relationship directly with SGN helps.”

e |based it on the info | heard today. There’s always room for improvement

e | never give 5s, but from today there’s clearly a willingness to have that discussion. You won’t
take on everything but it was a really useful discussion

e I'm not engaged in Scottish networks. What would make it better is if you were in a room doing
more stuff like this. In terms of SGN, you’re a lot better than the others.

e Lots of things that could be improved. Because I’'m not involved in these Scotland-wide things,
there seems to be lots of people doing similar stuff, getting lots of people in a room is a really
good idea because people have a host of information about finding vulnerable customers etc.

e Lots of people discussing how best to do it. But guidance and advice has to come from SGN

e Room for improvement so can’t give top score.

Comments - Southern

e One stakeholder did not vote as it was their first contact with SGN.
e Today is excellent. But has not been before today.
e What doing well from 4/5s?
o As amajor stakeholder, if we aren’t on the list, there isn’t a list. As such an aligned
stakeholder we are well served but wouldn’t expect anything less.
o SGN is always striving to innovate and take on new ideas, you listen to and follow up
suggestions from stakeholders. Even from fairly casual conversations you have explored
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the possibilities of an idea and created opportunities that often then develop into a
collaborative approach. You have the nation’s interests at heart, not just your patch.

o ldon’t get the same level of feedback from other GDNs and to be effective we need
consistency across the patch.

What could SGN do that it is not currently doing?

o Manufacturers — heating and hot water industry council should be involved, as it covers
boiler manufactures and burner manufacturers. ACTION — Corgi to send information of
how to get in touch.

o SGN is one of the better GDNs, and GDNs are generally better players. But is so difficult
when have so many different players that to me seems like we are in the 1970s. | don’t
know how to get more collaboration; Energy UK is like talking to a brick wall. This affects
so many people, but if you can’t prove CO it doesn’t help the cause. This is a very
cheering meeting, but we have been lobbying for this since 1995. But thank you very
much for this opportunity.

2. How do you feel about helping to inform future SGN decisions around CO awareness?

Scotland

21

In terms of engagement there is much we can do about raising awareness — lots of scope for
helping each other. | could put you in touch with Visit Scotland etc. ACTION — follow up with
Scottish Community Safety Network.

Have you invited the regional officer from Gas Safe? SGN confirmed that they are in the loop
Scottish Home Safety Network is a resource you can use. We have lots of ways of
communicating and are on all sorts of forums and networks. We also run a home safety section
in our newsletter. Am also the chair of Home Safety Scotland and there are some members here
- it feels like we are at a pivot point here. It is a practitioner-led network but there are no
resources to support it. We are getting an increasing interest in home safety in Scotland. We
know that home safety officers are declining but it feels like the time is now to discuss
investment in home safety. Getting that right can prevent worse things happening further down
the line, probably something that Home Safety Scotland could get behind and | would encourage
anyone that if they want to join it then get in touch with me and we can sort that out. Meets
four times/year. It’s a practitioner-led networking meeting to move home safety up the agenda.
ACTION: participants to follow up with Scottish Community Safety Network if interested.
Working with SGN ticks two of our boxes. Firstly, the materials we produce are open source, so
free to everyone. We can share materials. We’ve just launched an e-learning course on signs and
symptoms, prevention and how to plan if you suspect a low-level CO poisoning incident. ACTION
Gas Safety Charity is happy to share this. Another of our principles of the project is trusted
intermediaries. Those people who go into the homes of vulnerable people, including your FCOs,
etc. Keen to work together on this. The Royal College of Nursing is now saying that 80% of the
course works for them, and 20% needs tweaking to make it appropriate for nursing. We can
tweak our training resources to different groups — fire officers, midwives, carers etc.
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e Caroline Lawrie, SGN’s Stakeholder and Community Manager (caroline.lawrie@sgn.co.uk) is the

point of contact for those who can share resources or wish to follow up with questions.

Southern

The majority of stakeholders in the room agreed that they would be keen to continue to be involved
in helping SGN shape future programmes on CO. A number stated that they have an “open door” for
SGN.

7. Way forward

The facilitator informed delegates what would happening next, that CO stakeholders can expect to
hear from SGN soon. Barbara thanked the delegates for their time and input and closed the meeting.
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8. Attendees

Scotland

External panel members

Daniela Gentile NHS

David Murgatroyd Risk Factory

Gary Wood Scottish Business Resilience

George Walker The City of Edinburgh Council

Hilary Bath Gas Safe Charity

John Fairweather Scottish Ambulance Service

Kevin McCusker Scottish Fire and Rescue

Lorraine Gillies Scottish Community Safety Network
Lynn Hill Safer Communities Fife Council

SGN

Barbara Whiting Head of Stakeholder Engagement
Caroline Lawrie Stakeholder and Community Manager
Eddie McAuley General Manager, Edinburgh

Grant Taylor Area SHE Manager

Facilitation team

Rowena Harris 3KQ

Gwen Harrison 3KQ
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External panel members
Adrian McConnell Safety Health Environment
Chris Yates Corgi Services
Geroid Lane Agility Eco
Gordon Lishman Gas Safe Charity
Isabella Myers All Party Parliamentary CO Group
Jonathan Kane Kane
Mark Rolfe Gas Safe Register
Oliver Buckley-Mellor Policy Connect
Paul Overton CO - Gas Safety
Rob Lyon Play Fair Marketing
Scott Darroch Gas Safe Register
Sharon Biggs London Fire
Stephanie Trotter CO — Gas Safety
SGN
Barbara Whiting Head of Stakeholder Engagement
Grant Taylor Area SHE Manager
Dan Edwards Stakeholder Engagement Manager
Richard Mendham General Manager Southern Operations
Chris Bielby Director of Industry Liaison
Facilitation team
Rhuari Bennett 3KQ
Hannah Wynne 3KQ
24
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9. Evaluation data

Before the stakeholders left the event, we asked them to fill out a satisfaction survey on the overall experience

of the event, the results of which can be found below.

Scotland (excluding don’t knows)

Stakeholder Event Feedback

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

1) Overall, | am satisfied with today’s
event
2) The information provided has
enhanced my understanding of...
3) The facilitation today was
professional and effective
4)The topics discussed today were

42% 58%

33% 67%

75% 25%

45% 45% 9%
relevant to my area of work
5)The format (table discussions,
. 50% 42% 8%
polling and workshops) was...
6) | am confident that SGN will listen T —
and act on the views shared at this... i .
B Strongly Agree B Tend to Agree W Tend to Disagree B Strongly Disagree

Scotland (Including don’t knows)

Stakeholder Event Feedback

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

1) Overall, | am satisfied with today’s

42% 58%
event

2) The information provided has — -
enhanced my understanding of... > .
3) The facilitation today was

. . 75% 25%
professional and effective >

4)The topics discussed today were

45% 45% 9%
relevant to my area of work >
5)The format (table discussions,
. 50% 42% 8%
polling and workshops) was...
6) | am confident that SGN will listen
8% 75% 17%

and act on the views shared at this...

W Strongly Agree W Tend to Agree B Tend to Disagree B Strongly Disagree B Don’t Know
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London (excluding don’t know)

Stakeholder Event Feedback

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
1) Overall, | am satisfied with today’s event 91% 9%
2) The information provided has enhanced

my understanding of SGN’s activities

3) The facilitation today was professional
and effective

4)The topics discussed today were relevant
to my area of work

5)The format (table discussions, polling and
workshops) was appropriate and allowed...

6) | am confident that SGN will listen and act
on the views shared at this event

W Strongly Agree W Tend to Agree B Tend to Disagree W Strongly Disagree

London (Including don’t knows)
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Stakeholder Event Feedback

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

1) Overall, | am satisfied with today’s event 91% 9%

2) The information provided has enhanced

. , o 82% 18%
my understanding of SGN’s activities >

3) The facilitation today was professional

. 1009
and effective 00%

4)The topics discussed today were relevant

70% 30%
to my area of work >

5)The format (table discussions, polling and

. 91% 9%
workshops) was appropriate and allowed...
6) | am confident that SGN will listen and act - ) o
. . (] (]
on the views shared at this event °
W Strongly Agree B Tend to Agree W Tend to Disagree W Strongly Disagree H Don’t Know
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Stakeholder Event Feedback

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

1) Overall, | am satisfied with today’s event 42% 58%

2) The information provided has enhanced

. , i 33% 67%
my understanding of SGN’s activities >

3) The facilitation today was professional

. 75% 25%
and effective °

4)The topics discussed today were relevant

45% 45% 9%
to my area of work

5)The format (table discussions, polling
and workshops) was appropriate and 50% 42% 8%
allowed me to have my say

6) | am confident that SGN will listen and

. . 8% 75% 17%
act on the views shared at this event °

B Strongly Agree B Tend to Agree H Tend to Disagree B Strongly Disagree H Don’t Know
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London

Stakeholder Event Feedback

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

1) Overall, | am satisfied with today’s
event

91%

2) The information provided has
enhanced my understanding of SGN’s
activities

3) The facilitation today was professional
and effective

4)The topics discussed today were
relevant to my area of work

5)The format (table discussions, polling
and workshops) was appropriate and
allowed me to have my say

6) | am confident that SGN will listen and

) ) 55% 36% 9%
act on the views shared at this event .

B Strongly Agree B Tend to Agree B Tend to Disagree B Strongly Disagree H Don’t Know
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