New Homes Ombudsman
Case Study: Gas leak after

moving in

Issue

The customer complained to the New Homes
Ombudsman Service (NHOS) about a gas leak which
was confirmed around three weeks after moving in,
suspecting it was present at completion and posing a
safety risk to them and surrounding properties.
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The Ombudsman considered that due to the work undertaken by the customer’s contractor shortly
after completion, it was not possible to establish who was responsible for the gas leak, or that the
developer had breached the Code in that respect

However, they expressed concern over the delay and lack of communication, as it took two weeks
and three visits to address and identify a potentially serious issue, and the developer had not kept the
customer fully informed of their findings after the first visit.

Regarding the carbon monoxide device, there are several documents containing inconsistent
information about the presence of a device at the property. It was not clear whether there was a
device originally which had been removed, or whether the device was not fitted until the customer
brought its absence to the attention of the developer. Therefore, the Ombudsman decided to only
uphold the service-related complaints regarding the delay and inconsistent documentation.

As a remedy, the developer had already addressed the issue of the carbon monoxide device and had
offered the customer financial compensation of £500 for their patience while the source of the problem
was identified. Taking all circumstances into account, the Ombudsman considered this as reasonable
redress for the issues identified and no further action was required.
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The complaint was upheld in part.

. Promptly addressing and acknowledging customer concerns is essential. The delay in identifying the gas
leak, in this case, heightened the safety risks for both the customer and surrounding properties.

. The need for consistent documentation. The inconsistency in the documentation about the presence of
the carbon monoxide device, exacerbated the customer's concerns and dissatisfaction.

Establishing a point of contact responsible for quickly addressing urgent or serious issues,
coordinating inspections and repairs, and ensuring appropriate resources are allocated for timely
resolution.

Developing robust checklists for inspections, covering key safety areas
such as gas and plumbing systems. Ensuring protocols are adhered to by
trained personnel at all stages of the build process.

Providing comprehensive documentation for customers and site
teams that outlines warranty coverage, safety features, and
maintenance procedures. Putting reviews in place to ensure the
information is accurate, consistent, and easily accessible both
digitally and in hard copy format.




