
Words&Pictures has widespread experience of 
delivering large-scale education programmes, so 
when Northern Gas Networks (NGN) were looking 
into delivering a carbon monoxide (CO) awareness 
campaign, engaging with vulnerable customers 
in their homes – Words&Pictures was an obvious 
choice.

The co-developed pilot programme saw First Call 
Operatives (FCOs) visit vulnerable customers to 
educate them about CO and how they can protect 
their homes. During the research and development 
phase, Words&Pictures visited local care homes, 
speaking with residents as well as spending time 

with FCOs to better understand NGN processes.
The suite of materials enabled briefings to be 

delivered in a timely and non-intrusive format that 
included a step-by-step guide for FCOs and a 
handheld  flipchart to help them communicate key 
messages clearly to customers, some of whom have 
sight or hearing difficulties (all materials produced 
are in line with RNIB guidelines). 
Training programme

To support in delivering successful briefings, 
Words&Pictures developed and delivered a 50- 
minute training session for FCO ambassadors. To 
ensure on-going measurement and feedback was 

captured – all FCO visits were undertaken with an 
accompanying briefing questionnaire (completed  
by the FCO with the customer). A substantial  
amount of feedback and statistics were captured for  
sharing with key stakeholders and NGNs regulatory 
body – Ofgem.

Words&Pictures is now undertaking the roll-out 
across the network, having completed the training 
of 75 FCOs across 18 training sessions at six sites. 
Words&Pictures will continue to conduct on-going 
programme measurement and detailed reporting 
back to NGN for submission to Ofgem, with results 
on a quarterly basis.
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74% will talk to friends and  
family about CO and the  
potential dangers

76% will have their gas  
appliances checked by  
an engineer

62% will seek medical help if  
they notice the symptoms  
or signs of CO

99% described the CO safety 
booklet as ‘useful’

RESULTS OF CUSTOMER FEEDBACK

DURING THE PILOT PROGRAMME, 20 FCOS VISITED 139 HOMES AND DELIVERED 90 BRIEFINGS TO CUSTOMERS IN ONE OF THE NINE NGN REGIONS.

How can you protect your home?

We strongly recommend that you fit an audible 
carbon monoxide alarm in your home, which can be 
purchased from your local hardware store. Please 
see the manufacturer’s instruction manual for how 
to install and any further alarm information.

CO alarms
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Have your appliances checked
For your own peace of mind, we recommend that you…

l  Think about what gas appliances you have

l  Get your gas appliances checked by a qualified gas 

safe registered engineer – your appliances should be 

checked once every 12 months

l  Make a note of when your appliances are checked

l  Make sure you place your Gas Safety card in a visible 

place like near your phone or on the fridge

Suspect carbon monoxide in your home?

CO alarm

Appliance checks

Call our National Gas Emergency 
service on 0800 111 999.

For information on gas safe registered 
engineers in your area please visit: 

www.gassaferegister.co.uk

What are the signs of 
CO poisoning?
There are signs you can look out for which might mean that CO is present in your home:

  Pilot light or flame from gas 
appliance burns orange or 
yellow instead of mostly blue and 
the flame appears ‘floppy’ 

Pilot light frequently blows out 
on your boiler

 Sooty or yellow/brown  
staining on or around 
an appliance

You see or smell smoke or have 
excessive condensation in the 
room where an appliance is installed

These signs do not always mean that CO is present, but it’s always better to be 
on the safe side. If you have any concerns that CO is present in your home, please 
call for help – ring the National Gas Emergency service on 0800 111 999.
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What are the symptoms 
of CO poisoning?
Here are some symptoms of CO poisoning to look out for. Don’t panic – symptoms 
can be similar to a viral infection or tiredness – so if you experience any of 
these, please call your doctor first.

Remember, if your symptoms lessen or disappear when you are out of the 
house, they might be a result of carbon monoxide poisoning. If you have any 
concerns about your health, go to see your doctor or in an emergency, dial 999. 

eyesight 
problems

erratic 
behaviourbreathlessness

tiredness
chest or 
stomach pains

headaches
loss of 
consciousness

nausea
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Carbon monoxide (CO) is a gas that you cannot see, taste or smell. 
It is released when a fuel such as gas, oil, coal or wood doesn’t burn fully. 
This can happen when:
l  A gas appliance has been incorrectly fitted 
l  A gas appliance has been poorly maintained
l  A flue, chimney or vent is blocked

What is carbon monoxide (CO)?

What is carbon 
monoxide poisoning?
Carbon monoxide poisoning occurs when you breathe in even small amounts of the gas. 
Each year around 4,000 people are diagnosed with carbon monoxide poisoning. There 
is no need to panic and deaths for CO poisoning are rare, but exposure can seriously 
damage your health, so it’s important to protect you and your home.

gas cookers gas firesroom heaters
boilers and 
water heaters

Gas appliances which can release CO include: 
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The basics
Each customer visit is about:

l Finding out what the customer knows about carbon monoxide

l Highlighting the dangers of CO

l Helping the customer spot the signs and symptoms of CO

l Outlining what they can do to protect their home

The discussion should last no more than 10 minutes, although this will 
vary depending on what the customer already knows about carbon 
monoxide, how much time they can spare and of course if the briefing 
is no longer able to be delivered due to the amount of jobs we have on.

The information in your Staying Safe flipchart has been  
gathered from a number of industry sources, including:

l Northern Gas Networks

l Office of Gas and Electricity Markets (Ofgem)

l Gas Safety Trust

l Gas Safe Register 

l Health and Safety Executive (HSE)

Before your visit
l Familiarise yourself with the materials and the questionnaire

l Organising your kit. You’ll need:

Identifying customers 
suitable for the briefing
You are the best judge to decide whether or not to deliver the talk 
to a customer, but here are some key triggers to look out for:

l Is the customer being cared for by a family member or someone else?

l Do they have impaired vision/hearing?

l Are they of pensionable age?

l Do they suffer from reduced mobility?

l Are they intellectually impaired?

l Might they be a single parent with children?

The visit: A step-by-step guide

When you arrive
l  When you have identified if the customer is right for the briefing, explain that as 

part of our ongoing commitment to safety in the home, NGN is running a carbon 
monoxide awareness campaign.

l  Remember: Show the customer your NGN ID to reassure them that you are  
who you say you are!

l  Explain that you’re there to find out whether they need help understanding 
carbon monoxide and protecting their home from CO.

l  Ask the customer whether they wish to take part and can spare up to 10 minutes 
for a chat. Tread carefully – you don’t want to scare the customer or make them 
feel like they’re being ‘sold to’. Don’t worry, though – your flipchart contains  
a script to help you strike the right tone!

l  If the customer says ‘no’, ask them whether you can leave behind a leaflet. Please 
mark on the questionnaire if they have not agreed to receive any of the materials.

u Staying Safe flipchart

u Leave-behind leaflets

u  Customer questionnaire sheets

u Your NGN proof of ID

On the day: 

Stage 1: 
see the dangers

assess your home
�t an alarm

get your appliances checked

Protect your home from carbon monoxide
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Visit www.northerngasnetworks.co.uk

If you suspect carbon monoxide 
call our National Gas Emergency 
service on 0800 111 999

Find everything you need to know inside 
www.northerngasnetworks.co.uk

www.northerngasnetworks.co.uk

No visit is foolproof! If any of these scenarios occur, keep calm and try one 
of these solutions:

l  Try to make your talk with the customer more like a chat rather than  
a lesson or a lecture.

l  Check they’re comfortable with the pace at which you’re explaining CO.

l  Ask the customer at various stages if they understand what you’re 
saying and whether they have any questions.

Top tips If things don’t go 
according to plan...

Make it a conversation

Don’t panic

Be flexible

Stay safe

Be friendly and polite

Keep it positive

Highlight the dangers

Make it personal

We’re sure you are anyway, but when delivering a talk it’s easy to slip into 
‘robot mode’. Be friendly throughout and remember to smile and say ‘please’ 
and ‘thank you’ – a little politeness can go a long way!

It’s easy for safety advice to cause a customer to panic, but remember – 
by highlighting how they can protect themselves from carbon monoxide, 
you’re empowering them. Sound upbeat and reassure the customer they 
can be perfectly safe in their home.

Without scaremongering, highlight statistics which underline the danger 
carbon monoxide poses to the customer’s health – it will encourage them 
to listen to your advice.

Talk about your own experience of carbon monoxide, whether it has involved 
taking steps to protect your own home or helping other NGN customers. It will 
help the customer relate to you and the advice you’re giving them.

If your mind goes blank, or an interruption or a question from the customer 
throws you, don’t worry. Remember, you’ll have your delivery materials with 
you so you can always refer to them.

Most important of all, don’t beat yourself up over it – you’ll learn from these 
difficulties and your next customer visit will be better for it!

If you feel after the briefing that there’s something important that you forgot 
to cover, notify your Emergency Officer – we can always arrange a phone call 
or send further information to fill in any gaps. 

Whether it’s due to a phone call or someone ringing the doorbell, your talk 
could be interrupted at any time, so be ready to adapt:

l  You might need to shorten the visit or agree to wait a few minutes before 
resuming the talk.

l  If there’s no time to finish the talk, you might still be able to give  
the customer the safety leaflet before leaving.

If a customer becomes hostile or abusive you should:

l  Leave their home as calmly and as quickly as possible. No CO Ambassador 
should have to put up with verbal or physical abuse and your own safety 
should be your number one priority.

l  Report any incidents to your Emergency Officer or if the incident is serious, 
call the police on 999.


