
A practical guide  
to getting your new  
gas heating fitted
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The work
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How long will it take?

3 days
This leaflet explains everything involved in 
the installation of new gas heating in your 
home and answers the common questions 
about the work. 

Please keep this leaflet handy until your 
heating is installed – you may want to refer 
to it again.

What is involved? 
Many different trades are involved, 
depending on the nature of the work 
required – heating engineers, joiners, 
electricians, plumbers, roofers, carpet 
fitters (if applicable) and plasterers. The 
contractor will keep you informed when 
tradesmen will be working in your home, 
but it can sometimes be difficult to be 
specific because they are working in 
several houses at once.

For health and safety reasons, we would 
recommend you remain out of the property 
for the first day of the work – this is because 
there will be lots of open floorboards which 
will make moving around your home difficult. 

It is your responsibility to keep your pets 
safe. Please keep them in a room away 
from work areas, or make arrangements 
for them to go somewhere else.

When will the work start?
The contractor will contact you to agree 
a convenient time to carry out a survey. 
We have to survey your home and plan 
out the installation well ahead of the work 
starting, so this is done several weeks 
before the heating is actually fitted.  
At this initial visit the contractor will agree 
a suitable installation date with you. The 
contractor will be flexible on dates to suit 
your particular circumstances.

Asbestos Survey 
Castle Rock Edinvar has a duty of care to its tenants and contractors and to 
comply with legislation we must provide asbestos survey results to the contractor 
before any work can begin in your home. 

We are not aware of any asbestos in your home but if any is highlighted in  
the survey report, we will make you aware of the areas identified and what the 
recommended action is.



Measured survey
The Site Supervisor will discuss the full 
installation process with you and please 
take the opportunity to ask any questions 
you may have. Each installation will be 
slightly different and the contractor will 
discuss this with you.

The existing gas central heating system  
in your home will be replaced with a high 
efficiency combination (combi) boiler. 
You will gain convenience of instant hot 
water at any time. The boiler simply heats 
the water as you use it, so it’s a very efficient 
way to ensure a ready supply of hot water.

If you have an existing hot water cylinder 
(usually located in a cupboard) this can be 
removed – giving you more storage space 
if possible.

The new boiler has an ‘A’ rating for 
efficiency, the highest level possible, that 
means is provides maximum heating and 
hot water performance with minimum 
running costs, and it could save you 
money on your heating bills and help  
the environment by using less fuel.

Radiators will be sized and rated 
accordingly, dependent on the size and 
layout of your home. In general, radiators 
will be positioned in the same place  
as the existing radiators. If you have a 
particular preference for where the new 
radiators should be located, please raise 
this at the survey visit. The Site Supervisor 
will confirm with you if this is possible.
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The old radiators are removed from the walls The floors are lifted and new pipework laid out 
connecting the boiler to the new radiators

Decoration 
You are responsible for the decoration 
and flooring in your home but we 
recognise the upheaval and costs and so 
as a gesture of good will, we will send you 
decoration vouchers to help you with the 
redecoration. These will be posted out to 
you once the finished heating system has 
been inspected and signed off by the 
Clerk of Works. 

Flooring
Many tenants have fitted laminate flooring 
or ceramic floor tiles in their homes, which 
can cause problems when new heating  
is put in. 

We can sometimes try to work around 
existing flooring but the contractor cannot 
take responsibility for any damage caused. 
The workmen will not lift any flooring and 
you will have to arrange this yourself. 

The contractor will employ the services of 
a professional carpet fitter to lift and relay 
all carpets and vinyl as required. 

What you need to do  
to prepare for the work: 
You may need to empty cupboards 
and move personal belongs for the 
duration of the works. The contractor 
will confirm to you what is required. 
Your white goods may need to be 
temporarily moved. The contractor 
can provide assistance with moving 
goods, however he will not accept 
responsibility for damage or 
malfunction of your items.

Meters, both electric and gas, need 
to be in credit to allow the new 
boiler to be commissioned.  
In general your new heating system 
will be operating at the end of  
Day 1 of the installation process.



Carrying out the work
The contractor’s Site Supervisor will 
introduce themselves and their team  
to you and will lay protective coverings 
over carpets and furniture that cannot  
be moved out of the way. They will bring  
a bin for the removal of any site waste.

They will make safe and protect all your 
property that may be affected by the 
work, and they turn off the gas, water  
and electricity.

In general the contractor will install a full 
gas central heating system, new boiler, 
radiators and pipework. If existing fittings 
are in good condition, they may do a 
boiler only installation or a boiler and 
radiators only.

Existing hot and cold water tanks will be 
removed where possible. This is not always 
practical where tanks are in attic spaces 
or cupboard door widths are not wide 
enough for the tank to go through, tanks 
may be drained down and left.

The contractor will plaster up the old 
fireplace, if you have one, and carry  
out general plaster repairs following  
the installation.

The contractor will show you how to use 
the new system, please take advantage 
of this – ask any questions you have – to 
allow you to get the full benefit of the system.
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What you need to do: 
1. Allow us reasonable access  

to your home to carry out the 
surveys and the work.

2. Keep to your appointment dates 
or notify us as soon as possible  
if you need to change them.

3. Prepare your home in time for  
the improvements to start as set 
out in this booklet.

4. Ensure children are supervised at 
all times when work is underway.

5. It is your responsibility to keep 
any pets safe. Please keep them 
in a room away from work areas, 
or make arrangements for them 
to go somewhere else.

6. Ensure your electricity and gas 
metres are in credit.

The new boiler is fitted – this will involve removing 
some kitchen units, these will be reinstated at the end

We will thoroughly clean all the working 
areas and remove all protective coverings.

Our Clerk of Works will inspect the work  
to check that it’s complete and to our 
standards and that you are happy with 
the finished product and service. 

He will leave you a Customer Satisfaction 
Form to complete and return to us with  
a Freepost envelope.



What if I have a problem with the new 
heating system?
The heating is guaranteed for 12 months 
and it is the contractor’s responsibility  
to deal with any defects arising during  
this period. If you do have a problem 
or complaint, contact the Procurement  
& Investment Team on 0131 657 0600.

Service standards
We have agreed service standards with 
the contractor. They are part of our 
guarantee to you. If the contractor fails  
in any of these standards we want you  
to tell us about it.

The contractor’s employees will:
• behave courteously and dress 

appropriately
• carry identification
• explain what work is being done and why
• give their supervisor’s name, and how 

to contact them
• move furniture to allow work to be 

carried out and replace it when work  
is completed

• leave your house in a wind and 
watertight condition at the end  
of each working day

• remove all debris from your house  
and surrounding area at the end of 
each working day

• vacuum clean when work is completed
• use clean dust sheets to protect soft 

furnishings and fittings
• remove all debris from your house and 

surrounding area at the end of each 
working day

• ensure you have toilet facilities and  
a water supply at the end of each 
working day

• use clean dust sheets to protect soft 
furnishings and fittings.
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If an urgent problem 
occurs out of office hours, 
contact the  
Customer Service Centre 
on 0845 850 9573.

Your new radiator is fitted with the Thermostatic 
Value at the top, to make it easy to reach

The new boiler is connected to the radiators through 
a new network of pipes



Home Energy Advice Team (HEAT)
Our HEAT advisers can give free practical 
help and independent advice on all energy 
questions or concerns you might have. 

An Energy Adviser can also visit your home 
and discuss any concerns or worries you 
may have about your fuel bill, condensation 
and dampness, heating settings and 
other ways to save money on fuel costs. 
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Taking care of your new  
gas heating system

Our duty as your landlord
Castle Rock Edinvar is committed to your 
safety and insist that all gas appliances 
are serviced every 12 months. As your 
landlord we will ensure the following:

• Gas fittings and flues installed / owned 
by Castle Rock Edinvar are maintained 
and in a safe condition.

• All installations, maintenance and gas 
servicing are carried out by Gas Safe 
Registered Engineers.

• Flue / chimney is checked when we carry 
out your gas appliances’ annual service. 
We will not service or repair gas cookers.

• We keep a copy of each annual gas 
service.

• You get a copy of the current gas 
safety certificate for your home when 
completed. If you are a new tenant,  
a copy will be in your tenancy pack.

• All our gas engineers will carry a Castle 
Rock Edinvar ID badge and a Gas Safe 
photograph ID card.

• We contact you when your appliances 
are due for an annual service and 
advise you of an appointment date.

If you do not give us access, we will 
consider seeking to obtain a court 
injunction to allow us entry, to ensure  
your gas appliance is safe. 

Keeping yourself safe
As a Castle Rock Edinvar tenant you also 
have responsibilities:

• You should allow us access to your 
home to carry out maintenance and 
safety checks on our gas appliances, 
as stated in your tenancy agreement.

• You must let authorised employees of 
Castle Rock Edinvar, or other agents, 
into your home at all reasonable hours 
to carry out any inspections or any 
work we consider necessary. This is to 
ensure the property and surrounding 
properties do not put you or anyone 
else at risk. We will give you 24 hours 
advance notice, in writing, if possible.

• Never use a gas appliance if you think 
it is not working properly. Report it to 
the Customer Service Centre  
on 0845 850 9573.

• Never cover an appliance or block /
obstruct any convection air vents, fixed 
ventilation grills or airbricks.

• Always follow the manufacturer’s 
instructions when using appliances.

Carbon Monoxide can kill: 
Unsafe gas appliances produce  
a highly poisonous gas called 
carbon monoxide (CO). It can 
cause death and serious long-term 
health problems such as brain 
damage.

You can’t see it, taste it or smell it 
but it can kill quickly with no warning!
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