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Exercise 1“Changes to the regulatory regime 
will help, but on their own will not 

be sufficient unless we can 
change the culture away 
from one of doing the 
minimum required for 
compliance, to one of taking 

ownership and responsibility for 
delivering a safe system… “
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Downgraded to 
G2 in winter of 
2015

Regraded to G1 
six months Later



Certificates

Risk Assessments

Actions

Contract Management

Financial control













What is PDCA?

FOCUS

https://www.nhmf.co.uk/files/bulletin/NH
MFBulletin2018.pdf

https://www.nhmf.co.uk/files/bulletin/NHMFBulletin2018.pdf


Traditional compliance KPI cycle
Week 1 - All hands on 
deck: 

• Final quality control of  
certificates

•Checking KPI accuracy 
ensuring best results possible

•Report on KPIs

Week 2 – Catch breath

• Report writing, 

• Contract management

• 121s

Week 3 – All hands on deck

• Identifying threats to KPI 
performance

• Ensuring risk of failure is 
minimised

Week 4 – All hands on deck

• Collecting and verifying 
certificates and ensuring 
best results



Property compliance at Orbit 

•Traditional Gas Team – LGSRs and repairs (plus non-gas heating and 
air conditioning)Gas Team

• Service all equipment that requires a safety certificate (everything 
from fire alarms through to play-grounds) 

•Repairs to M&E equipment

Maintenance and 
Servicing Team

•Risk assessments

•Policy/procedure reviews

• Incident logging, reporting and learning

•Audit/quality control across all compliance areas

Control Team



PDCA in Customer Safety

• Gas/  
Maintenance 
& Servicing

• Control 
Team

• Control 
Team

• Control 
Team

Act Plan

DoCheck



Certificates

Risk Assessments

Actions

Contract Management

Customer Training

Customer Safety 
communications 
plans

Near miss/accident analysis

Trend pattern analysis

Financial control

Supplier Development

Horizon Scanning

Data quality reviews

Improvement ProjectsResearch & Development 
e.g. IT systems

Staff development

Debate

Accreditation











“Our first priority is 
the safety of our 
customers”

“Our first priority is to 
be legally compliant”



Margaret Mead

"Never doubt that a 
small group of 
thoughtful, committed 
citizens can change the 
world; 

indeed, it's the only 
thing that ever has."

https://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=2ahUKEwjeidzwt-zcAhWCJ8AKHVKtBiEQjRx6BAgBEAU&url=https://www.henrymakow.com/2016/09/Margaret-Mead-and-the%20Deep-State.html&psig=AOvVaw0NO0JU1cmrxNt-pk4j7_jG&ust=1534332396304246

