
W inter has arrived. As every 
propane marketer knows, 
when the temperatures 

drop, the frequency of interruption of 
service goes up. Use this thought exer-
cise to evaluate how prepared you are for 
interruption of service, including out-of-
gas calls, this winter.  

Following the proper protocol on 
interruption of service and out-of-gas 
calls will help your staff resolve these 
scenarios safely and effectively, and your 
company will have the documentation it 
needs to maintain compliance and reduce 
liability. Follow this checklist to evaluate 
your company’s interruption-of-service 
protocol:

Have policies and procedures. 
What is your policy in respect to in-
terruption of service, and how do you 
handle out-of-gas calls? Do you have a 
written script for customer service repre-
sentatives to use? What if the call is after 
hours? What procedure do your drivers 
follow? Do they complete a leak check be-
fore or after fuel is added? Do they lock 
out the tank if the leak check fails?

Provide adequate training. Have 
all of your customer service represen-
tatives been trained properly to handle 
interruption of service? Do your drivers 
and service technicians understand how 
to correctly perform and document these 
situations?

Correctly document your work. 
Is your team correctly documenting 
the service? All of us have heard it: If it’s 
not documented, it’s not done. This is 
especially true in the propane industry 

because 50 percent of propane accidents 
are caused by do-it-yourself homeown-
ers. Propane safety documentation is 
your legal protection in the event of a 
catastrophic event. Documentation done 
right will protect your company and the 
individual performing the work. 

So, how did you do? Does your compa-
ny’s protocol for interruption of service 
match up with all of the elements listed 
above? Proper safety protocol is crucial 
to ensure that these scenarios are taken 
care of efficiently. That way, you can pro-
tect your customers and your company 
while maximizing your time. LPG
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Interruption-of-service protocol
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“We do safety inspections 
on all of our branches every 
year during the summer, and 
we also do safety audits 
where we go out and we 
pick a certain percentage 
of our branches and look 
specifically for safety-
related items to make sure 
that we’re compliant with 
OSHA, we’re complaint with 
DOT, keeping our employees 
and our customers as safe 
as possible.” 
Anthony Buck
Lakes Gas 

THEY SAID IT

BEST PRACTICES FOR 
HANDLING OUT-OF-GAS 
CALLS THIS WINTER

When the temperatures drop, the frequency 
of interruption of service goes up.

Eric H. Leskinen is the executive 
vice president at P3 Propane 
Safety. He can be reached at 
eric_leskinen@bostonenv.com or 
p3propanesafety.com.




