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National Housing Prime

Working with our new suppliers is the key to success
In last week’s issue of Tempo, we introduced you to the four new SMEs who have replaced our previous 
contractor in the South West area. On Tuesday 24th February, Managing Directors of the SMEs joined 
representatives from the Army and Navy Family Federations, the Military, DIO and CarillionAmey at the 
South West Supplier Launch event at Larkhill which aimed to deliver a detailed understanding of the service 
delivery model in the South West. 

As host, Terry Duff, CA’s South West Regional Manager, spoke about the benefits of CarillionAmey and its 
contractors working closely together to share best practice and ideas – ensuring that customers are at the 
heart of service delivery. He also talked about the CA Customer Charter which sets out how we engage with 
our customers, emphasising the need for openness, trust and two-way communication.

Luke Smith, CA’s Performance 
Director (Operations), delivered 
a session on CA’s performance 
to date and talked about 
the importance of providing 
customers with a consistent 
Move In/Move Out standard 
and how a bad experience 
can ‘set the tone’ for families 
moving in or out of Service 
Family Accommodation. A 
short workshop then took 
place focusing on some of 
our recent complaints to 
understand where things went 
wrong and what we need to 
do to put them right.

A key part of the day involved 
representatives from the Family 
Federations, the military and 
DIO who explained what is expected of our engineers who visit Service families in their homes. They shared 
their experiences, both good and bad, helping our contractors to connect and empathise with some of the 
situations that Service families can face.

Feedback following the event has been very positive and we are confident that families in the South West 
will benefit from an improved customer service very soon.
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Regional Primes

Celebrating safety success
A major milestone has been reached in our Regional Prime South East (RPSE) contract this month, as teams 
celebrate 500,000 continuous working hours without a Lost Time Incident (LTI). This success is a result of 
the strong health and safety culture that exists within the business and demonstrates our commitment and 
dedication to safety, driven by continuous improvement and best practice sharing. 

John Riley, Operations Director (RPSE), was awarded with a certificate by Daniel Easthope, Managing 
Director, and said “Celebrating 500,000 hours without a lost time incident is a tremendous achievement. 
Safety is our number one priority and this result is due to the diligence and continuous efforts of our teams 
to achieve safety excellence.”

John Riley, centre, with members of the CA South East team at Northolt
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