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Customer engagement forum update
Throughout September and October, CarillionAmey and DIO teamed up to hold a series of customer
engagement forums. There, we listened to and engaged with families and welfare organisations, who told us
how, based on their experiences, we can tailor our services to better meet Service family needs. Engagement
with the families we serve is of great value and importance to us; we have taken all of the feedback we
received on board and turned it into measurable outcomes.
What our customers told us

What we did

You want to be contacted before
appointments

We introduced a text messaging service to confirm and send
reminders about upcoming appointments

• We miss too many appointments.
• Communication is poor.
• Engineers are turning up with the
wrong parts, or the wrong engineers
are turning up to fix the job.
• Multi-appointments need to stop.
• The process to condemn takes too
long.
• Our complaints process is broken - it
takes too long to get any resolution.
• There is little confidence in the
process. Families feel very angry,
upset, let down and under stress.
They feel as though they are treated
as a number, not a person.

• We had all of our engineers attend training sessions to devise
and sign a customer charter, promising to deliver service
excellence and call ahead to our customers when on our way
to their property or when circumstances change.
• We have introduced a new, more effective process for
managing our follow-up work: we’re scheduling and ordering
parts for follow-on works no later than the end of the next
day and calling customers to keep them up-to-date on what
happens next. We’ve also created team of three performance
managers, to help drive better operational performance across
our three main supply chain members (Liberty Gas, Amey and
Direct Labour).
• We created a new customer solutions and insights team,
specially designed to manage, review and resolve complaints
and provide effective solutions for our customers. The team
includes new mobile customer solutions agents, whose role it is
to travel around listening to and resolving issues at a local level.

Some of our publications are not always
written in plain language or in a way that
families understand. In some instances,
publications do not cover all of the key
items that the family expects to see

We’re in the process of making changes to our Guide to Service
Family Accommodation to make it easier for our customers
to get the information they need. We’re also in the process of
re-writing our website to give our customers clearer, more detailed
information about our services.

Regional welfare staff highlighted the need The data is now available to Regional welfare staff and Air
to share the move appointment data to
Command. Military housing liaison officers are now using the data
allow them to better support their families
to support during house moves.
as they move in to or away from their units.
We know our service needs to continue to adapt and evolve to meet the needs of both the Ministry of
Defence and Service families. That’s why we’re rolling out a year-long calendar of local customer engagement
workshops taking place around the country, with the aim of keeping our ears and eyes open to how we can get
better. Look out for the full calendar of events in an up-and-coming edition of Tempo.

Saluting
our
Forces

Last week we joined
in with the MOD
Defence Relationship
Management team’s
#SaluteOurForces
campaign, to show
our support for those
who will be spending
the festive holidays
protecting Britain at
home and overseas.
CarillionAmey raise £2000 for SSAFA by climbing the Inaccessible Pinnacle
An intrepid team of four CarillionAmey staff have raised over £2000 in aid of our chosen charity, SSAFA, by
completing a challenging Scottish mountain climb.
CarillionAmey’s Douglas Graham, Artur Krucewicz,
Andrew Blessing and Sandy Rintoul, climbed 3,235 ft
to the Inaccessible Pinnacle, the highest point of Sgùrr
Dearg on the Isle of Skye, led by Jonah Jones, RM
Commando, who is a professional climber and owner of
Skye Mountain Guides.
On the morning of the event, the team met at the Glen
Brittle rendezvous point to skies full of sunshine, but the
higher the climbers went, the worse the weather got;
wind and rain shrouding the mountain in a blanket of mist
as they reached the top.
The team presented SSAFA with a cheque at the Forth
Road Bridge where David Black, SSAFA Fundraising
Manager, praised their efforts: ‘Without fundraisers like
Andrew and his friends, we would not be able to continue
to provide the services to those who served and their
families. I would like to offer huge congratulations on
the fundraising and personal achievement on behalf of
everyone at SSAFA, the Armed Forces Charity’.
This year we raised over £130,000 for SSAFA, and thanks to the generosity of our staff and their fantastic
fundraising efforts like this one, we’re well on our way to achieving our £250,000 target by the end of our
contract.
Well done to everyone involved!

Introducing our new housing portal

On 30 January 2017, we’ll be introducing our new customer portal for Service family accommodation (SFA).
The portal will replace the current application system, and the e1132 SFA application form our customers
use at the moment will be incorporated into a ‘moving home’ section on the portal.
How will the system be implemented?
We’re following a robust plan to ensure that the transition between the existing system and the new portal
goes smoothly.
• While we transfer existing SFA applications and occupancy records to the new portal, the existing system
will be unavailable.
• This shutdown period will take place from 17:00 on Wednesday 25 January 2017 - 08:00 on Monday 30
January 2017.
• During this temporary closure period, any Service personnel who have an urgent need to raise a query
relating to an existing application or their current SFA property should contact our Occupancy Services
team, on 0800 707 6000.
• Our 24-hour maintenance Helpdesk will remain open as usual throughout.
Registering for the new portal
• On 25 January 2017, all Service personnel with an existing SFA application will receive an email
containing clear instructions about how to register for the new housing portal when it becomes available
on 30 January 2017.
• Those with existing SFA applications will not require new usernames to access the portal - but they will
be asked to reset their passwords. This will be classed as their registration to access the portal.
In the near future, customers will also be able to use the new portal to log repair and maintenance jobs
online. We’ll release further information about how this will work in due course.

Regional Primes
Trusted contractor moves to Brize Norton
In June this year, one of our contractors in the South East went into administration, affecting more than
150 of their employees. CarillionAmey quickly put a plan of action into place and all eligible employees
were transferred into the business. Since then, our teams have been working to find replacement long term
partners who have the right expertise, share our
business priorities and understand what needs to
be done.
Midland Mechanical Services (MMS) Ltd, fit this
criteria perfectly. Over the last eight years they’ve
been working closely with CarillionAmey to
deliver services that include electrical, mechanical
and design consultancy at fifteen of our sites so
they understand how we work and the targets
we need to meet on behalf of DIO.
On 1st December, MMS were awarded the
contract at Brize Norton and 30 staff at the site
have been transferred from CarillionAmey into
MMS. Andrew Pitchford, Managing Director has
been overseeing the transfer of staff and said:
‘We’re delighted to have been awarded further
work with CarillionAmey. Being awarded this
contract demonstrates our ability and reputation
for delivering a high quality service to our Service personnel.’
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