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Meet Mike Malin and Richard Slack
We’re pleased to welcome Mike Malin and Richard Slack to our team as Area Delivery Managers as part of 
our commitment to employ more people with a military background. They both join the team as ex-Service 
personnel and hope to bring some of their military knowledge to the role. 

Mike Malin joined the Army in 1990 and finished his career 22 years later as a 
Squadron Sergeant Major and fully qualified tank commander in the Queen’s Royal 
Hussars. Following this, Mike moved into full time Reserve Service and became 
a Military Housing Liaison Officer for the West Midlands. This role allowed him to 
build his knowledge regarding Service Family Accommodation (SFA) along with the 
policies and processes involved. 

His time in the Army has given him a mountain of transferable skills. He’s had to take 
control and make decisions under extremely difficult circumstances, allowing him to 
problem solve and handle pressure more effectively. His experience brought him into 
contact with people from all walks of life. Consequently, his interpersonal skills are of 
a high standard and extremely important in his role as Area Delivery Manager. 

Mike says, “I intend to continue improving service delivery across the whole of the region through clearer 
communication and better education.  We should never stop learning and passing our knowledge on.  I will 
also be focussing more on people; not just families and military personnel, but also other members of the 
CarillionAmey team. Only by working more effectively together can we truly move forward.”

Richard Slack joins the team as a former soldier. He joined the Army in 1987 as 
an Army Apprentice before transitioning in to the Royal Logistic Corps. He had a 
successful career and achieved the rank of Warrant Officer Class 1 before moving in 
to a Logistic and Contract Assurance role in HQ 49 Brigade (now 7 Infantry Brigade). 

Like Mike, Richard left to become a full time Reservist and he took on the role of 
Military Housing Liaison Officer for the East Midlands and East Anglia. Paired with 
his contract and logistic assurance role, this has helped make him a great fit for 
us. He helped support Service Personnel and their families to resolve issues and 
provide help and guidance to military commanders. He also brings his experience of 
living in an SFA to his role as Area Delivery Manager so has walked in our customers 
shoes. Richard devotes much of his spare time to managing an U15s football team 
and is a committee member of a local youth football club that has 14 teams within 
it, providing grass roots football to over 200 local and Service children.  

Richard is keen to get to know his team. He says, “I’m looking forward to my future with CarillionAmey and 
I’m keen to expand my awareness of the commercial aspects of the business, fostering strong, collaborative 
relationships with key stakeholders but most of all getting to know my excellent team of accommodation officers 
and helping them develop even further.”

The in-depth knowledge of the military and the strong relationships that they have already built means that they 
have a great understanding of the business. We value their military knowledge and how we can use it to improve 
our performance and ensure we are delivering great customer service.
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National Housing Prime 
Performance

How do we measure against our Key Performance Indicators (KPIs) and Targets?
March 2017

Landlord’s Gas Safety Inspections
Our results

April

9

May

0

June

0

January 

5

February 

4

March

28

October

0

November

0

December

11*

August

0

September

0

July

0

Our KPI:

0

Target 
achieved in 
May, June, 

July, August, 
September, 
October and 
November

*This figure was impacted by reduced accessibility to properties over the festive period.

2017

Our results

Complaints

1.75%

Target:
Our Complaint Rate

April

3.00%

May

2.77%

June

3.00%

July

2.68%

August

2.70%

September

2.87%

July

2.68%

November

2.85%

December

2.59%

2.59%

January

2.57%

February

2.19%

March

2017

Move Ins

Our KPI:

Target 
achieved in 
May, June, 
October, 

November 
2016, 

February and 
March 2017

95%

Our results

April

93.3%

May

96.2%

June

95.6%

July

91.3%

August

93.7%

September

92.4%

October

95.6%

November

95.1%

December

94.3%

94.1%

January

95.3%

February

95.9%

March

2017

Our KPI:

Target 
achieved in 
April, May, 
June, July, 

August, 
September, 

October, 
December 

2016, 
January, 

February and 
March 2017

95%

Overall Response Maintenance
March

93%
April

96%
May

96%
June

96%

August

95%

July

95%

September

95%
October

95%
November

94.7%
December

95.3%

January

95.2%

March

95.4%

2017

February

95.3%

Overall Customer Satisfaction
Our results

Target:
Net Promoter Score

+55

April

+32.89

May

+38.84

June

+45.48

August

+45.2

September

+48.9

July

+44.08

October

+47.0

November

+51.78

December

+54.51

2017
January 

+48.95

March

+40.66

February

+37.18*

*February 17 performance affected by changing supplier in the South West



A cut above the rest
Our grounds maintenance contractor, ISS Ltd, have invested £250,000 in two JCB Fastrac 400 tractors as 
part of their ongoing commitment to support us in delivering an improved and more efficient grounds service 
to our Armed Forces.

The tractors will be deployed at seven RAF bases within the Regional Prime Central contract and will be 
used to ensure the military airfields in the region are effectively maintained.

The JCB tractors offer faster speeds, greater load carrying capacity, and quicker turning circles, potentially 
saving several working days a year.  In addition, the multi-functional configuration allows them to undertake 
a variety of other tasks using the same operator with complete flexibility. This includes the safe mowing of 
slopes, banks and hedges. The machine’s ability to hold a large capacity spray tank will also provide total 
and selective weed control.

Paul Bond, our Operations Director, Regional Prime Central said “We’re really pleased that ISS are investing 
in our contract which should bring great benefits to the airfields we maintain.” 

Left to right: William Steele (ISS Ltd), Paul Bond (CA) 
and Flt Lt Paul Blizzard SO3

Regional Primes



Regional Prime 
Performance

Overall Response Maintenance

How do we measure against our Key Performance Indicators (KPIs) and Targets?
March 2017

South East 78.8% 82.4% 86.8% 82.4% 91.5% 90.1% 86.0% 90.9% 84.4% 86.6% 92.0% 82.8%

South West 80.6% 87.9% 87.4% 81.7% 89.9% 86.3% 86.8% 93.5% 94.9% 89.3% 87.0% 92.4%

Central 89.7% 92.5% 92.5% 94.3% 93.1% 94.7% 91.0% 94.1% 95.2% 88.4% 90.0% 89.3%

*S and N I 91.9% 92.1% 89.1% 96.0% 93.4% 91.3% 94.1% 93.0% 94.2% 89.2% 94.0% 93.5%

Overall Customer Satisfaction

80%

Our KPI Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

South East 99.1% 100% 99.9% 100% 100% 100% 100% 100% 100%    99.8% 100% 100%

South West 99.9% 99.9% 100% 99.9% 100% 100% 100% 99% 99.7% 99.9% 99.8% 98.8%

Central 100% 100% 100% 100% 100% 100% 100% 99.9% 100% 100% 100% 100%

*S and N I 99.6% 100% 100% 100% 100% 100% 100% 100% 99.9% 100% 100% 100%

Level 2 Asset Compliance (including mitigation)

100%

Our KPI Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

Central 

Category KPI Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

Priority 0  100%
Priority 1 96%
Priority 2 94%
Priority 3 94%
Priority 4 94%
Priority 7 96%

20
17

Scotland and N.I

Category KPI Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

Priority 0  100%
Priority 1 96%
Priority 2 94%
Priority 3 94%
Priority 4 94%
Priority 7 96%

20
17

South West

Category KPI Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

Priority 0  100%
Priority 1 96%
Priority 2 94%
Priority 3 94%
Priority 4 94%
Priority 7 96%

20
17

Anything below KPI Within 5% of KPI At or above KPI

South East
   Category KPI Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar

Priority 0  100%
Priority 1 96%
Priority 2 94%
Priority 3 94%
Priority 4 94%
Priority 7 96%

20
17

20
17

20
17

*Scotland and Northern Ireland



CarillionAmey achieve Armed Forces Covenant Bronze Award
In 2016, we signed the Armed Forces Covenant and made a commitment to support 
our Armed Forces and their families by upholding the principles of the Covenant 
which includes treating all members of the military community with fairness and 
respect, and supporting Service Personnel and their families at all times.

We’re delighted to announce that, only twelve months later, we’ve been awarded 
the Bronze award meaning we are recognised as an Armed Forces-friendly 
business, who are open to employing reservists, veterans (including the wounded, 
injured and sick), cadet instructors and military spouses/partners.

We’ve achieved this by working closely with the Career Transition Partnership (CTP), 
sharing our vacancies with Defence partner organisations and offering interviews 
to any reservist or veteran who applies for a position with us. We also offer, where 
possible, work placements for those leaving the military. Currently, 10% of our staff 
have a military connection and we are keen to use their skills and experiences to 
help steer us in the right direction, ensuring that the decisions we make are the right 
ones.

In addition, we also support members of the Reserves who work for us by giving 
them time off to carry out their training and deployment services. And, thanks to 
the generosity of our staff, we’ve raised more than £150,000 for SSAFA’s mentoring 
scheme, helping Service leavers settle back into civilian life.

CarillionAmey’s supply chain launch campaign in support of Hedgehog 
Awareness Week 

As part of Hedgehog Awareness Week starting next week, our grounds maintenance supply chain partners, 
ISS, are launching a campaign to help reduce the number of hedgehogs that could be killed, or seriously 
injured, when grounds equipment is in use. 

The once common hedgehog is under threat. In the last ten years, numbers 
have dramatically fallen by 30%. There are now thought to be fewer than 
one million left in the UK and our hedgehogs are disappearing from our 
countryside as quickly as tigers are globally! This dramatic loss in numbers is 
caused by a variety of reasons, habitat loss being the main one. 

Within the Defence Estate many of our establishments and housing can 
provide perfect homes for these animals. ISS Landscaping are supporting 
the British Hedgehog Preservation Society to make sure all operatives are 
aware of the potential dangers that their equipment can pose to wildlife while 
carrying out our work. Many of these dangers can be easily avoided with 
some awareness. 

This campaign ensures operatives are carrying out thorough visual checks before they start using their tools 
and labels will be attached to all grounds equipment that could be harmful. If a hedgehog is seen, operatives 
are advised to send details to their compliance team of where and when the hedgehog was spotted along with 
a picture. 

Seaton Price, Head of Sustainability & Audit, says, “One way we can have an impact on this issue is through 
our grounds maintenance operations, the plant and equipment of which can pose a risk to these animals. 
ISS have signed up to support the campaign by alerting their operatives and rolling out dozens of stickers.  
Supporting this campaign, in conjunction with ISS, helps us protect the important biodiversity that is intrinsic to 
the Defence Estate.” 

To provide feedback on this edition of Tempo, please contact:
Communications@carillionamey.co.uk

For more information on our improvement plan please visit:
Website: www.carillionamey.co.uk  Facebook: www.facebook.com/carillionamey  
Twitter: www.twitter.com/carillionamey  LinkedIn: www.linkedin.com/company/carillionamey


