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South West change results in big improvements

You’ll remember back in February we told you about some changes in the South West. For a more customer-
centric focus, we brought in smaller contractors, local to each area to start handling maintenance. We are 
pleased to report that since we’ve completed the transfer, we have seen a number of improvements already.

We have a massive decrease in complaints and in three of the four areas, we are well above our target. Our 
Net Promoter Score has recovered and we are starting to see improvements. We’ve also secured additional 
resources during the transfer to manage any backlogs and to also manage their current workload. Some 
Staff from the previous contractors have also stayed behind in larger areas to clear some of the workload, 
cover scheduling and ensure the transfer went smoothly. 

Our Area Delivery Managers have more authority and have been given more control, resulting in quicker 
resolution and easier communication. We’ve already received a number of compliments from customers in 
the South West as a result. 

During the transfer period we have ensured our service delivery and performance in the area remained 
consistent. Dealing with appointments, follow-on jobs and issues on a more local level has already started 
to improve. As we hoped, we now have a more streamlined performance. 
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Invicta Park Barracks have been brightened up
Invicta Park Barracks, Maidstone, has been brightened up with an office expansion. Works were carried out 
to extend the current space to give it a much needed refurb for unit staff of the Construction Supervision Cell.

The project had a value of £186k 
and has now reached completion. 
Project Manager Tim Arter said, 
“we started two weeks later than 
originally projected but still managed 
to complete two weeks ahead of 
schedule! A handover was also 
completed with Defense Infrastructure 
Organisation to allow occupancy of 
the space as soon as possible.”

Previously the space didn’t allow staff 
to carry out their work comfortably. 
They’ve created openings through 
adjoining walls and made alterations 
to maximize usable work space. The 
project has been received extremely 
well by our customers.

Lieutenant Colonel Chris D Axford, 
Quartermaster, was really pleased 
with the project. “The collaborative 
approach from the start to the 
physical execution of the project 
has simply been excellent. The 
standard of workmanship and daily 
on-site liaison has been a model for 
success.”

Estate Facility Manager Debbie Norris 
also expressed her satisfaction. “Not 
only has the work been completed 
to an exceptionally high standard 
but they have been professional, 
flexible and accommodating to unit 
personnel throughout, minimising 
disruption wherever possible. Any 
issues were dealt with pro-actively, 
efficiently and the results are a major 
improvement for personnel.”

Services at the barracks have been adapted for the new layout. New emergency lighting and LED lighting 
has also been installed. Amendments were made to the fire alarm system and a ventilation system was 
installed to create a constant airflow, making a nice breezy office just in time for the warmer weather. As a 
result, the transformation created a modern, healthy and energy efficient working environment.
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For more information on our improvement plan please visit:
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