Tempo

Keeping you up to speed on our activity

Weekly update for our Stakeholders
11 May 2017

Weekly update on the National Housing Prime
and Regional Primes
CarillionAmey light up DMS Whittington
We recently helped provide much needed lighting to the two monuments standing at DMS Whittington.
These monuments are in honour of the two Staffordshire Regiments and are very important to the local
community.
Defence Infrastructure Organisation provided the extra funding needed for the lighting on the monuments.
It wasn’t an essential piece of maintenance but it was an opportunity to improve the quality of the site by
enhancing this protected and historically significant monument.
This approach by both DIO and our business demonstrates the collaborative approach we are all striving to
reach. As a team we listened to the end user and took on board the significance of this project both to the
site and the local community, and went above and beyond to secure additional funds and to deliver the work
in time for a ceremony.
Since 1881 soldiers have deployed from the site to all major conflicts in the world and sadly, many never
returned. The monuments are in honour of all those soldiers and this project was important to everyone
involved.
There was an official ‘lighting’ ceremony held upon completion of the project. During which Mike Harris, Wing
Commander and Head of Establishment at DMS Whittington, prepared a speech to show his appreciation.
He said, “as each young medic walks past these monuments, it is hoped that they will appreciate the
sacrifice and the dedication of the soldiers of both the Staffordshire Regiments and their glorious past, and
that it inspires the soldiers, sailors and airmen of the future as they start their careers in the Defence Medical
Services. I would like to thank CarillionAmey for their assistance with this worthwhile project.”

Striving for Mitie improvements in pest control
We are working together with Mitie Pest Control to improve performance and increase customer
satisfaction. We’re also keen to improve communications between our business and Mitie in order to make
it easier for our customers when they call for updates.
For the majority of 2016 Mitie exceeded their 1.5% target month on month for complaints and the increase
continued into 2017. We’ve identified two main categories trending from these complaints. 59% of
complaints were in relation to missed appointments and 17% related to dissatisfaction with appointment
restrictions. The remaining complaints related to various issues from follow on visits not being raised to
customers having to repeatedly call to chase updates on follow on jobs.
We have shared this information with Mitie and are now working with them to improve this service for
families in Service Family Accommodation. We’ve created an improvement plan that covers all of the issues
raised in order to reduce the number of complaints and ensure more appointments can be attended.
Firstly, times for appointments didn’t match on our IT systems so Mitie have changed theirs to line up with
our own in order to reduce the number of missed appointments. We’ve also asked to reduce the 48 hour
notice period for appointments to 24 hours’ notice to increase customer satisfaction regarding sooner
appointments. Due to Mitie only attending certain postcodes on certain days, customers were sometimes
having to wait over a week for the initial visit due to this restriction. We’ve also asked Mitie to text our
customers when they are on their way if a mobile number is provided to reduce the number of no access
visits.
In regards to complaints, we didn’t have a clear escalation route for when things go wrong. Now we do, and
have a regular review with senior management.
We will also be making the reports Mitie send over to our admin teams a lot clearer and made to include
more details of the visit, diagnosis, follow up requirements or follow up dates in order to improve visibility
and to improve communications between ourselves and Mitie for our customer.
This improvement plan has already been put in place and we are starting to see results of the changes
already. We know that we may not always get it right but we are committed to listening to our customers’
feedback for continuous improvement.
Mitie Pest Control Complaints
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CarillionAmey set to launch new website
We’ll soon be launching a new website to provide a more streamlined and user-friendly experience. Our
current website is cluttered and we’d like to give it a cleaner look. We also want to make it easier for
customers to find the information they need.
However, this website re-launch means that any links or pages you may have bookmarked will no longer
work. Once the website has gone live, you’ll have to save any new links or bookmark the new pages that
you need. A lot of the information we have on the current website has also been updated and some new
sections have been added so you’ll need to familiarise yourself with these changes as well.
We’re committed to ensuring that our performance is continuously improving and want to make sure our
website is tailored to our customer’s needs. We’re aiming for the website to go live by the end of May but
we will have a confirmed go live date next week so keep an eye out in next week’s Tempo for more details.
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