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You said, we did: Complaint management
Together with the Defence Infrastructure Organisation, we’re on the road again speaking to our customers 
and getting their feedback through a series of workshops across the UK. This follows the success of our 
2016 Customer Engagement Forum. 

Over the last 12 months we have been working through the feedback we have received, which has helped 
us shape our services and develop improvements. This article is the first in a series highlighting some of the 
specific improvements put in place.

At the Customer Engagement Forum last 
year customers told us that it was difficult 
to log a complaint and it took too long to 
process. They also said that we hadn’t 
delivered on promises and they had little 
confidence that we would resolve the 
complaints they were logging. 

From this, we created our new Customer 
Solutions and Insight Department, 
who have radically improved the timely 
resolution of complaints. Now, any 
customer can raise a complaint with one 
of our dedicated Frontline Complaints 
Team and if it’s not resolved straight 
away, it will be passed over to one of our 
Solutions Managers or Local Advisors. 
Previously, 45% of our complaints were 
being resolved within 10 working days, 
our performance is now at 99%.  

We have Customer Solutions Managers resolving complaints centrally, supported by our Local Customer 
Service Centres across the UK and a mobile team who are out in the field offering face to face support. We 
hope that this local touch also helps to counter the criticism we received that we were a ‘faceless organisation’. 

Stuart Jones, Customer Service Director, said, “I’m really proud of the Customer Solutions and Insight 
team. Our Front Line Complaints team are resolving up to 30% of complaints on first contact, with the rest 
being resolved by our specialist teams typically within 10 days. Our insight staff are using complaint data to 
identify ‘hotspots’ and helping to focus specific operational improvements. It is regrettable that we get any 
complaints, but I recognise we’ll always get some given the nature of our contract. It’s a must that we deal 
with complaints efficiently, and learning from the human impact of issues is an opportunity, not only for us, 
but for our wider community.”

Improving complaint management was just one of the themes emerging from last year’s Customer 
Experience Forum, we’ve also been working on Accommodation Officer training, better explaining our 
responsibilities, improving our supply chain performance, and creating a culture of helpfulness at our 
Customer Service Centre which we’ll cover in this series of articles.
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Mitie training in pest control delivered in Speke
In our efforts to work better together with Mitie Pest Control, our Customer Service Centre advisors have 
recently been given some self-help training. Steven Strawbridge came to Speke on 8th June 2017 for a two 
day training event to give our staff some DIY pest control tips they can offer to customers. 

They were trained on the main pests we receive calls about and given some top advice from one of Mitie’s 
Regional Technical and Training Officer’s. This advice included how to deal with the pests and after care tips 
to keep the pests at bay to avoid having future call outs. 

Not only does Steven work for Mitie, he also knows what it feels like to be a customer, after spending 26 
years in the Armed Forces. He was with The Royal Welsh Regiment and finished his term in Tidworth as 
the Welfare Colour Sergeant working with Service families. He has also worked closely with local Military 
Housing Liaison Officers dealing with housing issues. 

A lot of his training knowledge was gained and adapted from his role in the Armed Forces. During his 
training in Speke, he told our advisors that this experience in the Forces has been instrumental in his role for 
Mitie. Having been a customer himself, he wants to ensure the technicians he is training are delivering the 
best service possible. He currently works in the Southern region for Mitie training their technicians in pest 
control and enabling them to gain the required qualifications needed for the role. 

Helen Thompson, our Casework Manager, helped coordinate the visit and has been working on our Mitie 
Pest Control improvement plan. She was really pleased with how the training sessions went, as were our 
advisors. They really valued the training and left feeling confident. 

Matt Bowman, Customer Service Team Manager, also wanted to share how much he enjoyed the sessions. 
He said, “I would like to say a massive thanks to Steve and Helen on behalf of everyone who attended the 
Mitie Pest Control training, everyone really enjoyed it and found it to be really useful. I can personally say it 
was one of the best training sessions I’ve had over the years. We were firing questions left, right and centre 
to find out more and we were very interested.”
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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

CarillionAmey staff achieve qualifications in Facilities Management
We encourage our staff to commit to learning, developing and providing the best service for our customers. 
Recently some of our Accommodation Officers (AOs) have been training to improve their skills. Most 
recently, Kayleigh Pennington, AO for Catterick, has achieved a British Institute of Facilities Management 
Level 3 certificate for Facilities Management. 

The course was taken so she could become more effective and efficient within her role. She wanted to 
improve her confidence and aims to deliver service to a higher standard, adding value to our organisation. 

The course enabled Kayleigh to focus 
on our specific policies and procedures 
on our Housing contract. Kayleigh also 
looked more broadly at our business 
plans and communications. A better 
understanding of all policies and 
procedures is something all of our 
people can benefit from, that is why 
we are currently rolling out a broader 
training plan for our AOs. Building 
our own innate confidence should 
also then lead to greater clarity of 
communication for our customers.

When not working on the military 
estate, Kayleigh also lives in Service 
Family Accommodation herself. This 
Service connection helps her in her 
role as an AO. She understand the 
needs of our customers, they have 
confidence in her and therefore her 
appointments run more smoothly. The 
lived experience of our customers is 
important to Kayleigh, because she 
wants to receive a great service herself, 
as a customer in her own right.

Kayleigh gets a huge amount of job satisfaction from delivering a good quality service, applying learning 
from her qualification to improve customer satisfaction and she loves developing relationships within her 
community.

Working as a full time AO and gaining an additional qualification was a challenge but the rewards made it 
worthwhile. Kayleigh said, “The course didn’t come easy, however, we were supported and encouraged to 
ensure that an appropriate amount of time was allocated to each task and that progress was being made 
against the plan for completion. In my 14 years’ experience in Customer Service, this qualification has been 
by far the most rewarding.” 


