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You said, we did: Accommodation Officer performance
We’re currently out engaging with our customers through a series of workshops across the UK with the 
Defence Infrastructure Organisation, following the success of our 2016 Engagement Forum. This week we 
held our second customer workshop at RAF Cosford. 

This is the next article in a series where we’ll be highlighting some of the specific improvements we have put 
in place since reviewing feedback over the last 12 months. The feedback we receive is used to shape the 
future of our business so this engagement is of great value and importance to us.

Last year our customers told us that 
there were too many inconsistencies in 
our move in/move out process, problems 
with cleaning and the 14 day observation 
report. They had lost confidence in our 
Accommodation Officers and said we 
were failing too many times.

Following this, we have conducted a 
full review of AO tasks and carried out a 
best practice review of all appointments. 
We are also introducing a full training 
package for all of our AOs and several 
of them have undertaken courses to 
become more effective and efficient 
within their roles. AO training will be 
complete by the end of June.

As well as improving our competency through training, we will ensure that a full walk around will be included 
at move in and move out with the family as part of the process. We are improving our 14 day observation 
form by making it available for download from our website. It is critical that occupants take responsibility 
for ensuring paperwork, such as the move in form and 14 day observation form are completed correctly, 
the occupant is signing to accept the property so it is important they understand their responsibilities too. 
Our AOs will be trained to reinforce these points and also focus on improving the understanding of cleaning 
standards that have to be achieved by the occupant prior to move out.

By working together, we can ensure that families are given the right support and a service that enables 
MOD standards to be upheld by all parties. The latest Customer Engagement Workshop was attended by 
our Managing Director, Daniel Easthope, and our Operations Director, Tom Silvey. They both spent time 
engaging with and listening to the families’ experiences of our service. 

Our Managing Director, Daniel Easthope, enjoyed attending the workshop at RAF Cosford. He said, “We 
held an open session with our housing families. It included an update from ourselves and DIO on our 
performance and the improvements we are driving. We then spent time with the families listening to some of 
the issues they had and understanding how we could improve our service. We got loads of feedback from 
those that came along, it wasn’t all negative and there was some good interaction. We will learn from this 
and use the feedback to improve.”
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CarillionAmey help build Somme Multi-Fit Garage in Catterick
Last month, we handed back the Somme Multi-Fit Garage over to Lieutenant Colonel Humphris, 
Commanding Officer 2 YORKS, at Catterick Garrison with the help of Defence Infrastructure Organisation. 

This project, delivered by the DIO and ourselves, is part of the Army Basing Programme, which provides the 
facilities the British Army needs to live, work and train in the UK as they return from Germany.

Built by our partners Tom Willoughby and their supply chain, the project wasn’t without its challenges; 
inclement weather and high winds took several days out of the programme. Despite these challenges, 
the garage was built on time, within cost and to a high quality. The build was well received by Lieutenant 
Colonel Humphris and those that he represents. 

It was down to the close working 
relationship between our business 
and the ABP Project Management 
team which enabled this project to 
run smoothly through to completion. 
Our partners, Tom Willoughby, were 
fundamental to the project’s success 
and assigned additional specialist labour 
to ensure the programme achieved the 
in-service date.

Robin Hartley from the Army Basing 
Programme commented: “It’s this 
sort of relationship which I would 
like to see engendered across all 
projects commissioned by the Army 
Basing Programme and delivered via 
CarillionAmey. I will be carrying out a 
Learning from Experience exercise to 
highlight what went well at Somme and 
sharing these good points”.
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RNAS Yeovilton Chaplaincy gets a make over
We’re proud of the work that our Armed Forces do to protect our country and our staff are proud to 
volunteer within the military community. We’re committed to send each member of our staff for at least one 
volunteer day per year. 

Recently, 12 members of our Regional Prime South West Op’s Delivery and Area team and the Contract 
Support Finance team got together with the Pastoral team at the RNAS Yeovilton Chaplaincy. They worked 
together to assist in giving The Sanctuary, their Chaplaincy building, a well needed make over. 

The team worked hard fixing the decking area, decorating walls and woodwork as well as redecorating and 
repairing the offices and entrance hall inside the chaplaincy. The ceiling lights had also been given a modern 
update with pendant lights and shades. The materials were provided by the Padre having obtained a grant 
funding from our charity partners at SSAFA, The Armed Forces charity, who we have now raised over 
£150,000 for. 

Our Supply Chain colleagues from Boden Group Facilities also assisted by lending ladders, providing tools 
and consumables. ISS also ensured the grass areas were newly mowed around the exterior of the plot.  The 
site Buffers party and a team from Hangar 10 had all helped with some of the prep work to give the teams a 
head start. Our staff will be heading back in July to complete the works. 


