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You said, we did: Accommodation Officer training
As you already know, following the success of our 2016 Engagement Forum, we’re in the middle of engaging with 
our customers with the Defence Infrastructure Organisation through a series of workshops.

This is the next article in our series highlighting specific improvements we’ve made following feedback from our 
customers. You will have seen that we have introduced a full training package to improve our Accommodation 
Officers’ skills and make them more efficient within their role following feedback that our customers had lost faith 
in the service.  

Our new AO training has been rolled 
out with sessions in regions across the 
UK. They were completed successfully, 
and on target, by the end of June and 
focussed on Pre-Move Out, Move Out 
and Move In appointments. They also 
included an equal mix of ‘functional’ task 
related training and customer service 
training using our partners at Drama Train. 
They’re a group who develop and deliver 
powerful training programmes, mixed with 
interactive drama, to businesses around 
the world.

Feedback about the format of the 
training from our AOs was all positive, 
they especially loved the actors, and a 
number of the team commented that the 
mix of practical and functional training 
made the day more interesting and highly 
informative. 

The next step in improving our AO performance is to write up the ‘AO Customer Charter’ and invite everyone 
back to sign up to the commitments they made on each of the training sessions. This charter will focus on 
providing excellent customer service to our Service families when we visit their homes.  

Luke Smith, our Performance Director - Operations, thanked those who took part and those who helped lead 
some of the training. He said, “Thanks to Kevin Corbyn, Alison Edwards, Philippa Patterson and the other guest 
speakers who supported region-specific sessions and helped make them a great success. Also thanks to Nick 
Collis for organising the day’s events and venues, we had over 150 people attend the sessions. The real stars of 
the show were the AO’s and regional team attendees who contributed with some really good suggestions and 
feedback. They showed a positive commitment to improving our service.” 
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CarillionAmey enhance learning area for Service children
Recently, staff from our housing team at Weeton Barracks helped improve an outside learning area for 
Service children who attend the primary school there. We joined forces with local supply chain partners, 
CLC Ltd, volunteers from 2nd Battalion the Duke of Lancaster’s Regiment, local Service wives and teachers 
to enhance the outdoor area.

CLC contractors created an outdoor 
kitchen for the children using spare 
materials and produced a ‘mud kitchen’, 
which has received rave reviews from 
the children, teachers and parents. Local 
Service wives created a ‘bug hotel’ and 
a climbing tower out of old tyres and 
soldiers from 2 LANCS spent the day 
digging to give the children a log walk, a 
tyre walk and a new seating area. 

Heritage fencing also ‘donated’ a member 
of their team who worked tirelessly to 
create a secure fence for the area. Despite 
the blazing sunshine, the team managed 
to finish within the day and everyone was 
impressed with the results.

Sam Wilson, one of our Local Customer 
Service Centre Advisor, helped organised 
and co-ordinated the event. The head 
teacher was delighted and wrote a thank 
you to the volunteers in the school’s 
weekly newsletter. She said “A huge 
thank you to everyone who helped out 
this week. The children are eager to get 
out and play!”


