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Your Defence housing service

We know how vitally important your Service home is to you and your family. 

That is why the provision of good quality
 accommodation – to the Decent Homes standard 
as a minimum - for Service personnel and their 
families remains a priority for the Ministry of 
Defence, and is why we provide a comprehensive 
end-to-end housing service to support UK Service 
Family Accommodation (SFA). 

This guide tells you all you need to know about the 
services available and how to access them. But, 
whilst I, the Defence Infrastructure Organisation 
team and CarillionAmey aim to offer you and your 
family a quality housing service, you also have 
responsibilities and your part to play. 

Some of these are common sense, such as looking 
after your SFA, protecting it from unnecessary 
damage, and playing your part in the wider 
Defence community by being a good neighbour.  
However, there are other less obvious roles such 
as the need for you to check and confirm that work 
undertaken by CarillionAmey is satisfactory.  You 
will also need to make sure your property meets 
the Move In standard when you take it over, and 
that repairs have been put right.  

But I would encourage you, if you consider that 
work has not been carried out correctly or the 
service you have received is not to standard, to 
raise the issue.  Equally, if you have received a 
good service, please let CarillionAmey know – 
everyone likes a pat on the back.

Ultimately, we want your SFA to feel like your home 
and that you can rely on the service provided.  The 
family accommodation service is there to support 
you, so please use it responsibly and correctly. For 
example: 

• please report maintenance issues quickly, giving 
as much detail about the fault as you can to 
the Customer Service Centre. This guide gives 
some tips on how to more effectively report 
faults 

• please ensure access to your home for           
important safety inspections, such as the annual 
gas safety check. These are carried out to    
protect you and your family 

• apply for your next SFA as soon as you have 
a new Assignment Order, using the online         
system, so a property can be allocated, prepared 
if necessary and a Move In appointment arranged 
in good time

• if you are unhappy with any aspect of the ser-
vice or something goes wrong, please contact 
the Customer Service Centre so they can ad-
dress the issue, and improve the service

• please treat CarillionAmey staff and their        
subcontractors with respect and courtesy. They 
are committed to supporting the Armed Forces.

Finally, the Defence Infrastructure Organisation 
continues to focus on making sure you get the 
Defence housing service you deserve. Whilst much 
has been achieved to improve the quality of Service 
homes and services that support them, there is 
always more to do.  Therefore, we continue to work 
with CarillionAmey to maintain and improve quality 
of service, and target available funding to improve 
further Service homes across the UK.

Air Commodore Ian Tolfts 
Head of Service Delivery Accommodation, Defence 
Infrastructure Organisation
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Housing Repairs (our Housing team)
Webchat: http://housing.carillionamey.co.uk/repairs-maintenance/booking-a-repair (click the message icon from the bottom left hand 
corner of the webpage)
Facebook Messenger: https://www.facebook.com/NHPRepairsCA (send a private message to the team to start a chat)
Twitter message: https://twitter.com/NHPRepairsCA (send a private message to the team to start a chat)
Text message: 07860 063 406 (send a text to start a chat)
Telephone: 0800 707 6000 (option 1)
Email: NHPHelpdesk@carillionamey.co.uk

Allocations (our Occupancy Services team)
Webchat: http://housing.carillionamey.co.uk/moving-in (click the message icon from the bottom left hand corner of the webpage)
Facebook Messenger: https://www.facebook.com/AllocationsCA (send a private message to the team to start a chat)
Twitter message: https://twitter.com/AllocationsCA (send a private message to the team to start a chat)
Text message: 07860 063 410 (send a text to start a chat)
Telephone: 0800 707 6000 (option 3)
Email: occupancyservices@carillionamey.co.uk
Open Mon to Fri 0830 to 1500hrs

Complaints (our Frontline Complaints team)
Webchat: http://housing.carillionamey.co.uk/advice-support/guides-and-resources/complaints-section (click the message icon from the 
bottom left hand corner of the webpage)
Facebook Messenger: https://www.facebook.com/ComplaintsCA (send a private message to the team to start a chat)
Twitter message: https://twitter.com/ComplaintsCA (send a private message to the team to start a chat)
Text message:  07860 063 407 (send a text to start a chat)
Telephone: 0800 707 6000 (option 5)
Email: customercare@carillionamey.co.uk
Open Mon to Fri 0900 to 1700hrs

1. Foreword

About this guide.

This guide is for Service families using the defence housing service.

Have you just received your new Assignment Order? 
If you are entitled and eligible, and have chosen to live in Service Family 
Accommodation (SFA), you need to start planning to move into your 
next property. If you need to stay in your current property please visit our 
website for information on retention of your SFA.

What’s next? 
This guide will take you through:
• applying for your Service Family Accommodation, furniture and removals
• moving in
• living in your Service Family Accommodation:

 — emergencies
 — repairs and maintenance
 — your responsibilities
 — troubleshooting
 — annual safety checks

• arranging your pre-move out appointment
• moving out

as well as:
• important links and contacts

This guide is for every Service family, whether you are moving into SFA for 
the very first time, or you have moved numerous times and need to be made 
aware of new, updated processes. 

Move In Standard
For a Move In standard tick sheet visit 
our website or contact our Customer 
Service Centre.

Who are we?
We are CarillionAmey

CarillionAmey looks after our Armed Forces 
by delivering essential infrastructure and 
housing services. Both Carillion and Amey 
have many years of experience working with 
the UK Armed Forces and in maintenance, 
construction and providing excellent customer 
service. Their services to the Ministry of 
Defence include the construction of 
buildings and infrastructure, as well as facilities 
management and maintenance – helping to 
create better living and working spaces for our 
Armed Forces. 

Their values are that they deliver, they take 
ownership, they improve and they achieve 
together. CarillionAmey cares about its’ 
people, customers and stakeholders.

In 2014 CarillionAmey was chosen by the 
Defence Infrastructure Organisation to deliver 
the contract in England, Wales, Scotland and 
Northern Ireland.

How to contact us:

There are a variety of ways to contact us. Our digital communication channels enable you to talk to our customer service staff on whatever channel is most 
convenient for you. In addition to the telephone service we provide, you can speak directly to our Housing Repairs, Occupancy Services and Complaints 
teams using Facebook Messenger, Twitter messages, webchat and text message (SMS). Whichever channel you prefer, the incoming enquiry is directed 
immediately to the right person who can help:

General contact information

CarillionAmey website
www.carillionamey.co.uk

CarillionAmey Customer 
Service Centre 
Telephone: 0800 707 6000 (lines 
open 24/7, 365 days per year)
Call us from overseas: 
+44 151 728 1630

Face-to-face service
Local Customer Service Centres 
across the UK. For information see 
www.carillionamey.co.uk 
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2. Applying for Service Family Accommodation, furniture and removals

How the application process works for accommodation and for furniture if you need it.

New or changing requirement
If your circumstances are changing, affecting your 
family accommodation requirements, you will need 
to apply for Service Family Accommodation (SFA). 
For example you may be:
• being assigned, and you have your Assignment 

Order/date
• getting married
• expecting another child

Remember - if you are re-assigned in the same 
location, you will still need to inform CA. Any kind of 
change, however small, needs reporting. 

If you already live in UK Service Family 
Accommodation, you should complete the MOD 
Form e1132 within 14 days of receiving your 
assignment order. The Occupancy Services team 
will be automatically notified once the form has 
been submitted.

Complete and submit your 
e-1132 application
If you are entitled/eligible to apply for SFA, you 
need to complete an application form. All Service 
Personnel are expected to use the electronic 
version of 1132 form (e-1132) (using MOD 
systems only, to protect your information). You will 
be required to create an account. You can then fill 
out the online form in stages. The e-1132 allows 

you to save your application and go back into it 
until it’s complete and ready to submit.

Personnel deployed on operations or without 
access to the Defence Intranet can submit a paper 
MOD Form 1132. For further information please 
see Joint Service Publication (JSP) 464.

The system calculates entitlement and 
displays properties
Once your application is submitted – and while you 
are still online – the e-1132 system will automatically 
review it, calculate your entitlement and display any 
available properties that match your entitlement and 
can be prepared in time for your required date.

Express your preferences
The system will display information on the 
properties for you to view, including a floor 
plan and photographs if these are available. 
You can then review the properties and express a 
preference for up to three of them. Once you have 
selected and submitted your preferences, you will 
receive confirmation of your selections both on 
screen and by email. You can view the status of 
your application at anytime when online.

Making an offer
The Occupancy Services Team will review your 
preferences and make you a formal offer within 

15 working days. Please do not chase the offer 
before day 15.

Please note: that there is no guarantee that 
you will be offered/allocated the property or 
properties that you selected. You have 10 
working days to accept/reject the offer.  If 
you reject the offer the Occupancy Services 
Team have a further 15 working days to 
provide a second offer. 

You need to check the offer online – and you 
can either accept or refuse it. (see guidance below).

Accept the offer
If you accept your offer, you will be able to view 
a copy of the Licence to Occupy and agree it on 
screen straight away.

Refusing the offer
Entitlement: If you refuse the offer because it is 
not to your correct entitlement, the Occupancy 
Services Team will make you a further offer within 
the original 15 working days.

Personal reasons: If you refuse the offer for 
personal reasons, the Occupancy Services Team 
will make you a further offer within 15 working days.
Depending on availability, this could be the same 
property. You are not likely to be granted permission 
to retain your SFA at your old duty station.

Second Offer Reviews: You are encouraged 
to accept the 2nd offer. If you have exceptional 
personal reasons for turning it down, you must 
complete the 2nd Officer Review form which will 
accompany all 2nd offers made. The form must 
be submitted, reviewed and concluded within 14 
working days of the 2nd offer being made. You 
have 4 working days to make an application for a 
review. For full details of the process please visit 
www.carillionamey.co.uk/applyingforSFA

Book Move In and Move Out online
You should then book your Move In and if 
appropriate, your Move Out on the online e-1132 
system or contact www.carillionamey.co.uk or call 
us on 0800 707 6000 option 3 and download your 
Move In and Move Out checklists from our website. 

Move In
You will attend the Move In appointment on the day/
time that you set up online. The Accommodation 
Officer will meet you at the property, show you round 
and formally hand over the keys and welcome pack. 
They should also ask for proof of identity before 
the occupant is moved in to the property. If you are 
unable to attend your Move In, you can arrange a 
Proxy Move In. Only Service personnel or a spouse/
civil partner can be nominated as a Proxy. 

See section 3 of this guide for more information about 
moving in.

Only book your removals date once you 
have received a confirmed Move In date.

Additional medical needs adaptations
Some families may require certain adaptations to 
be made to their SFA to accommodate an injured 
or disabled member of the family.

If you have such a requirement, this should be 
highlighted in the e-1132 and supported by an 
Occupational Therapist (OT) report containing 
specific recommendations for approval. Once any 
additional medical needs adaptations have been 
identified, agreed and approved, CarillionAmey will 
liaise with you to carry out the necessary work with 
the minimum of inconvenience to your family. If you 
don’t have an OT report then a medical certificate 
will be needed instead. For more information on 
medical adaptations, call our Occupancy Services 
team for some help and advice.

Special schools and exceptional 
medical needs 
For families who require a specific location for 
a Special school or for exceptional medical 
reasons, please highlight this in the e-1132 with 
the necessary supporting paperwork as required 
in JSP 464.

Applying for furniture 
You can live in furnished, part furnished, 
or unfurnished SFA and Substitute Service 

Family Accommodation (SSFA) and your 
accommodation charge will be adjusted 
accordingly. If you require furniture, you can use 
the furniture service. You must state this on the 
SFA Application Form (MOD Form 1132). The 
requested furniture will be delivered to your home 
in time for your Move In appointment.

The furniture will be clean and in good condition 
and you will be asked to sign the inventory 
of items as part of the move in appointment 
process. You are responsible for the furniture 
when it is in the property and you will be charged 
for any missing furniture or damaged items 
beyond normal wear and tear when you move out 
of the property. If you no longer need an item of 
furniture, or you need to order more furniture, visit 
www.carillionamey.co.uk/MovingOut or email 
furniturerequests@carillionamey.co.uk

These requests are normally only allowed once 
during your occupancy. For further guidance 
please visit www.carillionamey.co.uk/
applyingforyourSFA/FurnitureService

Removals 
If you are moving because your property is 
uninhabitable, removals will be arranged by 
CarillionAmey via the appointed provider.

Insurance
Home liability insurance cover of at least £20,000 and contents insurance are your responsibility as 
an occupant of SFA. Claims to us for damage can only be made if we are at fault and we will 
only provide the second hand value of the item, not the replacement cost.   
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What is a ‘Move In’ appointment?
You have been allocated Service Family 
Accommodation! Now it’s time to move in.
Please visit our website to view our Move In film. 
We’re here to help.

As soon as you have been allocated your 
accommodation and you have signed your 
Licence to Occupy you can arrange your Move In 
appointment. You can do this: 

• Ideally on your e1132 
• Via our website at www.carillionamey.co.uk
• Calling our Customer Service Centre on 0800 

707 6000 option 3
 
You can request confirmation of the appointment 
by text, email or letter. The appointment will take 
no more than one hour.

Appointment reminders
You can ask to be sent an appointment reminder 
by text at 0800hrs on the working day prior to any 
move appointment and a final reminder at 0800hrs 
on the day of your appointment.

Your Move In appointment
Your Accommodation Officer will meet you 
at the property. They will already have checked the 
property and made sure everything is ready for you. 

They will have with them an electronic tablet which 
contains your house file, occupancy form, 14 day 
observation report form and fuel subsidy scheme 
details (if required).

Your Accommodation Officer will show you around 
your new home, room by room, following the 
agreed Move In process.

They will demonstrate:
• that all keys and locks are working effectively
• that all light bulbs are fitted and working
• how to operate windows, including window 

restrictors, where fitted, and show they readily 
open and close

• how to operate all taps and that wastes are 
free-flowing and all WCs flush

• how to operate the settings for your boiler, cen-
tral heating programme and thermostats and 
that radiators are fully operational

• how to use the cooker and cooker controls
• how to operate the extractor fans

• how to use the focal point fire (where installed)
• that blinds (where fitted) are operational
• that the medicine cabinet locks.
• They will also point out the locations of:
• the hot water immersion switch and thermostat 

operation (if able to be adjusted by users)
• smoke and carbon monoxide detectors, ensur-

ing they are operational
• electricity unit and how to safely isolate and 

reset trip switches
• mains water stopcock and show that it closes 

fully and cuts off the water supply
• gas emergency cut off (and its operation) and 

use of the gas meter key (where applicable).

Your Accommodation Officer will:
• remind you that you must seek permission for DIY 

and non standard paint or wallpaper decoration 
• remind you that you should not enter the loft 

or use it for storage
• take you on a tour of the outside of the SFA 

demonstrating that the door bell and any exter-
nal lights work and that any sheds or garage are 
clean and empty and that dustbins are clean 
and empty. 

Your Accommodation Officer will give you time to 
look around on your own, either before or after the 
conducted tour. 

3. Moving in 

Moving into your Service Family Accommodation.

Your new SFA will have been prepared to the 
agreed Move In standard. If, during the walk 
round, a fault is found, but it is not one that 
prevents you from moving into the property, 
this will be recorded on the Occupancy Form as 
a habitable fault. We will arrange for this to be 
rectified within the next 24 hours. 

Move In information 
Your Accommodation Officer will provide you with 
copies of:
• the landlord’s gas safety inspection form 
• the electrical inspection
• a leaflet on controlling mould and condensation
• the operating instructions for your boiler, heating 

and domestic hot water and cooker controls 
• this guide, if you need another copy
• further local information and guidance, or where 

to find it
• the 14 Day Observation Report form (see right)
• a leaflet advising you about changes/additions 

to your property

Handing over
The Move In is complete when your 
Accommodation Officer hands over responsibility 
for the SFA to you or your proxy*. 

* a proxy is someone whom you have authorised 
to act on your behalf if you are not able to be 
there in person. Only Service personnel or a 
spouse/civil partner can be nominated as a 
proxy. If you want to see the guidelines on being 
a proxy, visit 
www.carillionamey.co.uk

14 Day Observation Report 
Your Accommodation Officer will explain what needs to be recorded on this form. You have to 
complete this form at Move In within 14 days to avoid any charges on Move Out. They will also 
explain where it needs to be sent. Do not report any maintenance repairs here, this is just for future 
reference. Make sure everything you saw on Move In is recorded here, even if it was mentioned to 
your Accommodation Officer. This includes stains on carpets, chips in skirting boards and damage to 
kitchen units, etc. Do not include repairs, such as dripping taps. Call our Customer Service Centre in 
order to get them fixed. 

Important Information: Take a copy of our Move In checklist (available on our 
website), check off items as you go around your next home with your Accommodation 
Officer and ensure you record everything that was there before you moved in. Only 
sign the occupancy form when you are content that everything meets the Move In 
standard. If something is missed on Move In, you may be charged for it on Move Out.
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The Move In is recorded on the Occupancy Form, 
which the Accommodation Officer will complete. It 
records:
• any habitable faults to be completed within the 

next 24 hours
• if, for exceptional reasons, the SFA has not met 

the Move In standard, this will be recorded along 
with the actions taken to resolve the issue

• all utility meter numbers and meter readings. 
You will be asked to sign to confirm these. You 
will be provided with details of the current utility 
supplier

• the oil fuel level reading, if your SFA has oil fired 
central heating and is supplied by an individual 
oil tank 

• if your property qualifies for the Fuel Subsidy 
Scheme

• the numbers and dates of the Landlord’s Gas 
Safety Inspections and Electrical Inspection 
certificates

• your contact details – these will be checked and 
any changes recorded

• that all furniture items have been delivered and 
are satisfactory

• an acknowledgement that you have received all 
relevant documentation

• details of keys and how many have been handed 
over to you.

Mail 
Your Accommodation Officer will advise you to 
mark any mail not addressed to you as ‘return to 
sender’ and put it back into the postal system. 

Utility bills, addressed to the previous occupant, 
should be handed to the on-site CarillionAmey 
office

Energy supplier
Our energy supplier for most empty SFA is 
Scottish and Southern Electric (SSE). When 
you move into your SFA your Accommodation 
Officer will take the gas and electric readings with 
you and we will inform SSE that the property is 
occupied, advise them of the Move In readings 
and your surname.  

Although SSE will send you a welcome letter 
advising they hold your account, you can choose 
to use any energy supplier you wish. All you need 
to do is contact SSE or an alternative supplier 
with your meter readings and set up an account in 
your name as it is your responsibility to pay for the 
energy used in your property.     

MOD Fuel Supplied Properties, Single 
Occupancy of SFA and Fuel Subsidies
If your property falls under a MOD Fuel supply, 
the Fuels Subsidies Scheme or you are entitled 
by Virtue of Appointment the recoveries and bill 
payments are managed by the DIO Utilities team 
at Sutton Coldfield.  For further details please 
contact them at The Billing Utilities Unit, DIO, 
Sutton Coldfield.  

Exceptional circumstances – alternative 
accommodation 
In the unlikely event that a fault that we cannot 
fix occurs, just before or at, Move In, your 
Accommodation Officer will arrange alternative 
accommodation. This will either be temporary 
furnished SFA, providing you with short-term 
temporary accommodation, or alternative 
permanent SFA (if available in the same location). 
Should an alternative permanent SFA be the 
solution, you will have to change your own 
forwarding address details accordingly. 

Our Occupancy Services Team will, if necessary, 
arrange for your removals company to store 
your items and for them to be re-delivered when 
your SFA is ready. They can also arrange for any 
pets to be accommodated should your allocated 
hotel not allow pets.

4. Emergencies

Emergencies in your home.
An emergency occurs when:
• you or your family are at risk of imminent injury
• there is a high risk of extensive damage to prop-

erty and environment
 
What actions do you need to take before calling 
the Customer Service Centre?

Fire
If there is a fire in your home, leave the room 
straight away and close the door.

Don’t attempt to put out the fire yourself, unless 
you can do so quickly and safely. Tell everyone to 
leave the property immediately and close all doors 
to slow the progress of fire and reduce the spread 
of smoke.

Once everyone is outside and at a safe distance 
from the building, dial 999, and ask for the fire 
brigade. Give your name and address and state 
where the fire is. If your accommodation is behind 
the wire, please follow local station orders.

Once the emergency services have been 
informed, call the Customer Service Centre. They 
will provide you and your family with advice and 
support and if necessary find you alternative 
accommodation. 

Water leaks 
If there is a major water leak in your home:
• turn off the water supply at the main stopcock 

(this may be located under the sink in the kitchen, 
in the bathroom, hall or under the stairs)

• once the main water supply has been switched 
off, drain the system by turning on all the taps.

• if the leak is affecting the electrical system, turn 
off the electricity supply at the main fuse box. 

• the Customer Service Centre should be called 
and they will provide you with help and advice. 
They will also raise a job for you and if necessary, 
find you temporary accommodation.

Gas leaks 
If there is the slightest smell of gas:
• put out any naked flames or cigarettes
• ensure all gas appliances are switched off
• turn off your gas supply at the meter if possible
• open windows and doors to ventilate the property
• do not use any electrical appliances, or switch 

lights on or off – if they are on, leave them on – 
and DO NOT use mobile phones whilst inside or 
outside the property.

If there is a strong smell of gas:
• do not attempt to switch anything on or off
• evacuate everybody from the property immediately
• follow the same advice for a suspected carbon 

monoxide leak. Ensure the property is well          
ventilated and then stay outside. Then call the 
CSC who will call National Grid, offer some 
advice and have both CarillionAmey and the 
National Grid out to assist

Once you have taken all the steps above for either the water or gas leak and are a safe distance away 
from the smell of any gas, please call the Customer Service Centre. 

Stopcock
You will be asked to sign the Occupancy Form in order to formally agree that the 
standard of the SFA at Move In is acceptable and that you are happy with it. You 
will also need to make sure any issues are formally recorded here before you sign 
for future reference. Your Accommodation Officer will then sign and date the form 
and ask whether you would like a copy emailed for your records. They will also give 
you time to walk around, on your own, after the conducted tour.

(UK) National Gas Emergency Number  
0800 111 999 
(Northern Ireland) National Gas Emergency        
Number 0800 002 001
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When you need something repaired
You have three options for reporting repairs in your 
home:

• Contact us via the website at  
www.carillionamey.co.uk

• Call our Customer Service Centre on         
Freephone 0800 707 6000 option 1

• Walk in to your Local Customer Service Centre 

The website and the Customer Service Centre are 
available 24 hours a day, all year round. 

Your local (as above) Customer Service Centre 
hours will vary according to their location and the 
number of Service families they serve. For further 
details on your local Customer Service Centre 
opening hours please see our website or call 
our Customer Service Centre. 

If something goes wrong...if you want 
to register a complaint or compliment 
call us, please use 0800 707 6000 
option 5 to speak to our Customer 
Solutions Team. 

Language line 
If English is not your first language, our Customer 
Service Centre offers a translation service. Just 
say your language when you call. Our advisor will 
be able to transfer you to someone who can talk 
to you in your own language. 

Before you report the fault 
Before reporting a fault, please check the trouble-
shooting section of this guide to see if it can be 
resolved by yourself. This would be quicker for you 
and following this may remove the need for one of 
our engineers to attend. If the suggestions there 
don’t fix the issue then please contact us to report 
the fault as normal. 

Requesting a repair 
We will work with you to identify the specific 
details of the fault. To ensure the repair can be 
completed efficiently, you will need to tell our 
advisor:
• your address and contact details 
• as much information as possible about the     

problem; using the diagrams in this guide to assist
• if the fault is with a piece of equipment (such as a 

boiler or cooker), details of the type and model.

Making an appointment
You will be given a job reference number and 
you will be sent written notification of your 
appointment (by post or email if requested). If you 
need to change the appointment, please contact 
us via our website or Customer Service Centre 
before the appointment date, quote your job 
reference number and we will arrange a new date 
and time. 

You or a member of your family (who must be 
over 16 years of age) will need to be at home at 
the time of the repair appointment. If the repair is 
on the outside of the property, eg, roofing, fencing 
works etc., we may not need you to be available. 
Please ask our advisor about this when making 
your appointment. 

5. Everyday living – repairs, maintenance and safety

Repairs and maintenance in your Service Family Accommodation.

Appointment times
When you report your repair, depending on its 
nature, you will be offered an appointment date 
and time. 

All day appointment option:
0800 – 1800hrs
Morning appointment options:
0800 – 1300hrs
1000 – 1400hrs (school run option)
1100 – 1500hrs
Afternoon appointment options:
1200 – 1800hrs  

Repair priorities 
Each reported repair is given a priority according 
to the nature of the fault.

Emergency (make safe resolution only) – 
We will make safe as soon as is reasonably 
practicable.  

Our staff will attend immediately, make safe and 
begin work to minimise or eliminate any risk of 
injury, damage to the equipment or property and 
the environment.

After the situation is made safe the repair will be 
given a Critical, Urgent or Routine category as 
appropriate.  

Critical – we will attend within 3 hours and fix the 
repair, either temporarily or permanently, within 12 
hours. This category applies to repairs that could 
have a significant impact on your family or property, 
eg, a blocked main drain, loss of all lighting etc.

Urgent – We will attend and rectify the problem 
within 5 full working days after the initial customer 
call is received at the Customer Service Centre. 
Day one is classed as the day after the call was 
received.
Examples of urgent repairs: 
• Partial loss of cooking facilities (grill, hob or oven 

sections not working)
• ·Isolated leaks (for example, a leaking sink that 

has been stopped with the isolation valve)
• ·Partial loss of heating (radiators in living spaces 

not working)

Routine – We will attend and rectify the problem 
within 15 full working days after the initial 
customer call is received at the Customer Service 
Centre. Day one is classed as the day after the call 
was received. 
Examples of routine repairs: 
• Dripping taps
• Defective window – unless posing a security risk
• Garage door defective

Repair appointment
• Make sure you are in the house for the allotted 

appointment time, or arrange for someone else 
to be there who is 16 years or older 

• Let us know as soon as you realise you or 
a trusted friend cannot be available for an       
appointment so that we can reschedule

• Make sure that when the operative arrives at 
your property they can easily get to the fault 
and that to assist them you keep children and 
pets away.

Our responsibilities 
As well as all the normal maintenance responsibili-
ties, we, CarillionAmey, are responsible for:
• replacing lights on landings, high ceilings   

and fluorescent tubes 
• fitting windows with restrictors. 

What are YOU responsible for? 
Changes: make sure that you have written 
permission from the Occupancy Services Team at 
the Customer Service Centre before you make any 
changes to your property. There is a leaflet in your 
Housing Folder advising what constitutes a change 
or addition. 

Locks: if you lose your keys and cannot get into your 
property, you are responsible for replacing any locks.

Damage: make sure that you repair any damage 
to your property made by your family or visitors and 
that you always seek our permission by contacting 
our Occupancy Management Team at the Customer 
Service Centre before starting DIY projects.

Fuses and light bulbs: it’s up to you to change 
fuses and standard light bulbs.

Electrical trip switches: you will need to reset trip 
switches.

Sink and bath blockages: keep plugholes and 
outside drain areas clear. If there is a blockage in 
the sink, carefully pour hot water from the kettle into 
the plug hole and gently plunge around the plug 
hole. If it still doesn’t clear please contact us. To 
avoid blockages, do not put any fat down the sink.
 

Electrical appliances: you are responsible for 
making sure that your own dishwasher, washing 
machine or other electrical appliances are safely 
connected and maintained. 
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Toilets: to avoid blockages, please do not put 
nappies or any foreign objects down the toilet. 

Curtains and cords: keep curtain and blind 
cords short and out of reach of children.

Window Restrictors: It is important to check 
that the window restrictors in the upstairs of your 
property are working correctly, especially if you 
have children. You can do this by engaging the 
window restrictor (putting the lock/latch on) and 
trying to fully open the window. The restrictor 
should only allow the window to be opened a 
small way. Do not position furniture near upstairs 
windows that children could climb onto and out 
of the window. If you are concerned that your 
window restrictor is not working correctly please 
call our Customer Service Centre. If you are 
moving into your property, your Accommodation 
Officer will check the window restrictors for you 
and show you how they work.

Note: if opening the window fully for cleaning 
purposes etc, please ensure the restrictor is 
re-engaged and functioning, not all restrictor types 
re-engage automatically.

Asbestos
Asbestos was banned in the UK in 1999. However 
a lot of SFA was built or refurbished before this 
time and some properties contain asbestos 
materials.  Products that contain asbestos 
can look the same as products that do not, 
so you should always be careful.  In line with 
legislation and the Health and Safety Executive 
(HSE) Guidance our policy is to leave asbestos 

Safety checks
It is vital – for us as well as you – to keep 
your property running safely and efficiently. 
We carry out a number of safety checks and 
inspections during the lifetime of your property (for 
further details see the CarillionAmey website).

The most important of these are:
• annual gas safety inspection
• annual oil-fired boiler inspection
• periodic electrical inspection.

Important
When you receive your request for these annual 
inspections, you should arrange appointments 
swiftly and ensure that you are available. 
Serving personnel are able to take time off work 
to attend them, once they have cleared the 
details with their chain of command.

These checks are essential for your safety and 
the safety of your neighbours.

During the annual safety inspections all 
smoke alarms will be checked.

Smoke alarms: regularly test your smoke 
alarms and replace batteries where possible. It is 
recommended that you check your smoke alarm 
regularly by pressing the red button on the alarm. 
If it doesn’t make a beeping sound, you will need 
to change the batteries. If you’re unsure how to 
do this, your Accommodation Officer will be happy 
to show you how or you can call our Customer 
Service Centre for advice. CarillionAmey will test 
your smoke alarm every 12 months as part of their 
annual inspection regime. Please make sure you 
are available for these key inspections aimed at 
keeping you, your family and your neighbours safe. 

Carbon monoxide alarms: If you live in England 
or Wales - carbon monoxide alarms must be fitted 
in any room that is used either partly or wholly 
as living accommodation which contains an 
appliance that burns or is capable of burning solid 
fuel, including log and coal burning stoves and 
open fires, even if they are not normally used. But 
this does not include gas and oil boilers. 

If you live in Scotland or Northern Ireland – carbon 
monoxide alarms must be fitted in any room with 
a fuel burning device including gas and oil boilers 
(but not cookers)

CarillionAmey maintain/replace Carbon Monoxide 
Detectors where they are currently installed, 
though you should test the detector on a monthly 
basis using the test buttons. If it doesn’t make a 
beeping sound you can call our Customer Service 
Centre for advice.

Carbon monoxide alarms are often sealed and are 
designed to be replaced when the battery expires. 
If your alarm is continuously beeping, please 
contact the Customer Service Centre as it may 
need to be serviced or replaced.

It is now DIO SD Accommodation Policy that any 
enclosure, basement, attic, or room, inside or 
outside a Service Family Accommodation, with 
a fuel burning device (other than an all-electric 
appliance) is to be protected by a Carbon 
Monoxide Detector. This includes all rooms with a 
boiler, cooker and focal point fire powered by gas, 
LPG, oil, wood, or coal etc.

Radon: Is a natural gas found in soil and rocks, 
it has no colour, taste or smell. You need special 
equipment to detect it. Levels vary from country to 
country, region to region, house to house, season 
to season, day to day and even hour to hour.  
The Radon level in the air we breathe outside is 
very low, in open spaces, but when air containing 
radon naturally rises from soil or rocks beneath 

your home, it may find ways in; mainly through 
cracks in floors, walls, gaps around service pipes 
which may result in higher radon levels.  We 
may conduct Radon monitoring over a period of 
time to establish meaningful results to determine 
the radon concentration in Service Family 
Accommodation in those areas affected by radon 
gas. If higher radon levels are detected there are 
simple and effective ways to make homes safe.

Legionella: The UK has one of the safest water 
systems in the world, however there are some 
slight risks that we all need to guard against, 
one of these is legionella. The risk in your home 
is minimal but it is sensible to take the following 
actions to keep the risk low, particularly if you are 
returning home after a long absence. Make sure 
you run baths, showers and taps on hot and cold 
(hot first if a mixer tap) for a minimum of 5 minutes 
to flush through any form of bacteria. We are 
responsible for ensuring properties are ready and 
safe for you when you move into them for the first 
time and for ensuring pipework is insulated and 
water cisterns are covered.   

Garden chemicals: store them in a safe 
environment away from children, animals and 
protected from the outside elements. 

Outdoor electrical devices: use safe,  
in-line RCDs (Residual Current Device) to 
operate outdoor electrical appliances, such as 
lawnmowers.

Safety guards: ensure all fires and heaters have 
a suitable safety guard and never dry clothes 
over them.

Candles and tea lights: never leave candles or 
tea lights unattended and use proper holders.

Power sockets: do not overload power sockets 
with multiple plugs or extension leads. 

Smoking: never smoke in bed.

Barbecues: light BBQs on a stable surface 
away from houses, fences and other potentially 
flammable materials. Always allow ashes to cool 
completely before disposal. BBQs should never be 
used inside the home as they are a fire hazard and 
can cause carbon monoxide poisoning.

Potable Water: cold drinking water should be 
taken from the kitchen tap only.

the shower head should be placed inside a 
plastic bag and lowered into the bath or tray 
and then run to avoid the spray.

*

*

containing materials that are in good condition in 
place. However if an asbestos containing material is 
in poor condition, is likely to be disturbed resulting 
in damage, or if a repair, improvement or alteration 
takes place on or near it, we will remove it.  

Asbestos: The important thing to remember 
is that the type of asbestos used in houses 
across the UK is a relatively low risk. It may 
have been used in boiler lagging, storage 
heaters, ceilings, textured artex, window sills, 
gutters and downpipes, fascias and soffits, 
garage and shed roofing. For this reason if you 
decide to do any work that is likely to disrupt 
the fabric of the building i.e. drilling for an 
aerial cable you must contact your 
Accommodation Officer first.
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Plumbing 
Noticed a leak coming through a ground 
floor ceiling? Is the bathroom above?
Before calling us, have you checked the area 
affected for the source of the leak? Are you able to 
contain it? It might be that the silicone seal needs 
replacing or some tiles around the bath may be 
loose. If this is the case, avoid using the shower 
until our plumber has been to assess the problem. 
You may use the bath, but be careful not to splash 
water around the silicone seal/tiles. Once you 
have all the relevant information, give us a call 
(0800 707 6000) and a job will be logged for you.

Finding your hot water is too hot?
You need to make sure that the cylinder stat is 
pushed right against the cylinder so that it touches 
the rear of the cylinder itself. If everything looks as 
it should and the problem is still there, give us a 
call on 0800 707 6000, and an advisor will log a 
fault for you. 

Constant sound of running water from 
the toilet?
To stop the overflow running, you need to 
isolate the water supply to the toilet by using the 
isolation valve on the supply pipe or for older 
toilets, the stop tap. Once the water is isolated, 

a plumber will be able to fix the problem with the 
overflow. Call the Customer Service Centre on 
0800 707 6000 and a visit will be arranged. 

Heating
Combi boiler not working?  
Error code showing?
Before you call the Customer Service Centre, have 
you tried re-setting the boiler? If an error code is 
showing, have you consulted the manual? If you 
have done all of this and the problem is still there, 
call the Customer Service Centre on 0800 707 
6000, explain the problem to the advisor and they 
will arrange a visit for you.

Gone to turn the heating on and found the 
programmer display blank?
Have you tried re-setting the programmer to 
see if this sorts the problem? Done this but the 
problem is still there? Give the Customer Service 
Centre a call on 0800 707 6000 and we will 
arrange for an engineer to come and take a look. 

Gas Safety Inspection has taken place and 
now you have no heating?
Make sure the thermostat is at the right settings 
for the boiler to work; this may sometimes be 
adjusted when the inspection is carried out. 

If everything looks normal but you still have no 
heating, give us a call on 0800 707 6000 and 
we will arrange an appointment for you. 

Got no heating or hot water at all?
Have you checked the pilot light? Is it still lit? 
If not, try reigniting the boiler and see if the pilot 
light comes back on. If nothing works call the 
Customer Service Centre on 0800 707 6000 and 
an advisor will sort out a visit for you. 

6. Living in your SFA – troubleshooting

How to identify and fix some problems yourself. 
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Central heating boiler

One radiator causing a problem and not 
heating up?
If you have thermostatic radiator valves (TRVs) it 
may be that the pin has become stuck. Take the 
lid off the valve, and, with the top lightly tap the pin 
underneath. Place the lid back and you should be 
able to adjust the settings. If the problem persists, 
call the Customer Service Centre on 0800 707 
6000. 

Doors and windows
Window or door catching and not 
closing fully?
In warm weather, due to expansion, hinges tend 
to stick which causes difficulty when opening and 
closing doors/windows. Towards the end of the 
day, when it gets cooler, it should be easier to 
operate. If not, and the problem is still there, give 
the Customer Service Centre a call on 0800 707 
6000 and we will sort something out for you.

Front or back door difficult to operate?
Have you checked the door frame at the leading 
edge of the door to see if the keeps have moved? If 
required adjust and the door should be lockable. If it 
is not, please call us and we can arrange for a visit. 

Can’t lock the door?
Double check that the handle has been fully 
lifted – sometimes they can stick – and try again. 
If you’ve done this and it’s still a problem, call 
the Customer Service Centre and a visit will be 
arranged. 

Got the key in the lock but it won’t turn?
Check the lock barrel doesn’t move forward and 
backwards slightly. If it does, slowly push forwards 
while applying a small amount of force to turn 
the key. The lock may line up and engage. If the 
problem persists please call us on 0800 707 6000 
so we can arrange an appointment for you. 

Electrical
Partial power loss to the house?
Have you reset the consumer units by pushing 
the toggle switch back up to the on position? If 
the switch trips again, appliances on that circuit 
need to be unplugged and then the switch reset 
again. You then need to go round plugging in the 
appliances one by one; when it trips, the potential 
faulty appliance can be identified. If you’ve done 
all of this and still can’t identify the problem, call 
the Customer Service Centre (0800 707 6000) 
and an electrician will be called for you. 

Having problems with your electric cooker?
Check to see if the cooker switch is off at the wall. 
If not, check the clock is set. If the clock is not 
set, the cooker may not work. You also need to 

ensure the circuit breaker (switch on fuse board) is 
in the on position in the consumer unit. If all looks 
normal and the cooker is still not working, give us 
a call on 0800 707 6000 so we can arrange an 
appointment for you. 

Electric shower not working?
Check to see if the pull cord is switched on and 
lights appear (if present) on shower unit. If this 
doesn’t work, please call the Customer Service 
Centre on 0800 707 6000 and an advisor will 
arrange a visit for you. 

Is the immersion not heating the water?
Follow the cable from the immersion cap, usually 
located on the top of the hot water cylinder. The 
cable should terminate into a switch mounted 
on the wall. If this switch is off, turn on and the 
water should get hot after 30 minutes. If, after this 
time, you still have a problem, please call us on 
0800 707 6000. 

Total loss of power to your house? Are your 
neighbours having the same problem?
If all power is off to your property and properties 
surrounding you, the electricity supplier will 
need to be contacted. Contact numbers should 
be on bills or correspondence received from 
them. If you don’t have any paperwork handy, 
see if a neighbour is home as they might have 
some details. Alternatively you may be able to find 
contact details for your supplier via your mobile 
phone. 
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Pest control
We provide the response maintenance service to 
deal with any issues you may have with pests and 
vermin that pose a Health and Safety or hygiene 
risk or cause a nuisance to you or your family in 
your home.

When you initially report a problem with pests, 
we will check that you have taken some simple 
self help action first, if possible, and if this doesn’t 
resolve the issue we will take the necessary action 
to get rid of the pest. And if there are repeated 
infestations we will start a short or medium 
term preventative regime to avoid re-infestation.        
For further information on pest control, please visit 
www.carillionamey.co.uk 

Managing condensation in your home
Condensation is produced when warm 
moist air or steam meets a cold surface 
such as windows, walls or floors. If left, this 
can lead to mould on walls and potentially 
damage clothes and furnishings.
Controlling condensation and mould is a matter 
of minimising sources of water vapour within 
the home and finding the right balance between 
heating and ventilation in the home. In addition, 
our website contains useful suggestions on ways 
to combat condensation problems. 

Some general tips:
• check that your trickle vents on windows are 

open
• use extractor fans in bathrooms and kitchens
• do not put damp clothes over a radiator
• ventilate rooms by opening the window slightly to 

allow moist air to escape – particularly in kitchens 
and bathrooms

• check you have extractor and/or trickle vents 
and that they are not blocked

• use extractor fans in kitchens and bathrooms
• maintain your house above the temperature 

of 15°c
• mop up condensation with kitchen towel and 

wash off mould on walls or window frames using 
a domestic mould and mildew remover following 
manufacturer’s instructions.

If you continue to have problems, please call 
the Customer Service Centre on 0800 707 
6000. The advisor will take some details and 
your Accommodation Officer will visit with a 
damp meter to determine the likely cause of the 
problem.

For useful information e.g. Pre Move Out appointment dates, repair jobs - reference 
numbers etc.
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Boiler and central heating system
Typical faults:
• pilot light will not ignite 
• central heating boiler faulty 
• communal heating defective
• radiator not heating up 
• radiator leaking 
• fumes appear in room
• storage heater defective 
• radiant heater faulty

Central heating does not come on:
• is the boiler functioning?
• is the water tank hot?
• is the room thermostat on its 

lowest setting? If so try raising 
the temperature  setting on 
the control

• is the circulation pump running? 
(you will feel a slight vibration if you put your hand 
on it)
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Is only one radiator affected?
• is it turned on by an individual thermostatic valve?
• is this at the correct setting?
• has the radiator been bled?

Water systems
Leaking toilet
• where is the leak coming 

from (pan or cistern)?
• is the pan cracked?
• is it your only toilet?
• can you stop the leak?
• is it a handle or chain flush?
• what floor is the toilet on 

(ground or first)?
• is the seat broken or missing?

Water supply
If you experience a sudden loss of water supply, 
you should ascertain whether it is your house 
alone that is affected by asking a neighbour if 
they are experiencing the same problem. If other 
properties are affected you should contact your 
local water provider. If the loss of water seems to 
be isolated to just your property, please contact 
the Customer Service Centre.

Electrical systems
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Typical electrical faults:
• no power at all
• partial loss of power e.g. light circuit failed
• electrical fitting smoking
• fluorescent tube not working
• plug socket failed
• appliance not working
• smoke detector defective
• extractor fan faulty
• carbon monoxide warning  

going off – fault or genuine warning

Loss of electrical power:
• has all power gone or is it only your property 

that has lost power?
• check if your neighbours have power
• check main switch hasn’t tripped and try to  reset
• if the switch trips again, turn everything off and 

unplug everything. Reset the switch and plug 
everything in one by one. This will isolate it to 
a specific appliance or socket and then we will 
have a better idea of the problem.
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Socket not working:
• are the lights working?
• if so check the consumer unit/fuse box – the 

fuse for the sockets may have tripped (the 
electrical circuits are usually separated between 
upstairs and downstairs)

• have you tried another socket?
Note: some sockets also have additional fuses 
built in, e.g. cooker sockets

Individual appliance does not work
• is there power to the item? (try plugging some-

thing else that works into the socket)
• is it the item or the switch that is broken?

Doors and windows

Reporting window faults:
• what type of window is it?
• what is it made of – wood/uPVC?
• what exactly is wrong – broken sash cord/catch/

stay, broken glass, rotten frame, condensation in 
double glazing, etc.

• will the window close/open?
• can it be secured?
• which floor is it on?
• are the window restrictor 

functioning correctly?

Reporting external door faults:
• is your home secure?
• which door is faulty?
• do we need to gain access?
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Economy 7 temperature 
controller

Electricity consumer unit

Electricity meter

Casement window 
(seen from outside)

External doorDrainage/waste system

Trip switch Cartridge 
type fuse

Rewirable type 
fuse

Sash window Pivot window Tilt and turn 
window

Helping us to help you

Before you call us, here are some things to check. If you are able to describe the problem clearly,  
it helps us to help you.

The meter may be mounted externally or internally. 
It is the point of entry of the electricity supply to 
your SFA.
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Is the door:
• sticking/jamming?
• damaged?
• latch/lock defective?
• what is the door made of – wood/uPVC?
• does the lock go into the keep?
• do the keys operate the lock?
• is the door frame damaged?

40
50 60

70
80

10

20 30

COOKER
OFF

ON

40
50 60

70
80

Faulty/damaged internal doors
• is the door sticking or jamming?
• is the door damaged?
• is the door latch defective?
• is the frame loose or damaged?

Kitchen fittings and appliances
Kitchens - common faults
• damaged cupboards
• damaged drawers
• sink blocked
• sink unit leaking (where?)
• seal gone around sink (mould in cupboard 

below?)
• sink tap dripping
• tap loose

Drawers – defining damage:
• whole drawer/front of drawer
• bottom of drawer
• steel or plastic runners
• drawer sticking

Cupboards – defining damage:
• type – floor, wall or larder unit
• double or single

Internal doors

Mixer tap Bib tap Modern  
pillar tap

High-neck  
pillar tap

Standard  
pillar tap

Supatap
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Pre Move Out (PMO) appointment
If you are moving house, we need to ensure that 
you can move out of your current SFA and (if 
required) into a new SFA in the most efficient way.
Please visit our website to view our Move Out film.

We’re here to help you!
As soon as you receive your Assignment 
Order, or if your circumstances change 
so that you need to move out of your 
SFA, you must apply for a Pre Move 
Out appointment. It is essential that you 
make this appointment. It is not optional 
– it is part of the requirement of your 
Licence to Occupy your SFA. 

You can arrange this appointment in one of the 
following ways:

• Contact us at www.carillionamey.co.uk
• Call the Customer Service Centre on          

0800 707 6000

Any appointment made will be confirmed in 
the format that you request when making your 
appointment i.e. by text, email or letter.

Alternatively, our Occupancy Services Team at the 
Customer Service Centre will contact you 4 to 8 
weeks prior to your Move Out to arrange the Pre 
Move Out appointment. 

If you are moving to another SFA, your Pre 
Move Out appointment will be booked once 
the Occupancy Services Team at the Customer 
Service Centre has supplied you with details of 
your allocated SFA and you have accepted the 
Service Licence to Occupy for your new home. 

The Pre Move Out (PMO) appointment is essential 
because not only does it help you to prepare for 
your Move Out to make sure it goes as smoothly 
as possible but it helps us to identify any works 
that might be needed once the property is empty.  

We want you to have a successful Move Out. 
Our staff will do their utmost to advise you how to 
make this happen. In addition, online guides are 
available at www.carillionamey.co.uk

Appointment reminders 
You will be sent an appointment reminder by 
text at 0800hrs on the working day prior to any 
Pre Move Out appointment and a final reminder at 
0800hrs on the day of your appointment. 

What happens at a PMO appointment?
This is when your Accommodation Officer will:
• tell you what you need to do to prepare your 

accommodation to the Move Out standard, us-
ing this guide to help you. Your Accommodation 
Officer will take you through what is required,  
room by room, to avoid any charges

• advise you on the schedule of rate charges for 
any work that may have to be carried out to 
bring the property up to Move Out standard

• identify and advise on any issues that need to 
be carried out before Move Out

• if Accommodation Officer believes it should be 
offered, they will talk to you about the benefits 
of opting in to the Walk Away Scheme, what it 
includes and how much it costs.

• advise you on the cleaning of carpets and 
floors, especially if you have had pets in the 
property

• advise on any potential refunds based on the 
current Fuel Oil Index, if your current property 
has been supplied with oil fired central heating 
via an individual oil tank 

7. Moving out

What happens when you need to move out.

Important Information: Take a copy of our Move Out checklist (available on our 
website), check off the items that you need to action as part of the Move Out process.  
It’s in your interest to do what is required so that you can avoid charges and the Move 
In process works well for the next family who are moving in. 
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Assessment
Your Accommodation Officer will make an 
assessment of what work will be necessary to 
bring your accommodation up to the Move In 
standard for the next family. This will help ensure 
we can complete all works required once you 
vacate the SFA and before the next family move 
in. The Accommodation Officer will assess 
the following:
• the condition of the sanitary ware (baths, wcs 

and sinks)
• whether any kitchen units need replacing
• that all fans and focal point fires are operable
• whether any double glazing units need replacing
• the age and condition of the cooker
• the condition of fencing, paths and patios
• any decorating requirements, confirming the 

date of the last internal decoration 
• the condition of the electricity consumer unit
• the condition of all floor coverings
• the condition of the curtains
• what work will need to take place in the garden, 

given the time of year of Move Out. 

As the appointment draws to a close, you will be 
asked to sign, together with your Accommodation 
Officer, the Occupancy Form as a record of the 
PMO. A copy will be printed out and given to you 
at the end of the appointment. 

The Walk Away and Gardening Scheme
You can book this service during your Pre-Move 
Out appointment. This scheme offers you the 
opportunity to choose from a number of options 
on bringing your home and garden up to the 
required Move Out standard. 

Please note – this service is not available to 
occupants living in SSFA, PFI or Bulk Lease Hire 
properties.

Moving out of your current SFA

Move Out appointment 
You have had your Pre Move Out appointment 
and received all the advice and guidance for a 
successful move from your Accommodation 
Officer. Now, you are moving out of your Service 
Family Accommodation and you need to 
organise a date for the formal handover to your 
Accommodation Officer. Our aim is to help you 
to ensure that the move out goes as smoothly 
as possible both for your family and any family 
following you into the accommodation.

There are a number of ways you can arrange 
this appointment:

• Ideally on your e1132 
• Via our website at www.carillionamey.co.uk
• Calling our Customer Service Centre on        

0800 707 6000 option 3

Any appointment made will be confirmed in 
the format that you request when making your 
appointment, i.e. by text, email or letter. We 
anticipate the appointment to take no more 
than 60 minutes. In exceptional circumstances 
it may take 90 minutes – if that is the case your 
Accommodation Officer will have advised you of 
this at your Pre Move Out appointment. 

Appointment reminders
You will be sent an appointment reminder by text 
at 0800hrs on the working day prior to any move 
appointment and a final reminder at 0800hrs on 
the day of your appointment. 

Move Out
Your Accommodation Officer will be in attendance. 
Your Accommodation Officer will have an 
electronic tablet containing all the necessary 
information for your SFA, the house file, an 
Occupancy Form and your 14 Day Observation 
Report (from the Move In).

At Move Out, your Accommodation Officer 
will formally take over responsibility of the 
accommodation and either with yourself or your 
proxy take the following actions:

• using the Occupancy Form, check and agree 
with you the condition of the property against 
the Move Out standard. If anything does not 
meet the standard required it will be recorded 
on the Occupancy Form

• record the charges for each item that does not 
meet the Move Out standard on the charge sheet

• take photos of the items against which charges 
have been identified. The photos will be retained 
in the electronic house file

• record all utility meter numbers and take the util-
ity meter readings. The Accommodation Officer 
will ask for details of your utility suppliers and will 
make a record of them on the Occupancy Form

• where the SFA is fitted with oil fired central 
heating supplied from an individual oil tank, your 
Accommodation Officer will take the oil fuel 
reading to make a comparison with the reading at 
Move In. If the Move Out reading is in excess of 
the Move In reading your Accommodation Officer 
will arrange a refund. If it is less, an invoice will be 
raised

• record your new address whether you are moving 
into other Service Family Accommodation or not

• check that you have arranged to redirect your mail
• check that all furniture items have been removed 

from the SFA
• take and record the quantity of your SFA keys. 

On move out, the keys issued on move in must 
be returned.

Once all the above activity has taken place, you 
will be asked to sign the Occupancy Form. Your 
Accommodation Officer will sign and date the 
forms. You will be given a printed copy of the 
Occupancy Form and the repairs charge sheet 
for your records. The Occupancy Form and the 
Repairs Charge Sheet must be signed on Move 
Out. If you are disputing any of the charges, you 
will still have to sign it. Following this you will need 

to take photos, gather evidence and discuss this 
with our Customer Service Centre.

Move Out standards - summary
Your accommodation must be prepared to 
certain clearly-defined standards before you 
move out. 

They are also the standards that you can expect 
of your SFA when you move into it. Here’s a 
summary of what is expected in key areas. You 
can find a lot more detail in the next section 
(pages 25-31).

Bathrooms, WCs
• ensure baths, sinks, WCs, floors and fluores-

cent lights covers are clean
• taps and showerheads must be thoroughly 

descaled
• shower cubicles, screens and shower curtains 

should be cleaned and stain free
• air vents and fans should be clean and all pull 

cords cleaned.

Carpets
• must be clean, stain and infestation free  
• the carpet will need to be cleaned through 

thoroughly with cleaning products and/or pro-
fessionally cleaned to ensure it is at move out 
standard.

• if you’ve have had any cats and dogs living in 
the SFA you’ll need to arrange professional 
cleaning, or show you have used an appropriate 
pesticide and/or deodorising treatment.

Curtains and blinds
• if you have used your own curtains or blinds, 

they will need removing
• curtains provided with your SFA will need to be 

ironed, hung and in a clean condition.

Decorations
• walls and paintwork must be washed down and 

all finger marks removed
• if you have repainted any of your walls, ceil-

ings or any other paintwork, you must repaint 
them, returning the walls to silk magnolia and         
ceilings to matt white (see painting section 1.5 
in  detailed move out standards)

• wallpaper, decorative borders or painted stencil 
work must be removed and made good and 
walls redecorated

• picture hooks (you are advised to leave only 4 
picture hooks per room), all other picture hooks, 
nails, poster adhesive (e.g. Blu-Tack) and shelving 
must be removed and walls made good.



26 27

Kitchen
• kitchen sinks, cupboards, drawers, worktops 

and all surfaces should be cleaned thoroughly
• cooker should be degreased, cleaned and 

ready for immediate use by the next family
• wall tiles and floor tiles should be degreased, 

cleaned and dry
• the fluorescent light cover must be removed, 

cleaned and refitted

Gas and electricity meters
If you have had a key/card meter 
installed:

• you must arrange for               
replacement with a standard 
meter before Move Out

Pets
For families who have had pets, particularly cats 
and dogs: 
• make sure there are no pet hairs or pest infesta-

tion in the SFA
• if you have installed a cat flap this must be re-

moved and the door panels reinstated
• make sure any damage to the garden is re-

paired correctly and any faeces removed

Garden
• grass must be cut and all grass cuttings re-

moved
• flower beds/borders need to be dug over 

and tidy
• entrance areas, paths and patios should be 

swept clean and weed free
• drainpipe wells should be clear of leaves and 

rubbish
• compost heaps and any leaf piles should be 

removed or dug into the garden
• if you’ve put in a pond, it will need to be re-

moved and the ground restored
• hedges and shrubs should be tidy and kept to 

a manageable level between September and 
February. In the nesting season (in the UK this 
is between February and August) check hedges 
for nesting birds, if there are none in them, you 
can cut the hedge

• remove any garden furniture and play equipment.
• if you’ve damaged the grass or it has died you 

need to re-grass or repair
• rubbish outside and in garages or outbuildings 

must be removed. Rubbish bins should be 
empty and clean inside and out

1. Internal walls and ceilings

1.1  Ceiling
Make sure that ceiling surfaces are free from stains and/or marks caused by 
fungus, mould, nicotine, etc. If you have installed coving or polystyrene tiles 
these need to be removed.

1.2  Decoration
You will generally have been permitted to redecorate your home. 
Redecoration will be inspected prior to Move Out. Where it is considered that 
it does not provide a benefit to the property, you may be required to make 
good (see 1.5 and 1.6 – Painting). 

1.3  Wood surfaces
If you have decorated wood surfaces, make sure they are painted (gloss 
white), stained or varnished as appropriate. 

1.4  Wallpaper
Make sure that wallpaper is free from significant rips and tears.

1.5  Painting
Walls must be painted vinyl silk magnolia (available at most high street hardware 
stores) and ceilings white matt. You may repaint the internal walls and ceilings in 
other standard colours (in line with the guidance in JSP 464) whilst living in the 
property but walls must be repainted magnolia and ceilings white prior to the 
Move Out. Where you have repainted, the painted surfaces in the rooms must 
be of a consistent colour. Where ‘patch’ paintwork is undertaken then it needs 

to be extended to an appropriate natural break. If this results in more than 
50% of the surface area or in the case of walls more than two walls then the 
complete surface area or all walls of the room shall be redecorated. Where you 
have ‘patch’ painted it is acceptable that the best attempt has been made to 
match the colour and finish (i.e. silk or matt) of the surface. You must make sure 
that where you have painted, the walls are free from bubbling or cracking. If old 
paint splashes and runs from previous decorations exist you will not be required 
to remove them. However, ‘fresh’ paint splashes and runs are to be removed. 
Where you have redecorated there is no need to remove switch plates and 
socket plates to carry out the works. 

1.6  Paint splashes
If in the process of undertaking work yourself, there are significant or obvious 
paint marks or splashes on the carpet or hard floor finishes, you will need to 
remove them.

1.7  Picture hooks, nails, etc
You are advised to leave only 4 picture hooks per room. You must remove 
any protruding nails, screws etc. You need to fill and paint any holes.

1.8  Cleanliness
Remove all surface staining caused by grease. You need to make sure that 
all surfaces are in a hygienic condition and have been wiped down to remove 
dust, dirt, mould and surface marks. You must wipe down tiled surfaces and 
any residual powders from cleaning products need to be removed. Generally, 
you need to make sure that all kitchen and bathroom surfaces and fittings are 
free from mould and limescale. You must paint over the holes with the correct 
paint and make sure it looks subtle to avoid any charges.

Move Out standards – in detail

Please read these detailed instructions and follow them carefully to ensure you don’t have to pay money in charges and 
the accommodation is left in good condition for the next family to move into.
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2. Internal doors

2.1  Doors
Make sure that the exposed face of doors are substantially free of holes. 
Small screw holes under 3mm i.e. where hooks have been removed, will be 
acceptable. However any large holes or dents will need to be filled on painted 
doors. If you do not take this action you may be responsible for any repair costs.

2.2  Ironmongery
You do not need to polish any brass fittings; fixtures or handles.

3. Floors

3.1  Carpet fitting
If you have removed or replaced carpets, you will need to put the original 
carpet back.

3.2  Vinyl flooring replacement
If you have removed or replaced flooring, you need to put it back. You must 
make sure that any sheet vinyl flooring you put back is sealed at the edges 
with silicone sealant including around sanitary fittings. If you do not take this 
action you may be responsible for any repair costs. Vinyl floors, sheet or 
tiled, need to be free from cuts or gouges. However, minor scuff marks and 
blemishes are acceptable.

3.3  Carpet cleanliness
If there is documented evidence that you accepted a stained carpet at Move 
In, at Move Out, a carpet in the same condition (taking account of fair wear 
and tear) is acceptable, though the following will always apply. 
You need to vacuum all carpets to remove all loose debris and dust. Where 
the carpet is dirty you will need to clean it. You need to make sure that the 

carpet is free from infestation, hair and odours. Any stains caused by bodily 
fluids or faeces are unacceptable. You need to clean minor stains and 
blemishes etc with normal cleaning products and methods. However, if you 
cannot remove them with normal cleaning products, minor stains and traffic 
marks are acceptable depending on their extent, colour and position eg: 
• if they are in areas likely to be covered by furniture
• if they are a similar tone to the colour of the carpet.
For stains that are in visible locations and obtrusive, stains need to be smaller 
than 50mm in diameter.

If you have had pets, you will need to provide evidence that the floor 
coverings have been professionally cleaned or that you have personally used 
an appropriate pesticide and/or deodorising treatment on the carpets.

3.4  Vinyl flooring cleanliness
Leave vinyl flooring with a clean surface that is free from dirt and dust. You will 
need to mop down vinyl flooring and spot clean any minor stains, blemishes 
and scuffs. However, you don’t need to polish and buff vinyl flooring. 

3.5  Carpet condition
You will have to repair or replace any damaged or torn carpet over and above 
that due to fair wear and tear at your own expense.

3.6  Vinyl flooring condition
You will have to repair or replace any damaged or torn vinyl flooring over and 
above that due to fair wear and tear at your own expense.

4. Internal joinery

4.1  Cleanliness
Make sure that all surfaces are in a hygienic condition and that they have 
been wiped down to remove dust, dirt, mould and surface marks. You need 
to make sure that horizontal surfaces are dust-free.

5. Bathrooms, WC and cloakrooms

5.1  Sanitary ware
Wear and tear is acceptable, however, you need to make sure that sanitary 
ware is free from cracks and chips. 

5.2  Toilet seats
Make sure that toilet seats are clean, hygienic and free from stains, cracks 
and chips. 

5.3  Shower curtains
Make sure that any shower curtains that were provided are left clean and 
hanging on the shower.

5.4  Taps
Make sure that taps are clean and free from limescale, although we accept 
that some may remain after cleaning depending on the age of the fitting.

5.5  Plugs
Make sure that sinks, hand basins and baths all have plugs and chains 
(unless fitted with a pop-up plug and lever mechanism). If there are any 
replacement or repair costs you may be responsible for them.

5.6  Wall tiles
Make sure that any grout is free from mould and limescale. However you 
won’t need to re-grout if the joints are still functional and there is mould and 
limescale that cannot be removed by normal cleaning methods. If you have 
put transfers, tile paint and or other effects on the wall tiles you will need to 
remove these, unless accepted by the Accommodation Officer during the Pre 
Move Out appointment. 

5.7  Joints
Make sure that joints in the tiles are free from mould and limescale. The joints 
are not required to be replaced if they are still functional, even if you are not 
able to remove mould and limescale by normal cleaning methods.

5.8  Waste water
To keep sinks and baths free-running, remove any waste you can with your 
hand, but you don’t need to empty any traps.

5.9  Cleanliness
You need to make sure that the bathroom, including all sanitary ware, baths, 
sinks, WCs, showers and surfaces are in a hygienic condition and that they 
have been wiped down to remove dust, dirt and surface marks. You need 
to make sure that tiled surfaces are wiped down and residual powders from 
cleaning products removed. Baths, showers, sinks and toilets and wall 
surfaces will be free from mould and limescale. The bathroom floor, window 
sills and medicine cabinet should be dust free.

6. Kitchens

6.1  Cabinet doors and drawer fronts
Make sure that all cabinet doors are fitted to (or available for fitting to) the 
carcass and that drawer fronts are fitted to drawers.

6.2  Work surfaces
Before moving out of your property you need to make sure that any work 
has been completed on replacing work surfaces with burns, knife marks or 
other defects that will prevent food preparation and kitchen activities where 
hygiene is of key importance. If there are any replacement or repair costs that 
are not as a result of fair wear and tear you may be responsible for them.
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6.3  Extractor fans
Make sure that vents and grills are clean and free from grease and carbon.

6.4  Cookers
Make sure the cooker is complete with all appropriate grill pans, handles 
and oven shelves etc. The cooker must be clean and free from grease and 
carbon. If the cooker hood has a renewable filter then this needs to be in 
place and clean. 

6.5  Sinks
Ensure that the sink is clean and free from grease and limescale. 

6.6  Taps
Ensure that taps are clean and free from grease and limescale.

6.7  Plugs
Make sure that sinks, hand basins and baths all have plugs and chains 
attached (unless fitted with a pop-up plug and lever mechanism). 

6.8  Cleanliness
Make sure that all surfaces are in a hygienic condition and have been wiped 
down to remove dust, dirt and surface marks. Ensure that tiles have been 
wiped down and residual powders from cleaning products have been 
removed. All kitchen surfaces, fixtures and fittings need to be free from mould 
and limescale. Counter tops need to be dust free.

7. Windows

7.1  Ironmongery
You do not need to polish any brass fittings; fixtures or handles.
You need to make sure that all keys supplied at Move In are returned at Move 

Out. You will be charged for all missing keys and (where appropriate) keys to 
window locks.

7.2  Vents
You need to make sure that all vents are unblocked, clean and in working order.

7.3  Curtain track, curtains, blinds and associated fittings
You need to make sure that all windows have curtain rails and hooks, unless 
it is a bathroom, WC, kitchen or utility window that has been fitted with a 
blind. Where curtain tracks are provided you should leave them with sufficient 
curtain rings. Any curtains that have been provided need to be clean, ironed 
and left hanging. If you have been provided with blinds, they need to be 
left clean and in place. If there are any repair or replacement costs you will 
responsible. 

7.4  Cleanliness
You need to make sure that all window casements are debris-free. All internal 
seals need to be free from algae and mould and all window sills need to be 
dust free.

8. Glass

8.1  Cleanliness
You need to make sure that all your windows have been cleaned and 
are smear free on both sides if you stand 2 metres away (during daylight).

9. External doors

9.1  Ironmongery
You do not need to polish any brass fittings; fixtures or handles save for 
brass nameplates and letter plates (these are to be polished).

9.2  Cat flaps and the like
You need to remove any cat flaps that you have installed. The door panel 
needs to be made good or where required the door panel or door will need 
to be replaced. You will be responsible for all repair and replacement costs. 

10. Gas and electrical installation and appliances

10.1  Utility meters
Remove and replace any card or token utility meters installed during your 
time in the property with a with a normal gas meter. You will be responsible 
for any costs incurred. Card and token meters are no longer permitted.

10.2  Electrical fittings
Make sure that grease and other finger marks are removed from all electrical 
fittings and switch plates.

10.3  Light fittings
Any light fittings installed by you need to be removed and replaced with 
pendants. Where you have replaced lights, ceiling roses, pendants and cord 
must not expose any wiring or terminations. Light fittings need to be fitted 
with a working bulb or tube as appropriate. 

10.4  Shades and diffusers
Where they exist, you need to clean or remove lampshades and light bowls. 
All light fittings must be clean. 

10.5  Extractor fans
You need to make sure that extractor fans are free from grease and carbon.

10.6  Smoke alarms
You need to leave live batteries in smoke alarms.

10.7  Cookers
Please see kitchen section.

11. Heating

11.1  Radiators
Make sure that any thermostatic radiator valves (TRVs) are free from dirt and 
dust. Radiator tops and fins need to be dust-free. The areas surrounding the 
radiator need to be dusted and any cobwebs and debris removed.

11.2  Pipework
All pipework that runs horizontally through the house must be dust- and 
debris-free. 

11.3  Electrical cables
You are not permitted to install any electrical fittings, therefore these should 
not be present. 

11.4  TV aerials
If you have installed TV aerial cabling it will need to be approved at the 
Pre Move Out visit, or you will have to remove and make good any damage 
and pay any of the costs. 
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11.5  Focal feature fires
All focal point fires should be clean.

11.6  Open fireplaces and chimneys
You must ensure that all open fires are clean and that any coal, wood or 
other combustible materials have been removed.

12. External areas and communal areas

12.1  Hard surfaces
You must ensure that all hard surfaces (paths, car parking areas, patios, etc) 
within the property boundary are swept and weed-free. Gullies and drains 
must be debris and weed-free. If you have installed any hard surfaces these 
will need to be approved at the Pre Move Out appointment or you will have 
to remove and replace with acceptable material and pay the costs.

12.2  Fences
If you have installed any fences they will need to be approved at the 
Pre Move Out appointment or you will have to remove and replace with 
acceptable material and pay the costs. 

12.3  Gates
If you have installed any gates these will need to be approved at the Pre Move 
Out appointment or you will have to remove or reinstate and pay the costs. 

12.4  Clothes line and rotary driers
Any clothes lines or rotary driers provided by us must be left clean. You will 
be liable for damage (other than fair wear and tear) or a missing clothes line/
rotary drier. You will be responsible for all repair or replacement costs.

12.5  Grass
The garden needs to have a generally even surface. You will need to grass 

seed (with seed that is similar or the same to the current grass type) all areas of 
wear if they are more than 5% of the current grassed area. Unless wet or frost 
conditions prevent cutting, you need to make sure that the grass is between 
25 to 40mm high. You need to trim any grass areas next to hard surfaces. 
Where lawn edges have been scalped you will need to repair them. You will 
need to remove all grass cuttings etc. If there is any damage caused by pets 
you need to repair it well and remove any faeces. If you have had any awnings, 
sandpits, swings, other play equipment or other temporary structures they will 
need to be removed and you will need to make good the garden. 

12.6  Trees
All self-set trees are to be removed. If you have planted any trees or trees 
have naturally set (where they didn’t exist at Move In) they will need to be 
approved at the Pre Move Out appointment or you will have to remove and 
reinstate the ground at your own expense and remove any branches, stumps, 
leaves etc. Any trees that are inappropriate for their location (eg overhanging 
or encroaching security fence lines, boundary walls, fences, utility services, 
street furniture), or those adjacent to footpaths, highways and structures (e.g. 
buildings, lighting columns, signs and fences) will not be approved. 

12.7  Ivy and other climbing plants
Prune any ivy or climbing plants as required, paying particular attention to 
making sure the plants don’t prevent doors and windows from being opened 
or paths and gates being used. 

12.8  Hedges
If you have planted any hedges they will need to be approved at the 
Pre-Move Out appointment to ensure that their location is appropriate or 
they will need to be removed at your expense. Hedges will need to be cut 
according to their species. A suitable height for most hedges is regarded as 
no more than 1.8 metres. You need to make sure that the heights and widths 
of hedges remain the same as when you moved into the property and that all 
hedge trimmings etc are removed. 

12.9  Shrubs
If you have planted any shrubs these will need to be approved at the 
Pre Move Out appointment to ensure that they have been planted in an 
appropriate location. If not, they will need to be removed. You will need to 
prune any shrubs, paying particular attention to making sure the plants don’t 
prevent doors and windows from being opened or paths and gates being 
used. You will need to prune any shrubs that sit next to the property in front 
or rear gardens below window height. 

12.10  Borders
You will need to make sure that borders and flowerbeds are tidy, weeded and 
cultivated in an aesthetically pleasing condition. All dead, inappropriate and 
dangerous species are to be removed.

12.11  Garden cleanliness
You need to make sure that your garden is litter, composter and compost 
free. You will need to move all fallen leaves, debris and windfall fruit 2 days 
prior to the Move Out. However new leaves debris and windfall fruit occurring 
during the final two days are allowed to remain. 

12.12  Communal areas
You need to make sure that any communal areas are free from your 
possessions and rubbish. 

12.13  Raised Beds/Vegetable Patches
Any raised beds or vegetable patch areas  should be returned as they were 
at Move In. 

13. Garages 

13.1  Doors
Where a lock is provided, you need to make sure that you return garage keys 

to us. You will be responsible for all repair or replacement costs for missing 
garage keys. 
13.2  Cleanliness
You need to make sure that garages will be swept clean and any debris etc. 
removed.

14. Miscellaneous 

14.1  Occupant personal possessions
You need to make sure that all personal possessions, rubbish and loose items 
are removed from properties (including gardens, garages, stores, etc.)

14.2  Outbuildings 
You need to make sure that all outbuildings including sheds, stores, etc are 
sound, fit for purpose and are swept clean. You will be responsible for all 
repair or replacement costs for missing outbuilding keys.

14.3  Bins
You need to make sure that all necessary refuse and recycling bins are 
present, serviceable, empty and clean.

14.4  Pests
If you have had pets there should be no infestations. You will need to show 
that you have used an appropriate pesticide or deodorising treatment.

14.5  DIY and encroachments
At the Pre Move Out appointment we will assess any unauthorised home 
improvements or encroachments (e.g. satellite dishes, trees, patios, etc) that 
you have installed. If the home improvements provide a benefit to the SFA, at 
a minimal maintenance and repair cost, they can stay in place. However, you 
will have to remove any unapproved items and make good at your expense. 
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Defence Intranet 
Entitlement for SFA and Substitute 
Service Family Accommodation (SSFA)
Full details of the policy surrounding entitlement 
and eligibility for SFA and Substitute Service 
Family Accommodation (SSFA) are available in:
• Joint Service Publication (JSP) 464 

Charges for SFA 
Charges are set by the Armed Forces Pay Review 
Body and are published in JSP 754. 
If you have any issues relating to Joint Personal 
Administration (JPA) please email 
accommodationcharges@carillionamey.co.uk

Charges for damage and deficiencies 
for SFA and Substitute Service Family 
Accommodation 
When you move out of UK Service Family 
Accommodation (SFA) or Substitute Service 
Family Accommodation (SSFA), you may be liable 
for charges for damages or deficiencies that are 
not classed as fair wear and tear or because you 
have failed to prepare the property to the correct 
standard, for example cleanliness.

DIO can recover charges directly from the pay of 
Serving personnel although any payments taken 

 8. Contacts and Customer Satisfaction Customer satisfaction and complaints

depend on the size of the charge and individual 
monthly income (using MOD guidelines to ensure 
that deductions do not exceed a set limit of pay).    

Full details on moving out of your SFA and 
recoveries from pay are available in:
• JSP 464
• JSP 754: Recoveries from pay (available on 

the Defence Intranet only)

The HIVE Information Service is able to 
provide you with up to date and relevant local 
information to support your relocation either on 
arrival at a new location or when you move on. 
HIVE holds a wealth of information that may assist 
you and also offers a confidential referral service. 
To contact your local HIVE visit www.army.mod.
uk/welfare for the Army HIVE Information Service, 
for the Navy visit www.royalnavy.mod.uk/welfare/
resources and the RAF visit www.raf.mod.uk/
community/support/rafhiveinformationservice.cfm  

Additional information on the 
CarillionAmey website
The CarillionAmey website contains a wealth of 
additional information to help you get the most 
from the Defence housing service.  
 
Here are just a few of the fact sheets available at 
www.carillionamey.co.uk:
• Walk Away Scheme
• Retention of SFA
• Fire safety in your home
• Running a business in your home
• Protecting your family
• Combating condensation
• Saving energy
• Safety in the home
• Pets in your home
• Safety inspections

Customer satisfaction
We welcome feedback on our service. 
We measure our customer satisfaction and service 
levels in order to continue to improve our service.

Please contact us on 0800 707 6000, email 
customercare@carillionamey.co.uk or via 
our website at www.carillionamey.co.uk  
You can also walk into your local customer 
service centre to let us know if we have done a 
good job, or advise us if you are unhappy with any 
aspect of our service.

If something goes wrong, please let us know as 
soon as possible.

Complaints
There are three stages for complaints:
Stage one: This is where you contact us to 
let us know you are dissatisfied. One of our 
customer care managers will contact you, 
introduce themselves, and give you a reference 
for your complaint. They will explain how the 
process works and keep you regularly updated on 
progress until the complaint is resolved.  
If you are not satisfied with the way the complaint 
is being handled or you want to speak to 
someone more senior, you can speak to a senior 
manager at the Customer Service Centre or a 

director who will take any necessary action to 
resolve your complaint.

If you make a complaint, we will give 
you a reference number.  Please take 
note of it. Our Customer Care Managers 
aim to contact you within one hour of a 
complaint being made.

Stage two: if your complaint has been formally 
closed at stage 1 and you are not satisfied 
with the response, you can then escalate your 
complaint to the DIO Customer Services Team. 
You can do this in two ways:

1. Online: by completing the online stage 2 
complaint form, which for security reasons is 
only available on the MOD Intranet. To access 
the form, copy and paste the following URL into 
your browser address bar when logged on to 
the Defence Intranet: http://defenceintranet.
diif.r.mil.uk/libraries/3/Docs1/20150612.1/
DIO-SD-Accn-Stage2-Complaint-Form.xsn

2. Letter: by writing to the Customer Service 
Team (address below). Please quote the stage 1 
complaint reference number, briefly set out your 
complaint, why you are not satisfied with the Stage 
1 response, and what outcome you would like. 

Customer Service Team, 
DIO Service Delivery Accommodation, 
Ground Floor, Swales Pavilion, RAF Wyton, 
Cambridgeshire PE28 2EA 

If you make a stage 2 complaint, DIO will have 
access to your stage 1 complaints details and 
records, so you do not need to re-submit the full 
details of your complaint.

DIO will acknowledge it within 3 working days 
and provide you with a reference number. An 
investigation will then be carried out, however 
there is no standard response time due to the 
need to further investigate complaints that vary in 
nature and complexity.

Stage three: If you have completed stage two 
and you are still dissatisfied you can escalate your 
complaint to the Independent Housing Review 
Panel at the following address:
Independent Housing Review Panel
CD(P) Services and Veterans Welfare 
Accommodation Policy C2
Ministry of Defence
Floor 6, Zone A,
Main Building,
Whitehall,
London
SW1A 2HB
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Our contracted service levels - response maintenance

Each reported repair is given a priority according to the nature of the fault. These priorities are set by Defence Infrastructure Organisation and outlined in our contract so they can’t be 
changed depending on various situations. If a fault is an urgent or a routine then it has to stay that way. This means that resources can be directed to the most urgent cases when you 
need them, and the rest of the work managed accordingly. When calling please provide a full description about the nature of the fault, so it can be correctly categorised and dealt with.

Emergency
We will attend within 3 hours and make safe as soon as is reasonably practicable.

Our staff will attend make safe and begin work to minimise or eliminate any risk of 
injury, damage to the equipment or property and the environment.

This is a make safe resolution only. After the situation is made safe the repair will 
be given a Critical, Urgent or Routine category as appropriate.

Critical
We will attend within 3 hours and fix, either permanently or temporarily, to your 
satisfaction, within 12 hours.

This category applies to repairs that could have a significant impact on your family or 
property, e.g. a blocked main drain, loss of all lighting etc.

Routine
We will attend and rectify the problem within 15 working days. Day one is classed 
as the day after the call was received.

This category will apply to the majority of issues reported.

Urgent
We will attend and make the repair within 5 working days. Day one is classed as 
the day after the call was received.

This category applies to repairs that lead to serious discomfort or can lead to 
damage to property and fittings, e.g. blocked toilets, or defective installations (such 
as part of a cooker).
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