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The RAF Families Federation’s Dawn

McCafferty shares some of their
casework
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KITCHEN SINK DRAMA: Sgt
C had a long wait for her
cooker to be repaired

Dear Sg c"‘

YOU may not be surprised to learn that,
since the Federation was launched in
2007, housing has been our ‘most
reported issue’ category.

One of the most frequently reported
complaints is about the quality of
service provided by MHS and their sub-
contractors. As a result, we are in
almost constant dialogue with MHS at
various levels, from Help Desk to
Directors, on behalf of families who have
contacted us because, like you, they are
literally at the end of their tether because
of problems with their SFA.

In your particular case, MHS were
correct when they quoted the rule that
states that your repair would only be
treated as ‘urgent’ as you had not
suffered a total loss of cooking facilities.
However, we believe that in situations
like yours, there should have been some
flexibility with the response times,
especially as you had a small child.

The fact that you had to call them
several times, then call your Unit staffs
and us before you saw any progress at
all, leads us to agree that the customer
service was lacking and communication
with you as the occupant non-existent.

There is light at the end of the tunnel

- following the appointment of a new

Chief Executive at MHS, the company

have appointed a new Director, brought

in specifically to review and improve
their customer services.

He has already engaged with all three
of the Families Federations to find out
where MHS are going wrong and we
have highlighted all the concerns
families have raised with us — there were
pages of evidence, thanks to the likes of
you for taking the time to tell us what’s
been going wrong.

From our perspective, those at the
top appear to understand there is a
problem and we have had repeated
assurances from them that they are
taking action.

Further down the chain, particularly at
sub-contractor level, we find regular
instances, such as yours, where their
mantra ‘Right First Time’ and ‘Pride in
our Services’ are simply not delivering
the quality of customer service that SFA

occupants deserve and expect.

Having taken all our comments on
board, the Director is already making
plans to meet individual families to find
out more about their frustrations so we
await the outcome with interest. We

have suggested he come to see you
soon.

@ If you have been affected by this issue, or find yourself in a
similar situation, please speak to one of the Families Federation
team on 01780 781650 or go to the website at www.raf-ff.org.uk



