
Housing has persistently been top 
of families’ concerns. 2015 has 
seen significant issues with the new 
CarillionAmey (CA) contract; frustrated 
and angry families have contacted AFF 
in their droves as a range of problems 
have resulted from insufficient planning, 
but also work from the previous contract 
being incomplete on handover. Great 
concern has also been voiced regarding 
the walk-away scheme due to unclear 
charging.  

These figures reflect the ‘darkest days’ of the contract, and 
there has been some improvement, families are still reporting 
serious issues. Some families have taken to social media and 
petitions to express their concerns – command, DIO and CA 
must take this level of response seriously. Social media has 
empowered families to demonstrate, through the sharing of 
pictures and words, their dissatisfaction with Army housing. 

While some of the issues are certainly the responsibility of 
CA, we must also take account that much of the housing stock 
needs costly upgrades and is equipped with low quality or 
ancient fittings. AFF has stressed continually that many homes 
need replacement boilers to reduce the high number of repairs 
needed in the coldest winter months.

AFF has regular meetings with the senior management team at 
CA and DIO regarding families’ housing issues. We will continue 
to hold them to account and demonstrate where improvement 
is needed through the issues families bring us. We will also 
monitor progress of new schemes and housing procedures.

Housing (38%)

Foreign & Commonwealth (19%)

Family life (14%)

Money (8%)

Education & Childcare (7%)

Health & Additional needs (7%)

Employment (3%)

Relationship breakdown (2%)

Training & Deployment (1%)

Travel (1%)
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ARMY FAMILIES’
CONCERNS

This is the six-monthly report from the Army Families Federation which highlights the issues that Army families have brought to our 
attention. Families contact AFF through various channels including our co-ordinators, our central office team, AFF specialists and online 

via our social media assistant and virtual co-ordinator. Evidence is gathered from Army families worldwide, providing an accurate 
reflection of matters affecting the global British Army community. AFF works at a local level with families and command to resolve 

individual problems, and at a strategic level to highlight issues that need further attention and policy revision. We also work with the 
third, public and corporate sectors. 

All issues included in this report have been raised with the appropriate agency or Army command for resolution.

WORLDWIDE ISSUES

In the first six months of 2015, AFF received 6,681 enquiries 



HOUSING Cat Calder
Tel: 07789 551 158

Email: housing@aff.org.uk

2,552
ISSUES RAISED

MOVE-IN/MOVE-OUT

Six months into the reporting period, 2,552 families have 
contacted us with a housing issue - 90% of the total housing 

issues raised in 2014.

The roll out of the new contract with CarillionAmey (CA) has caused 
substantial issues for numerous families who’ve experienced problems 
with their heating, insufficient parts on the van and missed appointments. 
Disappointingly, some families also feel an absence of empathy from CA for 
their situation.

REPAIRS AND MAINTENANCE

Families initially welcomed the new price structure and paperwork for the 
walk-away scheme, but many have since been very unhappy with the lack 
of clarity, quality and consistency in the process; some families have even 
received charges months after move-out. 

Repairs/Maintenance (39%)

Allocation/Entitlement (18%)

Move-in/Move-out (14%)

Local environment (17%)

Redundancy/Transition 3%)

Removals/Storage (3%)

Fuel/Lighting/Utilities (2%)

Private/Social housing (2%)

SSFA (2%)

MAIN ISSUES

CHIEF EXECUTIVE COMMENT
Unsurprisingly, CA’s inadequacies have become a hot topic on Facebook; 
CA must take all complaints more seriously in order to repair their damaged 
reputation and rebuild the trust they have lost from the families who they 
have failed. 

AFF’S RESPONSE
A change of contract undoubtedly causes issues. AFF has been working 
closely with CA to highlight these issues and help individual families 
achieve resolution. 

Hold CA accountable for 
the quality of the walk-
away scheme 

Monitor NEM new housing 
management ideas 

Monitor roll-out of CAAS, 
the new charging system 
for military housing
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AFF’S 2015 PRIORITIES

“"
FAMILIES TOLD AFF...
“As contractors, they are failing to carry out their contractual obligations and 
I resent the fact that I waste my time waiting for them to turn up at my house 
to then do nothing and the disdain and lack of interest shown by their staff in 
Liverpool.”

“We can’t believe we got charged over £4,500 on move-out for carpets and 
painting when both were due for a change at public expense.”

“Twice asked for a reference number for a complaint but wasn’t given it as 
they were told that they were still trying to sort it out.”

“Is anyone else monitoring the complaints other than CarillionAmey 
themselves?”

We knew our house had not been cleaned to 
move-in standard when we found a chicken 

in the oven.“"



FOREIGN & COMMONWEALTH
Katherine Houlston/

Michelle Prince-Burnett
Tel: 07785 939 626

Email: fcassist@aff.org.uk

The detailed advice set out in the visa section 
of the AFF website enabled me to complete 

my ILR application without any difficulty.“"

Our enquiries in this area have risen by 27%, with over 1,287 
enquiries for the first six months of this year alone.

MAIN ISSUES

AFF’S 2015 PRIORITIES

Soldiers and spouses on overseas assignments are given one-year passports 
after naturalising as British Citizens. They can only get a full 10-year 
passport if they attend an interview in the UK; this is a complicated process 
which has left at least two spouses stranded in the UK for months.  

ONE-YEAR PASSPORTS

The English language requirements for applications for citizenship include 
applicants taking an ESOL Test at level 3 or above, at a cost of £100-£200. 
Soldiers are unhappy because their functional skills literacy test FS(E), run 
by the MOD, is not accepted even though it is of a higher level than the 
ESOL Test.

AFF’S RESPONSE
AFF would like soldiers and spouses to be able to attend an interview at 
their nearest consulate/embassy. Alternatively, the process for travelling 
to the UK should be simplified and full guidance should be issued by 
Army HQ. AFF is talking to the MOD about how this issue can be properly 
managed. 

AFF’S RESPONSE
AFF is working tirelessly to raise this issue, not only with the MOD but also 
the Home Office, to try to reach a resolution.

1,287
F&C FAMILIES’ ENQUIRIES

Citizenship/Life in
the UK test (34%)

Visa to enter the UK (19%)

Signpost to (1%)

Education/Benefits/Work (3%)

Overseas posting (1%)

DA/Estrangement (2%)

Visa extensions/
Settlement (40%)

Investigating the legality 
of the minimum income 
threshold

One-year passports

Access to NI numbers 
when posted overseas and 
the effect this can have 
on employment for F&C 
families
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AFF IN ACTION
Since 2011, AFF has pushed for a policy change to address the fact that 
children born to military F&C families during overseas assignments are not 
born British – a clear disadvantage due to posting. 

We are very pleased to announce that the MOD has now agreed to start 
funding the cost of these applications for children born on or after 1 April 
2015. 

ENGLISH LANGUAGE TEST



MONEY Recruiting at time of publication
Tel: 07799 045 955

Email: etam@aff.org.uk

Surely if they over paid him over five years and 
he has to pay it back, then they should take it 

back over five years.

AFF has received 562 enquiries, up by 19% from the first six 
months of 2014. 

This increase is largely due to enquiries from families in Germany who are upset 
with what they see as the ‘stealth’ increase of LOA, combined with the changes to 

the Forces Fixed Rate of Exchange (FFR).

MAIN ISSUES

Review the currency of the 
Over 37s package

Examine overseas 
allowances - are 
they sufficient to 
ensure families aren’t 
disadvantaged by their 
service

Consider the requirement 
for consent-to-let 
mortages if home 
ownership increases
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AFF’S 2015 PRIORITIES

MINIMUM DRAWING RATE

AFF has received a number of queries from soldiers and their families 
regarding the new 30-day processing time for pensions which will 
significantly interrupt their transition to civilian life, in particular where 
deposits are needed for rent or mortgages. 

In addition, we were contacted by another Service charity to see if AFF had 
received any queries about this; ABF The Soldiers’ Charity had also received 
some worrying queries from Service leavers.

In order to plan for this potentially longer time before receiving any 
payments, soldiers are being advised in the MOD’s Service Leavers Guide 
to make plans to cover any financial commitments occurring during the 
30 working days following their discharge this includes rent deposits, 
mortgage deposits, any bills and mortgage payments.

TERMINATION PAY

When a Service person is overpaid by mistake due to a salary error by JPAC, and 
where this overpayment is accepted in ‘good faith’ by the soldier, they will have 
to pay back all that money once the MOD realises the mistake. 

AFF has received a number of queries from families, and from other Service 
charities, concerned about these deductions from salaries – some families owe 
significant sums of money. There are some instances where the repayments are 
so significant that they will have to be taken from terminal payments, which 
will wipe out the terminal payment entirely. 

AFF’S RESPONSE
Service leavers are required to give all their details to Veterans UK no later 
than eight weeks before their termination date, so AFF asks why does it 
take so long to process payments after termination when JPAC Defence 
Business Services already have all the Service leaver’s details?

AFF’S RESPONSE
AFF is launching an investigation to determine the extent of this situation. 
As it is unlikely the MOD will write-off these overpayments in a time of 
austerity, perhaps fairer repayment plans need to be devised.

562
MONEY-RELATED 

CONCERNS

Debt/Credit problems (8%)

Travel allowances/
Warrants (5%)
Pay (5%)

Signpost to (1%)

Pensions (3%)

Military allowances (69%)

State benefits (9%)

“"

£

This post is generously 
supported by ABF The 
Soldiers’ Charity



EDUCATION & CHILDCARE Lucy Scott
Tel: 07527 492 869

Email: ec@aff.org.uk

My husband kept being held up at work, with 
no notice at all, to do things like erect tents – 

totally unnecessary tasks.“"

We have already exceeded our equivalent 2014 enquiries, with 
over 444 concerns about education in the first half of the year. 

MAIN ISSUES

AFF’S 2015 PRIORITIES

CHILDCARE

Families tell us that they have difficulties with admissions authorities 
recognising that they are a Service family if they are moving into their own 
home.

ALLOCATION OF SCHOOL PLACES

Families have told AFF that there are four main childcare barriers for spouses 
trying to get back to work:

1.  Cost - especially where there is more than one child 
2.  Soldier working erratic hours making it impossible for spouse to plan      
childcare around them 
3. Living away from immediate family means they cannot help with childcare 
4. Rural postings can have inadequate childcare facilities

AFF’S RESPONSE
We strongly believe that if a soldier is serving, then his family are a Service 
family and that all admissions authorities should recognise this in their 
admissions arrangements. AFF is talking to local authorities and the 
Armed Forces Covenant team to highlight this issue.

AFF’S RESPONSE
AFF urges the MOD to take heed of these factors and consider Armed 
Forces families and the barriers they face, particularly accessing a second 
salary, because of their soldier’s service.

444
EDUCATION ENQUIRIES

Continuity of Education 
– state and independent 
boarding schools

Rebasing – adequate and 
timely provision of school 
places

Service Pupil Premium for 
pre-school childrens
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Admissions/Appeals (34%)

UK education system (29%)

Schooling overseas (8%)

Childcare (14%)

Pre-school education (6%)

Signpost to (1%)

Redundancy/Transition
to civilian life (8%)

SERVICE PUPIL PREMIUM
2015 has seen another successful year for our AFF Excellence for Forces 
Children (Service Pupil Premium) Award. We had 69 nominations from state 
schools all around England detailing how they have spent their £300 per 
Service child. 

Our winner was the Carterton Primary School in Oxfordshire, who provide 
services such as welcome calls, letters, visits and packs for all families. It also 
runs ‘Keeping in touch’ and ‘time to talk’ sessions for those pupils whose 
Service parent is away.

“Our aim is to consolidate, learn and improve our support.” Tess Brooker, 
Carterton Primary School.



HEALTH & ADDITIONAL NEEDS
Karen Ross

Tel: 07552 861 983
Email: additional
needs@aff.org.uk

My wife and I just don’t have the energy to fight 
any longer; I just hope that they [DIO] keep their 

promise this time and that things go to plan.“"

488 families contacted AFF during the first half of this year, 
more than the total for 2014.  

MAIN ISSUES

AFF’S 2015 PRIORITIES

488
FAMILIES IN CONTACT

We have had an increase in families talking to us about the problems they 
are experiencing when trying to transfer provision of care on moving. 
Whilst the Armed Forces Covenant does apply to many waiting lists, it 
doesn’t for orthodontic treatment, Speech and Language Therapy, Child 
and Adolescent Mental Health services (CAMHS) and annual check-ups for 
breast care.

NHS TRANSFER OF TREATMENT

AFF’S RESPONSE
Health and Additional Needs Specialist continues to raise this issue to NHS 
England, aiming to put in place an agreement where these services are 
transferred.

Families continue to contact us about how a mobile life affects their 
children who have additional needs. Dealing with children on the autistic 
spectrum requires systems and processes to be in place that are often 
difficult to achieve when moving frequently. 

ADDITIONAL NEEDS

AFF’S RESPONSE
AFF continues to raise awareness of this issue to the MOD and local 
authorities to ensure that mitigating systems are put in place.

AFF achieved clarity on the process that families are required to follow 
when they are moving into a specifically adapted SFA, mid-tour. The process 
had been disrupted by the new CarillionAmey contract and clarification 
had not been sought as to who would pay for the move. Families now have 
a clear mechanism for getting removals and we have asked DIO to write this 
into the Additional Needs Adaptions process.

AFF IN ACTION

Ensure the process for 
adaptations is fully 
understood by all parties

Mid-tour moves on 
welfare/medical grounds

Disability benefits and 
allowances overseas
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Additional needs
(housing) (21%)

NHS provision/
Waiting lists (18%)

Additional needs
(general) (21%)

Overseas dental/medical (8%)

NHS dentists/doctors (8%)

Additional needs
(education) (14%)

Military medical provision (4%)

Mental health (family) (4%)

Signpost to (2%)

We believe this is due to a redesign of our website pages and a targeted 
campaign through social media, to raise awareness of what we do in this 
field.

This post is generously 
supported by ABF The 
Soldiers’ Charity



OVERSEAS Julie Lowe
Tel: 07795 687 930

Email: overseas@aff.org.uk

It would be great to have more childcare 
options as we do not have the support network 

here that you would have in the UK.“"

The number of enquiries that AFF receives from families posted 
overseas continues to increase, with 1,455 enquiries from 

January to June 2015. 
This represents a 7% increase compared to the same period in 2014, a sign of 

AFF’s increasing reach to families living overseas.

MAIN ISSUES

AFF’S 2015 PRIORITIES

1,455
FAMILIES IN CONTACT

The rate of Disturbance Expense for overseas assignments has increased 
from £1,036 to £1,420. However, this is a flat rate - regardless of location – 
and only applies to outward journeys. Families have told AFF that additional 
costs can also be incurred moving back to the UK from overseas but this is 
not currently accounted for.

The number of School Children’s Visits (SCVs) was also increased from three 
to six per year as part of the uplift.

OVERSEAS OFFER ENHANCEMENTS

AFF’S RESPONSE
AFF is running a survey to assess whether the uplift to Disturbance Expense 
is sufficient to meet the costs associated with moves to and from overseas 
locations. AFF has also asked for clarification of whether families will be able 
to reverse SCVs, especially those in long-haul locations.

Many families contacted AFF about the sudden reduction in LOA rates, as a 
result of the increase to the Fixed Forces Rate (FFR) of exchange for countries 
that use the euro as currency.

LOCAL OVERSEAS ALLOWANCE

AFF’S RESPONSE
The reduction in LOA is valid as, when the FFR increases, fewer pounds sterling 
are required to purchase items overseas. However, the communication of these 
changes needs improvement. 

Whilst advance notice of FFR changes is not possible, families would be better 
able to budget if there was a set period before the new FFR rate was applied to 
LOA. 

Families continue to tell AFF about the difficulties accessing appropriate 
childcare in some overseas locations. These include the lack of regulated 
childcare options, the lack of school wraparound care and holiday provision. 

CHILDCARE

That the costs associated 
with overseas moves are 
fully addressed

Improve employment and 
training opportunities for 
spouses overseas

Ensure families have the 
childcare support they 
require
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Family life (22%)

Housing (16%)

Money (20%)

Education & Childcare (7%)

Employment (4%)

Relationship breakdown (1%)

Foreign & Commonwealth (22%)

Health/Additional needs (5%)

Travel (2%)

AFF’S RESPONSE
AFF ran a comprehensive childcare survey in Cyprus, the results of which were 
presented to HQ BFC. The survey identified that families need a greater choice 
of regular, affordable and flexible childcare to support employment, further 
education & training and family life. Issues with local childcare provision have 
been raised with the appropriate command and further targeted surveys will be 
conducted as required.

Training & Deployment (1%)

£



AFF SURVEYS

Disturbance Expense was a drop in the
ocean of the real cost“"

Once an issue has been identified, AFF will often survey families to investigate 
how widespread the problem is and, where appropriate, will write a brief to 

highlight it to an appropriate audience. All of our briefs and survey results can be 
found at www.aff.org.uk/aff_in_action

IN FOCUS: RESEARCH 
SYMPOSIUM

48
COUNTRIES 

REPRESENTED 
ACROSS SIX 

CONTINENTS

1,036 
FAMILIES TOOK OUR DE SURVEY

DIVORCE
What is the experience of both serving personnel and their ex-spouses and 
is there anything more that the MOD can do to support them?

BOILER SURVEY
Is your boiler fit for purpose and how frequently have you had to have 
repairs done?

CYPRUS CHILDCARE SURVEY
What are the childcare needs/issues of families living in Cyprus?

SCV SURVEY
Is the current provision of three return trips a year for children educated in 
the UK but whose parents are based overseas, sufficient?

STATE BOARDING SCHOOL SURVEY
Did parents consider state boarding schools when first claiming Continuity 
of Education Allowance?

BIG SURVEY
What keeps you in, and what’s driving you out? Results available end of 
September.

AFF 2015 SURVEYS TO DATE

OVERSEAS SURVEY
A general look at overseas family life including info received before applying for 
a posting

REBASING SURVEY
To be run in December looking at families who moved over the summer

AFF SURVEYS - REMAINDER OF 2015

AFF held a Research 
Symposium in June 2015 
for people interested in 
researching Army families. 
More than 90 people attended 
from academic institutions, the 
MOD and other third sector 
charities to hear presentations 
from our AFF specialists and 
charity Forces in Mind Trust, 
as well as take part in various 
issue-focussed workshops.

AFF PROPOSED A NUMBER 
OF RESEARCH TOPICS 
INCLUDING: 

Why does employment 
disadvantage still persist? 

Do the consequences of being 
unemployed, such as loss of 
identity and loss of confidence, 
impact on our relationships with 
our serving partners? Does this 
lead to an increase in divorce in 
the Armed Forces?

What kind of assistance is given 
to F&C families, and by which 
charities or agencies? Through 
this research we would like to 
identify common issues, subject 
matter experts we can signpost 
to and possible sources of 
funding.  

What is the importance of ‘patch 
life’ on emotional wellbeing? 
Is there a correlation with an 
erosion of patch life and the 
desire to leave the Army? 

Anecdotally, we know that there 
are lots of Army families with a 
child who has Dyslexia. What are 
the factors influencing this? 

Research into Service children’s 
mental health and emotional 
wellbeing  

The prevalence of perinatal 
depression, particularly 
postnatal depression, in 
both Service spouses and 
Servicewoman

For further information, please 
contact AFF Researcher Michelle 
Alston, on 07901 969 627.



The voice of Army families: we influence and challenge 
policy to aid understanding and improve the lives of serving 

and resettling British Army families across the world.

AFF: REPRESENTING AND CONTACT WITH FAMILIES

REACH IN JUNE

Army&You magazine: 42,866 
copies distributed

AFF Website: 30,189  
unique views

Constant contact: 3,421
Twitter: 5,043

Facebook: 4,061

MOST POPULAR
FACEBOOK POSTS

Postal vote problems: 10,744
CAAS latest info: 9,312

Big Survey: 8,392
AFF in action, SCV flights: 

7,112

MOST POPULAR
BITLY CLICKS

Big Survey: 1,542
CAAS file: 1,337

New move-in process: 600
F&C children’s citizenship  

costs: 485

Adjutant General
Defence Infrastructure 

Organisation 
Support Command

Chief of General Staff Briefing 
Team

Army Dependant’s Trust
Naval Families Federation
RAF Families Federation
Directorate of Children & 

Young People
Covenant Reference Group

Forces in Mind Trust
NHS England

NSPCC
SSAFA Families Additional 

Needs and Disability Forum
Brigade meetings across the UK
Local Government Authority 

Conference
King’s Centre for Military 

Health Research 
PS4 – Personal support 

(welfare)

The Royal British Legion
Army Benevolent Fund
Department of Work and 

Pensions
Minister of Defence 

Personnel, Welfare and 
Veterans, Anna Soubry

Minister of Defence Personnel 
and Veterans, Mark Lancaster

Annington Homes
Service Children’s Education 

(SCE)
Garrison Drawdown teams

PS10 – allowances 
Rebasing team 

TRBL Civvy Street 
Defence Relationship 

Management
Scottish Assembly 
Scottish Veterans 

Commissioner 
Northern Ireland Assembly 

(Health dept. meeting) 
Welsh Assembly 

Supporting Service Children in 
Education Cymru Launch

CarillionAmey
Department for Education
Centre for Social Justice

Author: Louise Simpson 
evidencedirector@aff.org.uk

Have you found this publication useful?
For details of our other publications, please visit 
www.aff.org.uk/aff_in_action/research_papers.htm

OUR REACH

MEETINGS AND ONE-TO-ONE OFFICE CALLS WITH:


