ARMY FAMILIES’

CONCERNS
Jan-Jun 2018

Families’ Concerns Jan-Jun 2018

A MESSAGE FROM OUR

CHIEF EXECUTIVE,

SARA BAADE
In the first six months of 2018, we received 7,151
enquiries, up an astonishing 37% on the same
period in 2017.
While housing remains our biggest area of
enquiry overall, health and additional needs and
employment have seen the biggest increase from
last year. Whereas some of that increase is likely to
be a result of our targeted information campaign
throughout 2018, to improve families’ knowledge of
the Army ‘offer’, we are also looking at the bigger
picture, trying to identify the other factors that have
affected the significant increase in enquiries coming
into us in the last six months.

WORLDWIDE ISSUES

While an increase in enquiries for AFF is positive,
as we can base our arguments on firmer evidence,
it is concerning to see such a significant increase in
numbers, and we will be looking into this in detail.

NUMBER OF ENQUIRIES

Housing (30%)
Foreign & Commonwealth (18%)

Subject

UK

Overseas

Housing

2,032

137

Family life (13%)

Foreign & Commonwealth

1,114

146

Education & Childcare (9%)

Family life

694

208

Health & Additional needs

693

91

Education & Childcare

488

147

Money

358

137

Health (6%)

Employment & training

312

191

Additional needs (5%)

Relationship breakdown

202

25

Training & Deployment

83

21

Transition

66

6

Training & Deployment (1%)

TOTAL

6,042

1,109

Transition (1%)

Employment & Training (7%)
Money (7%)

Relationship breakdown (3%)

This report outlines, statistically, the enquiries we have received in the first half of 2018. It breaks down the different areas of enquiry to show the scale of our families’ concerns and how they compare to 2017. Together with our survey results, it will be used as evidence to support proposals for change to a range of key stakeholders including
the MOD, politicians, civil servants and service providers. It will also give a representative picture of the concerns Army families are faced with for the remainder of 2018.
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HOUSING
We received 2,169 enquiries during the period, up 42% on the same period in 2017.

“

FAM is not just
about the loss of
accommodation but
about the removal of
critical communities,
which provide an
‘informal’ welfare
system for so many. If
the unofficial support
of patch neighbours,
who are an invaluable,
highly trusted source
of support is removed,
what will, or even could,
replace it?
Quote from family.

FAM
With families’ ongoing interest in FAM, AFF has seen an increase in enquiries – both positive from those not currently
entitled to SFA, and negative from those currently living in SFA who are concerned over the lack of information and
consultation during the process.
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MAIN ISSUES
Repairs/Maintenance (36%)
Allocation/Entitlement (26%)
Local environment (12%)
Fuel/Lighting/Utilities (9%)
Move-in/Move-out (8%)
Private/Social housing(7%)
SSFA (1%)
Signpost to (1%)
Bulk hirings (<1%)

COUNCIL TAX
It is disappointing to see an increase in the number of families experiencing issues with obtaining a reduction on their
council tax for their second home. However, we are pleased that, once councils are sent confirmation of this discount
from the Ministry of Housing, Communities and Local Government, most councils do permit the discount. Families may
be experiencing issues due to improperly trained front line staff who are unaware of the policy; AFF will continue to
monitor this issue.

REPAIRS AND MAINTENANCE
Whilst enquiries in this area are higher than the same period last year, we have seen a month-by-month decrease in
repairs and maintenance queries in 2018 so far. This concurs with recent improvements noted with Amey’s (formerly
CarillionAmey) Key Performance Indicators (KPIs). However, anecdotal evidence from families shows that, in some areas,
this may be because families are choosing not to call in repairs due to lack of confidence with the service. AFF continues
to encourage families to raise all housing issues using the proper channels. Issues still remain with communication
where jobs require multiple trades and follow on work, with improvements being hampered by budget restraints.

Cat Calder | 07789 551 158 | housing@aff.org.uk
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FOREIGN &
COMMONWEALTH
We have seen a slight decrease in enquiries so far this year compared to the same period in 2017, with the main
change coming from visa extensions/settlement. However, our recorded stats for 2017 were a record high and so, even
with this small decrease, our enquiry numbers are still significantly higher than in previous years.
In 2018 we added two new headings to the F&C category – money and visa corrections; this allowed us to better
identify enquiries about the Minimum Income Threshold and Immigration Health Surcharge.
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MAIN ISSUES
Visa extensions/settlement (23%)
Visas to enter the UK (21%)
Citizenship/Life in the UK test (20%)
Money (19%)
Education/Benefits/Work (5%)
Domestic abuse/Estrangement (4%)
Signpost to (3%)
Visa corrections (3%)
Overseas postings (2%)

MINIMUM INCOME THRESHOLD
This has been our biggest area of enquiry from Foreign & Commonwealth families during this period and we remain
concerned about the impact on these families. AFF has strongly recommended a review of the policy, and will continue
to raise this significant issue with senior command and ministers. Communication is a key factor, and the publication of
the ‘Meeting the Needs of Commonwealth Personnel and Families: A Map of Service Provision’ back in March is already
leading to positive results for families.

OVERSTAYERS
As part of our ongoing information campaign for families, we will focus on F&C issues in the second half of the year,
specifically tackling the issue of overstayers; those in the UK illegally because their visa has expired. A key element of
this is informing people of how to avoid becoming an overstayer, and explaining the repercussions and penalties placed
upon those who do.

VISA EXTENSIONS/SETTLEMENT
We’ve seen a decrease in the number of enquiries in this category this period, most likely as the impact from old
immigration rules affecting spouses lessens. The fact we received a spike in enquiries from these spouses at the end
of last year supports this theory. We are also now working more closely with other charities, chain of command and the
Armed Forces Covenant team to ensure families are better informed about visa processes and in particular, the cost
implications.

Katherine Houlston/Jessica Harriman | fcsupport@aff.org.uk
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EDUCATION & CHILDCARE
We received a total of 635 enquiries during the period, an increase of 41% compared to the same period in 2017. During
our education month in April we informed families about various educational policies and allowances.

“

Our Service children
miss the cut off
dates and we are
left with the low
performing schools.
Totally unfair when
we all sacrifice so
much. Also, how
are we expected to
prepare our children
for moves when you
can’t even tell them
what school they’ll
be attending.
Quote from family.
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MAIN ISSUES
Admissions / Appeals (26%)
Childcare (26%)
UK education system (14%)
Service Pupil Premium (12%)
Schooling overseas (9%)
Pre-school education (7%)
Boarding schools (5%)
Signpost to (1%)

ADMISSIONS AND APPEALS
Throughout April, AFF focused on informing families about the latest admissions and appeals policies and news, and
gathered evidence on the issues families had experienced. We have seen a 63% increase in enquiries in this area,
especially in Hampshire and Wiltshire, which are most impacted by rebasing from Germany.

SERVICE PUPIL PREMIUM (SPP)
We have seen a huge increase in enquiries in this area compared to 2017. SPP was one of the allowances we particularly
promoted during education month and we have worked hard to increase parental awareness of this funding. AFF has
received queries about how schools can use the funding, how they should best spend it to benefit Service children, as
well as questions about eligibility for SPP.

AFF IN ACTION - BOARDING SCHOOLS
With the announcement in January 2018 of changes to Continuity of Education Allowance
(CEA) eligibility for those entering sixth form, AFF received a number of enquiries from
concerned families and is currently monitoring families’ experiences and ensuring they
are kept informed about these changes.

Jilly Carrell | 07527 492 869 | ec@aff.org.uk
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EMPLOYMENT & TRAINING
We have seen our enquiries more than double to 503 (214 in 2017) in this area compared to last year. AFF has continued
to be vocal on the issue of spousal employment, conducting new research and offering families the chance to share
their views and experiences via a proper platform.

“

It is both unfair and
ironic that I am being
penalised and not
granted security
clearance because I
do not fulfil the five
years’ resident in the
UK criteria, because I
was overseas with my
serving spouse.
Quote from family.

ACCESS TO FUNDING FOR TRAINING
AFF has promoted opportunities in this area using our online and social media channels, and the result is a 63% increase
in enquiries. One emerging concern has been an issue with Student Finance England (SFE) refusals for F&C spouses
and children, due to time spent on overseas assignments. This is something we will continue to investigate.

SPOUSAL EMPLOYMENT
We have seen a huge increase in enquiries, most likely due to our recent employment research in conjunction with the
University of Warwick’s Institute of Employment Research and Qinetiq, as well as our employment month in February
which explored employment support for spouses. Our investigation into the real and perceived barriers to employment
continues but is strengthened by the new evidence our research has secured.
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MAIN ISSUES
Barriers to employment/Discrimination (38%)
Access to training/adult education (29%)
Job-seeking/Employment (UK) (22%)
Job-seeking/Employment (overseas) (9%)
Signpost to (2%)

AFF IN ACTION - SPOUSAL EMPLOYMENT RESEARCH
This year, thanks to LIBOR funding, AFF completed research into the barriers to spousal
employment in collaboration with Warwick University’s Institute for Employment Research
and QinetiQ. The research found that nearly one-in-five military spouses or partners want
to work, but experienced issues securing a job due to the unique challenges of military life.
48% of respondents felt that they had been discriminated against because of being a military
spouse or partner and 63% of spouses had changed career path since becoming a military
spouse or partner.
The report makes several recommendations, including the introduction of a ‘one-stop shop’ online jobs
platform for spouses and partners. AFF is working in partnership with a national recruitment agency to take this
recommendation forward, and is working with spouses, policy makers and stakeholders to implement some of the
other recommendations.

VETTING PROCESS
We have seen an increase in enquiries from spouses and partners experiencing issues with security vetting procedures
as they do not meet the required UK residency period, due to an overseas posting.
AFF continues to monitor and highlight this issue, but has had success in informing families about the Certificate of
Good Conduct, which spouses/partners can apply for free of charge to confirm their good conduct whilst they were
posted overseas. Through promotion via our social media and Army&You magazine, more families are now aware of
this. In addition, we have successfully influenced an extension of the Police Certificate service, provided by the Service
Police Crime Bureau for soldiers and their entitled family members, to all overseas locations.

AFF SUCCESS – POLICE VETTING
AFF achieved success on behalf of those wanting to join the police force, but who were
falling foul of vetting procedures. Those who have accompanied their soldier overseas can be
considered to have been resident in the UK for vetting purposes if they lived within the confines
of the military base.

Laura Lewin | 07799 045 955 | etam@aff.org.uk
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HEALTH & ADDITIONAL
NEEDS
Both our health and additional needs enquiries are up this year compared to the same period in 2017. Our dedicated
health month in March 2018 highlighted the key issues to families and asked for their feedback and engagement.
Articles in the Army&You magazine and an increase in awareness of AFF’s Health and Additional Needs Specialist, and
AFF’s support more generally, has helped to keep families informed.

MAIN ISSUES
ADDITIONAL NEEDS
Education (34%)
General/other (29%)
Housing (28%)
Signpost to (8%)
Bereavement (1%)
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MAIN ISSUES
HEALTH
NHS dentist/doctor (35%)
NHS provision and waiting lists (25%)
Overseas dental/medical (14%)
Mental health (family) (13%)
Signpost to (5%)
Military medical provision (4%)
WIS (4%)

ADDITIONAL NEEDS SUPPORT
There has been a significant increase of 67% compared to last year. We have seen the introduction of new additional
needs support groups in Catterick, Northern Ireland, Colchester and Didcot, which complement our already existing
groups, providing crucial support to these families. The feedback received from these groups will be used to share best
practice with policy makers and chain of command, and to inform future support groups in other areas.

SPECIAL EDUCATIONAL NEEDS (SEN)/SPECIAL EDUCATIONAL NEEDS
& DISABILITY (SEND)
We have seen an increase in families approaching us about educational issues around SEN/SEND. We are aware of
some children being suspended or excluded from school, or only being given limited hours of schooling. This has
highlighted that further work on ensuring better information on Education, Health & Care Plans, and the assessment
process, is needed. AFF continues to engage with the Children’s Education Advisory Service (CEAS) to ensure families
are supported.

ACCESSING AN NHS DOCTOR/DENTIST
There has been a significant increase in enquiries around NHS dentist/doctor provision. Our health month in early 2018
focused on discussing difficulties families had in accessing these services, such as continuity of on-going healthcare,
so having to register with a new GP to be re-referred back into the secondary healthcare system. This process can take
some time and can create gaps in treatment and care. Other issues include not being able to access NHS dentists in
some areas, timely transfer of patient records and transferring time on NHS waiting lists. Families also raised issues
about variations in healthcare provision in different localities.

Karen Ross | 07552 861 983 | additionalneeds@aff.org.uk
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MONEY & ALLOWANCES
We received 495 enquiries during the period, a rise of 35% compared to 2017. Military allowances has been a hot topic
during the reporting period, with families approaching AFF regarding loss of provisions such as the Unaccompanied
Minor Service, and uncertainty around other allowances such as CEA causing concern.

“

With being posted in
Northern Ireland and my son
being in boarding school on
the mainland, I relied on this
service at holiday times. With
the MOD obviously paying for
the unaccompanied service
so far they have offered no
alternative. This will be an
extra 24 flights a year for
myself to escort my son to
and from Northern Ireland.
This has made my husband
question our current posting...
either that or remove our son
from boarding school.
Quote from family.

Page 12

Families’ Concerns Jan-Jun 2018

MAIN ISSUES
Military allowances (52%)
Debt/credit problems (15%)
State benefits (12%)
Pay (9%)
Travel allowances/warrants (7%)
Pensions (3%)
Signpost to (2%)

DEBT/CREDIT
We continue to see a rise in debt/credit issues, and regularly receive reports from families who experience issues
accessing mortgages and loans whilst posted to or returning from a BFPO address. We urge Service providers to ensure
that their systems recognise BFPO addresses, regardless of where Service personnel and their families are based.

ALLOWANCES
A substantial increase of 47% in the number of enquiries in this area, with a significant number of queries relating to
CEA, particularly from families concerned about changes to the eligibility for the CEA allowance during sixth form.
In addition, AFF received a substantial number of queries about eligibility to Disturbance Expense and removals,
including on transition to civilian life. We also received a number of queries about the Forces Help to Buy scheme and
the removal of FlyBe’s Unaccompanied Minor Service.

SCOTTISH RATE OF INCOME TAX (SRIT)
AFF welcomed the announcement from the MOD that those Service personnel living in
Scotland and paying a higher rate of tax than in the rest of the UK will be compensated
with an annual payment to ensure they pay the same amount of income tax this year,
regardless of where they are serving. Army families had raised their concerns with us
about having to pay a higher rate during their Scottish posting and AFF had raised this
issue with both the Scottish and UK Governments and the MOD.

Laura Lewin | 07799 045 955 | etam@aff.org.uk
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TRANSITION
We received 72 enquiries during the period. With ‘transition month’ falling just outside of the reporting period, we
expect increased engagement from families through direct promotion of this topic.

MAIN ISSUES
Housing (50%)
Employment (21%)
Money (11%)
Education (7%)
Health (6%)
Other (5%)

PROJECT UPDATE
AFF has finalised its research and findings in the Tri-Service Families’ Transition Project, funded by the Forces in Mind
Trust (FiMT). Learning from the research is beginning to be embedded across the wider AFF team and we will see
specialist areas dealing with more focused transition queries from families. The project will report its findings later in
the year and the report will be available on the AFF website.

“

If anything could
come out of this …
please let it be help
and preparation for
the whole family on
what to expect.
Quote from family.

Kate McCullough | 07967 833 630 | transition@aff.org.uk
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FAMILY LIFE
We received 902 enquiries during the period, an increase of 31% compared to 2017.

MAIN ISSUES
Services, facilities & infrastructure (30%)
Welfare support (21%)
Postings (20%)
Armed Forces Covenant/Morale (15%)
Security (7%)
Intimidation/Harassment (4%)
Signpost to (3%)

WELFARE SUPPORT
We’ve seen a 98% increase in the number of people enquiring about welfare support. This includes families concerned
about what welfare support will look like under the new Future Accommodation Model (FAM) that is still being finalised.
AFF has received comments from spouses who are feeling isolated and lonely, particularly if they have no children or
don’t work. This is something we will continue to monitor.

AFF Central Office | 01264 382 326 | us@aff.org.uk
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RELATIONSHIP BREAKDOWN
We received 227 enquiries overall, almost double compared to last year (119 in 2017).

MAIN ISSUES
Housing issues (42%)
Money (26%)
Changing marital status (12%)
Signpost to (12%)
Custody (5%)
Domestic abuse (3%)

HOUSING ISSUES FOLLOWING SEPARATION
We continue to receive a high number of enquiries from spouses struggling with housing issues following the breakdown
of their relationship. Many of these spouses have no local connection to any particular local authority area due to
their previous mobile lifestyle. AFF has made some progress in this area, encouraging local councils to forego the
local connection requirement for these spouses, and the Ministry of Housing, Communities and Local Government has
agreed to put the issue to consultation; however, it is still a prevalent challenge. Part of our work is ensuring spouses
know what they are entitled to, including entitlement to removals, as well as general first and next steps to take. AFF
continues to focus on this work and ensure relevant information and support is available.

AFF Central Office | 01264 382 326 | us@aff.org.uk
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TRAINING & DEPLOYMENT
We received 104 enquiries overall, a 60% increase compared to the same period in 2017.

MAIN ISSUES
Impact on family (60%)
Welfare suport (27%)
Leave/POTL/R&R (10%)
Signpost to (3%)

IMPACT ON FAMILY
Enquiries focusing on impact of training and deployment on the family have more than doubled compared to the same
period in 2017. Families’ feedback tells us that short notice tasks and exercises make striking a good work/life balance
very difficult. In particular, in Scotland, ongoing operations have resulted in restricted travel for those posted there,
meaning they cannot easily visit friends and family further afield.

AFF Central Office | 01264 382 326 | us@aff.org.uk
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SURVEYS
For details and briefing papers, please go to aff.org.uk/about-aff/research-papers

WORK/LIFE BALANCE
1,417 people responded to an AFF survey to find out more about the views of Army families with regard to their soldier’s
work/life balance.
Overall, 68% told us that their soldier’s working hours had increased in the last two years and 59% said their soldier’s
work/life balance had worsened.
Families’ key concerns included:
•
•
•

Impact on the wellbeing of both the family and the serving person
The cohesion of the family unit
Being able to maintain spousal employment.

81% of respondents said their soldier’s work/life balance has made them reconsider remaining as an Army family.

AFF

VIEW

AFF would like the MOD and chain of command to recognise the
changing nature of the modern Army family, and allow greater flexibility
to meet their needs. The new flexible working arrangements will assist
with this, but as well as practical changes, families also need a greater
cultural change that recognises the need for the Service person to
support their family’s commitments.

OFFER SURVEY
1,254 people took our survey to share their views on whether the Army’s ‘offer’ meets the needs of modern Army
families.
62% felt that the offer had somewhat or significantly worsened since they’d become an Army family.
Service Family Accommodation (SFA) was revealed as the key element of the offer for families, with families wanting to
retain their access to SFA, but with more flexibility about where they live.
Overall, there was a lack of awareness of the policies that make up the offer, and AFF has based its work for 2018 on
improving this knowledge as well as recommending the MOD do the same.
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ONLINE PRESENCE
AFF
Top three most popular website articles:
1.
2.
3.

22 March: AFF wins change to visa process for Army families - 6,070 unique views
15 March: You ask the questions, AFF gets the answers: FAM - 1,111 unique views
4 May: Work/life balance: is your family working to live, or living to work? - 1,086 unique views.

Facebook followers: 7,264
(increase of 530)

MOST POPULAR FACEBOOK
POSTS

Twitter followers: 8,466
(increase of 329)

Employment Survey (post 1)
21,531 (Feb)
Carillion Liquidation
19,183 (Jan)

Instagram followers: 946
(increase of 187)

AFF in Action: Foreign & Commonwealth visa win
18,104 (Mar)

aff.org.uk

ARMY&YOU
53% increase in unique visitors to the A&Y website from the same
period last year
27,637 page views on the website – up 34%

Reached more than 200,000 people
on both Facebook and Twitter

15% rise in Instagram followers Jan to Jun

armyandyou.co.uk
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CONTACTS
CENTRAL OFFICE

OVERSEAS BRANCH

Chief Executive
chiefexec@aff.org.uk
Finance & Operations Director
finance@aff.org.uk
Business Support Manager
manager@aff.org.uk
Central Office Administrator
UK & Overseas
us@aff.org.uk
Central Office Administrator
adminuk@aff.org.uk
HR Manager
hr@aff.org.uk

UK & Overseas Director
ukoverseasdirector@aff.org.uk
Regional Manager Overseas
rmoverseas@aff.org.uk
Kenya Co-ordinator
kenya@aff.org.uk
Canada Co-ordinator
canada@aff.org.uk
EJSU Co-ordinator
ejsu@aff.org.uk
Brunei Co-ordinator
brunei@aff.org.uk
Regional Manager Cyprus
rmcyprus@aff.org.uk
WSBA Co-ordinator
wsba@aff.org.uk
ESBA Co-ordinator
esba@aff.org.uk
Regional Manager Germany
rmgermany@aff.org.uk
Gutersloh Co-ordinator
gutersloh@aff.org.uk
Paderborn Co-ordinator
paderborn@aff.org.uk

UK BRANCH
UK & Overseas Director
ukoverseasdirector@aff.org.uk
Regional Manager Scotland,
Wales & NI
rmnorth@aff.org.uk
Regional Manager North &
Central
rmcentral@aff.org.uk
Regional Manager South
regmgrsouth@aff.org.uk
Wales Co-ordinator
wales@aff.org.uk
Scotland Co-ordinator
scotland@aff.org.uk
Northern Ireland Co-ordinator
ni@aff.org.uk
Hampshire Co-ordinator
hampshire@aff.org.uk
South West Co-ordinator
southwest@aff.org.uk
East Anglia Co-ordinator
eastanglia@aff.org.uk
London Co-ordinator
london@aff.org.uk
Wiltshire Co-ordinator
wiltshire@aff.org.uk
South East Co-ordinator
southeast@aff.org.uk
East Midlands Co-ordinator
eastmids@aff.org.uk
Oxfordshire/M4 Corridor
Co-ordinator
oxfordshirem4@aff.org.uk
North East Co-ordinator
northeast@aff.org.uk
North West Co-ordinator
northwest@aff.org.uk
West Midlands Co-ordinator
westmids@aff.org.uk
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COMMUNICATIONS &
MARKETING BRANCH
Communications & Marketing
Director
cmdirector@aff.org.uk
Communications & Marketing
Officer
cmofficer@aff.org.uk
Head of Online
website@aff.org.uk
Social Media Assistant
socialmedia@aff.org.uk
Communications & Marketing
Editor
cmeditor@aff.org.uk
A&Y Editor
editor@aff.org.uk
A&Y Deputy Editor
deped@aff.org.uk
Communications & Marketing
Administrator
us@aff.org.uk

POLICY & RESEARCH BRANCH
Policy & Research Director
policyresearchdirector@aff.org.uk
Policy & Research Administrator
us@aff.org.uk
Researcher
researcher@aff.org.uk
Housing Specialist
housing@aff.org.uk
Education & Childcare Specialist
ec@aff.org.uk
Health & Additional Needs
Specialist
additionalneeds@aff.org.uk
Employment, Training,
Allowances & Money Specialist
etam@aff.org.uk
Foreign & Commonwealth
Specialist
fcsupport@aff.org.uk
Foreign & Commonwealth
Assistant
fcsupport@aff.org.uk
Transition Liaison
transition@aff.org.uk

Have you found this publication
useful? For details of our other
publications, please visit
aff.org.uk/about-aff/researchpapers

Army Families Federation is a charitable incorporated organisation registered in England and Wales with registered
charity number 1176393 and a charity registered in Scotland with registered charity number SC048282 having its
principal office at IDL 414, Floor 1, Zone 6, Ramillies Building, Marlborough Lines, Monxton Road, Andover SP11 8HJ
T: 01264 382326
E: us@aff.org.uk
W: aff.org.uk

