
Housing Repairs and Complaints or Positive Feedback
Non-urgent re-

pairs
Emergency and 
Critical repairs Stage 1 Stage 2

Contact Amey to 
book your repairs 
0800 707 6000 
(option 1)
and you will be 
given options of 
appointments for 
an engineer to 
attend your SFA

Appointment times 
All-day appointments: 
08:00 – 18:00
Morning 
appointment times: 
08:00 – 13:00, 
10:00 – 14:00, 
11:00 – 15:00
Afternoon 
appointment times: 
12:00 – 18:00

If you need an emergency 
or critical repair, please 
call Amey 

The phone lines are 
staffed all day every day 
(0800 707 6000)

Emergency repairs may 
include:
•	 A flood or a burst pipe that 

isn’t helped by turning off 
the water supply

•	 Gas leaks (if you smell 
gas or suspect a gas leak, 
call the Emergency Gas 
Services immediately on 
0800 111 999 then please 
inform Amey

•	 Critical repairs may include:
•	 Total loss of mains water
•	 Total loss of electricity to 

your home (if the problem 
effects your SFA only and 
is not an area wide power 
cut)

•	 No hot water, central 
heating or secondary 
heaters (if it’s between 31 
October – 1 May)

•	 Collapsed ceilings
•	 If it’s an emergency or a 

critical repair an engineer 
should be with you within 
3 hours to make safe and 
make any temporary 
repairs required

W
hat if you are not satisfied w

ith the service or repairs to your SFA
?

Stage 1 sits with 
Amey and is raised 
at the below details:

Stage 2 is where DIO take over 
– Please note your complaint must go through 
Stage 1 and be closed before it can be raised to 
Stage 2

The ways to escalate a complaint to Stage 2 are:

1. An Interactive form – This can only be done on an MOD 
system. The form is found at the below address: 
https://modgovuk.sharepoint.com/sites/defnet/DIO/
Documents/SFA-Stage2-Complaint-Form.pdf
2. From outside the MOD systems you can raise a 
complaint to Stage 2 by emailing the DIO Customer Service 
Team. Please make sure you include:

•	 The stage 1 complaint reference number
•	 Your name and telephone number
•	 The SFA address relating to your complaint
•	 Why you are not happy with the result of your stage 1 

complaint
•	 What desired outcome or remedy you are seeking

Any emails not containing all of this information will not 
be accepted by the Customer Service Team. Please send 
your email to: DIORDAccn-Stage2NOREPLY@mod.gov.uk
3. Finally you can contact DIO in writing setting out your 
Stage 2 complaint ensuring you include the information 
highlighted above.
Customer Service Team
DIO Service Delivery Accommodation
Ground Floor, Mail Point No. 4
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

Stage 3

If you are not satisfied 
with the response 
you receive at stage 
1 and stage 2, you 
can escalate your 
complaint to the 
Independent Housing 
Review Panel 

You will need to have 
secured a Complaints 
Reference Number 
and a ‘letter of 
closure’ following 
Stages 1 and 2

Write to:
Independent Housing 
Review Panel
People Accommodation 
Ministry of Defence 
Floor 6, Zone N 
Main Building 
Whitehall 
London 
SW1A 2HB

•	 Online 
ameydefenceservices.
co.uk/housing/advice-
support/guides-and-
resources/stage-
one-complaints/ (to 
raise/discuss a new 
or existing stage one 
complaint)

•	 Text message on 
07860063407

•	 facebook.com/
NHPComplaints/

•	 twitter.com/
NHPComplaints

•	 Webchat
•	 You can also contact 

Amey via telephone 
on 0800 707 6000 
Option 5

If you wish to notify the RAF 
Families Federation of your issue 
you can use the ‘Report an Issue’ 
form at the top of our website:
raf-ff.org.uk/report-an-issue-form/

HOW TO GUIDE: LET THE RAF FAM FED HELP YOU TO GET YOUR SFA FIXED!

Positive feedback

If you wish to provide positive 
feedback or a compliment  

0800 707 6000 (option 5)
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