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ROAD-TESTING FAIM'S
NEW DSP MODULE

As more movers branch out into the provision of destination services, FI0I is expanding the

scope of its FAIM certification with a new DSP module, trialled successfully with a pilot group of
Affiliates. Dominic Weaver speaks to them about the audit process and the benefits the new

accreditation will bring

SANTA FEMETHERLANDS
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hile FIDOI's FAIM is
the intarnational
moving indusiry’s
mast respacted
certification
programme, changes in the
businass have seen many Afhiiates

embark on new argas of operation
i that fall putside its current remit

- specafically, destination service

i [O3P] activities.

To stay refavant to the

! wider refocation industry, FIDI

has developed a specific 5P
atcreditation programme, which

¢ will be an optional add-on module
i tothe existing FAIM certification,
i open to FID-affiliated companiss. it

has a similar compliance procedurs
to the main FAIM programme, with

i an Independent awditor [EY] wha,

during an onsite sudit. checks that
tha company i adhering to spacific
requirements for its OSP cperations.
FIDN has completed & pilot
project with some Affiliates that
offer DSP services, before it rolls out
tha accreditation programime fully

i in Dctober this year

De Hean has expanded into 03P

i through dedicated partners and

the new audit was an opportunity
to learn more and ensure it is
providing the quaiity of service its
CUSLOMTIETS Bxpect.

Linda Rovekamp, De Haan Global
Manager Household Moves, says:
After discussing the information
and looking at the requirements, wa
decidedd ta be part of this, It is never
too late to learn something new and
we were really interested (o gointo
more detail as to what DSP services
are really about.

AS 8 Company we ke to
progress and improve continuousty,
says Kathy Chrisovergis, Managing
Director of Celebrity Intarmnational
Movers, the first company to attam
the new certification, ‘FIDI FAIM
cartification s widaly recogrised
and respected, 5o it makes sense
that, a5 & premium 03P prowider,
wiz hold oursehves to the same
standards in that department
and are able to back it up with
the high standards that FIDI
certification guarantees.”

A SIRVA. Relocation Dracto
Angada Jackson says the sector
needed robust 05P certification
with the same status currantly

enjoyed by FAIM. There are very

few credible accreditations within
the relocation industry, she says.
Wi were approached 1o take pan

in the pilot scheme for the DSP
accreditation so thought it would be
good to gain the certification.

‘When we bid for new business,
wa are continually asked what
accreditations we have. 1t has been
good to add a DSP certification 1o
tha list whan wa respand,’

Santa Fe Relocation already
checks on and standardises s O5P
performance company-wide with its
internal Perfect DSP programme,
and welcomes the addition of an
external, internationally recognised
audit aligned to FAIM - and the
apportunity to take part in thi pilat.

Petra Bodde, General Manager
Santa Fa Netherlands, says: It's all
about consistency, whesh means
praviding predictable, reliable
resulls to our customars BNErY
time we do business with them.

It is @ big added value that
thia FIOIFAIM-05F audit brings
accredited quadity recognition of
our Perfect D5P grogramme -
performed by an independent
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global auditing firm,’

Starling Lexicon in Loncon also
tock part, taking the opportunity
to benchmark its DSP provision 85
part of its cverall guality montoring
throughout the business. kaelyn
Choo, Change Manager at the
CoMipany, says: At terling Lexican,
we t8ke both the vetting of our
antira sgrvice providaer netwark
and our partnership with FIDI -
including all of the standards and
protocoks that go along with those
relationships — very serousty,

Wiz ke bhow important it s that
EVENY EMPIOYER EXO8TiBNCE, ACIDSS
all touchpnints of their journeys with
us. is a positiva ong, and we saw this
as an excellent opportunity ta have
A third party walidate that our O0SP
|.I!|.:'E pssas meet or exceed not ]IJE:".
our standards, but the stringent and
thorough industry regquiraments of
FIOI and FAIM a5 well

Turkey-based Asya egan
offering DSP and immigratian
sarvices in 1996, but, with a well-
estahlished reputation as a mover
in Turkay, it took the declsion
to set these services apart by
estahiishing a separate 08P wing,
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“It’s all about
consistency...

ding predictable,
reliable results to
our customers every
time we do business
with them”

Bedel Mobility Solutions. |t was
ane of the first businesses ta be
certified under the new schemsa,

Prasident and Director Ebru
Demirel says; The reason was to
give confidence to consumers that
Wi are not a moving company trying
to offer DSP as a side business.
but a OSPF company dedicated
o offering D3P and immigration
sEMvices. We always believe in
guality in everything we do,

'If you are running an honest.
high-guality business, thereis no
reason to fail Being a long-standing
FIDI Affiliate through our parent
company, and experiencing how
FIOI sets standards for the industry,
it is wery beneficial for our company
ti be accredited by FID! in DSP as
well. And we are proud to be one of
the first ones to be accredited,

At Sterling Lexicon, Choo says

the value of holding an authoritative
OSP certification is clear: "We can
continue to demonsrate to our
customers and stakeholders that
our OSP processes meet the very
high standards sat by FIDI, which
are validated and confirmed not
anky in the marketplace, but by an
independent and regutable third
party, she savs

[Cermirel adds: It proves that
WE arg a company operating with
certain industry-specific standards.
It is not enough to say “yes, we do,’
we need to be able to demonstrate
it. and third-party audits are the
wiay Lo do it

A= FIDI has been so successiul
in setting quality standards, we
feal confident that in the long run
vie will experience the benefits
even mare, The FAIM programms
ctarted back in 1997 - and now it is
embraced not only by FIDI Affliates,
but all stskehokders in the mobility
industry, including customers”

The audit process is designed
to be straightfonvard and to follow
a similar format to FAIM, already
understood by Afflistes. Bodde

says. FIDI audits the following
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EATHY CHRISOVERGES,

| MANAGING DIRECTOR OF
EELEBRITY INTERNATIONAL
MOVERS
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DSP services: orientaticn; home
search; school search; settling-

im; @nd departure services. The
audit programme helped us to
further standardise our internal
processes but also allowed us

L0 dosument processes around
technology, corporate responsibifity,
supply chain management and
custormer feedback. The audit day
was interactive and pleasant, with
much raom for discussicn and
explanation; whila tha audit report,
performed by an independent global
auditing firm, was vary detailed,’

Rovekamp adds: "Overall, the
gudit process was guite simple
Infarmation was provided in
advance and we were coached
through it every step of the way. In
the and we received some additional
feedback to better the D3P process
and how we coubd apply this mone
efficiently withim our teams’

It's & two-way MOCEss, Says
Chrisovergis, 'where you are
challenged to prove your current
exceflence, and also to improve in
orcter ko reach the necessary higher
standards for certifcation, Once
the rmajority of FIDLDSP providars
undergo it, it will become a
nacessity and not just added value.

Choo adds: "We found the
precess to be highly organised. very
consestant with the semultaneous
FIOI FAIM moving audit process,
and easy to complate, The provision
of a self-samve checklist prior (o
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“It'sa m‘\?ﬂway
process where

are challenged‘;:‘t:;“
prove your current
excellence, and to

improve to reach
hi standards”

the onsite audit made the entira
process guite seamless. The
experience was a highly valuable
and rawarding exercisa.

SiRVA's Angela Jackson also
faund the audit methods simple.
The process was very clear, she
says. There was a lot of upfront
wiork, and we needed to provida
a ot of infarmation and back up
documentation ahead of the day of
the audit, which was guite tinme-
consuming. The awdit itself went
very smpothly and | am pleased to

say we passed without any fallures”

Demirel says, &= holders of both
FAIM and EURA certification, her
business is used to taking part in
regular auditing.

The [D3F] audit was done the
same day we had our FAIM 3.2
audit for our moving company.” she
gays. Tha overall audit process
went very smoothhy, vet we still
had some lsarmings, as the
EY auditors from Belgium are
knowl=dgeable sbout the mobility
industry. What | aspecally ke
about FAIM audits is that the main
focus is not only on the policies
and processas, thay also focus

on cetaits of our customer files

according to industry specifics,
Rovekamp says Oae Haan also

leamnt from the experience, Taking

understand in greater detall what
our customers really need - as

well A being ahie to truly follow
how our OSP partners work and
accommiodate custamers, she
aava It has been incredibly valuabhe
- we can now bring our relationship
with long-term committed DSP
partners 1o the mext level

"We woukld defnitely recommend
taking part in the DS audit, it
gives us additional knowledge and,
in being open to nesw things, we
hope to inspire and maotivate all our
teams to expand thelr minds. | hope
to see more removal partners do
the zame.’

Cermirel is another enthusiastic
advocate for the new certification
‘Belng a FIDI mover does not only
mean one IS @ quality company,
it alzn shows a mindset and the
culiure of the company, she says

Chrisovergis says: 1t's wery
comforting to know that globally
we can all speak the same
language. We can all share the
same documentation and prove aur
quality to our global clients, | believe
that the sompanies that offer a
one-stop shop for clients’ moving
and refocation needs have a strong
competitive advantage and this s
something we must focus on.

At Santa Fe, Boddé says the
FIOi FAIM-DSP accreditation
will be an impartant cifferentiator in
the markat. "FIOlis a vary
well-known and respected brand
in our Industry and Is setting the
highest guality standards in
thie international meving anc
redocation industry. she says. The
recognition as one of the fArst
accredited FIO! Affiliates to abtain
the FIOI FAIM-0OSP certification
guality seal is something that we
are very proud of”

FIDI OSP certification might
be new but knowing how FIOI
=e1s the standard according to
industry specifics, it will gain
great recagnition in time. adds
Demirel "Being part of someathing
new, rather than trying to catch up,
is ahways a good sign of thinking
long term.’ @
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“FIDI audits
the following
DSP services:
orientation;
home search;
school search;
settling-in;
and departure
services”

SIRYARELOCATION DIRECTOR
AMEELA MACKEDN

N &

' EBRLU DEMIREL, PRESIDENT AND
i DIRECTOR AT ASYA AMD BEDEL
I MOBILITY SOLUTIONS
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