
Case Study: Arqiva

Driving efficiency across an 
access-restricted estate through 
an innovative delivery model.
Overview & Background 

FM Service Delivery 

Arqiva operates a nationwide 
estate of over 3,000 broadcast 
and telecommunications sites, the 
majority of which are unmanned and 
located in operationally sensitive 
and access-restricted locations. 
These sites are critical to the UK’s 
communications infrastructure 
and require strict access controls, 
including permits and escorted entry, 
making facilities management highly 
complex.

MML has supported Arqiva for over 10 
years, delivering facilities management 
services across this unique estate. Over 
time, the relationship has evolved into a 
long-term partnership, underpinned by a 
deep understanding of the operational 
environment and supported by the 
development of bespoke systems, 
including the Ostara platform.

MML coordinates planned preventative 
maintenance (PPM), releasing work orders 
in advance. Regular reporting, including 
twice-weekly updates and monthly 
financial insights, ensures Arqiva maintains 
clear oversight of performance and 
expenditure.

The service also includes full contractor 
management, from reactive works and 
quote validation through to performance 
monitoring, ensuring consistent delivery 
across the supply chain.

This structured, data-led approach has 
enabled the partnership to maintain over 
96% compliance across all KPI measures 
and over 99% compliance across critical 
statutory and life-safety disciplines 
throughout the last 18 months.
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MML delivers a tailored FM solution 
designed specifically for Arqiva’s 
complex and highly controlled estate.

A dedicated in-hours team, including 
an Account Manager and two client 
support administrators, is supported 
by a 24/7 shared service helpdesk. 
Additional resources include a data 
manager and finance support, 
providing accurate reporting and full 
visibility of spend.

Using a bespokely designed Ostara 
system, MML manages engineering 
scheduling, reactive works and 
planned maintenance across the 
estate. Engineers can also raise jobs 
directly via the system, helping to 
reduce call volumes and improve 
responsiveness.



“MML has an exceptional 
understanding of Arqiva’s estate 
and the operational challenges 
that come with managing a large, 
complex national infrastructure 
portfolio. Their ability to adapt 
the delivery model, introduce 
innovative ways of working and 
maintain tight operational and 
financial control has delivered 
measurable improvements in 
efficiency without compromising 
compliance or performance.”
Chris Deakin - Facilities Performance Manager, Arqiva
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Transformative Delivery Model
Innovative Delivery Model
Building on its long-standing relationship and 
understanding of the estate, MML identified an 
opportunity to improve efficiency through a new delivery 
model.

MML introduced the use of Arqiva’s own Facilities 
Maintenance Operatives (FMOs), a team of 
approximately 18 engineers covering regional areas 
across the UK.

Using the Ostara platform, MML schedules and manages 
FMO workloads, assigning tasks such as site inspections, 
cleaning, and compliance activities including legionella 
testing and temperature checks.

This approach ensures that works are delivered in 
the most cost-effective and efficient way by utilising 
engineers already attending site and reducing reliance 
on external contractors. During the last reporting period, 
FMOs delivered more than 10,500 planned maintenance, 
compliance and reactive tasks, driving efficiencies and 
delivering better value for money across the estate. 

Permits & Access 
Arqiva’s estate presents significant operational 
challenges due to its scale, geography and access 
requirements. Many sites require permits, strict access 
coordination and, in some cases, escorted entry.

MML plays a central role in managing this complexity, 
coordinating permits, arranging escorts and aligning 
site visits with engineer availability to maximise 
efficiency. During the last reporting period, FMOs 
completed more than 1,000 site escort tasks, helping 
to reduce repeat visits, minimise delays and optimise 
operational delivery across a highly distributed estate.

Results & Impact
MML’s approach has enabled Arqiva to operate 
more efficiently across a complex and highly 
controlled estate. 

During the last reporting period, the FMO delivery 
model supported the completion of more than 
10,500 planned maintenance, compliance and 
reactive tasks, reducing reliance on external 
contractors and improving operational efficiency.

The model has also delivered significant financial 
benefits, generating approximately £500,000 
in savings during the first 18 months following 
implementation through improved resource 
utilisation and reduced contractor callouts.

Ongoing contractor performance management 
and structured governance have strengthened 
service delivery, with the partnership maintaining 
over 99% compliance across critical statutory 
and life-safety disciplines throughout the last 18 
months.

The result is a more agile, controlled and cost-
effective FM operation, tailored to the unique 
demands of Arqiva’s estate.


