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Introduction from Chief Fire Officer/Chief Executive

Welcome to our Performance Report for 2009/10. This report tells
you how well we performed over the last year in helping to build
safer and stronger communities.

We measure how well we are doing in three ways:
e Measuring interventions and outcomes
e Monitoring compliments and complaints
e Measuring responses from customer surveys

Measuring interventions and outcomes

We measure our performance using the two National Indicators
relating to fire contained in the National Indicators for Local
Authorities and Local Area Partnerships set by the Communities
and Local Government (CLG) department. We also set a number of
Local Performance Indicators (LPIS).

For each indicator we set a target and we measure our performance
against that target — the results for 2009/10 are contained in this
document.

Compliments and complaints

We monitor the compliments and complaints that we receive and
use the information to improve the service that we provide. Details
of the compliments and complaints can be found later in this report.

Customer surveys

We send a survey form to everyone who is the victim of a domestic
or non-domestic premises fire or who makes a complaint about our
service. We also send a survey to a random sample of people who
have received a Home Fire Safety Visit.

The survey forms are returned directly to an independent research
company. As this is a national scheme we are able to benchmark
the findings against other fire and rescue services to ensure we
provide excellent service.

How are we doing?

We continue to make good progress in reducing risk in our
community by reducing the number and impact of incidents we
attend. We have also made good progress in reducing our impact
on the environment by measuring our usage of natural resources.

We also continue to make good progress in using our resources
more effectively. In particular only attending alarm calls where it has
been confirmed there is a risk of fire, or if we have been unable to



speak to anyone on site and can therefore not confirm either way.
This has freed up considerable resources that we can redeploy in
community safety and training to ensure we are prepared for
incidents.

We continue to provide an excellent response service to our
community meeting six of our eight response standards and only
missing two standards by a very few incidents.

We recognise however that there is still work to do, though primary
fires reduced by 8% we sadly lost nine people in primary fires. We
will continue to work towards zero fire deaths.

We continue to make good progress in protecting our community
with the percentage of incidents attended where we have to take no
action increasing and the percentage of incidents attended where
no smoke alarm is fitted falling.

We are confident that we have the right strategies and interventions
in place to make our community safer and that our greater emphasis
on performance management will help to focus these strategies and
interventions.

Checking our progress

Our website www.avonfire.gov.uk has information about our monthly
progress in reducing the number of deliberate fires, accidental
dwelling fires, hoax calls and our progress in completing Home Fire
Safety Visits.

Find out more about what we are doing to reduce risk
and improve our business

We publish an annual Integrated Risk Management Plan that details
how we will reduce risk in our community. We also publish a
Corporate Plan that details how we will improve the organisation of
Avon Fire & Rescue Service to ensure that we make the best use of
our resources and are best placed to help create a safer and
stronger community.

These documents are also available from our website
www.avonfire.qov.uk

Kevin Pearson
Chief Fire Officer/Chief Executive
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Performance information

We place our performance indicators under eight headings:

Preventing fires

Responding to unwanted fire signals
Deaths, injuries and escapes
Response

Community safety

Resources and value for money
Health & safety

People

Under each heading we have a commentary about our performance
and a list of the indicators.

For each indicator there are details of:

Our target for 2009-10

Our performance for 2009-10 (colour coded - green if the
target has been met , amber if we are near to meeting target,
red if we fell short of meeting the target)

The figures we have used for our calculations are provided to us by
the Government. They are:

Population 1,066,097
Dwellings 437,590
Non-domestic premises 31,491

Note: primary fire usually means a fire involving buildings or

vehicles that are not derelict. A secondary fire usually means all
other types of fire unless we attend with more than three pumps.

Fires attended by more than three appliances are primary.



We are pleased with the 26% reduction achieved in deliberate vehicle fires, 216 fewer vehicles were deliberately burnt in Avon, a significant
reduction of risk in our community and a saving of £772,000 to our community. We recognise however that we still have work to do, particularly in
reducing the number of accidental dwelling fire incidents. However the percentage of incidents that we attend where we need take no fire fighting
action continues to grow, indication of our improvement in protecting from fire.

Description Target 2009/10 Actual
2009/10
NI49i Number of primary fires per 100,000 population 213.2 or 2,273 215.3 or 2,295 fires
fires

LPI142iii Number of accidental fires in dwellings per 10,000 dwellings | 14.1 or 615 fires

LPI206i Number of deliberate primary fires (excluding vehicles) per 3.3 or 351 fires
10,000 population

LPI206veh Number of deliberate vehicle fires per 10,000 population 6.7 or 710 fires

LPI206iii Number of deliberate secondary fires (excluding vehicles) 14.9 or 1,587
per 10,000 population fires

LPI207 Number of fires in non-domestic premises per 1,000 non- 10.6 or 334 fires
domestic premises

PREDENTING PROTECTING RESPONDING
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Description

Target 2009/10

NI33a Number of deliberate primary fires per 10,000 population 9.6 or 1,022
fires

NI33b Number of deliberate secondary fires per 10,000 population 15.3 or 1,627
fires

LPI NFF % of accidental dwelling fires attended where no FRS fire Monitor only

fighting action is required

Actual
2009/10

38%




Preventing unwanted alarm signal measures

The number of alarms caused by malicious intent continues to fall and our improvements in ‘call challenge’ means that the percentage of
malicious calls we didn’t attend improved. This helps to reduce risk in our community by increasing the availability of our resources and
reducing the number of ‘blue light’ journeys we make. Our number of alarms generated by automatic alarm equipment was one more incident

than last year.

We are pleased that we have significantly decreased the percentage of fires attended in dwellings where no smoke alarm was fitted, testament
to our increase in the volume and the targeting of our Home Fire Safety Visits.

Description

Target 2009/10 Actual
2009/10

LPIFAM Total number of malicious false alarms

424 incidents

LPIFAM % Percentage of malicious false alarms not attended

10% of total

LPI149i False alarms caused by automatic fire detection in non-
domestic properties per 1,000 non-domestic properties

61.4 0r 1,934
alarms

LPI209iii % of fires attended in dwellings where no smoke alarm was
fitted

34%
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Though the number of primary fires saw an 8% reduction sadly we’ve had nine primary fire deaths in the Avon area this year. We will continue
to do all that we can to achieve our objective of zero fire deaths. We are pleased to report a 20% reduction in fire related injuries.

Description Target 2009/10 Actual
2009/10
NI49ii Number of deaths arising from primary fires per 100,000 Monitor 0.8 or 9 deaths
population

NI149iii Number of injuries (excluding where first aid or advice about Monitor
precautionary check administered) per 100,000 population




target for answering calls for emergency.

We are pleased to report that we have met six of the eight incident response targets and are just off target for the other two. We also met the

Description

Target 2009/10 Actual

2009/10

3 appliances and 13 firefighters within 15 minutes

LPI Calls to assistance to Fire Control answered within seven seconds 94%
LPI Primary fires (normal pre-determined attendance) risk category 1: 85%
2 appliances and 9 firefighters within 8 minutes

LPI Primary fires (normal pre-determined attendance) risk category 2: 90%
2 appliances and 9 firefighters within 10 minutes

LPI Primary fires (normal pre-determined attendance) risk category 3: 95%
2 appliances and 9 firefighters within 20 minutes

LPI Primary fires (special pre-determined attendance) risk category 1: 95%
3 appliances and 13 firefighters within 13 minutes

LPI Primary fires (special pre-determined attendance) risk category 2: 95%
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Description

Target 2009/10

Actual
2009/10

LPI Primary fires (special pre-determined attendance) risk category 3: 95%
3 appliances and 13 firefighters within 20 minutes

LPI Primary vehicle fires and secondary fires: 1 appliance or officer 90%
within 15 minutes

LPI Special Service Calls: 1 appliance or officer within 15 minutes 95%
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94% (16 out of 17)




Community fire safety measures
We have exceeded our Home Fire Safety Visit target by 3,246 or 19.5%. 4.6% of the dwellings in Avon received a Home Fire Safety Visit in
2009/10. We do not set targets for our other Community safety measures as we undertake them when there is a need rather than set a numerical
target.

Description Target 2009/10 Actual

2009/10

LPI Number of Home Fire Safety Visits completed 16,666 19,913
LPI Number of educational visits undertaken n/a 438
LPI Number of off station community events attended to deliver fire n/a 585
safety message
LPI Number of on station events held where fire safety message n/a 365
delivered
LPI Number of groups visiting Community Safety Centres n/a 4,130
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Resources and value for money measures

We are pleased to report that both indicators met target. In 2009/10 we set targets to improve our energy efficiency and are pleased that we have
made good progress. These are two year targets, we are confident that the changes we have made through initiatives such as installing energy
efficient boilers will help us achieve our targets and will pay for themselves.

Description Target 2009/10 Actual
2009/10

LPI8 Percentage of undisputed invoices which were paid in 30 days 95.0% 96.3% (8,788 out of 9,130)
LPIIT1 % of calls to IT helpdesk resolved within service targets 95% 97% (4,777 out of 4,932)
LPIET1 % of total waste recycled 60% 57%
LPIET2 Energy consumption in KW/h (electricity, gas & heating oil) 7,406,615 7,557,185
LPIET3 Carbon emission (tonnes) 3391 3,465
LPIET4 Water consumption (metered supply only - m?) 14,254 13,954
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In 2009/10 we set Health & safety targets for the first time. We are pleased with some of the progress we have made, particularly with reducing
manual handling injuries. With some targets, particularly the driving incidents we are still working on making sure that all incidents are recorded.

Description Target 2009/10 Actual
2009/10
LPIH&S1 Work related injuries 112
LPIH&S2 Work related illness 12
LPIH&S3 Manual handling injuries 35
LPIH&S4 Work related driving incidents 68
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our wholetime and retained duty system employees.

We are pleased to report that we met almost all of our People targets. In particular we met target on both of our sickness indicators, achieving a
14.6% reduction in shifts/days lost in the all staff indicator. We are also pleased that the target for completing Return to Work interviews after
sickness was met. We made good progress in improving the equality and diversity of our workforce, in particular with recording of disability among

Description Target 2009/10 Actual
2009/10
LPIE&D1 The equality framework for local government Achieving Developing
LPIE&D?2 The duty to promote equality Monitor
LPI12i Number of working days/shifts lost to sickness per wholetime 8.5 shifts lost
uniformed staff per person

LPI12ii Number of working days/shifts lost to sickness per all staff

8.5 shifts/days
lost per person

LPIHR4 % of Return to Work Interviews completed within 15 days 90%
LPI16ai % of wholetime and retained duty system employees with a 0.71% or 6
disability people
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Description

Target 2009/10 Actual
2009/10

LPI16aii % of control and non-uniform employees with a disability

1.97% or 4
people

LPIHR1 Progression and retention of staff — to achieve parity (ethnicity
and gender) by 2013

Target derived from Fire and Rescue Equality & Diversity strategy
2008-18. We are awaiting details of how to measure from CLG.

LPIHR2 Recruitment of BME staff — to reflect local working population
by 2013

6.0%

LPIHR3 Recruitment of female operational staff — 15% of recruits to be
female by 2013

13.5% 11.11% (4 out of 36)

15
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Compliments and complaints

Compliments

In 2009/10 we received 148 compliments about the service we
provide. Each compliment is acknowledged and fed back to the
staff involved. We also have a Good Work Reporting scheme, in
2009/10 (Oct — Oct) 20 members of staff received a letter
acknowledging good work from the Chief Fire Officer.

Complaints

In 2009/10 we received 14 recorded complaints about our service, a
decrease of 13% on the previous year. Two of these complaints
were substantiated. The subject matters of the complaints were both
due to excessive noise from a fire station (each referred to a
different station). While we investigate and seek to learn from each
complaint we are pleased that the numbers were too few to identify
any patterns.

Customer satisfaction surveys
Each year we send customer satisfaction surveys to people who
have:

¢ Been a victim of a domestic or commercial building incident.
e Received a Home Fire Safety Visit from our staff.
¢ Made a complaint about our service.

All responses are confidential and are handled by an independent
research company.

16

The survey forms ask people about how well we did our job and
whether the service met their expectations. By asking questions
about the gender and ethnicity of the person we have served we will
also be able to make sure that we are not disadvantaging any areas
of our community. As this is a national service undertaken by most
fire and rescue services we are able to benchmark the findings to
ensure that we are providing an excellent service.

A brief summary of our findings is included below. A report detailing
these findings and the benchmarking with other fire and rescue
services will be made available on our website at a later stage.

After fire incidents

93 people who we assisted with fire emergencies answered the
guestion about how satisfied they were with the overall service we
provided. 85 or 91% said that they were very satisfied with the
service and 7 or 8% said that they were satisfied.

After Home Fire Safety Visits

446 people who had received a Home Fire Safety Visit answered
the question about how satisfied they were overall with the visit. We
are pleased to report that 418 or 94% reported that they were very
satisfied and 21 or 5% reported that they were satisfied.

Complaints

Survey forms were sent to two customers who had complained
about our service. No reply was received. Both the number of
complaints we receive and the number of replies are very small
making an analysis subject to lack of significance.



on

FIRE & RESCUE

www.avonfire.gov.uk

v 9F T =il A TEY cons B T waa s WY ey Tt
TE=Tamr camsTE 3 |

TG whE ol
W T FATeTE
LOTTHI (T
94 |

CH A 0117 9262061

YR RN FEZ I RO o, L FREEE
B Bl ok s
" H0T MR
‘Tempde Back Bristoi
Ha 55RO 7 9262061

- =

:1 A4 2 _mli_;r{E :Lﬁfal—{LHi st dl Hagsudl 84 Fiiadl gz Bl
oAl ARl S2AlN HUS 53

el 14wl

A ola, [Waey

24l 0117 9262061

PREDENTING PROTECTING RESPONDING



AUDUODN

., FIRE & RESCUE

T W 12 B0 R A g AAA(HAT) AT A AT A B A 7, A1 e w5
ST FE werdE F= 117 941 1908 T 0 SfeweE = § sy e 1 A 5 amrear
F41|

01179262061 0 e Uy sl ela ) Rl G 5 81 4ad gy Ayl ol jigh

. 24 4yl ) ghudd Jgiasn Barbra Brown ge !y

S FRTE R 36 2we FEH FFE I SRR (el TSI AT, O B 587 66
FRQTICE CTISMTAI B+ | (FIe: (0117 9411908) | O Wiz WSTATaE gy Sigwel 90k |

dnn B AR ¥ 3UYS BB 3K B & (Avon Fire Brigade) AR 169 IR FFEEATHE 28 » SR
BATF A5 IR R ufh #% - 4t 71 & 15 By & 18 4EAOPT A -

THECHNESE R AEER AT (n Your Own Language Ltd)
= 55 1 01179411908

18



P g (A gL wiunl wiadl AE(AW BA A AU 59 sRue s34l Qu, A ‘S
-~ 0~ ~ ~

AR i A<Adey’ L 0117 941 1908 ok WR flaell 2us 53, A2 awdl sRue cuotd 51
5L HeT 5.

T G {37 BT W F g¢ Hiae (Far) F A A oo A2 Rravgd w1 R, 1 I =
TR 30 T=4T FT 0117 941 1908 TR T 2feTh Fx, § 9= Bramad & v # wgEar
F

“BAVRABRHRFESEEN TR | MR RE LITHE 2 S S IR B KA.

k%5 Barbara Brown BE4% . HiE : 01179262061 , FEEHRINL AN 249, 7

- Add 3U§ 835 ofed gads ¥ Hafen 99 et warfes J2 31 fagur aga fes grig
G& Bafen fovfes § 0411908 3 281es Jaad &1, a Fursll warfes & neeBe feg
ydt vee Jaadl
CHAMREE LH BAREENR 52, (RIS EIREDUGE < AR S iR AR -

ScAii#HL Barbara Brown Bif%, R 01179262061, FEEEH/HERS 249 - 7

19 PREDENTING PROTECTING RESPONDING



AUDUODN

FIRE & RESCUE

-Q,’éfr,,‘-ﬂa’&ﬁf";u,?kt’-zLxUQJJ"U,:!u‘LJZﬁfé-D/J'h;m ‘Cbung i rét vui Iong thu xep dé&"chldng trinh nay cd bang nthng

tleng khac. C., Xin dnen thoai cho Barbara Brown, nhén wen phu trach
0117 926 2061/ext 249 ﬁk"(Barbra Brown)uil/.i b lé Iy vé binh dang ( Equalttues Officer) d's0'0117 9262061 va xin t|€p 249"

tag T few wewd Gt S v 3 3w faur v STt wE et e
AN R e Bl e i

HuF 7. fEAes

TERRT 0117 922061

- ;,.I-.-JL.';., L J;J#’!Uﬁ!ﬁ?uﬁﬂ)“difuldl"{u!r‘w
,»f.uhufru"?hgrf ’
0117 926 2061 ~ ik P O ke

20



