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Listening to our customers 

Evaluation of residents’ satisfaction After the Incident 
July 1st to September 30th 2016 
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Introduction 
 
 
This report sets out the results of a survey into levels of satisfaction amongst 
residents and organisations after incidents in their homes or premises. It 
covers responses received between July 1st and September 30th 2016. 
 
Hard copies of the surveys were sent to selected residents and organisations 
who were invited to complete and return them by freepost. Forms were not sent 
to those involved in fatal or sensitive incidents. The data contained in the forms 
was inputted contemporaneously upon receipt by Cheshire Fire and Rescue 
Service’s Customer Services team. This report summarises that data and was 
prepared by Graeme Worrall, Consultation and Engagement Officer, during 
October 2016. 
 
Any comments or suggestions on the way information is presented in this 
report, or any questions relating to the data itself, should be directed to Graeme 
on ext 68407 or by email to graeme.worrall@cheshirefire.gov.uk.    
 
Results from the previously reported period are included where possible 
alongside the latest figures for comparative purposes.  
 
Please note that where percentages are indicated, they have been rounded up 
or down to the nearest whole figure and for that reason may not add up to 
precisely 100%. 
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Profile of respondents 
 
 
Response rate 

A total of 49 surveys were returned during the second quarter of 2016/17, 
compared to 37 in the previous three-month reporting period. It is important to 
remember that not every respondent answered every question in the survey.  
 
Postcode areas 

Respondents were asked to give their postcodes, enabling addresses to be 
plotted on the map below: 

 

 

Gender 

A total of 14 men (30% of responses) and 32 women (70% of responses) 
declared their gender in answer to the survey.  
 

Category Q2 Q1 

Male  
14  

(30%) 
17 

(50%) 

Female 
32 

(70%) 
16 

(47%) 

Prefer not to say 
0 

(0%) 
1 

(3%) 
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Disability 

40 respondents answered this question and declared themselves as being in 
the following categories (please note that people can select more than one 
disability therefore percentages are not featured):  

Category Q2 Q1 

None 27 21 
Hearing impairment 2 4 
Facial disfigurement 0 0 
Manual dexterity 0 0 
Mental ill health 3 0 
Mobility 3 7 
Learning difficulties 0 0 
Learning disabilities 0 0 
Progressive condition 3 1 
Speech impairment 0 0 
Visual impairment 1 0 
Other 1 0 
Prefer not to say 0 0 

 
Age 

45 respondents answered this question. 

Category Q2 Q1 

Under 18 0 (0%) 0 (0%) 
18-24 1 (2%) 0 (0%) 
25-34 6 (13%) 4 (11%) 
35-44 7 (16%) 3 (9%) 
45-54 10 (22%) 6 (17%) 
55-64 3 (7%) 2 (6%) 
65+ 18 (40%) 20 (57%) 
Prefer not to say 0 (0%) 0 (0%) 

 

Sexual orientation 

There were 40 people who answered this question. 
 

Category Q2 Q1 

Heterosexual 
39  

(98%) 
23 

(88%) 

Gay/Lesbian 
0 

(0%) 
0 

(0%) 

Bisexual 
0 

(0%) 
0 

(0%) 

Prefer not to say 
1 

(2%) 
3 

(12%) 



6/3/17 After The Incident Customer Satisfaction Analysis Q2 2016/17 Page 6 of 11 

Ethnic origin 

44 out of the 45 respondents who answered this question described 
themselves as ‘White British’, with one respondent identifying as White Irish. 

 

Category Q2 Q1 

White - British 
44 

(98%) 
32 

(97%) 

White - Irish 
1 

(2%) 
0 

(0%) 

White - Gypsy or Irish Traveller 
0 

(0%) 
0 

(0%) 

Any other White background 
0 

(0%) 
0 

(0%) 

White and Black Caribbean 
0 

(0%) 
0 

(0%) 

White and Black African 
0 

(0%) 
0 

(0%) 

White and Asian 
0 

(0%) 
0 

(0%) 

Indian 
0 

(0%) 
0 

(0%) 

Pakistani 
0 

(0%) 
0 

(0%) 

Bangladeshi 
0 

(0%) 
0 

(0%) 

Chinese 
0 

(0%) 
0 

(0%) 

Any other Asian background 
0 

(0%) 
0 

(0%) 

African 
0 

(0%) 
0 

(0%) 

Caribbean 
0 

(0%) 
1 

(3%) 
Any other Black/African/Caribbean/Black 
British background 

0 
(0%) 

0 
(0%) 

Arab 
0 

(0%) 
0 

(0%) 

Any other ethnic group 
0 

(0%) 
0 

(0%) 

Prefer not to say 
0 

(0%) 
0 

(0%) 
 

 

 

 

 



6/3/17 After The Incident Customer Satisfaction Analysis Q2 2016/17 Page 7 of 11 

Religious belief 

A total of 36 people chose to declare their religious belief or that they did not 
follow a religion: 

 Q2 Q1 

No religion 
5 

(14%) 
6 

(21%) 

Buddhist 
0 

(0%) 
0 

(0%) 

Christian 
30 

(83%) 
22 

(76%) 

Hindu 
0 

(0%) 
0 

(0%) 

Jewish 
0 

(0%) 
1 

(3%) 

Muslim 
0 

(0%) 
0 

(0%) 

Sikh 
0 

(0%) 
0 

(0%) 

Other 
1 

(3%) 
0 

(0%) 

Prefer not to say 
0 

(0%) 
0 

(0%) 
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Survey results 
 
Q2. What type of incident did we attend? 

49 respondents answered this question. 

 Q2 Q1 
House fire  13 (27%) 8 (22%) 
Rubbish fire 3 (6%) 0 (0%) 
Car fire 0 (0%) 0 (0%) 
Flooding 16 (33%) 3 (8%) 
Other:  

 House fire (7 responses) 
 Non-fire incident (6 responses) 
 Commercial premises (2 responses) 

17 (35%) 25 (69%) 

 
Q3. Did you personally contact Cheshire Fire and Rescue Service? 

48 respondents answered this question. 

 Q2 Q1 
Yes 28 (58%) 24 (69%) 
No 20 (42%) 11 (31%) 

 

Q4. Thinking about that call, how satisfied were you with the Service you 
received from our control operator? 

31 respondents answered this question. 

 Q2 Q1 
Very satisfied 29 (94%) 24 (89%) 
Satisfied 2 (6%) 3 (11%) 
Neither satisfied / dissatisfied 0 (0%) 0 (0%) 
Dissatisfied 0 (0%) 0 (0%) 
Very dissatisfied 0 (0%) 0 (0%) 

 

Q5. How satisfied were you with the reassurance and guidance given by 
our control operator? 

30 respondents answered this question. 

 Q2 Q1 
Very satisfied 27 (90%) 20 (74%) 
Satisfied 3 (10%) 7 (26%) 
Neither satisfied / dissatisfied 0 (0%) 0 (0%) 
Dissatisfied 0 (0%) 0 (0%) 
Very dissatisfied 0 (0%) 0 (0%) 
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Q6. How satisfied were you with the time it took us to respond? 

46 respondents answered this question. 

 Q2 Q1 
Very satisfied 37 (80%) 29 (78%) 
Satisfied 6 (13%) 6 (16%) 
Neither satisfied / dissatisfied 1 (2%) 2 (5%) 
Dissatisfied 2 (4%) 0 (0%) 
Very dissatisfied 0 (0%) 0 (0%) 

 
 
Q7. Were you present at the incident? 

49 respondents answered this question. 

 Q2 Q1 
Yes 42 (86%) 33 (89%) 
No 7 (14%) 4 (11%) 

 

Q8. To what extent did we keep you informed of what was happening 
during the incident? 

45 respondents answered this question. 

 Q2 Q1 
Fully  42 (93%) 32 (94%) 
Partially 2 (4%) 0 (0%) 
Not sure 0 (0%) 2 (6%) 
Not really informed 0 (0%) 0 (0%) 
Not informed at all 1 (2%) 0 (0%) 

 

Q9. Do you agree that the firefighters who attended the incident were 
polite, helpful, efficient, friendly and sensitive? 

46 respondents answered this question. 

 Q2 Q1 
Strongly agree 44 (96%) 30 (91%) 
Agree 2 (4%) 3 (9%) 
Neither agree nor disagree 0 (0%) 0 (0%) 
Disagree 0 (0%) 0 (0%) 
Strongly disagree 0 (0%) 0 (0%) 

 
 
Q10. During the incident, were you given a safety booklet to keep? 

46 respondents answered this question. 

 Q2 Q1 
Yes 14 (30% 19 (54%) 
No 32 (70%) 16 (46%) 
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Q11. Did you find the information in the booklet informative and useful? 

14 respondents answered this question. 

 Q2 Q1 
Yes  14 (100%) 18 (95%) 
No 0 (0%) 1 (5%) 

 
 
Q12. Overall, how satisfied were you with the service you received today? 

49 respondents answered this question. 

 Q2 Q1 
Very satisfied 45 (92%) 31 (84%) 
Satisfied 3 (6%) 5 (14%) 
Neither satisfied / dissatisfied 1 (2%) 1 (3%) 
Dissatisfied 0 (0%) 0 (0%) 
Very dissatisfied 0 (0%) 0 (0%) 

 
 

Q13. Additional comments 

26 respondents provided additional comments, 21 of which were 
positive.  
 
Positive Feedback 
 

 Got to the property very quickly - well done! 
 Service provided was excellent. Reassured me. Very friendly and 

helpful - learned a few helpful tips 
 Very quick and prompt service, polite and helpful men 
 I was very impressed with the speed my call was answered and the 

professional way the problem was dealt with 
 Thorough, sympathetic & kind.  Photos taken & were going to e-mail 

but not yet received.  Wondering if email address ok 
 Officers were understanding and supportive, I cannot praise them 

highly enough 
 I was extremely grateful for all the help your team provided in the early 

hours of that morning 
 One of the fire fighters took the trouble to come and see us on Sunday 

morning to see if we were alright 
 They could not have been more considerate or friendly 
 Excellent service and many thanks to the fire crew who attended.  PS I 

would rather the money spent on these ridiculous surveys was spent 
on increasing the salaries of firemen or on machinery to help the fire 
service! 

 All members of the team were courteous, efficient and helpful 
 Excellent 
 Thank you so much, the Fire Fighters on scene checked our fir alarms 

and gave us advice. All were so friendly and one took our 3 year old to 
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see the fire truck.  I feel a lot safer in my home with the advice given.  
The response time and that our alarms were checked. Thank you a 
million times! 

 Very professional and also very reassuring for my aged 80+ Mother.  
Most grateful!!! 

 Checked my fire alarms at same time which was appreciated 
 They were wonderful and we felt in very safe hands - thank you 
 When they left my house, you would know there had been a fire, no 

mess at  all 
 Your team were extremely helpful, polite and took the stress out of the 

incident.  Highly impressed with the service 
 Didn't know you were arriving!  The fire officer was polite and efficient 

and informed 
 As a school, we were all very grateful for the super support and 

reassurance we received - thank you! Rest of survey not filled in 
 Felt really bad calling for a flood related situation - however, the fire 

service was excellent 
 

Neutral comments 
 

 Although I was satisfied with response time as we had managed to get 
fire under control. The crew had to come from Cheadle so obviously it 
was a good 10-15 min 

 I wondered why the water could not be turned off 
 
Negative comments 
 

 We called the service for help with flooding on more than once but no 
help was given 

 We were told it was safe to go in and collect our belongings to send the 
staff home, but then was told by the chief office that we shouldn't have 
been allowed back inside. Mixed messages! 

 Did not think gender was appropriate 


