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Introduction 
 
 
This report sets out the results of satisfaction survey responses, received 
between July 1st and September 30th 2016 from residents who have had a 
Home Safety Assessment (HSA). 
 
A copy of the questionnaire was left with residents by community safety 
advocates and operational crews and they were invited to complete and return 
them by freepost. The response data 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, the 
Service’s Consultation and Engagement Officer, during October 2016. 
 
Any comments or suggestions on the way information is presented, 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 
 
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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Summary of results 
 

Satisfaction rates with the Home Safety Assessment (HSA) delivery this quarter 
have been excellent. Not only have people praised the way the visits were 
conducted, from the feedback received they seem to have retained the key 
safety messages that the Service would hope them to remember.  

The following give a summary of the report findings:  

 

 99% of respondents were pleased with their Home Safety Assessment 
and felt safer in their home after the visit. 

 89% of visits were undertaken within two weeks and 98% within one 
month. 

 99% of respondents thought the length of visit was about right and that 
staff conducting HSAs were friendly, helpful and polite. 

 100% of respondents felt that the advice given was helpful. Closing 
doors, switching off appliances when not present and regularly testing 
smoke alarms were the changes most frequently cited by respondents 
that they would be making after the visit. 

 98% of respondents would recommend a HSA to friends or family. 
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Profile of respondents 
 
 
Response rate 

A total of 479 surveys were returned during the reporting period, compared to 
476 in Q1 2016/17. It is important to remember that not every respondent 
answered every question in the survey. 
 

Postcode areas 

Respondents were asked to indicate their postcode and those that did have 
been plotted on the map below, illustrating ‘at a glance’ the areas from which 
responses were received. 

 

 

Gender 

A total of 193 men and 230 women declared their gender on survey responses, 
with 2 respondents preferring not to say.   
 

Category Q2 Q1 

Male  
193 

(45%) 
217 

(51%) 

Female 
230 

(54%) 
404  

(48%) 

Prefer not to say 
2 

(1%) 
1 

(<1%) 
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Disability 

406 people answered this question, which asked people to identify with one of 
the following categories (please note people can select more than one disability 
so the percentages have been removed).  

Category Q2 Q1 

None 183 181 
Hearing impairment 136 137 
Facial disfigurement 3 1 
Manual dexterity 24 22 
Mental ill health 8 8 
Mobility 110 128 
Learning difficulties 2 2 
Learning disabilities 3 0 
Progressive condition 29 31 
Speech impairment 4 2 
Visual impairment 24 26 
Other 12 17 
Prefer not to say 4 7 

Please note: Appendix One shows this information in a chart form.  

Age 

444 respondents declared their age and are categorised in the following 
groups. 

Category <18 
18 - 
24 

25 - 
34 

35 - 
44 

45 - 
54 

55 - 
64 

65+ PNTS

Q2 
2 

(<1%) 
1 

(<1%) 
1 

(<1%) 
3 

(1%) 
3 

(1%) 
24 

(5%) 
399 

(90%) 
11 

(2%) 

Q1 
0 

(0%) 
0 

(0%) 
4 

(1%) 
9 

(2%) 
9 

(2%) 
14 

(3%) 
398 

(90%) 
7 

(2%) 
PNTS – prefer not to say 

Please note: Appendix Two shows this information in a bar chart. 

 

Sexual orientation 

A total of 358 people answered this question, which asked people to identify 
with one of the following categories. 

Categories Q2 Q1 

Heterosexual 
337 

(94%) 
343 

(94%) 

Gay/Lesbian 
3 

(1%) 
0 

(0%) 

Bisexual 
3 

(1%) 
2 

(1%) 

Prefer not to say 
15 

(4%) 
18 

(5%) 
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Religious belief 

A total of 423 people answered this question, which asked people to identify 
with one of the following categories. 

Categories Q2 Q1 

No religion 
48 

(11%) 
57 

(14%) 

Buddhist 
0 

(0%) 
0 

(0%) 

Christian 
362 

(86%) 
334 

(81%) 

Hindu 
0 

(0%) 
1 

(<1%) 

Jewish 
0 

(0%) 
0 

(0%) 

Muslim 
0 

(0%) 
1 

(<1%) 

Sikh 
0 

(0%) 
1 

(<1%) 

Other 
7  

(2%) 
5 

(1%) 

Prefer not to say 
6 

(1%) 
14 

(3%) 
 

Ethnic origin 

A total of 460 people answered this question, which asked them to identify with 
one of the following categories. 

Categories Q2 Q1 

White - British 
454 

(99%) 
438 

(97%) 

White - Irish 
1 

(<1%) 
3 

(1%) 

White - Gypsy or Irish Traveller 
0 

(0%) 
0 

(0%) 

Any other White background 
3 

(1%) 
2 

(<1%) 

White and Black Caribbean 
0 

(0%) 
0 

(0%) 

White and Black African 
1 

(<1%) 
0 

(0%) 

White and Asian 
0 

(0%) 
0 

(0%) 

Indian 
0 

(0%) 
2 

(<1%) 

Pakistani 
0 

(0%) 
0 

(0%) 
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Bangladeshi 
0 

(0%) 
1 

(<1%) 

Chinese 
0 

(0%) 
1 

(<1%) 

Any other Asian background 
0 

(0%) 
0 

(0%) 

African 
0 

(0%) 
0 

(0%) 

Caribbean 
0 

(0%) 
0 

(0%) 
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 
1 

(<1%) 
5 

(1%) 
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Survey results 
 

Q3. Was your home safety assessment... 

454 respondents answered this question.  

 Q2 Q1 

Asked for by you? 
70 

(15%) 
63 

(14%) 
Arranged for you by a friend or 
relative? 

6 
(1%) 

12 
(3%) 

Arranged for you by a support 
group or other organisation? 

46 
(10%) 

26 
(6%) 

After a fire in your home? 
0 

(0%) 
0 

(0%) 
Suggested to you by us at 
Cheshire Fire and Rescue 
Service? 

133 
(29%) 

146 
(33%) 

Organised in another way? If so 
how? 

Narrative responses indicate that the 
majority of these visits were a result of  

 Service door-stepping (123 
responses) 

 Five year re-visits (27 
responses) 

 Replacing faulty alarms (15 
responses) 

199 
(44%) 

202 
(45%) 

 

Q4. If you asked for the assessment...how did you hear about it? 

Q2 Q1 
Responses included: 

 Service door-stepping (27 
responses) 

 Had previous assessment (19 
responses) 

 Neighbour, family or friend (13 
responses) 

 

Responses included: 

 Service door-stepping (23 
responses) 

 Had previous assessment (17 
responses) 

 Neighbour, family or friend (14 
responses) 
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Q5. How long did it take us to visit? 

224 respondents answered this question. 

 Q2 Q1 
Under a week 154 (69%) 159 (74%) 
Under two weeks 44 (20%) 31 (14%) 
Two to four weeks 21 (9%) 18 (8%) 
More than a month 5 (2%) 7 (3%) 

 

Q6. Did we keep to the appointment? 

217 respondents answered this question. 

 Q2 Q1 
Yes  215 (99%) 210 (100%) 
No  2 (1%) 1 (<1%) 

 
 
Q7. If we didn’t keep to the appointment, did we... 

Six respondents answered this question. Respondents were able to answer any 
question that applied. 

 Q2 Q1 
Contact you to tell you we couldn’t visit? 4 0 
Explain why we couldn’t come? 1 1 
Arrange a new time to visit? 2 1 
Apologise? 2 2 

 
 
Q8. Was your visit... 

458 respondents answered this question. 

 Q2 Q1 
Too long 1 (<1%) 1 (<1%) 
About right 455 (99%) 450 (100%) 
Too short 2 (<1%) 0 (0%) 

 
Q9. Do you agree that our staff were polite, helpful, efficient and friendly? 

475 respondents answered this question. 

 Q2 Q1 
Strongly agree  429 (90%) 433 (91%) 
Agree 45 (9%) 43 (9%) 
Neither agree or disagree 1 (<1%) 0 (0%) 
Disagree 0 (0%) 0 (0%) 
Strongly disagree 0 (0%) 0 (0%) 
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Q10. How helpful did you find the advice we gave you? 

471 respondents answered this question. 

 Q2 Q1 
Very helpful  395 (84%) 408 (86%) 
Helpful 74 (16%) 62 (13%) 
Neither helpful nor unhelpful 2 (<1%) 3 (1%) 
Unhelpful 0 (0%) 0 (0%) 
Very unhelpful 0 (0%) 1 (<1%) 

 
 
Q11. Did we give you a safety booklet to keep? 

474 respondents answered this question. 

 Q2 Q1 

Yes  469 (99%) 459 (97%) 
No 5 (1%) 14 (3%) 

 
 
Q12. What changes will you be making as a result of our advice? 

383 people responded to this question. The most frequently cited change was 
that residents would close their doors (24% of responses), followed by 
switching off appliances (17%). 12% of respondents said they would check their 
smoke alarms regularly. 

24% of responses stated that they would not be making any changes, however 
the vast majority of these said that they already follow the advice that was given 
during the HSA. 

The following word cloud, which analyses people’s responses, shows the most 
frequent words used in answer to the questions:  
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A full list of comments is included in Appendix Three of this report.  

Q13. Following the visit, do you now feel safer in your home? 

457 respondents answered this question. 

 Q2 Q1 
Yes  440 (96%) 453 (98%) 
No 17 (4%) 8 (2%) 

 

Q14. Would you recommend this service to your friends or family? 

458 respondents answered this question. 

 Q2 Q1 
Yes  449 (98%) 451 (98%) 
No 9 (2%) 9 (2%) 

 
Q15. How pleased were you with your Home Safety Assessment? 

471 respondents answered this question. 

 Q2 Q1 
Very pleased 397 (84%) 405 (86%) 
Pleased 69 (15%) 63 (13%) 
Neither pleased nor displeased 5 (1%) 4 (1%) 
Not pleased 0 (0%) 0 (0%) 
Not at all pleased 0 (0%) 0 (0%) 

 

Q16. Is there anything else, good or bad, you would like to say about your 
check? 

There were 276 people who responded to this question. 214 (78%) of the 
comments were positive. 53 responses (19%) were neutral, the majority of 
which were responses stating they had nothing further that they wished to say 
about their Home Safety Assessment. Nine responses (3%) contained negative 
feedback or issues that could be considered to improve the delivery of HSA 
programmes. 

 

Much of the positive feedback focused on the polite and professional manner 
in which staff from the Service conducted themselves; and how informative 
various pieces of advice were. Two items of negative feedback related to the 
use of door-stepping, three related to the asking of residents’ demographic 
information and a further two comments concerned the time it took to book in a 
visit. 

 

A full list of all comments can be seen in Appendix Four.  

  



6/3/17 Home Safety Assessment Customer Satisfaction Survey Analysis Q2 2016/17 Page 13 of 30 

Appendix One: This chart shows a breakdown of the different disabilities 
declared by those responding to the HSA Satisfaction Survey. Please note 
that individuals may have selected more than one disability.  
 

 
 
Appendix Two: This chart shows a breakdown of the ages as declared by 
those responding to the HSA Satisfaction Survey.  
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Appendix Three 
 
This appendix lists all the comments made when asked if people would be 
making any changes as a result of their HSA. Please note 90 respondents 
said they would not be making any changes and as such these comments are 
not included. 
 

 Will purchase and fix carbon monoxide detector in location advised by 
the officer 

 Carbon dioxide detector, purchase deep fryer to replace chip pan 
 Installing a carbon monoxide detector 
 Purchasing a carbon monoxide alarm 
 Buy carbon monoxide alarm 
 Carbon monoxide detector 
 Making front door easily accessible.  Buying carbon monoxide 

appliance 
 Keep smoke alarms on top shelf rather than floor 
 Testing the smoke alarms more frequently 
 REGULAR CHECKS 
 More frequent testing of smoke alarms 
 Test smoke alarms more frequently 
 Regular checking of alarms 
 Check the alarm every month 
 Checking fire alarms more often 
 Keeping smoke alarms free from dust 
 Check operation of fire alarms regularly  
 Position of smoke alarms 
 Make sure to clean the smoke alarm regularly 
 Test the smoke alarms more regularly 
 Reminded us to test alarm weekly made us think about escape routes 

and made us more aware of kitchen dangers 
 Regular testing of alarms 
 Testing alarms more frequently 
 Changed 9v batteries on my two wired alarms! 
 New smoke alarms and 1 for our narrow boat 
 Test smoke alarms regularly 
 Add another smoke alarm which you supplied 
 Testing smoke alarm regularly 
 Periodic test of alarms 
 More frequent check of smoke alarm 
 Testing our equipment more regularly 
 To check and clean regular 
 A more regular testing of the smoke alarms 
 More regular testing of smoke alarms 
 Checking fire alarm 
 Checking our upstairs fire alarm.  Not leaving the toaster under a 

kitchen unit 
 Fitted new smoke alarms 
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 Checking smoke alarms more often 
 More regular inspection of the devices 
 Checking all fire alarms regularly and the carbon monoxide (Gas 

alarm) 
 1. Dusting the fire alarms & checking weekly 2. Getting a gas contract 

3. Renewing carbon monoxide detector 
 Remember to check our smoke alarms more often.  Go to 

electricalsafety.org to check our appliances 
 Monthly check of alarm, check that TV is off before going to bed 
 Check alarms frequently, take mobile phone into bedroom 
 Possible get a fire blanket 
 Not using new adaptors.  Not try to put out fire myself.  Using main 

socket for fires (electric) 
 To be extra careful regarding electric sockets 
 Another smoke alarm fitted changes to plug sockets. 
 Check my tumble dryer and washing machine for recall 
 Keep bins behind gates, no over-loading plugs, simple exit strategy  
 Check double sockets 
 Changes to two electrical sockets/extension leads 
 Change double plug 
 Buy a multiple  plug block 
 2 way 6 metre extension socket 
 Change a plug adaptor  
 Reviewing adaptors around TV/DVD set up 
 Will not use square adaptors.  Will keep front door keys handy in 

bedroom 
 Removing all adaptors taking greater care 
 Not to use extension into another extension lead 
 Be more careful about using multiple devices in kitchen and not to 

overload adaptors 
 Being more careful around the house with electricity 
 Not to use several appliances at once from extension plug 
 Make sure plugs are in the right sockets 
 I shall keep vigilant especially regarding leads to mobiles & I pad and 

info regarding what to do in event of a fire - thank you 
 Not to use double adapters with heavy plugs - keep candles in a 

container 
 Already had electrics checked re plugs etc replaced.  Also have 2 

smoke alarms - escape route planned 
 Adaptors are used so must not overload 
 Shut all my doors at night 
 Keep all doors closed at night 
 I think I only had to agree to close upstairs doors 
 Close doors at night 
 Taking care to close doors and be more aware of fire hazards 
 Shut all doors downstairs, take handbag to bed 
 Shutting doors before retiring, fire 
 Keep doors closed at night 
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 Closing all doors at night 
 Doors at night - close all  
 Keep all doors closed 
 None, but will close all doors at night 
 Closing internal doors at night 
 Closing inside door in kitchen 
 Shutting doors. Careful in the kitchen 
 If hard of hearing member left alone at night she will keep bedroom 

door open to hear her alarm.  Shut all doors otherwise 
 Keep doors shut at night and when going out 
 Closing my downstairs doors 
 Closing kitchen door (where heating boiler is) overnight. b) Caring for 

the hearing loss equipment provided by you 
 Close doors 
 Closing of internal doors 
 Closing interior doors at bedtime 
 Close the doors 
 None really as I am doing most things correctly.  Except that I don't 

close inner doors at night in case the 'phone' rings with an emergency.  
I need to hear it 

 Closing each door to each room at night 
 Keep doors closed 
 Closing all doors at night time 
 Close all internal doors 
 Switching off and pulling out plugs  closing doors - keeping key handy 

using time in kitchen for cooking 
 Putting the dogs water in the dining room - shutting the kitchen door 
 Closing all doors at night or when going out 
 Close internal doors at night 
 Make an effort to close doors at bedtime 
 Checking kitchen door is shut at night 
 Making sure all internal doors are closed when I go out, and during the 

night 
 Shutting more doors at night 
 Closing doors - turn off plugs etc. 
 Extra f/alarm and closing of doors.  Assemble point 
 Keeping doors closed at night 
 Keeping doors closed at night 
 Closing doors in house at night 
 I will close all internal doors at night - I will unplug TV 
 Making sure doors are closed before retiring to bed 
 I will shut internal doors at night and when I go out 
 Close all doors pull out plugs 
 Buying a new front door keep doors closed 
 To close lounge to hall door and to switch on the 2nd smoke detector 
 Keep all internal doors closed 
 Smoke alarms wired in already.  Will close internal doors at night 
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 Keep testing batteries for fire alarm - also to keep the kitchen door 
closed on retiring 

 Encourage Father to shut doors at night 
 All doors closed at night 
 Fitting CO2 detectors, closing doors 
 Checking my smoke alarms weekly, closing all doors when I go to bed 
 Check alarms more frequently.  Close internal doors at night.  Check 

appliances regularly.  Review escape routes/procedure 
 Test fire alarm more often, close doors at night take plugs out 
 Test fire smoke alarm more regularly, close doors to prevent fire 

spreading 
 Fitting a new electric blanket (1) checking fir alarms more frequently (2) 

closing more doors at night (3) Close doors at night, test alarm every 
month 

 Closing doors at night.  Unplugging computers & mobile phones.  
Testing alarms regularly.  No electric devises left on overnight or when 
we are out 

 Checking all appliances and plugs more often and taking extra care 
around the house, check smoke alarm and close doors if fire and fill the 
gaps around the door ring 999 

 Closing doors, not overload electric sockets 
 Ensure we close doors prior to going to bed in down stair rooms (i.e. 

kitchen) be careful with adaptor plugs 
 Shut all doors at night.  Unplug electric blanket 
 Keeping kitchen door closed at night - not leaving kettle switched on at 

mains at night.  Make sure our leave of exit is completely free 
 Keep the doors shut at night, not charge mobile phones at night 
 Shut internal doors.  KEYS NEAR FRONT DOOR, COMPUTER OFF 

OVERNIGHT AND OTHER PLUGS AND WHEN OUT DO NOT USE 
TOASTER UNDER CUPBOARDS ABOVE IT 

 Closing downstairs doors at night, keeping key near front door.  Not 
using washing machine and going out 

 Not using dishwasher at night. Closing doors to all rooms downstairs at 
night 

 Switching off all equipment when not in use.  Not using dishwasher at 
night.  Shutting downstairs doors at night 

 Close all doors when going out and at bedtime.  Switch off heaters & 
lights.  Check gas cooker 

 No longer using chip pan shutting fire door when in bed.  No using 
washer while in bed 

 Shut doors at night.  Do not charge overnight - phones etc 
 Doors closed at night & plugs removed from sockets 
 To make sure all plugs are switched off & doors closed at night 
 Close my lounge door at night.  Not charge my I pad in my bedroom at 

night or mobile phone 
 Shutting doors when I go to bed not keeping machines on when I go 

out 
 Removing plugs at night - closing all doors 
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 Closing doors at  night switch off plugs at night 
 Stop using electrical washing machines - dishwashers at night - ensure 

doors are kept closed 
 I will make sure I go by the book which is common sense but we don't 

always remember them, e.g. close all doors don't leave machines on 
when going to bed or out. Don't leave cooking unattended  & 
recommend assessment to all 

 Closing kitchen door when going to bed or going out.  Always have 
removed plugs from appliances 

 Make sure the doors are closed at bed time also don't charge my 
mobile during the night 

 No change but continue to close internal doors and isolate all 
appliances at night 

 Keep more doors closed at night - switch off more electric goods at 
night (and when going out) 

 Unplug/switch off at night.  Close doors, check electric blanket 
 Shut internal doors.  Keys near front door, computer off overnight & 

other plugs and when out.  ~Do not use toaster under cupboards 
above it 

 Closing bedroom & kitchen doors at night, keeping mobile phone 
charged and handy 

 Closing all doors when retiring at night and taking mobile phone to 
bedroom 

 Closing inner doors at night keeping a mobile phone in bedroom 
 Keep top of cooker clear 
 Not use gas cooker and fire 
 Not leaving the kitchen whilst cooking a meal! 
 No chip pan!! 
 Keeping vents on microwave uncovered 
 Keep door ways clear 
 Put keys near to door they unlock 
 Moving some items on escape route 
 Find safe place for door keys, don't leave things at bottom of stairs 
 Check exit route 
 Key in better position near front door 
 Escape plan explained 
 I do everything he said but I will take care 
 I will take more care 
 Follow the advice given 
 Put alarm in other place, as it was in wrong place put by .... fire man 

about 6 years ago 
 Fire Officer advised that we are doing everything right. A third fire 

alarm was installed nearer to the kitchen. At this time we decided no to 
have the hearing device fitted hence the third fire alarm 

 Did most of them already 
 Be more aware of fire safety in the home 
 Good advice which confirmed our current practices are correct 
 Changes that was advised 
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 Having had a fire alarm fitted by the fire service some years ago, was 
given a safety booklet followed ever since 

 Stick to advice given 
 More awareness of safety measures 
 Be more vigilant 
 1.  Will wear red badge (button) 2.  Will have log fire serviced 
 Re-siting Fire Angel 
 Thinking of the consequences of my actions.  Not to touch matches 

again 
 All necessary changes executed by your representative during the visit 
 The lady fitted a smoke alarm on the landing 
 Following all the precautions advised 
 Lest in to the fire office 
 Have now got a deaf appliance in bedroom 
 Keeping everywhere fire free 
 Have now got 2 new fire alarms in a small 2 bed house 
 Newer smoke & fire detector 
 More care & attention 
 I think our  arrangements were satisfactory 
 More care at night 
 You changed two smoke alarms 
 Having had a previous visit we were following the advice given 
 Following the safety rules to the letter 
 More watchful 
 Nature of visit will ensure somebody is at home 
 Feel safer with the new system in for me as I can't hear anything 
 Extra alarm fitted 
 To use all the safety tips I received 
 Feel safe, all agreed 
 To be more observant 
 Be vigilant  
 There is now a smoke alarm 
 We are very safety conscious and therefore no changes except to be 

more vigilant  
 Improved alarm system for hard of hearing 
 Ring up for replacement 
 We listened to all advice and will act on it 
 The fire safety officer fitted three new fire alarms and discussed fire 

safety with me 
 I will be more aware after the advice I was given 
 Always ask 
 The fire officer fitted 2 alarms whilst she was here 
 Watch what we do 
 New fire alarms 
 Remaining aware of safety precautions 
 Extra sensor fitted and existing one re-positioned 
 Attempting to clear clutter 
 To obey advice given! 
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 New fire alarms 
 Will do everything we learned advice very helpful 
 Extra fire alarm fitted in porch 
 Continue with advice given on previous visit to install old alarms say 

long ago 
 Take into account of advice given 
 To be careful 
 Have not yet decided 
 Checking home before retiring making sure home is safe 
 Having alarm in bedroom and one under pillow 
 Brush up on advice 
 I keep doing what you say and recommend 
 Already take care, no one in the household smokes 
 My alarm was fitted electrics officer alarm working well - very helpful.  

Yes officer very helpful and courteous  
 I appear to be doing the right things 
 Make sure plugs are unplugged or all switched off 
 Not charging tablet/phone overnight 
 Not live plugs on smelly washer info 
 No charging iPad/phones overnight 
 Switching electrical appliances off at night, fire alarm 
 Turning of unused switches on appliances 
 Switching off plugs at night when away 
 not going out when washing machine is working 
 Switch off certain appliances 
 use dishwashers etc. during the day 
 Not to use charging devices over night! 
 Keep personal alarm at bedside not to use dishwasher when 

occupants are asleep 
 No longer leaving washing machine turned on overnight 
 Making keys more accessible for front door. Use of 

dishwasher/washing machine during day 
 No longer charging I Pads/mobiles overnight turning off dishwasher & 

washing machine m/c closing kitchen door overnight 
 Not leaving mobile phone on charge at night 
 To do checks all around the house, especially appliances i.e. dryer 
 Turning off electrical equipment at night time 
 Will be getting the chimney swept, and we will not leave electric items 

charging unattended 
 Never leave electrical equipment  on at night or unattended 
 Try to be more diligent switching sockets off when not in use 
 Not put washing machine on - then go out! 
 Turn off when not in use 
 Switching things off at night 
 Pull toaster when in use away from any possible hazards. Turn off 

appliances at plug when not in use 
 Switch electrical equipment off at the socket 
 Don't use the dryer while out.  Stop drop roll useful advice 
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 Avoiding 'standby' situation ref electricals 
 We will unplug appliances, we always switch off 
 Switch off appliances etc 
 Won't be recharging phones overnight 
 More careful in leaving washer on overnight 
 Removing plugs at night time 
 Ensure that every electrical appliance is switch off correctly at night 
 Will buy a carbon monoxide detector, unplug all electrical equipment  
 We are looking at amp of our sockets.  Also we won't charge phones at 

night 
 Check electrical plugs do not charge overnight 
 In future, I shall remove certain electric plugs and make sure 

appliances are switched off at night.  It is so important to be aware of 
circumstances that can so easily start a fire & put people at risk 

 Mobile telephone at night in bedroom 
 Take the phone to bed 
 Ensuring that my mobile phone is by my bedside each night 
 Keep a phone in bedroom. Put a set of keys within reach 
 Taking phone to bedroom at night 
 Take mobile upstairs at night 
 Do not use fire extinguisher, if a fire get out, take mobile in bedroom 
 Taking mobile phone upstairs at night keeping oxygen bottles upright 
 I will be having my telephone put right hopefully, the lady who came 

rang them 
 I will be taking my mobile phone upstairs with me at night 
 keep mobile phones in bedrooms at night 
 Keep mobile phone in bedroom 
 Ensure mortise key is available easily in the event of a fire - keep 

mobile phone by bedside 
 Taking my mobile upstairs at night 
 1. Mover toaster 2. Remind hotpoint to fix tumble fryer (18 month wait 

so far) 
 Not to use block plugs and to take mobile phone to bed 
 Moving wheelie bin away from house  
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Appendix Four 
 
This appendix lists all the additional feedback received this quarter, 
categorised into positive, neutral and negative categories. 
 
Positive Feedback (214 responses) 
 

 Reassurance the scheme gives - thank you 
 Staff very helpful 
 The visitor was extremely friendly, patient and helpful 
 No complaints.  Both firemen were polite, efficient and offered advice 
 This is a very valuable service and in my opinion should always be 

retained and possibly extended with appropriate funding.  Invest now to 
save live & cost in the future 

 Very good with explanations and why 
 A thank you for consideration and manner in which conducted.  Did not 

feel I was being pressurised into making changes, but appreciated 
information re: creams on legs when using oxygen, not to be oil based 

 A very polite gentleman 
 It was very good 
 I consider I was extremely lucky to have such kind and considerate 

gentlemen in my home, and I thank them and all Cheshire Fire Service 
for their work 

 Very good  
 Gave me a good tip to remember to check batteries in alarms - mark it 

on calendar or diary each month - very good idea - easing to forget to 
do it!! 

 Very good check and came on time 
 Pleased how soon a visit was made after card through the door 
 Reassurance the scheme gives - thank you 
 Very good and a great help to me with friendly advice 
 A charming & helpful young man 
 It came out of the blue and found very interesting! 
 Excellent service - long may it continue 
 Your officer was very pleasant, courteous & helpful.  I understand he is 

about to retire & should be complimented 
 Both David was very nice? 
 Glad fire service is looking after the elderly/disabled.  Great Service! 
 Excellent and well explained 
 Gentleman who came was very helpful and put an extra alarm in for my 

bed as I am hard of hearing 
 Excellent service 
 Very grateful I was on the list & to have new alarms 
 I was delighted to meet such perfect gentlemen. A credit to the fire 

service 
 Very good and understanding 
 I found it to be reassuring 
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 Alex explained everything especially the items for my husband who has 
a hearing impairment. Very professional. Thanks Alex 

 All ok 
 Happy that I have now got two working alarms and will check them 

regularly from now on  
 Fire Officer extremely efficient and polite 
 Alex was very helpful and informative and knew his job. Also put me at 

ease about not selling anything 
 Pleased to be routinely re assessed 
 I was surprised and pleased to have fire prevention call at the house as 

it was something I was meaning to do and never got round to it. Very  
Pleased 

 Nothing to add. Polite people 
 Very pleasant (Bring it on) 
 Officer was very helpful and offered/gave very good advice, credit to 

the Fire Service 
 Excellent service 
 The two people from the fire service were extremely helpful and 

covered everything 
 Very good! 
 Sound advice given had same given 4 or 5 years ago 
 Totally satisfied ex services very over 60 service & help 
 The gentleman that came to see us was promptly on time, polite and 

very helpful 
 Just very grateful for all the information to keep safe in my home 
 Officer was very helpful re information about sockets, cooking etc. - 

also helpfully returned step ladder to garage 
 I cannot speak highly enough of the gentleman. He was considerate, 

kind in his questioning and a credit to your service 
 Excellent service 
 Fire officer was very polite and his visit was thorough and helpful 
 Both fire officers were very caring and friendly and gave us good 

service and advice.  A credit to our fire service.  Thank you 
 I asked for advice on a faulty smoke alarm, a member of your staff 

came to my house and sorted me out.  Officer is an asset to the 
Cheshire Fire & Rescue Service.  Many thanks 

 It's nice to know the Fire Service is keeping a check on our fire safety, 
without having to be asked 

 It was excellent 
 I didn't realise until your officer showed me that I do not hear, without 

my aids over-night.  Thank you, and I think it is a superb service 
 Very thorough 
 I can sleep better knowing there are 3 smoke alarms to keep me safe 
 Overall - very much appreciate the visit and smoke alarm check 
 The young was very helpful  
 Our existing alarms were checked and replaced where necessary.  

Excellent chap! 
 Very helpful 
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 Practical 
 Our assessment was carried out by a very pleasant and 

knowledgeable lady 
 It was excellent, efficient, friendly and very much appreciated 
 Both the brigade & deafness advisor were brilliant.  Thank you! 
 Officer was most helpful and very efficient and I have nothing but 

praise for him and the fire service 
 Assessor explained everything thoroughly.  Excellent, friendly would 

highly recommend your service 
 I was delighted with my visitor - he was polite and friendly and made 

me feel I mattered! & very helpful! 
 The visit was pleasant and useful 
 Was great to know someone would come round and go through all 

safety aspects 
 Very polite & helpful young man a credit to the fire service 
 Only that we felt better informed than we had been by other 

organisations 
 Your representative was very courteous & informative 
 Yes the lady who came was easy to talk to and understand and very 

pleasant.  Thank you  
 A very welcome visit 
 Very good 
 Changed my alarm batteries - thank you 
 It's a good idea. Since my last one I have been checking my smoke 

alarm regularly. This time I learnt that a certain type of adaptor is not 
recommended 

 An extremely pleasant and helpful young man. Very glad he came - 
thank you 

 The fireman was very polite & pleasant you could understand what he 
was explaining 

 Firemen were very helpful 
 Thank you so much for the visit, the advice and fitting 2 smoke alarms 

for us 
 Would recommend the fire officer who called to anyone, very helpful, 

we now know what to be careful with and what not to do. Thank you 
 I had total confidence in FS caller inspired by whole attitude 
 Very nice lady, was very helpful to me at 83 year of age 
 I found the officer supportive, gave good advice and made good sense 

and took time - EXCELLENT 
 Very helpful information 
 Member of staff was very friendly and efficient 
 Fabulous - thank you 
 Officer knocked on door, showed ID explained why he was there, did 

job right away told me all about everything in booklet. He was very 
polite and professional I'm very pleased.  Thank you 

 Brilliant check useful knowledge friendly woman, speedy, efficient, 
smart in uniform 

 I found it reassuring 



6/3/17 Home Safety Assessment Customer Satisfaction Survey Analysis Q2 2016/17 Page 25 of 30 

 Mel was excellent 
 It was very helpful for someone to come and talk to us 
 Very helpful, very informative 
 Very nice firemen - caring, polite, mostly everything was okay in my 

house anyway 
 Fire officers were very polite 
 The check was first class and the gentleman that sorted out our 

problem was top draw - first class 
 Happy 
 We were very pleased 
 He was very helpful 
 Just that the man that came was very helpful even explaining I could 

get more help if needed due to hearing aids I wear 
 Representative was clean, smart, efficient, polite and professional.  

Thank you 
 I thought officer was superb, I could have talked to her all day she was 

very good. The Best! 
 Very impressed by the two staff that visited us.  They were very polite 

and very helpful 
 I think it is a very good service and I am very grateful.  Thank you 
 Third alarm provided for bottom of stairs - assessor explained why one 

was advisable - appreciated.  Was not expecting a visit - quite 
surprised - appreciated though 

 Pleased it covered everything 
 The fire officer arrived just as our 2 fire alarms needed changing.  This 

was then done by the fire officer 
 Spot on 
 Very pleased that there is someone thinking about us - but as I am 86 

years old and bed-fast & sometimes when my wife is shopping, I 
cannot get to the door at all so perhaps for your staffs benefit it might 
help to ring up before calling - however, not important!! 

 A very nice, polite and cheerful officer who didn't mind me asking 
questions 

 Very good 
 The fire service called on spec and were very helpful and supplied me 

with 2 smoke alarms and gave me suggestions on keeping safe 
 I am thankful to be getting my phone fixed, on Thursday 4.8.16 

because of your visit 
 Visit was unexpected but very welcomed & confirmed we are doing ok 

with alarms already fitted & working 
 A very good service, thorough and pleasant officer 
 Very good 
 Very nice lady.  Unexpected visit but that was no problem 
 An unexpected call but I was happy to have everything checked by two 

pleasant people 
 Delighted to have two new smoke alarms 
 Thank you.  
 Pleased to get a replacement for a faulty fire alarm 
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 Replaced non working alarm & put another upstairs.  Officer was 
extremely professional and thorough & treated me as any other 
customer.  A credit to the company - excellent 

 Officer was extremely polite and helpful nothing was too much trouble.  
He explained everything in simple English.  He made me feel safe in 
my own home (thank you) 

 Very professional and polite 
 An excellent member of staff 
 Visiting officer was very courteous and polite.  Good advice.  Checked 

fire alarms (batteries) 
 What a charming young lady! 
 The staff who visited were most helpful and super efficient and 

explained everything that I needed to know 
 Very clear explanations 
 I try hard to be fire aware, but the fire check was very helpful 
 Very polite 
 Everything was explained to us fully, what to do and what not to do.  

The gentleman that came was very helpful and polite 
 Very helpful and lovely to talk to, explained it all perfectly easy 
 All the things are red about i.e. smoking, electric blankets, chip pans. - I 

don't do or have but I know people who do. 
 Happy that I can ring for free alarms when they need replacing 
 Very helpful 
 Officer was extremely helpful, courteous and informative, as well as 

having a very pleasant manner 
 No it was very good the man was very polite 
 Highly satisfied with the whole process 
 The officer who called round to my house was very polite and most 

helpful.  Thank you 
 Home safety assessment is vital in all houses, it gives you a feeling of 

security and safety 
 I'm glad an extra smoke alarm was fitted 
 I felt it was very helpful 
 Great idea to call and remind people (especially the older) to be careful 
 It, usefully, reassured me - by recommending safe escape routes and 

telling me how long my doors should hold back fire.  Reassured me too 
that I was not unsafe in what I was doing 

 Very efficient. Done in a friendly understandable manner 
 Excellent 
 A very polite young man 
 Very good 
 Friendly & helpful gentleman 
 Cannot fault the check 
 First class 
 We are both over 90 years old and would like annual visit 
 Two very polite people was surprised they came all the way from 

Widnes to Macclesfield  
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 The caller's attitude and ability to work and communicate with people is 
excellent 

 Very informative well present and very useful info 
 Very impressed by the thought and attention of officer - a credit to your 

organisation 
 Good team work 
 Helpful efficient officer 
 Your officer was very good 
 Your staff member was truly excellent 
 Bright & cheerful officer.  A credit to an important public service 
 Your staff member was very polite and efficient - quickly put up smoke 

alarms for us and did a house check - thank you! 
 So pleased they sorted the problem out for me (smoke alarm bleeping) 
 ~The young man who visited was cheery, polite and helpful.  Replaced 

up the old fittings enclosed in the packaging for recycle - would be 
pleased to be needed to visit again? 

 Fault on deaf fire alarm came and repaired it - thank you very much 
 Member of staff was a good communicator with a pleasant manner 
 Not requested - result of routine call.  Pleased you are making such a 

good effort in this area 
 Good advice about not buying a rope ladder unnecessarily  
 Very good 
 Thank you for good, sound advice which I shall follow.  The two officers 

extremely pleasant & helpful 
 A telephone call or letter advising of the forthcoming visit would have 

been appreciated, however, the officer was very pleasant, informative 
and efficient 

 Very comprehensive - installed a smoke alarm in addition to the ones 
we already have.  We did not arrange this visit but it was very welcome 

 An excellent scheme! 
 I would like to say how polite and helpful the young man who visited 

was, good advice too 
 All excellent service 
 Always helpful to refresh peoples awareness to health and safety and 

the assurance that you are there when we need you 
 Excellent service and very helpful in all aspects 
 I found it very helpful and the person was very nice 
 Officer was so very helpful - it was a delight to have her 
 Colette very nice helpful 
 The young lady was very pleasant & helpful 
 Home Safety Assessment was excellent 
 I couldn't wish for a nicer more caring person to do the assessment. 

She explained everything so well and didn't make me feel stupid for not 
knowing, she was so kind & gentle.  I know you can say she was only 
doing her job, but it was the way she did it made all the difference 

 Officer was very polite 
 Person who called was very polite, carried out fitment of smoke alarms 

quickly & smartly dressed, a credit to the Fire & Rescue Service 
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 Excellent and helpful 
 Very professional, clean well dressed correct approach.  Clear 

presentation and advice very good advert for his profession 
 Kay was very helpful and explained things very clearly 
 A worthwhile check-up 
 Very efficiently carried out by a fluent and personable fire prevention 

officer who gave good advice to my wife & I 
 Helpful & efficient and very polite 
 Very pleased 
 Two lovely polite young ladies, very informative and helpful 
 Fire men that visited very respectful and took time to give information 

which was very useful 
 Nice helpful people, pleasure to talk to! 
 Nothing all was ok 
 Very pleased because of fire alarms 
 Your men were very polite and answered all my questions willingly  
 Officer was very polite and helpful 
 Very polite 
 Thank you 
 Good advice and alarms tested okay 
 Visit came unexpectedly out of the blue, glad new smoke detectors 

were installed because the original ones installed were at the end of 
their life cycle 

 Good to know that the Fire Services care about the OAP's 
 Officer turned up no appointment arranged, I was happy to have smoke 

alarm checked 
 Theresa was lovely, very helpful and made having more equipment 

safer.  We were given an alarm for Mum so she can feel the vibration 
under her pillow at night time if the smoke alarm goes off - brilliant - 
comment on last section of form - should not be asked this 

 ~The visit was very welcome and the advice given was very sensible 
he was very thorough and pleasant 

 The man was attentive and ensured that I understood the information 
on fire safety and the alarms 

 Excellent!! 
 Very pleasant young man and helpful 
 Needed new smoke alarm downstairs and had none upstairs.  Two 

new ones fitted which was lovely 
 

Neutral Feedback (53 comments) 
 

 Nothing (2 x comments) 
 No complaints 
 We were shown how to test and change our alarms.  We were left an 

alarm 
 We reported in the morning that our second alarm had failed and they 

came that afternoon and fitted two 
 Out of the blue arrived unsure at first, but realised they were genuine 
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 No (28 x responses) 
 Two fire alarms were replaced as they were not working properly 
 Maybe a mention about candles 
 I would have liked an appointment to be made for your sake and mine 
 Oxygen piped in the home supplied by Baywater Health Care 
 Surprised that officer not allowed to check Co monitor.  Your title 

should be changed to Home Fire Risk Assessment 
 The inspector called as part of a four year routine assessment - no 

appointment made prior to visit 
 See note at Q12 
 The only thing I'd add is maybe a whole house walk round to point out 

physical changes not just the kitchen 
 Would it be worthwhile advising about safe storage of propane/butane 

cannisters 
 Comments by assessors reinforced (confirmed) my feelings, I now 

need to be taken down a peg or two 
 No thank you 
 The checking of alarms and deaf aid alarm 
 The visit was a complete surprise - perhaps prior warning would be a 

good idea.  We are advised to be very careful about whom we let into 
our home! 

 Fire officer said he will come again in about 2 months to see how I am 
doing with the decluttering 

 Random check, whilst not always opportune.  Allows you to see homes 
as they really are 

 Had I known of the visit I might have had a few questions 
 It would be helpful if we got a phone call before the Fire Service arrived 

for a check.  We might have been out, so that would have been a 
wasted journey! 

 arranged for special alarm for under Fathers pillow for us.  Fitted new 
alarms also 

 In Selsdon Court there are 33 houses, all similar, mostly pensioners.  
Give me 32 leaflets and I will distribute them - same for Old Wrexham 
Road - 6 houses.  (name supplied) 

 
Negative feedback (9 comments) 
 

 Needs to be better advertised 
 He didn't test my smoke alarms, no mention of carbon monoxide 
 No alarm check 
 The only thing poor about the assessment is the design of this form.  

The assessment was not pre-arranged, (assessor just appeared on the 
doorstep) so Q3 - Q7 irrelevant.  The assessor was first class.  I really 
don't see the point of "AND FINALLY" 

 Always useful check, but not needed this often! 
 Visit was unexpected, so was slightly concerned about identity of fire 

safety officer at firs, especially as he was so keen to go into the house 
 I am fairly active so I was confused that he left an Age UK leaflet!  NB I 

do not want my details passed onto Age UK 
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 Your records need updating.  As a fit active and mentally competent 
householder, your visit was a waste of time. You don't need to visit 
people like me 

 Pleased with the inspection - not pleased that they just knocked on the 
door without an appointment or prior notice or contact.  People need 
assurance of who they let into their house 


