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CMT 01.13 11.04.2013 Telephone Service 

Delivery

Member of public called regarding a current 

incident in Widnes.  

The Complainant was walking with a double 

buggy, as a result of no signage to the incident 

she had to turn back, and as a result she was 

late for a doctor’s appointment.

N/A Passed complaint to relevant Officer for 

information, unable to respond as no contact 

details provided by complainant

11.04.2013

CMT 02.13 22.04.2013 Letter Fire 

Protection

Complaint regarding visit from CFP Officers at 

business premises to carry out a fire safety 

audit. Complainant not happy with alleged 

aggressive attitude of CFP officer.

Yes Officer had a meeting with the Director of the 

company on 14.05.2013 and  following a 

lengthy discussion on the findings of our 

investigation the complainant was satisfied 

with the CFRS response to his concerns and 

that the matter would be dealt with 

appropriately.  The complainant did not 

require a written response.

06.06.2013

CMT 03.13 25.04.2013 Email Community 

Safety

Complaint from ex-volunteer regarding the way 

he felt he was treated by the Service following 

an allegation made 

Yes Complainant advised of delay in response.  

Letter of response sent 09.05.2013 enclosing 

leaflet.  19.05 Complainant responded to 

request certificate, which has now been sent

02.07.2013

CMT 04.13 26.04.2013 Telephone Community 

Safety

Complaint regarding visit from advocates 

carrying out a home safety assessment.  

Alleged the staff were aggressive and there 

was no prior warning by CFRS of visit.

Yes Complainant requested that he was not 

contacted again by the service following our 

initial response.  No further contact received 

from the complainant

03.07.2013

CMT 05.13 26.04.2013 Website OP & A Issue with a planning application and access for 

fire appliances.  CFRS submitted report as a 

consultee to the planning application.

Yes Letter of response sent on 03.05.2013 by 

CFP Officer. No further correspondence 

received

03.07.2013

CMT 06.13 26.04.2013 Telephone Service 

Delivery

Complaint regarding the service's attendance at 

a controlled burning.  The crews  were alleged 

to be very disrespectful

Yes Officer visited complainant and explained 

reason for the fire crew extinguishing the 

'controlled burning'.  Complainant satisfied 

with explanation and did not wish to take 

matter any further.

03.07.2013

APPENDIX 1

INFORMAL COMPLAINTS 2013-14



Appendix 1 to Item 2

Governance and Constitution Committee

16 July 2014 

Unique Ref Date of 

Complaint

How was the 

comment 

received 

Relevant 

Department

Comment Acknowledgement 

within target 

timescale (Y/N)

Brief note of action taken

Date Closed

CMT 07.13 03.05.2013 Telephone Community 

Safety

Complaint regarding fitting of 2 smoke alarms, 

owners of the house not at home when fitted, 

mother in law lives with owner and gave the 

Fire Service access to property to fit smoke 

alarm, owner explained they already had smoke 

alarms 4 foot away from ones fitted by service. 

Does not want fire service smoke alarms. 

Complainant had just decorated.

Yes Officer called the complainant and explained 

the Service's policy and procedures.  

Complainant informed the officer he would be 

sending in a formal complaint. No further 

correspondence received

02.07.2013

CMT 08.13 05.05.2013 Telephone Service 

Delivery

Wished to make service aware of on-call 

firefighter allegedly regularly driving erratically 

around the town.

n/a Station Manager and Manager of On-call 

firefighters investigated and matter 

addressed with employee.  No contact details 

for complainant. Matter closed 

21.05.2013

CMT 09.13 15.05.2013 Email Community 

Safety

Complaint regarding lack of information and 

advice given by the fire service when enquiring 

on a number of occasions about fire safety for 

herself and her new baby. 

Yes Following HSA visit complainant happy with 

response

02.07.2013

CMT 10.13 20.05.2013 Website Service 

Delivery

Resident living near Runcorn Fire Station, 

requested blinds are fitted in the new gym as 

this overlooks their lounge.

Yes Confirmed action will be taken to rectify 

situation 21.05. Confirmed window coverings 

now fitted. Matter closed

02.07.2013

CMT 11.13 05.06.2013 Telephone CFP Complaint regarding alleged information given 

by CFRS staff when following up a complaint 

regarding fire hazards at a bar 

n/a An officer  contacted complainant on 7th 

June to request more information.  Awaiting 

reply from complainant with requested 

information but have not received a 

response.  Have tried to call on further 

occasions but no answer on contact number 

provided so unable to provide outcome of 

investigation.

15.08.2013

CMT 12.13 10.06.2013 Email Human 

Resources

Complaint regarding part time firefighter 

recruitment

Yes Email response sent by HR. 

Complainant asked for information about the 

successful gender breakdown on completion 

of the recruitment process.  Complainant 

offered meeting with Equality and Diversity 

Officer which was declined.  

01.11.2013
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CMT 13.13 13.06.2013 Telephone Community 

Safety

CFRS van parked on the pavement in Barnfield 

Road, Bollington. Complainant had to walk 

round vehicle onto road and said it wasn't a 

very good advert for road safety.

n/a Statement received from driver of vehicle 

confirming they felt enough room had been 

left on pavement for pedestrains.    Unable to 

provide response as no contact details 

provided

13.07.2013

CMT 14.13 22.06.2013 Visit Service 

Delivery

Complainant would not provide access to fire 

crews to carry out HSA following a previous 

incident when the crew attended a false alarm 

at her property in December 2012

Yes Complainant requested the relevant fire 

crews were made aware of their actions when 

accessing properties of vulnerable 

occupants.  Officer contacted complainant to 

advise of the delay in investigating and 

responding to her complaint as awaiting 

return of lead officer of incident from annual 

leave.  Contacted complianant with outcome 

of investigation on 10.07.

15.08.2013

CMT 15.13 02.07.2013 Letter Service 

Delivery

Complaint from local resident as fire station 

were testing alarms at an unsocialable hour 

and woke residents.

Yes Station Manager contact by telephone on 

11.07 with an explanation and an apology. 

Complainant satisfied with response

15.08.2013

CMT 16.13 08.07.2013 Telephone Community 

Safety

Officer driving a road safety vehicle whilst using 

mobile phone

Yes Group Manager spoke to complainant on 

11.07 advising the driver had been identified 

and requested a written statement to 

progress this further. Complainant wished the 

driver to be spoken to but stated he was 

unlikely to submit in writing to take any 

further.  Station Manager to speak to driver 

regarding this matter

27.08.2013

CMT 17.13 08.07.2013 Telephone Service 

Delivery

Fire appliance with siren and blue light seemed 

to lose control when taking a bend and nearly 

collided with the complainants vehicle

Yes Officer has spoken with complainant and he 

is satisfied with an apology on behalf of 

Cheshire Fire and Rescue Service. Officer 

confirmed that he has spoken to both the 

O.I.C and the driver regarding this incident 

and the use of Fire Service vehicles when 

responding to incidents.

7.11.2013

CMT 18.13 08.07.2013 Telephone Service 

Delivery

Firefighters used land for training without 

asking permission.  Land used previously and 

plants were damaged so the Service had been 

told not to use the land again.

Yes Officer visited complainant and the matter 

has been resolved.

27.8.2013
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CMT 19.13 19.7.13 Email Service 

Delivery

Retained firefighter posted "inflammatory and 

prejudiced" comments on Facebook about a 

particular group.  

Yes Complaint investigated by Watch Manager 

and Station Manager.   Letter to complainant 

confirming issue had been dealt with.  

Voluntary letter of apology from the firefighter 

to the complainant. 

01.11.2013

CMT 20.13 16.8.13 Email Service 

Delivery

Fire appliance parking across two disabled 

places at a Retail Park.  Driver of vehicle was 

not inside and went into shop to buy food. 

Yes Station Manager contacted complainant and 

identified the crew who were on the 

appliance.  He initiated some actions as per 

the internal disciplinary procedures for some 

of the individuals involved.  He also 

apologised to complainant and she was 

happy with the reply.

07.11.13

CMT 21.13 18.7.13 Telephone Service 

Delivery

Customer was unhappy with the way her group 

was dealt with at a station visit.   The group 

included 20 adults with learning difficulties. 

n/a Station Manager investigated and discussed 

complaint with complainant.  Apology given 

and explanation of what happened. 

Complainant was happy with the outcome 

and will make a further visit with her group 

next year. 

01.11.13

CMT 22.13 23.8.13 Telephone Community 

Safety

Complainant was unhappy with the way she 

was spoken to when requesting a HSA and 

about the length of time it would take to receive 

a HSA. 

Yes Group Manager spoke to complainant and 

said we would investigate and asked officers 

to establish when the complainant will be 

contacted to arrange a HSA.   The Admin 

Hub contacted the complainant and booked 

an appointment for September

07.11.13

CMT 23.13 21.8.13 Telephone Service 

Delivery

Customer was unhappy with the way she was 

dealt with after approaching an operational 

crew for a HSA.

Yes Community Safety Advocate attended house 

the following day. The occupier is over 65 

years old and lives alone.  Station Manager 

spoke to complainant to advise her how he 

had dealt with the complaint and she was 

happy to consider this as being dealt with.  

Complainant was very happy with the visit of 

Community Safety following this incident and 

their interaction in her home.

07.11.13
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CMT 24.13 16.09.2013 Letter Service 

Delivery

Complaint regarding the 'old Warrington coat of 

arms' and the inscription 'Fire Engine station' 

which had been included in the new fire station 

and have been neglected (photos included)

Yes Station Manager has written to the 

complainant agreeing that the plaque has 

been overlooked and is in need of some 

repair.  He has invited the complainant to the 

Station to discuss the renovation.

01.11.13

CMT 25.13 23.10.2013 Telephone Community 

Safety

Complainant has requested a copy of a report 

from a HSA but has not been sent one. 

n/a Officer has explained that we do not 

complete reports for HSAs of this nature.  

Unsuccessful in contacting complainant with 

response following a number of attempts

19.03.14

CMT 26.13 25.10.2013 Telephone Community 

Safety

Complainant wanted to confirm that CFRS had 

visited his mother's property to complete a 

HSA.  He has concerns about his mother 

answering the door to strangers and letting 

them into her property.  There was also some 

confusion about whether an ID badge had been 

shown and whether the Advocate was wearing 

uniform.

Yes He stated this was not a complaint but he just 

wanted reassurance from us.  A Senior 

Advocate confirmed that the Advocate was in 

uniform and did show her ID badge to the 

occupier. 

19.03.14

CMT 27.13 04.11.2013 Telephone Community 

Safety

Customer reporting a beeping alarm which was 

referred to SPRUE for engineers installation 

due to age/mobility. Customer received a postal 

replacement instead. Customer managed to 

instal alarm which began beeping within an 

hour. Unhappy with service received from 

SPRUE advised CFRS as requires a further 

replacement alarm

Yes Advocate visited customer on 8th November 

2013.  The customer had no complaint with 

CFRS.  

19.03.14

CMT 28.13 5.12.13 Telephone Service 

Delivery

Complaint about a firefighter using a fire car to 

pick his children up from school. 

N/A Unable to contact complainant as contact 

details not provided.  Complaint investigated 

by Station Manager

19.03.14

CMT 29.13 16.12.2013 Website Service 

Delivery

Complaint regarding the erratic driving of a 

CFRS 4 x 4 vehicle.

Yes Station Manager responded to complaint on 

19.12.2013 following investigation. 

Complainant responded that they were happy 

with response. Matter closed

23.12.2013

CMT 30.13 18.12.2013 Email Service 

Delivery

Complaint about unsafe and illegal parking on 

Grasmere Drive and its neighbouring streets 

which could cause delays for emergency 

vehicles. 

Yes Officer contacted complainant by telephone 

to discuss issue.  Complainant was asked to 

get back to the Officer about arranging a site 

visit but he has not been in contact

14.02.2014
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CMT 31.13 15.1.2014 Telephone Community 

Safety

Complainant was unhappy that the Fire Service 

has turned up unannounced to complete a 

HSA.  She thought this was inappropriate given 

that the property belonged to an elderly person.  

However she did say the people who called 

were polite, kind and helpful. 

N/A Comments passed to Group Manager for 

information.  Complainant did not require a 

response. 

15.01.2014

CMT 32.13 02.02.2014 Email Community 

Fire 

Protection

Complaint following unannounced visit by two 

fire officers to a care home in the late evening 

to carry out a check on the provision of night 

time evacuation in the event of a fire

Yes CFP Officer investigated and explained the 

reason for the visit and action to be taken in 

relation to the identification of staff in the 

future.  Email sent 14.02.14. Further 

response received from complainant dated 

15.02.2014. Officer has replied on 24.02.14 

with further response and offered formal 

complaint process if he wishes to escalate. 

Complainant confirmed happy with approach. 

25.02.2014

04.04.14

CMT 33.13 04.01.2014 Telephone Service 

Delivery and 

Comms

Complainant had a house fire which was 

attended by the Service and the complainant 

was unable to stay at the property.  Within a 

few days his house was burgled and he 

believes the Service owe him compensation as 

the incident was listed on the website which he 

thinks would have highlighted that the property 

was unoccupied. 

No Investigation took place and letter of 

response sent to complainant requesting 

written confirmation of certain details of the 

complaint.    No further correspondence 

received from complainant

19.03.2014

CMT 34.13 18.02.2014 Visit Community 

Safety 

Complaint was lodged by a young person from 

the Prince’s Trust Team. The complaint arose 

from the young person needing to be restrained 

on residential and she was unhappy with the 

manner in which she was restrained. 

N/A A full investigation was carried out as a result 

of this complaint.  This followed the standard 

HR procedures

19.03.14

CMT 35.13 17.02.2014 Email Operational 

Policy & 

Assurance

Complaint with reference to an accident that 

happened between one of our fire engines and 

a member of the public's vehicle. 

Yes Reply sent on 24.02.2014 confirming that this 

matter was being dealt with by Service's 

insurers and they would be in contact with the 

complainant shortly

09.04.14
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CMT 36.13 04.03.2014 Website Service 

Delivery

Complaint regarding the Service taking in 

excess of 20 minutes to attend a residential 

house fire. Why was it that CFRS took so long 

to attend a report of a house fire

No Communications department sent a response 

on 24.03.14, confirming that the Service has 

a standard response time of 10 minutes to 

incidents involving life risks and although 

serious in nature this was not a life risk 

incident

01.05.2014

CMT 37.13 05.03.2014 Telephone Community 

Safety

Complainant who was on her bicycle was nearly 

hit by a CFRS vehicle who made an illegal 

manoevre to leave an exit of a roundabout

Yes Officer has spoken to complainant on the 

telephone to request a written statement and 

drawing of the incident 05.03.2014.  Spoke to 

complainant on 27.03.14 to confirm the 

investigation had concluded and the 

occurrence had been formally recorded in 

accordance with the Service's health and 

safety near miss reporting procedure. The 

complainant was happy that the matter had 

been dealt with appropriately.

30.04.2014

CMT 38.13 24.03.2014 Website Community 

Safety 

Accusation that a driver of a fire service vehicle 

was using her mobile phone while driving. 

Yes Complaint was investigated but we did not 

uphold the complaint.   Senior Officer has 

responded to inform the complainant of the 

outcome. 

26.03.2014

CMT 39.13 18.03.2014 Email CFRS Complaint about the Fire Authority's budget and 

changes to how some of our fire engines are 

crewed.

Yes Senior Officer responded to complainant on 

21.03.14.  He put the rise of 1.99% into 

context .  

01.05.2014

CMT 40.13 29.03.2014 Website Service 

Delivery

Complaint regarding leaving blue flashing lights 

on when attending an incident in the night

Yes Station Manager has responded to 

complainant on 31.03.2014 regarding our 

procedures when attending an emergency 

incident

01.05.2014

CMT 41.13 27.03.2014 Website CFRS Complaint regarding difficulty contacting fire 

stations for non emergency enquiries

N/A Unable to investigate as details were not 

provided as to which station the complainant 

tried to contact without success.  Unable to 

respond as anonymous complaint.  

Forwarded to UPG Managers for information

07.04.2014
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CMT 42.13 26.03.2014 Email Service 

Delivery

Complaint regarding an incident where an 

appliance was unable to gain access because 

of parked cars.  

N/A Station Manager  sent email response to 

complainant on 11.04.2014 following an 

investigation into the details of the complaint.  

The standard deadline missed by two days 

for responding to this complaint

11.05.2014


