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CMT 01.14 13.04.2014 Visit Prevention and 

Protection

HSA visit at property, complainant not happy 

as smoke alarms fitted by Service some years 

ago were glued to ceiling and would cause 

damage to his property when removed

Yes Senior Advocate telephoned the complainant 

on 15.04, he was happy to leave the old 

smoke alarms on the ceiling and has fitted 

new ones, so he did not require a further 

HSA visit

10.07.2014

CMT 02.14 16.04.2014 In Person Service Delivery During an incident attended complainant 

unhappy with tone and attitude of firefighter

No Station Manager contacted complainant on 

01.05 to discuss and she was happy with the 

response provided 

10.07.2014

CMT 03.14 13.05.2014 Letter OPA A fire hydrant had been moved a few years ago 

onto the complainant's driveway who had tried 

unsuccessfully to get it moved back to its 

original place.  Complainant stated he has 

been advised by fire officers that he is breaking 

the law by parking his car over the hydrant in 

his own driveway

Yes Officer contacted complainant and has 

arranged for a hydrant technician to attend 

premises and assess the situation.  Findings 

of investigation confirmed it was not an 

adopted fire hydrant and was owned by 

United Utilities and the complainant has been 

advised and a letter was sent to confirm 

details.  

10.07.2014

CMT 04.14 15.05.2014 Email OPA Complainant raised an issue with access for 

fire appliances to a block of flats, due to parked 

cars etc. Fire Officers have attended local 

residents meeting to try and allay the fears of 

the flat's tenants.  Complainant still has 

concerns

n/a Complainant specified in his email that a 

response was not required in this instance.

10.07.2014

CMT 05.14 13.06.2014 SMS Text 

Message

OPA / North West 

Fire Control

Complaint regarding poor service.  The 

complainant called the service to request help 

because a vehicle was locked in a car park.  

This was refused.

Yes Officer contacted complainant to discuss 

complaint.  Officer explained that this was a 

non-emergency situation and provided the 

complainant with a non-emergency contact 

number for advice in the future.  

16.06.2014

CMT 06.14 23.06.2014 Telephone CFRS Complainant called Fire Station to leave a 

message for a friend and felt very upset by how 

he was spoken to and felt it did not reflect well 

on the service

Yes Officer has visited complainant and 

discussed the situation which turned out to 

be a misunderstanding and the complainant 

did not wish to take the matter any further

25.06.2014

CMT 07.14 26.06.2014 Email Prevention and 

Protection

Concern about the Fireangel smoke alarms. Yes Group Manager responded with the latest 

information about smoke alarms. 

10.07.2014
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CMT 08.14 30.06.2014 Telephone Service Delivery Complainant lives next door to a fire service 

house and was distressed about the noise 

levels from the tenants that live there

Yes Station Manager telephoned complainant to 

discuss the complaint on 30.06 and spoke to 

tenant regarding this.  Telephoned 

complainant on 04.07 to discuss outcome of 

conversation with tenant and gave the 

complainant contact details if any further 

problems arise. Complainant was happy with 

this approach and confirmed that the noise 

had subsided.  Officer contacted again on 

24.07 and complainant confirmed that the 

situation seemed to have been resolved with 

no further issues.

28.07.2014

CMT 09.14 04.07.2014 Telephone Prevention and 

Protection

Complainant owns a business and has 

complained about a CFRS officer's attitude 

who has visited his business premises.  

Yes Officer has telephoned the complainant on 

07.07 to find out more information. Officer 

visited complainant on 11.07 to discuss 

complaint and the investigation which will 

take place.  The investigating officer 

confirmed this will now follow a HR process 

and the complaint record can be closed

26.08.2014
CMT 10.14 20.07.2014 Email Service Delivery Complaint in relation to a fire appliance 

attending an emergency and using a route 

unsuitable for HGVs, causing damage to the 

complainants wall in two places.   Complainant 

suggested an alternative route should be taken

Yes 29.07 - Officer emailed complainant with 

response following investigation and 

complainant happy with the information 

provided.

29.07.2014
CMT 11.14 05.06.2014 Email Service Delivery Complaint about a member of staff following 

alleged inappropriate comments made when 

attending an event as a representative  of the 

service. 

Yes Officer contacted the complainant  and 

explained that the Service would be looking 

into the complaint.  Now being dealt with as 

a HR matter, complaint record can be closed

06.08.2014
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CMT 12.14 23.07.2014 Visit Prevention and 

Protection

Complaint following accident between a fire 

service vehicle and another vehicle. The 

husband of the driver of the other vehicle 

wished to complain about the manner in which 

his wife was spoken to by the officer driving the 

fire service vehicle

Yes 30.07 – Officer has spoken to complainant 

and he is not satisfied with the Service’s 

response and is referring this issue to his 

solicitor.  The officer explained that the 

complainant could escalate this to a formal 

complaint and has sent him the complaints 

form.  No further correspondence received

14.11.2014 

CMT 13.14 05.08.2014 Telephone Training Complaint regarding a Fire Service Employee 

"cutting up" the complainants vehicle on a 

roundabout causing the complainants car to 

mount a grass verge. 

Yes An officer has spoken to the employee and 

following this responded to the complainant.  

The complainant is happy with the outcome 

of the investigation and wishes to take no 

further action.

05.08.2014

CMT 14.14 04.08.2014 Email N/A Feedback received from member of the public 

regarding strike action taking place by the FBU, 

which the complainant did not agree with. 

Yes Planning, Performance and Comms team 

explained the background to the strike and 

contingency arrangements that CFRS had in 

place.  

14.11.2014

CMT 15.14 06.08.2014 Letter Facilities Complaint regarding ground maintenance at 

Frodsham Fire Station

Yes Senior Property Officer contacted 

complainant to explain that the grounds 

maintenance contractor has been contacted 

and the area of bushes and grass that has 

been missed will now be maintained.  

Arboreal contractor also contacted for advice 

about trees.  Complainant was happy with 

response. 

13.08.2014

CMT 16.14 07.08.2014 Telephone Prevention and 

Protection

Complaint about advice given by a member of 

the prevention and protection team.

Yes Officer visited complainant on 11.08 to 

discuss complaint and possible solutions to 

resolve his concerns.

13.08.2014
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CMT 17.14 17.09.2014 Email Prevention and 

Protection

Complaint regarding the bureaucracy involved 

in arranging a home safety check.  

Complainant included comments about our 

inflexibility and poor customer service. 

Yes Station Manager explained our targeting 

methodology with regard to HSA visits and 

apologised to the complainant with regard to 

the experience he had encountered whilst 

requesting a visit.  Station Manager also 

arranged for an advocate to visit household 

to carry out HSA.

30.09.2014

CMT 18.14 18.09.2014 Email Service Delivery Complaint about a member of staff who 

attended an automatic alarm activation. 

Station Manager  attempted to contact the 

complainant by email and telephone and has 

left messages for the complainant to contact 

him to discuss his complaint further but no 

response was received.

14.11.2014 - 

No further 

contact 

received from 

complainant

CMT 19.14 24.09.2014 Telephone Service Delivery Complaint regarding two fire appliances using 

sirens at 2am in the morning when he felt it 

would be okay to just use blue lights as there 

was no traffic

Yes Station Manager contacted the complainant 

on 01.10 to explain the type of incident they 

were responding to on this occasion.  The 

complainant understood the reasoning and 

was happy with this response.

02.10.2014

CMT 20.14 01.10.2014 Email Prevention and 

Protection

Complaint about a road safety event at 

Birchwood Shopping Centre that the Fire 

Service "didn't turn up to".  

Yes Officer replied to complainant explaining the 

circumstances that led to the situation and 

apologised to the complainant.  She also 

offered her the chance to attend another 

event in Stockton Heath. 

14.11.2014

CMT 21.14 13.10.2014 Telephone Prevention and 

Protection

Complaint regarding CFRS employee driving a 

CFRS vehicle who allegedly shouted abuse at 

the complainant who was driving his vehicle 

through some roadworks in Chester.  

Yes Officer contacted complainant to find out 

further information regarding the incident.  

He spoke to the CFRS driver regarding this 

issue and re-contacted the complainant with 

the outcome on 14.10.  The complainant was 

happy that the driver had been spoken to 

and did not wish to raise this formally

17.10.2014

CMT 22.14 14.10.2014 Website Communications Complaint regarding the IRMP 2015/2016 plan 

which details the move of specialist equipment 

to Powey Lane site, which has CWAC 

recommended approval but still has to get full 

sanction from Government as in breach of 

green belt policy

Yes Head of Planning, Performance and 

Communications emailed complainant on 

15.10 to explain the background to the 

proposal.  He also explained about the 

consultation that had taken place. 

26.11.2014
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CMT 23.14 20.10.2014 Telephone Facilities Complaint regarding a tree at Stockton Heath 

Fire Station which has damaged a 

neighbouring fence.  Complainant had reported 

this to the station but no action had been taken

Yes An officer has contacted the complainant and 

discussed the issue.  The Service agreed to 

replace a fence.  

18.12.2014

CMT 24.14 14.11.2014 Telephone Prevention and 

Protection

Concern about the quality of the smoke alarms 

supplied by the Fire and Rescue Service 

nationally

Yes Group Manager spoke to complainant who 

felt that his views had been listened to.  The 

Group Manager gave the complainant his 

telephone number should he have any 

further concerns. 

27.11.2014

CMT 25.14 14.11.2014 Twitter Prevention and 

Protection

Complainant stated the driver of CFRS vehicle 

was busy texting,  great example of taking 

safety seriously.

No A Group Manager carried out an 

investigation to try and identify the driver but 

unfortunately was unsuccessful.  Reply sent 

via twitter to say if the complainant has any 

further information please contact the service 

and we will pursue the enquiry. No further 

information was received so matter closed.

01.04.2015 

CMT 26.14 04.11.2014 Email Service Delivery Complaint about the use of blues and two's at 

all times of night even when there is no other 

traffic on the road

Yes Replied to complainant to ask for more 

information so the complaint could be 

investigated fully. No further reply received 

from complainant so matter closed.

19.11.2014 

CMT 27.14 17.11.2014 Email Service Delivery Complaint about the way the complainant was 

dealt with on the phone when they telephoned 

Stockton Heath Fire Station

Yes Contacted complainant for more information 

regarding her complaint and apologised for 

the poor service she had received.  Arranged 

to contact her parents to arrange a safety 

visit. Complainant happy with response and 

action being taken

26.11.2014
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CMT 28.14 18.11.2014 Email Service Delivery Complaint about the response to an incident at 

a business premises that the service assessed 

as a controlled burning that he felt was 

polluting the surrounding area

Yes Group Manager replied on 02.12 to confirm 

that CFRS attended the premises twice and 

the Service had liaised with the Environment 

Agency.  The complainant responded by 

asking why such a large fire was 

uncontrolled for 5 hours.  Group Manager 

responded again by saying that risk 

assessments were carried out at the time.  

No further correspondence received so 

matter closed.

07.04.2015

CMT 29.14 24.11.2014 Twitter Prevention and 

Protection

Complaint following an enquiry about the 

service fitting a smoke alarm and the 

complainant was informed that her family 

weren't eligible

Yes Group Manager emailed complainant on 

24.11 to apologise for the handling of her 

request for a safety visit and the complainant 

was added to the waiting list.   The 

complainant had still not received a HSA one 

month later on 22.12 so she chased up with 

Group Manager.  The Group Manager said 

he was disappointed about the service she 

had received and arranged an urgent visit 

which took place the next day.  The 

complainant subsequently  text to thank the 

Service. 

01.04.2015

CMT 30.14 17.12.2014 SMS Text 

Message

Prevention and 

Protection

Complaint regarding the parking of a fire 

service vehicle on a pavement opposite a 

driveway

Yes A Group Manager spoke to the complainant 

and explained that the driver of the vehicle 

had been identified and advised of the need 

to show consideration for other road users 

and pedestrians in future. 

19.12.2014

CMT 31.14 28.01.2015 Email Communications "Inappropriate" video of a house fire set to 

music on the website was felt to be insensitive. 

Yes Communications department on 28.01 to 

confirm that the music had been removed 

and to reassure the complainant that it would 

not happen again. 

17.04.2015
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CMT 32.14 04.02.2015 Email Prevention and 

Protection

Mother of a fire cadet was unhappy as she had 

not been informed about a change of venue for 

a cadets meeting. 

Yes Manager spoke to complainant on 12.02.  

She did not mean this to be a complaint.  

She just wanted to make the Service aware 

of problems she had experienced on the first 

night back at cadets.  She is happy with how 

the Service have responded. 

13.02.2015

CMT 33.14 18.02.2015 Email Prevention and 

Protection

Enquiry as to whether the fire service should 

have responded to an incident involving a 

smoke alarm sounding in a private residence in 

the middle of the night

Yes On 25.02 an officer spoke to the complainant 

and explained CFRS's position in relation to 

his issue.  The complainant was happy with 

the officer's explanation and felt his enquiry 

had been dealt with.

26.02.2015

CMT 34.14 09.03.2015 Email Service Delivery Appliance parked at supermarket blocking in a 

number of parked cars which caused some 

upset and distress

Yes Officer responded on 11.03 apologising to 

the complainant.  The complainant was 

satisfied with the response received and this 

matter is now closed

16.03.2015

CMT 35.14 17.03.2015 Telephone Prevention and 

Protection

Request for further clarification with regard to a 

visit made to her by an Advocate for a HSA 

which they had not requested and felt was an 

invasion of their privacy. 

Yes Officer tried to contact the complainant by 

telephone on several occasions but was 

unsuccessful .  The officer therefore sent a 

letter on 01.04 to ask complainant to provide 

an alternative contact or to ring him on his 

mobile.  No further contact has been 

received

 13.05.2015

CMT 36.14 19.03.2015 Website Facilities Pavement blocked by two vehicles making 

deliveries for the new fire station. 

Yes Officer emailed complainant on 20.03 and 

apologised on behalf of CFRS and our 

contractor and contacted the contractor on 

site.  The contractor assured the officer this 

would not happen again.

08.05.2015
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CMT 37.14 31.03.2015 Email Communications Complainant felt advert was patronising on 

Classic FM telling people to check the smoke 

alarms of those over 65.

Yes Communications department replied on 

16.04 to say it would pass on the 

complainants views to team involved in 

writing the script and would consider her 

points when designing any future local 

campaigns. 

31.05.2015

CMT 38.14 31.03.2015 Email Prevention and 

Protection

Complainant had a HSA in 2008 and his 

property was fitted with smoke detectors.  In 

March 2015 the complainant contacted the 

Service to say that the smoke detectors were 

not working.   Complainant was unhappy that 

the batteries could not be replaced and that the 

Fire Service were not contacting households to 

arrange for the smoke alarms to be replaced at 

the end of their life.  

Yes Group Manager arranged for a HSA visit to 

take place on 02.04.   During the visit two 

new alarms were fitted.  Group Manager also 

emailed complainant on 02.04 to give a 

detailed background to our current policy.

The complainant replied on 03.04 to thank 

the officer for his very informative email and 

to confirm that his problem with fire detectors 

has now been resolved.  He commented that 

the advocate was efficient, helpful and 

represented the service in a very 

professional manner during the HSA visit. 

09.04.15


