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Introduction 
 

The Thames Valley Fire Control Service (TVFCS) performance report presents information 

on the performance of the joint control room.  This is to provide structure and governance 

that enables TVFCS to measure, monitor and manage outputs and outcomes in a timely 

manner, allowing us to respond and make informed decisions to ensure that our statutory 

and partnership obligations are successfully delivered. 

 

The aim of this report is to share how TVFCS has performed over the previous three 

months, offer explanation, analysis and mitigation for target outcomes, and to suggest 

positive means of carrying effective performance into the future. 

 

 

 

 

 

 

 

 

 

 

 

Key to Icons and Colours 

   

 Target exceeded by more than 10% 

  Target met or exceeded by up to 10% 

 Target missed by up to 10% 

 Target missed by more than 10% 

 NA or data accuracy issues affect confidence in reporting 
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Key Highlights 

 

Context 

 

During Quarter 1 2018/19 TVFCS handled in excess of 6500 emergency calls, 

leading to 5852 mobilisations. Due to a technical failure which occurred affecting the 

system used to log the number of incoming telephone calls, it is not possible to 

provide the full number of emergency calls received.  

Recruitment during the period brought the TVFCS establishment level up to full 

strength and due to the known retirement of a member of staff, the establishment 

level was briefly exceeded. Efforts were made during the quarter to address the long 

standing shortfall in the number of Crew Managers within the establishment. It was 

possible to promote two internal candidates in May and it was expected that the final 

vacancy would be filled in early July. These promotions have greatly eased the 

pressure on Supervisory Manager Crewing Levels. Although the establishment is 

full, TVFCS still has 4 staff out of the workplace on maternity leave. These posts had 

been backfilled with temporary contracts, but this staffing has been largely absorbed 

by staff turnover. It will be necessary to run a further recruitment campaign during 

Quarter 2.   

TVFCS systems have been mostly stable during the period. Some system issues 

were experienced in early May following a system update. Although this was 

problematic for a short period, the improved relationship between Capita and the 

TVFCS Management Team resulted in the issue being resolved quickly and an 

underlying problem being identified and fixed, which has improved system 

performance and resilience.  

Weather conditions once again had a significant impact on TVFCS during the 

reporting period. During late May both Oxfordshire and Buckinghamshire 

experienced heavy rainfall events, which led to high call volumes being received. On 

May 27th a localised storm affected Milton Keynes causing calls for assistance to be 

routed to TVFCS in exceptionally high numbers. TVFCS, supported by RBFRS 

Officers, dealt with the situation in an exemplary fashion, prioritising where to deploy 

resources and ensuring that levels of operational cover were maintained. A number 

of off duty staff responded to TVFCS which greatly assisted the duty Control room 

watch.  

June saw the start of one of the longest spells of dry weather in recent years, which 

resulted in increased levels of operational activity in all 3 FRS. The hot, dry 

conditions throughout June caused repeated ‘spikes’ in incoming call volumes, with 

large numbers of calls being received in very short time periods, which lead to call 

handling capacity in TVFCS being exceeded. This was particularly noticeable in 

more visible locations such as motorway verges and where outdoor fires create large 
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smoke plumes. These extreme spikes are responsible for the significant drop in 

performance seen against the performance measures for answering emergency 

calls.  This issue has been further exacerbated by the high levels of operational 

commitment, which means that travel times to incidents become more stretched as 

more incidents occur. This leads to higher volumes of emergency calls being 

received for longer periods until the first fire appliance arrives on scene. To provide 

some context, TVFCS is resourced on the basis of dealing with 30,000 emergency 

calls per annum. Call volumes received during June would be more typical of a 

Control room dealing with 45,000 calls a year, with provisional data for July 

indicating a further increase to come for the next reporting period.  

 

Successes 

 

TVFCS response to the rain event in Milton Keynes on 27th May provides 

confirmation that the Control room is on a sound ‘business as usual’ footing.   

Sickness levels have remained at a manageable level through the reporting period.  

Being able to fill the Supervisory Manager vacancies internally demonstrates the 

progress being made by our staff and shows that training and development activity is 

beginning to provide appropriately skilled staff in the numbers required to deal with 

staff turnover.  

The Royal Wedding on May 18th required a significant level of involvement from 

TVFCS, both in the planning stage and on the day itself. TVFCS worked effectively 

with partners from across the Thames Valley in the lead up to the event, which 

contributed to the success of the operation on the day with the occasion being 

enjoyed by all who participated.   

 

Areas for Improvement 

  

Performance against mobilising targets has continued to fall below the targets 

originally set for TVFCS. It is not felt that these measures accurately reflect the 

performance of TVFCS against the rapidly evolving business needs of an emergency 

control room. The proposals for a change in performance management reporting 

requested by the TVFCS Joint Committee at its meeting on July 11th should provide 

committee members with a better overview of how TVFCS actually performs and will 

also give the TVFCS Management team more information to help them target areas 

for improvement. 

Further work is required to continue to improve the configuration of TVFCS systems 

and the information held within, which will aid in improving performance.  

The annual Performance Review process for staff has identified that, whilst effective 

systems are in place to develop staff at Firefighter Control and Supervisory 
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Management levels, there is less available to prepare Supervisory Managers for 

Middle Management roles. Focus is now being given to this area of development to 

allow for more effective succession planning to take place and to improve staff 

retention.   

   

 

Emerging Issues & Risks 
 

Capita’s financial position continues to be monitored. Capita have appointed Mr 

Andy Kerr into a new role as client director for their Fire Service Command & Control 

customers. This demonstrates their ongoing commitment to this area of their 

business.  Andy is keen to meet with customers and has requested the opportunity 

to speak to members of the Joint Committee briefly at the Committee’s meeting in 

December 2018.  

 

The provision of data to HMICFRS has created an additional level of demand within 

TVFCS, particularly as much of the data requested was not data that had been 

captured as part of TVFCS business as usual processes. The HMICFRS inspections 

themselves are likely to create a further demand.  
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Establishment 

The authorised establishment and current staffing position are shown below.  It details the number of people in their substantive posts and 

those in temporary positions. 

 

Role 
Authorised 

Establishment 
Staff in substantive 

Posts and FTE 
Staff in temporary 

Posts and FTE 
Vacancies 

Group Manager 1 1-1 FTE 0 – 0 FTE 0 

Control Manager 1 1-1 FTE 0 – 0 FTE 0 

Control Training Manager 1 1 – 1 FTE 0 – 0 FTE 0 

Watch Manager 4 4 – 4 FTE 1 – 1 FTE 0 

Crew Manager 12 10 – 9.88 FTE 1 – 1 FTE 1.12 

Fire Fighter 20 20 - 20.88 FTE 0 – 0 FTE -0.88 

TOTAL 39 39 – 37.76 FTE 2 – 2 FTE -0.76 
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Attendance/ Absence  

Measure April 2018 May 2018 June 2018 

Short-term Sickness Episodes 6 3 2 

Long-term Sickness Episodes* 0 0 0 

Total Days lost to Sickness 17 6 16 

Average days lost per FTE 0.43 0.15 0.40 

 

*long-term sickness is sickness absence of more than 28 days. 

Overtime Claims and Payment records  

(Excluding Bank Holiday Pay and Handover Pay) 

Measure April 2018 May 2018 June 2018 

Number of Staff Claiming OT 7 11 10 

Hours Worked 192 218 218 

Total Paid £3981.11 £4696.76 £4389.20 

 
 



TVFCS Joint Committee Performance Report 
 

 
 

9 

Performance Measures (Data accurate as of 19/07/2018) 

Measure April 2018 May 2018 June 2018 
Reporting 

period 
average 

Same 
period 

2016/17 

Rolling 12 
month 

average 

1 
Total Emergency calls answered 2774 Unable to 

Report 
3668 ** 3221 2920 2557 

2 Number of Mobilisations 1689 2048 2115 1951 2039 1857 

3 No. of times Emergency Fall-back instigated 0 0 0 0 0 0 

4 Number of Co-responding incidents 63 70 98 77 252 98 

5 
Total Admin Calls answered 6805 Unable to 

Report 
6624 6715 6966 6624 

** Data from Call logger only available from 5th June indicating 3170 calls. This figure has been adjusted to include records of incidents created on the 

Command and Control system 1/6/2018 – 4/6/2018, although this may not account for all calls received on TVFCS 999 lines during the period.  

 

Measure* 
2017/18 
Target 

April 2018 May 2018 June 2018 
Reporting 

period 
average 

Same 
period 

2016/17 

Rolling 12 
month 

average 

6 
Emergency calls answered within 5 
seconds 

92% 95.26% 
Unable to 

Report 
80.75% 88.00% 92.82% 94.27% 

7 
Emergency calls answered within 10 
seconds 

97% 98.37% 
Unable to 

Report 
83.38% 90.88% 96.95% 97.63% 

8 
% occasions where time to mobilise is 
within 60 seconds 

60% 48.08% 47.04% 47.70% 47.61% 53.31% 51.56% 

9 
% occasions where time to mobilise is 
within 90 seconds 

80% 74.60% 71.47% 75.34% 73.80% 77.23% 75.54% 

10 
% occasions where time to mobilise is 
within 120 seconds 

95% 85.61% 83.26% 85.96% 84.94% 87.12% 86.06% 
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11 
Admin calls answered within 15 
seconds 

n/a 85.62% Unable to 
Report 

85.22% 85.42% 80.75% 82.33% 

*Definitions are available in appendix A 
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Financial Position  
Data accurate as of 10/09/2018 

TVFCS Budget Monitoring 3 Months to 30 June 2018 

  
 Total  

Annual 
Budget  

 Actual 
Expenditure 

To 30 June 2018  

 Forecast 
Outturn 

at  
Year End  

Variance = 
Forecast - 

Annual Budget 

 Variance 
% 
  

Commentary 

Staff             

Employment 
Costs 

1,543,795 374,966 1,512,928 -30,867 -2.00% 

Further recruitment has 
taken place during Quarter 1 
to address resignations 
during Q3/4 2017/18. A 
number of staff remain on 
maternity leave, which 
reduces employment costs. 
This, combined with the 
reduced costs incurred 
during the time taken to fill 
vacancies accounts for the 
current underspend. The 
forecast is still based on the 
1% pay award built into the 
budget. Should the current 
proposed 2% award be 
accepted then the forecast 
under spend will reduce 
accordingly. It is not 
anticipated that a 2% award 
would cause an over spend 
on the budget.  
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 Total  

Annual 
Budget  

 Actual 
Expenditure 

To 30 June 2018  

 Forecast 
Outturn 

at  
Year End  

Variance = 
Forecast - 

Annual Budget 

 Variance 
% 
  

Commentary 

Uniforms 2,000 795 2,144 144 7.20% 

Uniform expenditure includes 
small monthly allowance for 
various items (26 staff). The 
projected overspend takes 
into consideration the 
anticipated staff movements. 

Training 
                          

-  
1,180 1,180 1,180 100.00% 

It has been necessary to 
spend a small amount on 
training for TVFCS staff that 
was not able to be provided 
within the Thames Valley 
FRS.  A small amount will be 
reserved in future budgets to 
account for unexpected 
training needs.  

Recruitment 1,000 75 300                -700 
                          

-70.00%  

Replenishment of testing 
papers for recruitment 
process are the only costs 
expected to be incurred. 

Sub Total 1,546,795 377,016 1,517,252 -30,243  -1.96%   

Corporate             

Facilities 91,443 22,861 91,443                         -  
                          

0.00%  

Forecast outturn is expected 
to equal budget. Costs 

incurred to date are based 
on 3/12's of the annual 

budget. 

Finance 24,851 6,213 24,851                         -  
                          

0.00%  

HR 67,409 16,852 67,409                         -  0.00%                             

ICT 72,525 18,131 72,525                         -  
 

0.00%                            
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 Total  

Annual 
Budget  

 Actual 
Expenditure 

To 30 June 2018  

 Forecast 
Outturn 

at  
Year End  

Variance = 
Forecast - 

Annual Budget 

 Variance 
% 
  

Commentary 

Liability and 
Equipment 
Insurance 

6,885 1,721 6,885                         -  
                          

0.00%   
Forecast outturn is expected 
to equal budget. Costs 
incurred to date are based 
on 3/12's of the annual 
budget. 

Management 14,868 3,717 14,868                         -  
                          

0.00%   

Sub Total 277,981 69,495 277,981                         -  0.00% 

Other              

General 
Equipment 
Purchase 

6,541 1,254 6,720                    179  2.74% 

Anticipated expenditure on 
items such as headsets. 
Despite the current actual 
expenditure, it is expected 
that further purchases may 
need to be made to improve 
facilities for testing and 
training in anticipation of 
ESN. 

OFRS Costs 
(secondary 
control facility) 

39,274                         -  
                  

39,274  
                        -  0.00%                            

Recharge cost incurred from 
OFRS for rental, telephones 
etc.  

Sub Total 45,815 1,254 45,994                    179   0.39%   

Technology             

Capita Mobs 
System (maint) 

66,535 16,518 66,535                         -  
                          

0.00%  
forecast outturn is expected 
to equal budget.  
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 Total  

Annual 
Budget  

 Actual 
Expenditure 

To 30 June 2018  

 Forecast 
Outturn 

at  
Year End  

Variance = 
Forecast - 

Annual Budget 

 Variance 
% 
  

Commentary 

DS3000 (for 
primary and 
secondary) ICCS 

79,652                20,710  82,836                 3,184  4.00% 

A failure to account for an 
RPI adjustment within the 
contract when setting the 
budget has caused a small 
overspend in this area.  

Telephony 50,061 6,071 36,454         -13,607 -27.18% 

Members will recall that 
savings have been made in 
this area in previous years. 
Further discussions with the 
supplier have led to a 
repayment being received  
relating to previous years 
which is reflected in the 
forecast outturn 

EISEC Calcot 
(999 caller 
location) 

7,000 1,750 7,000                         -  0.00%                              

EISEC Kidlington 2,000 500 2,000                         -  0.00%                               

Smart services to 
switch 999 lines 
to secondary 
control or 
elsewhere 

16,000                         -  16,000                         -  0.00%                             
Costs billed annually to 
TVFCS at the end of the 
financial year.  

Airwave rental ( 
SAN I ,B ) ( 
Primary,seconda
ry ) (7+8) 

13,583                         -  11,171 - 2,412  -17.76% 

Some savings have been 
achieved against the original 
projected costs of Airwave 
radio equipment. 

Sub Total 234,831 45,549 221,996 -12,835 -5.47%   
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 Total  

Annual 
Budget  

 Actual 
Expenditure 

To 30 June 2018  

 Forecast 
Outturn 

at  
Year End  

Variance = 
Forecast - 

Annual Budget 

 Variance 
% 
  

Commentary 

Total Budgeted 
Expenditure 

£2,105,422 £493,314 £2,063,223 - £42,899 -2.04%   

 

 

 

Authority Q1 Q2 Q3 Q4 Subtotal

RBFRS 187,459 187,459

OXFRS 138,128 138,128

BFRS 167,727 167,727

493,314 0 0 0 493,314

Contingency 150,000               

Upper limit of TVFCS expenditure without further FA approval 2,255,422            
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Appendix A 

Performance Measure Definitions 
 

 

Measure Description 

% of occasions where the time to 
answer admin calls is within 15 
seconds 

This measure uses the time taken from when 
the Fire Control Room system receives an 
admin call alert to the moment  they are 
answered by a TVFCS Operator 

% of occasions where the time to 
answer emergency calls is within 5 
seconds 

This measure uses the time taken from when 
the Fire Control Room system receives an 
emergency incoming call alert to the moment  
they are answered by a TVFCS Operator 

% of occasions where the time to 
answer emergency calls is within 10 
seconds 

% of occasions where time to 
mobilise is within 60 seconds 

This measure is calculated from when 
emergency calls are answered to when control 
room staff request stations to mobilise the 
appliance. 

% of occasions where time to 
mobilise is within 90 seconds 

% of occasions where time to 
mobilise is within 120 seconds 


