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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 3 2018/19 TVFCS handled 8946 emergency calls, leading to 5578 

mobilisations. This is a return to a normal level of activity for the period, following the 

high demand conditions experienced during the summer period. 

 

During the period two Crew Manager positions became vacant as the result of a 

resignation to pursue a new career and a request to reduce rank for personal 

reasons.  This, combined with long term sickness absence affecting two other Crew 

Managers has placed pressure on the establishment in maintaining the minimum 

required numbers of Supervisory Managers. Both Control Station Managers have 

worked a number of weekend, night and public holiday shifts to help maintain these 

levels when it has not been possible to maintain cover from the normal shift based 

establishment. Although Crew Manager vacancies have been difficult to fill for some 

time, a number of existing staff are nearing completion of the qualification required to 

progress to the role of Crew Manager and it is anticipated that the vacancies will be 

filled during Q4 2018/19. 

 

 

 

 

Successes 
 

As in 2017/18, Thames Valley Fire Control Service staff were offered an influenza 

vaccination by Royal Berkshire Fire & Rescue Service, with a number taking 

advantage of this provision. Although a significant number of staff were affected by 

seasonal illness during the period, there have been no reports of influenza. 

Thames Valley Fire Control participated in an exercise to test national resilience 

during Q3. This was a successful exercise from a Thames Valley Fire Control 

Service Perspective, with staff performing well and gaining valuable experience. 

Thames Valley Fire Control Service systems continued to perform well during the 

period, with no significant issues being experienced. A system software upgrade was 

applied in early December, which addressed a number of bugs and provided 

improvements to the usability of the system. This successful upgrade means that the 
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hardware upgrade to prepare for the introduction of ESN can now take place. This is 

scheduled to begin in February 2019. 

During the period, TVFCS was inspected as part of the Oxfordshire Fire & Rescue 

Service HMICFRS inspection and took part in the fact finding visit for Royal 

Berkshire Fire & Rescue Service. Staff were positive and professional throughout the 

process and it proved to be a valuable experience for some of those interviewed as it 

reinforced their confidence in their professional knowledge. 

 

Areas for Improvement 

  
Call handling and mobilisation performance improved following the high demand 

period during Summer 2018, but have fallen some way short of the desired levels. 

Analysis of statistics has shown a number of areas which appear to be affecting his 

area of performance. Both Oxfordshire Fire & Rescue Service and Royal Berkshire 

Fire & Rescue Service challenge calls to alarms in certain categories of premises 

when the premises are known to be occupied. Call challenging is utilised to prevent 

the unnecessary emergency mobilisation of resources to incidents where they are 

not required, preserving resources for other incidents and reducing road risk. Call 

challenging requires significant amounts of additional questioning by Control staff 

before a decision on whether to mobilise resources can be reached and leads to a 

failure to meet the call handling target on a large number of occasions when an 

incident meets the criteria for Fire Service attendance. 

Individual call handling performance reports have been reintroduced to allow 

Supervisory Managers to clearly see how individual team members are performing. 

These reports had previously been produced and disseminated by the temporary 

Training Support Officer post, which ceased in Q3 2017. Production has been 

reallocated within the Management Team. These statistics will be supported by the 

proposed introduction of a quality assessment process for emergency calls, which is 

going through consultation.  

The introduction of ‘pre alerting’ will be considered in Q1 2019/20. In order to 

mobilise a response, Control staff need to identify an exact address. For incidents in 

outdoor locations, callers often know approximately where they are, but extended 

questioning is required to identify an exact location and mobilise a response. ‘Pre-

alerting’ allows Control staff to alert a response when they are confident that they 

know which station is nearest to the incident, but before an exact location has been 

identified, speeding up the call handling time.  

 

Emerging Issues & Risks 
 

Capita’s financial position continues to be monitored, with their credit score 

remaining consistently ‘below average risk’ during the period. 
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The HMICFRS visits referenced above have created an additional demand, in 

preparing for the visit and then providing staff time for interview. In addition, the 

production of statistics which are now being regularly requested by HMICFRS is 

proving to be time consuming.  

Requests for information and preparation for the UK’s exit from the European Union 

have created some workload for TVFCS. TVFCS are confident that supply chains 

associated with the Control room function will not be significantly affected in the 

event of a ‘No deal’ scenario.  
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Establishment 

The authorised establishment and current staffing position are shown below.  It details the number if 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 -1 

Crew Manager 12 9 –9 FTE 0 – 0 FTE 3 

Fire Fighter 20 23 - 21.82 FTE 0 – 0 FTE -1.82 

TOTAL 39 39 – 37.82 FTE 1 – 1 FTE 0.18 
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Competence Levels 

Role Current staff  
Number Competent 

in Role 
Number in 

Development 
% of Current Staff in 

Development  

Group Manager 1 0 1 100% 

Control Manager 1 1 0 0% 

Control Training Manager 1 1 0 0% 

Watch Manager 4 4 0 0% 

Crew Manager 12 6 6 50% 

Fire Fighter 22 14 8 36% 

TOTAL 41 26 15 37% 

 

Please note, the above figures relate to the actual numbers of staff employed, not the Full Time Equivalents used for establishment. 

Figures have been rounded up/down to the nearest full percentage point.   
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Attendance/ Absence  

Measure 
October 

2018 
November 

2018 
December 2018 

Short-term Sickness Episodes 7 6 8 

Long-term Sickness Episodes* 1 0 2 

Total Days lost to Sickness 21 19 39 

Average days lost per FTE 0.53 0.48 1.00 

 

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

Overtime Claims and Payment records  

(Excluding Bank Holiday Pay and Handover Pay) 

Measure October 2018 November 2018 December 2018 

Number of Staff Claiming OT 14 7 10 

Hours Worked 322.60 227.60 207.20 

Total Paid £6483.88 £4430.16 £4395.79 
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Performance Measures (Data accurate as of 01/01/2019) 

Measure 
October 

2018 
November 

2018 
December 

2018 

Reporting 
period 

average 

Same 
period 

2017/18 

Rolling 12 
month 

average 

1 Total Emergency calls answered 3276 2923 2747 2982 2808 2957 

2 Number of Mobilisations 1990 1839 1839 1889 1955 1968 

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

4 Number of Co-responding incidents 38 38 58 45 68 54 

5 Total Admin Calls answered 7577 7466 6622 7222 7015 6823 

 

 

Measure* 
2018/19 
Target 

October 
2018 

November 
2018 

December 
2018 

Reporting 
period 

average 

Same 
period 

2017/18 

Rolling 12 
month 

average 

6 
Emergency calls answered within 5 
seconds 

92% 95.77% 97.00% 96.42% 96.39% 94.49% 94.21% 

7 
Emergency calls answered within 10 
seconds 

97% 98.81% 99.12% 98.48% 98.80 97.82% 97.26% 

8 
% occasions where time to mobilise is 
within 60 seconds 

60% 44.92% 44.32% 44.80% 44.68% 45.92% 46.91% 

9 
% occasions where time to mobilise is 
within 90 seconds 

80% 71.06% 71.45% 70.05% 70.85% 71.12% 72.63% 

10 
% occasions where time to mobilise is 
within 120 seconds 

95% 82.76% 83.69% 81.34% 82.60% 83.31% 83.99% 

11 
Admin calls answered within 15 
seconds 

n/a 81.19% 81.60% 81.39% 81.39% 81.99% 82.53% 

*Definitions are available in appendix A 
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Financial Position  
 

TVFCS Budget Monitoring 9 Months to 31 December 2018 

  
 Total  

Annual 
Budget  

 Actual 
Expenditure 

To 31 December 
2018  

 Forecast 
Outturn 

at  
Year End  

Variance = 
Forecast - 

Annual Budget 

 Variance 
% 
  

Commentary 

Staff             

Employment 
Costs 

1,537,795 

 

1,143,451 
 

 

1,522,652 
 

 

-15,143 
 

 

-0.98% 
 

The forecast 
outturn position 
includes the impact 
of the 2% pay 
increase agreed 
nationally. An 
additional 
budgetary 
obligation has been 
identified because 
of a ‘Lump Sum’ 
charge to the 
employing FRS 
associated with the 
Local Government 
Pension Scheme. 
TVFCS 
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contribution 
towards this charge 
has been 
estimated at 
£27,000 for the 
current financial 
year.  The 
expected outturn 
has reduced as the 
result of staff 
turnover within the 
quarter.  

Mileage and 
Subsistence 

6,000 

 

4,823 
 

 

6,422 
 

 

422 
 

 

7.03% 
 

  

Uniforms 2,000 

 

2,146 
 

 

2,691 
 

 

691 
 

 

34.55% 
 

Uniform 
expenditure 
includes small 
monthly allowance 
for various items 
(26 staff).  

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 
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small amount will 
be reserved in 
future budgets to 
account for 
unexpected 
training needs.  

Recruitment 1,000 75 350                      -650  -65.00% 

Expected outturn 
has increased, as 
DBS security 
checks for staff 
now need to be 
covered from within 
this budget in 
addition to 
recruitment test 
papers. 

Sub Total 1,546,795 

 

1,151,675 
 

 

1,533,295 
 

 

-13,500 
 

 

-0.87% 
 

  

Corporate             

Facilities 91,443 

 

68,582 
 

91,443   

Forecast outturn is 
expected to equal 

budget. Costs 
incurred to date are 
based on 3/4 of the 

annual budget. 

Finance 24,851 

 

18,638 
 

24,851   

HR 67,409 

 

50,557 
 

67,409   

ICT 72,525 
 

54,394 
72,525   
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Liability and 
Equipment 
Insurance 

6,885 

 
 

5,164 
 

6,885   

Management 14,868 

 

11,151 
 

14,868   

Sub Total 277,981 

 

208,486 
 

277,981                             

Other              

General 
Equipment 
Purchase 

6,541 

 

2,147 
 

 

6,850 
 

 

                   309  
 

 

4.72% 
 

A small overspend 
is anticipated as 
the result of 
needing to replace 
some items and 
the purchase of a 
testing unit to 
ensure that the 
PPE headsets 
used within TVFCS 
are providing the 
correct level of 
protection.  

OFRS Costs 
(secondary 
control facility) 

39,274 

 

               46,014  
                         

 

               46,014  
                   

 

                6,740  
                          

 

17.16% 
                            

The overspend 
against this budget 
line is the result of 
the unexpected 
need to replace 
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UPS batteries at 
the Secondary 
Control site. This 
expenditure was 
approved by the 
Joint Committee 

Sub Total 45,815 

 

48,161 
 

 

52,864 
 

 

                7,049  
                     

 

15.39% 
  

  

Technology             

Capita Mobs 
System (maint) 

66,535 

 

50,068 
 

66,535                                                     
forecast outturn is 
expected to equal 
budget.  

DS3000 (for 
primary and 
secondary) ICCS 

79,652 

 

               62,129  
                

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 

 

34,057 
 

 

37,488 
 

 

-12,573  
 

                           

-25.12% 
  

Forecast Outturn 
now includes the 
reimbursement of 
previous incorrect 
charging by the 
supplier.  

EISEC Calcot 
(999 caller 
location) 

7,000 

 

5,250 
 

7,000                                                      
Estimate based on 
17/18 outturn and 
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charges expected 
in 18/19. 

EISEC Kidlington 2,000 

 

1,500 
 

2,000                                                         

Smart services to 
switch 999 lines 
to secondary 
control or 
elsewhere 

16,000 

 

               16,377  
                          

 

               16,377  
 

                         

 

2.36% 
                            

 

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

13,583                         -  

 

13,583 
 

              

Sub Total 234,831 

 

169,381 
 

 

225,819 
 

 

-9,012 
 

 

-3.84% 
 

  

             

Total Budgeted 
Expenditure 

2,105,422 

 

1,577,703 
 

 

2,089,959 
 

 

-15,463 
 

 

-0.73% 
 

 

  

Data accurate as of 31/12/2018 
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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 


