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1 Introduction

11 The London Fire Brigade has aresponsibility to make arrangements for dealing withemergency
calls and making an appropriate response under the provisions of the Fire and Rescue Services
Act (2004).

Function of the Control Room

1.2 The Fire Service Manual (Volume 1 - Chapter 2, 2.1) (1998) states that the primary function of a
Control Centre is to provide the essential communications link which enables the provision of
emergency firefighting, rescue and humanitarian services to the public when they call for
assistance.

1.3  Brigade Control seeks to promptly answer emergency calls and to provide an appropriate
operational response. In additionto speed in answeringemergency calls, the highest standards of
efficiency, accuracy and quality in the service provided are maintained.

2 General

21  Controlis the hub of the Brigade's emergency communications network, providingemergency
call handling facilities, mobilisation of operational resources, liaising with external agencies and
having a strategic overviewof operations.

Emergency call rates

2.2 Currently millions of emergency calls are made to British Telecom and other service providers
each year. About 50% of this figure arefiltered and do not require connection.

23 Over 180,000 emergency calls are received by Brigade Control eachyear whichvary in
seriousness fromnon-urgentto major incidents. Call rates are reducing through the use of many
‘call challenge’ initiatives inthe control room and proactive preventative community safety work.

Increases in demand

24  Throughout the course of the 24 hour period, there are clearly identified peaks and troughs for
the receiptof emergency calls. However, demands uponresources can vary significantly due to
abnormal weather conditions, sustained dry weather conditions and other events. These have the
potential to cause sudden and dramatic surges inthe number of emergency calls received,
resultinginhigh demand.

25 Arrangements are in place to monitor events and occurrences likely toresultinincreased
demand, including regular updates from the Meteorological Office. This and other informationis
used to support the mobilising Business Continuity plans.

3 Configuration of the Brigade's emergency call management
system communications network

Public telecommunications operators (PTO)

31 The public telecommunications operators (PTO) are obliged under the terms of their licences to
provide apublic emergency call service, by which any member of the public (without charge) can
communicate as quickly as practicable with any of the local emergency authorities to
communicate an emergency.
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Audio recording of emergency calls

32 All emergency calls are audio-recorded. The current retention strategy requires thatthese
recordings are keptfor aperiod of at leastfive years.

33 Whereitisidentified that this period should be extended, e.g. calls associated with public
enquiries, the appropriate arrangements will be made by the Technical Support Group toensure
their continued retention.

Integrated control and communications system

34 Emergency calls for the assistance of the Brigade are receivedthroughits integrated control and
communications system (ICCS) or fallback phones.

35 TheICCS controls all incoming and outgoing telecommunications and radio traffic.

Automatic call distribution (ACD)

3.6 Toensureemergency calls are answeredwith the minimum of delay, asystem of automatic call
distribution (ACD) is used. All control room officers (CROs) available to answer emergency calls
will be logged into the ACD system. This will ensure that calls are distributed evenly and the
highest priority call waiting the longest will be the firstto be answered.

3.7 ACD provides significant benefits and advantages for emergency call management and speed of
answering,

Spate conditions

38 ltis accepted that in periods of spate, where thereis asudden or sustained increase inthe
number of emergency calls, call numbers exceed the numbers of CROs available. This surgein
the incoming number of calls may be due to:

* multiple calls to multiple incidents;
* multiple calls toa single incident.

39 Inthese circumstances operations managers (OMs) can make the decision to queue non urgent
calls, i.e. not attend a call immediately

310 When itisidentified thatthese conditions apply, the operations manager will consider:

» Recall all on duty shift related personnel to Brigade Control.

* Notify the duty Brigade Control senior manager.

* Liaise with British Telecom and Cable and Wireless and establish critical contact
arrangements.

* The introduction of Batch Mobilising Procedure.

311 Iftheriskis consideredto be low the call can be queued. Under these circumstances callers must
be informed of a possible delay in attending the call and asked to re-contact the Brigade if the
situation worsens or they no longer require assistance.

Critical contact arrangements

312 Foremergency communication purposes a'Critical’ line (astandalone telephone on the
supervisory team's workstations) is available to British Telecom (BT) and the Metropolitan Police.

3.13 This will be used by British Telecom (BT) to advise the OMthat problems are being experienced
in connecting emergency calls to the Brigade or in the event of wide-scale communication
failures.
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314 ltis also used by the MPS to notify the Brigade that particular MPS operations have beeninitiated
and alsofeedback information from the duty inter-agency liaison officer to the OM when notified
of such events.

4 Emergency call management procedures

41 Emergency calls are answered promptly by trained CROs with the appropriate skills.

Salutation

42  Whenreceivinganemergency call, the CRO will answer "FIRE BRIGADE".

Calls through the 999/112 system

43 Emergency calls throughthe 999/112 system are received from British Telecom (BT). Running
calls from Fire Stations, i.e. where the caller reports directto the fire station, may also be received

through the 999/112 system (if the running call telephone outside the fire stationis used).

44 When an emergency call is connected to the Brigade throughthe 999/112 system (including
those made from Running Call telephone boxes outside Fire Stations), the caller’s telephone
number will be automatically inserted into the mobilising system ‘telephone number’ field by
caller line identification (CLI).

45  Calls are also received through the 999/112 system from auto-dialler devices which provide voice
recordings giving details of the incident and location.

46  If the emergency callis made from a 'fixed' telephone, the EISEC information for the ‘billing’
address for the telephone will be displayed.
Interpreter service

47  Englishmay not be the firstlanguage of a person attempting to pass an emergency call.

48 Agreements areinplace for the use of an interpreter service(Language Line).

Calls from the hard of hearing or speech-impaired members of the public

49  Emergency calls from the public who have hearing or speechdifficulties (including the use of
electronicspeechdevices) are normallyreceivedthroughthe SMS Text Relay service whichis a
24 hour nationwide telephone service operated by the Royal National Institute for the Deaf and
funded by British Telecom.

410 The SMS Text Relay operator will obtain the information from the caller, use the BT 999 service,
and ask for the Emergency Service requested by the caller and for the areain which the
telephone number is situated.

411 When connected with the Emergency Service, the details will be passed by the SMS Text Relay
operator.
Calls from other authorities and external agencies

412 Calls from some external agencies and authorities, e.g. Metropolitan Police (MPS), London
Ambulance Service (LAS), Central Fire Alarm Centres and other Fire and Rescue Service Control

Rooms are received on dedicated ex-directorytelephone numbers.

539 Issue date: 14 November 2007 4 of 23

LFB00055196/4
LFBOOUUU 190_vuu4



Calls received from Brigade premises (including Fire Stations) by the
internal telephone system

413 Emergency calls from Brigade premisesare received on priority number internal extensionsin
Brigade Control. In additionto Fire Stations, this may include the Brigade Headquarters
Switchboard and the Home Fire Safety Risk Assessment Call centre (HFSRA).

414 The R/T operator will receive details of running calls and process in accordance with normal call
handling procedures.

Calls from organisations using special risk/automatic fire alarm (SR/AFA)
reference numbers

415 Inorder tofacilitate the fast, accurate and complete receipt of information for emergency calls,
certain external agencies and organisations have been given the facility to use special
risk/automaticfire alarm (SR/AFA) reference numbers.

416 These SR/AFAreference numbers relate to the address records for the premises of these
organisations held on the mobilising system.

417 On receiptof an emergency call, the person passing the emergency call will provide aSR/AFA
number applicable tothe location of the incident and the type ofthe incident, e.g. "LFB
REFERENCE HLUL [LFB reference number]”.

Call handling
418 Forevery emergency call received,the CRO must:

* Obtain the address of the incident.

* Establishthe reasonfor the Brigade's attendance.

» Recordthekey details.

* Decide upon the action to be taken if not already inthe plan items.

* Record any additional information that supports safe systems of work for responding
operational personnel.

419 Policy number 412 - Mobilising policy directs the Brigade's responseto emergency calls and this
is mirrored inthe mobilising system. Where itis inappropriate for a Brigade attendance, the caller
will be referred to aservice, authority or external agency that may be able to assist.

Emergency call handling skills

420 Quality of emergency call handlingin Brigade Control has emerged as animportant requirement
recognised for its effect on both the public's perception of the Fire and Rescue Service (customer
satisfaction) and on efficiency and effectiveness. How effectivelythe emergency callis handled in
terms of questioning and listening skills, capturing information accurately, creating a caring and
professional experience are just some of the critical skills required for CROs .

421 Formany members of the public, the making of an emergency callis a major step and can be an
unnerving experience for many people.

422 The CRO is the public's first contact withthe Fire and Rescue Service. Good and effective
communication skills are essential. This initial point of contact can have a direct bearing upon the
manner in which the call is handled and speed of response.

423 CROs manage emergency calls ina calm, polite and tactful manner using a helpful and
empathetic approach. They will vary their style of call handling and questioning skills dependent

539 Issue date: 14 November 2007 50f23

LFB00055196/5
LFBOOUUU 190_Vuuo



upon the origin of the call, e.g. member of the public, other emergency service personnel, etc.
The skills required of the CRO are to:

* Listen - not to make assumptions.

* Talk- to maintain a dialogue.

* Record - key the relevant details accurately inthe appropriate place on the mobilising
system.

¢ Think- what informationis/is not being given and/or whatinformationis required.

* Make decisions - Is this call appropriate for the Brigade to attend and if so what attendance
is required?

Assistant Operations Managers (AOMs)will support CROs , or direct other staff members to
support a colleague, with difficult or challenging calls using the tools available to them orin
person at the appropriate workstation.

424 There are anumber of basic concepts and principles used whenreceiving calls from members of
the public:

* Beawarethat each call could be a real emergency for the caller.

* Questionthe caller fully using ‘open’ questions.

* Maintain control of the conversation, i.e. take control of the call, control the pace, structure
questions accordingly and getthe answers needed.

* Bepolite and courteous, treating the caller as you would like to be treated.

* Sound positive and interested in whatthe caller is saying.

* Actively listen and communicate, providing callers with feedback.

* Befirm but polite with abusive or aggressive callers (their situation could be the cause of their
behaviour).

* By empatheticand reassuring (especially with distressed callers).

* Endthe call on a positive note.

Questioning protocols

425 The type and style of questioning skills used will vary according to the information required.
Careful use of questions will normally resultinthe required information. The use of 'open’
questions will normally provide the necessary level of information, whereas ‘closed’ questions
may (due tothe circumstances inwhichthe caller finds themselves)lead toinaccurate or
inconclusive information.

426 Forexample:

* What- What is the address?

* What road dowe cometo?

* What road comes off this road?

* What districtis it?

* What part of London is this in? (although care may be needed if the incidentis located on the
periphery of the London area)

* What is the Postal District?

* What is the problem?
* Where - Where dowe cometo?

* Why- Why doyou need the Fire Brigade?

427 Although the task of the CRO is to gather information concerning details of the incident, a caller
will also often seek information. Therefore genericstatements such as “the Brigade are onthe
way", "the Brigade will arrive shortly/as soon as possible” may be used.
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Completion of call

428 Once complete,the CRO will repeat back to the caller the address of the call that the Brigade are
required to attend and the reason as confirmation that the correct details have beenrecorded.

Abusive language

429 CROs are aware that callers may use abusive language due to the nature of calls received and the
severity of the situation in which the caller may find themselves. However, continual gratuitous
use of abusive language should not be tolerated and advice sought from an AOM as to whether
any further details are required and the action to be taken.

430 The Healthand Safety Executive's definition of work-related violence is "any incidentinwhich a
personis abused, threatened or assaulted in circumstances relating to their work”, and this
explicitly states itincludes verbal abuse.

431 The Brigade does notexpectits staff to be subjected to abusive, obscene or aggressive
language. However, this needs to be considered inrelation to the circumstances affecting the
caller at the time.

432 Thereareno clear criteriaas towhat constitutes an abusive call as some CROs may feelless
threatened than others by callers shouting, swearing and making insulting and aggressive
comments. Individuals may also vary over time as to how they cope with these calls and how long
it takes them torecover. In these circumstances, following consultation with an AOM, it may be
appropriate to take a short break or speak to a colleague or AOM .

433 Indealingwith calls of this nature, the following advice should be considered:

* Not to panic or terminate the call immediately.

* Not to lose your temper or be tempted to react with a similar response.

* Not to take the remarks personally and try not to become upset.

* Be patient as the abuse may shortly stop.

* If the caller does not calm down or their behaviour does notimprove, providing sufficient
information has been received to conclude the call, clearly advise them that unless they are
able to continue the discussionin a civil manner, the call will be terminated.

* Followingthe call, arrangements should be made withan AOMto listento an audio-recording
of the call as this may identify alternative options in dealing with similar calls in the future.

4.34 CROs will not be penalised for terminating calls under the above circumstances, providing they
doso in the correct manner and after giving sufficientwarningto callers.

Fire alarm sounders

435 There may be occasions where emergency calls are received wherethe caller is located adjacent
to orin close proximity to the fire alarm sounder. This may cause difficulties to the control room
officer receiving the call.

436 The headsetsissued onapersonal basis to CROs are equipped withlimiters that are designed to
mitigate any undue increase in volume of extraneous noise near the caller.

437 Inthe eventthat a CRO experiences difficulties in obtaining call information under these
circumstances, they are toimmediately alert an AOM.

438 On being notified of suchan event,an AOM will:

* Requestasecond CRO to monitor the call and assistin ascertainingthe details and process the
call accordingly.
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If it is still not possible to obtain the details, the CRO will be instructed to cease the call and
either use the EISEC information for the incident location or contact the PTO for the address
information and process the call accordingly. The instant replay facility may also be used in an
attemptto verify the address.

* Ensurethat the CRO has not suffered any adverse effectsfrom the alarm sounding and
contact Occupation Health, at a convenienttime, to provide the officer with a hearing test.

* Impound the CRO's headsetfor testing at radio workshops.
* Reportthe address of the alarm sounder to the relevant department for investigation.

Validation of emergency call address details

439 On obtaining an address, the CRO will validate the details against the database of address
records held onthe mobilisingsystem.

440 The CRO will questionthe caller, making the necessary amendments and carrying out further
validations until the correct address has beenidentified. The aim is to obtain a satisfactory
address without unnecessary questioning,

441 As aguide, the following sequence indicates the type of information to be sought. It mustbe
rememberedthat the information required will not always be givenin the sequence as contained
on the mobilising system. This may include:

e SR/AFA Number (if appropriate).

* Name of the thoroughfare.

e Number and/or name of premises.

* Name of the district and/or the postal districte.g. Pimlico, Romford, W2 or Brixton SW4.
* Name of an adjacent thoroughfare.

* Nearby landmark or prominent building that may assistinidentifying the location.

4.42 The caller should always be asked to spell the name of the thoroughfare, as it could be mistaken
for asimilar soundingname, e.g., Dury/Jury, Karoline/Caroline, Arygll/Argyle,
Ingatestone/Gatestone, Gordon/Gauden, Colt Street/Three Colt Street, Belvue/Bellvue.

Aids to mobilising
4.43 As part of the addressvalidation process,a CRO may also utilise the following;

* Geographical Information System (GIS).

* Quick Address System (QAS).

* Enhanced Information Service for Emergency Calls (EISEC).
+ Reference Information Files (RIF).

¢ Information Folders.

* Brigade Atlas

4.44  Any problems experienced with the validation of addressesin connection withemergency calls
are to be immediately brought to the attention of an AOM.

4.45 If the problem is around the actual address of the premises (database queries), thenitwill be
forwarded onto pre determined attendance (PDA)for resolution.

4.46 If the system fails to offer up the correct address or the problem is system orientated then an
Observation Reportis to be raised and sentto the IT Bridge Engineers and copied tothe
Technical Support Group.
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447

448

4.49
450

451
452

453

454

455

456

457

458

459

539

Specific risks

Calls to specificrisks, e.g. airports, the River Thames, motorways, may include information not
included above, e.g. direction of travel, rendezvous points, etc. This informationis to be
recorded in accordance with current procedures.

Nature of incident

The nature of incident being reported, i.e. why the Brigade is required to attend is to be
recorded.

This information will enable the CRO to dispatchthe appropriate attendance.

If duringthe call, the caller states that there are gas cylinders or other similar hazards present or
involved that could constitute a risk to responding operational personnel, the CRO will include
this information as additional Information, e.g. "CYLINDERS STORED INSIDE PREMISES" or
"PERSON BELIEVED INVOLVED".

Duplicate calls

A duplicate call is an additional call to the same incident.

The mobilisingsystem is able to display to the CRO details of other incidents being attended in
close proximity to their call.

The CRO will decide whether their call is a duplicate based on the following;

* Information received from mobilising system.

* Informationreceived through questioning the caller.

* Informationreceived from other sources e.g. GIS, colleague in control room.
* Confirmationfrom the incident already being attended.

If the CRO determines their call is the same, this call will be processed as aduplicate and the
caller informed that an attendance is on way. Any additional information they feel is of use to the
incidentcommander, e.g. alandmark, is to be passed by radio.

Further actions resulting from duplicate calls

Information received from the caller or by the number of duplicate calls received may require

further actions including the mobilisation of additional resources.

Doubtful addresses and incomplete calls

A doubtful addressis where the details supplied by the caller cannot be exactly matched withthe
information held on the mobilisingsystem.

An incomplete call is where the caller has cleared the line, replaced the receiver or left the line
open before a complete address can be obtained.

The CRO will record the details that have been received and (if available) use the EISEC
information as the incidentlocation.

If the level of detail is insufficientto make an attendance or is attended, the AOM will:

* Gather allthe facts available.
* Useany CLl informationthat is available.

* Instructthe CRO to attempt to re-contactthe caller. This will only be providingit can be
established the call is not a fire call.
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* Instructthe CRO to contact the PTO for any further information.

e Study the addressfor the possibility of phonetic and/or spellingerror.

e Locate the nearestmain/side road or landmark using electronic and/or hard copy facilities,
e.g. GIS, QAS, Brigade Atlas, etc.

» Refertothe ICCS recording equipmentin order to replay and hear the call (if now
terminated).

* Contact the station(s) covering the area (if alocality was stated).

4.60 Ifthe AOM considers that more than one address could equally well apply, they are to arrange
for an attendance to be mobilised accordingly .

4.61 Inthe absence of any incident description details being provided by acaller the assumption will
be made that the incident could be a fire.
Abandoned calls

462 An abandoned call is where the caller has dialled 999/112, requested to speak to the Brigade but
abandons the call before the PTO is able to connect to the Brigade.

4.63 The PTO will advise Brigade Control of all abandoned calls. All calls are to be recorded.

4.64 The response to abandoned calls from fixed, cellular telephones or public call-boxes will be in
accordance with Policy number 412 - Mobilising Policy .

Late calls

4.65 A latecall is where afire has occurred, is now completely extinguished and notification has been
made tothe Brigade.

466 Calls areto be recorded including all available information, e.g. whenthe fire occurred and a
response made in accordance withthe Brigade's Mobilising Policy.

5 Calls receivedto incidents out of the Greater London area

51 Whenacallis received to anincidentin the area of another Fire and Rescue Service (FRS), the
address will be validated and if an address record exists it will be selected.

Address record exists on the mobilising system - LFB resources
recommended

52 [IfalFBcall signis proposed it will be dispatched (if appropriate).

53 The FRS Control Room within whose areathe incidentis located is to be informed of the call with
the identity of any LFB resources mobilised.

5.4  Should the FRS 'owning' the address also mobilise its own resources, the identities are to be
obtained, their call sign(s) attached to the incident and details passed tothe LFB resource(s) that
have been mobilised.

Address record exists - LFB resources not recommended

55 IfnoLFB resources are recommended, the details of the call are to be passed to the FRS control
room appropriate to the address.

5.6 Information passed should include that no LFB resource(s) have been mobilised.
57 Should the FRS requestalFBresource (and itis available), itis to be dispatched in accordance

with any Fire and Rescue Services Act (FRSA) 2004, Section 13/16 agreements.
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Address record does not exist

58 Whereno address record exists for the address onthe mobilising system, other information
available including the Great Britain Atlas, QAS, etc will be used to identify the location.

59 The appropriate FRS Control Room will be identified, contacted and passed details of the call,
confirming that no attendance has been dispatched.

Misrouted emergency calls

5.10 The Code of Practice for The Public Emergency Call Service (PECS) between communications
providers and the emergency services outlines the circumstances under whichmisrouted calls
may be received in control rooms. A misrouted 999/112 call is one which is routed to a control
room for which there is no prior arrangement for the reception of 999/112 calls from that calling
location.

511 OMs areto ensure that emergency calls which have been apparently misrouted are notified to
the appropriate PTO for investigation. However, it should be rememberedthat the BT and
Authority boundaries are not co-terminus and a similar situation applies to cellular telephones.

Requests for assistance from other FRS Control Rooms

512 To support the Brigade's local, regional and national mutual assistance arrangements (FRSA 2004
Sect 13/16 Agreements), requests for assistancefrom other FRS are to be metirrespective of
whether a Restricted Attendance is inforce at the time.

5.13 National mutual assistance requests would normally come viathe FRS National Coordination
Centre

5.14 Procedures for the receipt of calls, the determination of resources and rendezvous arrangements
utilised in connection with New Dimensionincidents are as per Appendix 1.

Calls from members of the public requiring rescue from non-fire
situations

5.15 There may be occasions where during the course of handling an emergency call, itis apparent
that the caller is trapped inside premises, machinery or confined spaces and is unable to escape.

5.16 Reference Information Files (RIF's) are onthe computer-aided mobilising systemto assist the
CRO inthesessituations.

517 The RIF's are designed to assistthe CRO in assessing the situation.

518 Detailed information, advice and guidance for CROs concerning calls from members of the

public trapped in non-fire situations will be found in appendix 2" of this policy and RIF "NON-
FIRERESCUE".

Fire survival guidance

519 Detailed information, advice and guidance for CROs is set out in accordance with Fire Service

Circular 10/93 appendix A. Guidance can also be found in appendix ‘3" of this policy and RIF
"FIRESURVIVAL GUIDANCE".
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520

521

522
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525

526
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528

529
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Calls to chemical biological radiological nuclear (CBRN) incidents

Detailed information, advice and guidance for CROs concerning calls to CBRN incidents will be
found in appendix ‘4" of this policy and RIF "CBRN".

Calls to persons shut in lift

Calls received concerning apersonshutin lift arefiltered to establishif an attendance is required
and detailed in appendix '5".

Calls to automatic fire alarms - filtering procedure

AFA Call Filtering applies to emergency calls receivedthroughthe 999 system. The policy applies
between the hours of 06:00 and 21:00 only. The procedure applies a filtering process, this
process follows agreed questions to the caller, which at the end of a decisionis made whether the
Brigade's attendance is required or not. The caller is advised accordingly. If an attendance is to be
ordered the filtering process also determines whether areduced attendance or full attendance is
dispatched. Appendix '6' refers. Authority's Policy number 412 — Mobilising Policy refers.

Call challenge

Call challenge aims to reduce the unnecessary movement of appliances by challenging calls that
CROs deem to be malicious or hoax, in origin, thereby enabling operational resources to be used
more effectively, available to attend genuine emergencies and engage in community preventative
work.

The CRO will use an agreed set of questions and statements. Detailed information, advice and
guidance for control room officers concerning calls subject to Call Challenge will be found in
appendix 7' of this policy and Reference Information File "CALL CHALLENGE".

If any doubt exists concerning the validity of the call then a mobilisationis to be made.

Malicious calls

The Brigade has worked with mobile networks and arrangements are in place for the OM to
contact the appropriate company and request the disconnection of mobile phones that have been
used to make malicious calls (where three malicious calls have been made).

Inappropriate calls

Emergency calls involving actual or potential risk to life or property, life threatening or saving,
rescue operations, humanitarian services and servicesinthe public interestare to be accepted
and attended (as appropriate).

However,some calls are received which do not fall within the categories detailed above, or
where itis doubtful or proper for the Brigade to attend or are inappropriate for an attendance.

Calls that fall within this category are to be referredto an appropriate service, authority or
external agency that may be able to assist. They are also handled in a positive, helpful and
sensitive manner. Examples of inappropriate calls include, requesting the brigade to fill a
swimming pool up or to remove bees from apremises.
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Divulging of names

530 ltisinappropriate for CROs to divulge their names if requested by acaller. Should the caller wish
to make acomplaint and requires a point of reference, the matter should be immediately referred
toan AOM.

531 The OM/AOM will supply the caller with their role title, e.g. ‘operations manager’, ‘assistant
operations manager', together with an incident number (if the complaint concerns an operational
incident) and ensure the matter is handled in accordance with the Brigade's Complimentsand
Complaints Procedure.

6 Performance management

Performance management

6.1  Brigade Control aims to answer emergency calls within settargettimes and provide an
appropriate response. The percentage of emergency calls answered within 7, 10and 20 seconds
are monitored to ensure the Brigade's 's LPl 204 '92% of all emergency calls answeredin7
seconds'is achieved.

6.2  Brigade Control monitors arange of call answering and handling datawhich is reported on
monthly.

6.3 The Brigade's ' Call Quality system 'Call Coach'is the main tool used within Brigade Control to
quality-assure call handling against an agreed standard.
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Appendix 1

Appendix 1 — Requests for assistance from other FRS
control rooms

Example of an assistance request form:

Protocol for assistance requests to FRSNCC (Fire and Rescue Service National Co-ordination
Centre).

Where a FRS requires NR and associated conventional resourcestoamajor incident,
the FRSNCC should be contacted by telephone with the followinginformation,
immediately followed by aconfirmatory e-mail or fax of this form.

Dateand Time ... v

Originator'snameand rank ...

Address ofincident ... vl

Nature of incident ... ..o oo

What resources have already been mobilised .......................

Name and rank of incident commander ... oo,

Additional resources required: -

Mass USAR module 1
Decontamination
Unit
USAR module 2

USAR module 3
DIM equipment USAR module 4
HVP unit USAR module 5
Double hose box Canine support
Water rescue Command Support
Appliances only Other (specify)

Prime Mover only

Rendezvous pointfor additional resources ... o .

Name and contact number of caller and alternative..........occooo oo .
(This line to be kept clear following request).

Tstcall Principal Officer and contact number ...

Local Police control room contact number ... .

539 Issue date: 14 November 2007 14 of 23

LFB00055196/14

LFBOUUUU 190_VVi4



Appendix 2

Appendix 2 - Calls from members of the public requiring
rescue from non-fire situations

There may be occasions where during the course of handling an emergency call, itis apparent that the
caller is physically trapped and unable tofree themselves from:

* Transport.

* Machinery.

* Wreckage.

* Environment.

* Confined Spaces.
* Humanitarian.

If this is the first call to the incident, complete the call and immediately alert an AOM . If this
is a subsequent call to the incident, record the details pass to the R/T operator.

For both of the above instances where the caller is unable to escape, the CRO will use the following
information to provide guidance, reassurance and support to the caller If the caller cannot escape using
the following positive suggested phrases to use:

* "TheFire Brigade is onthe way"

* "Thefirefighters will be with youvery soon"

* "Listentome, I'm going to help you"

* "I'm going to talk to you until the firefighters arrive"
* "Whathappened?"

Assist in rescue

* "Canyoufreeyourself?"

* "What is trapping you in the wreckage?"

e "Areyouinjured and/or are youin pain?"

* "Is what is trapping you stable?"

* "Areyouon your own or are there others involved?”
* "If yes,arethey conscious?"

* "Everyoneis comingtohelp you"

It should be sensitively established if the caller have any disability that may affect them effecting their
own rescue or carrying out any of these actions.

Medical advice

If the caller asks for medical advice, stay calm and reassure them that medical assistance, i.e. an
ambulance will be with them shortly. However, they can be told to breathe slowly, stay calm stay awake
and keeptalking
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Appendix 3

Appendix 3 - Fire survival guidance

The London Fire Brigade define aFire Survival Guidance (FSG) call as being a call to Brigade Control
where the caller believes thatthey are unable to leave their premises due to the effects of fire, and
where the CRO remains onthe line providing appropriate advice until either the caller is able to leave
by their own means, is rescued by the Fire brigade or the line is cleared.

Thereis specific guidance for CROs to follow when taking calls to fire situations in domestic
accommodation, where callers have indicated they are unable to leave their premises. This guidance
follows Fire Service Circular 10/93 Fire survival guidance and employs the principles of Escape, Assist,
Protectand Rescue.

Brigade Control advise callers to'Get out and Stay out', however if a call is received from aHighrise
building where Fire, Heat and Smoke are not affecting the caller, LFB would advise that:

You are usually safesttoremainin your premises unless affected by fire, heat or smoke. If the situation
changes, youshould leave your premises and dial 999, if you need further assistance.’

Should the caller be unable to escape, a RIF containing prompts are in place on the computer-aided
mobilising system to assistthe CRO in:

* Providing guidance to assist the caller to safety.
* Providetimely and relevantinformationto the attending resources.
* Providereassurancetothe caller that help and assistance is forthcoming,

If this is the first call to the incident, complete the call and immediatelyalert an AOM . Support to the
CRO will be provided inperson by either asupervisor or colleague dependant on staff availability and
control room activity atthe time.

If this is a subsequent call to the incident, ensure the detalils are recorded and passedtothe R/T
operator.

The CRO will ascertainthrough initial questioning, the type of premises the caller is in and use the link
on the Reference Information File 'Fire Survival Guidance'to take them to the appropriate areaof
informationto use, to assistthe caller.

CROs will always use the four principles of Escape, Assess, Protect and Rescue to provide guidance to
thesecallers.

Firstly by assisting the caller to help identify asafe, alternative ESCAPE route for them to leave their
premises.

If this is not possible, then ASSESS the situation by askingthe caller direct questions:

Example questions are:

Do youknow where the fireis?

What room are you in?

Is anyone with you?

Beginto PROTECT the caller by providing current Fire safety advice to attempt to keep the caller safe
Reassure the caller and REASSESS the callers situation:

Example questions are:

Has that stopped the smoke comingin?

Let me know if the smoke gets thicker?
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Appendix 3

What's happening now?
CROs will remain on the telephone with the caller and assist with RESCUE

Instructions on how to break awindow and escape from afirstfloor window are available to CROs on
the RIF should the caller be in a situation where this is required or they are inimminentdanger.

General

Other CROs and supervisory staff will assistthe CRO carrying out the Fire Survival Guidance call by
ensuring all relevantinformation regardingthe caller’s situationis passed viaboth the airwave radio and
viatelephone when a command unit is in attendance.

Relevantinformationto be passed to the incident ground:

* Number of persons involved

* Names if known (by telephone only, not by radio)

* Condition of their location i.e. heavy smoke, thick smoke
* Location of caller within premises

* Callers proximity tofire

* latestFSG advice given by Control

* Timeof FSGcall

The callers premises number will be used as the single reference for each circumstance where guidance
is provided to avoid confusion with names.
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Appendix 4

Appendix 4 - Calls to chemical biological radiological
nuclear (CBRN) incidents

Itis critical that the CRO receiving anemergency callis able to identify at an early stage whether the
incident has the potential to be of a CBRN nature due to the informationreceived, e.g. explosion,smell
of chemicals, gas cloud and powder release.

The call may alsoinclude informationthat persons are collapsing or having breathing difficulties.

An AOM is to be alerted. After dispatching the attendance Brigade Control should gather as much
information as possible from the caller and provide them with appropriate advice to keepthem safe.

Ask the callers to remain alert as the situation could change very quickly.

The following questions should be asked and relayed to attending resources:

Tell me what is happening?

How s the caller being affected?

* Arethey inside/outside the building? Provide STEP 3 advice now if caller is being affected.
Do you know the source of the release?

What is the effect?

Step Three Advice forincidentin open air

Instruct caller to do the following and to encourage others inthe vicinity to do the same:

. Move away from the source — upwind and preferably uphill (walk intothe wind).

. Assist others who are either injured or less able to carry outtasks, if possible.

. Avoid eating, drinking, smoking or touching the face and eyes.

. Remove outer clothing but do not pull clothing over the head unless absolutely necessary.

. Once clothing is removed, if possible use absorbent tissue or paper towels to first blot and then

rub exposed skin.

. Wash withwater if there are signs of exposure to caustic substances (e.g. itching or pain).
. Then move away again upwind and preferably uphill.

. Avoid seeking hospital care — inform the caller that medical assistance is onits way.

. Wait for the emergency servicesto arrive and act upon their instruction

Step Three Advice for incidents inside buildings :

. Evacuate the affected area - consider use of the fire alarm system (where appropriate).
. Consider route out of the building and that the majority of gases are heavier than air.
. Consider shutting down air-conditioning, fans and air recirculation systems but only where this

action would not delay evacuation.

. If unable to leave, close all doors and windows and seal them where possible. Monitor TV and
Radiofor further information

Once outside follow Step 3 open air advice above
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Appendix 5

Appendix 5 - Shut in lift

There are three outcomes following receipt of call to personshut in lift
(a) Emergency mobilisation
A personin theliftis seriously ill, likely to be seriously ill or cannot be contacted.
(b) Non-emergency mobilisation

Release cannot be made by lift engineer or someone else responsible for the lift and none of the
circumstances in (a) above apply.

(¢) No mobilisation

Release canbe made by a lift engineer or someone else responsible for the lift and none of the
circumstances in (a) above apply.

These outcomes are illustrated in the flow chart below

Is the person in the lift seriously
ill* or likely to be seriously ill or Yes —»[ Emergency mobilisation ]

cannotbe contacted?

Canthe release be made by

lift owner/engineer No { Non-emergency mobilisation ]
(someone else)?

| |

Yes No mobilisation required. ]

* The meaning of "seriously ill" is opento interpretation on a case by case basis, but any condition that
requires immediatemedical treatment (e.g. where an ambulance would be required to attend) comes
into this category.

The length of time that a personis confined in the lift is not, on its own, reasonto send aLFB
attendance.

CROs will questionthe caller to gather information. The questions will vary accordingto the
circumstances and there is nosetscript. As a general rule, they will try to avoid askingleading
questions; for example, "Are youseriously ill?" The personin the lift should have the opportunity to
raise the alarm about their state of health either to the caller or directly tothe CRO .

539 Issue date: 14 November 2007 19 of 23

LFB00055196/19

LFBOUUUU 190_VvIiv



Appendix 6

Appendix 6 - AFA call filtering process
CALLRECEIVEDTO AFAACTUATING via999 system((0600— 2100 ONLY*)

(Excluding calls fromAlarmReceiving Centres and Telecareservices)

Is therea Fire ?

(flames, smoke, smell of burning) E>S = ATTEND
Use ITCA1

¢

NO / DON'T KNOW

¢

Do you know what caused the fire alarm E>|EO = ATTEND

t ff?
0800 Residential use ITC A1

(remove aerial if offered)

Commercial use ITC A10

U

YES

&

If reason* provided by caller confirms
actuation of AFAis a False Alarm
Completefollowing actions: Advise caller
Brigade not attending

Record reason for AFA Actuation

Classify call —stop code ‘NAFA

*Examples of reasons call maybe considered a False Alarm:
Accidental or Malicious actuation of AFA

Fault condition

Reset of AFA

Burnttoast / cooking

Smoke fromcigarette

*All AFA calls are attended by the Brigade between 2100 and 0600, regardless of what has caused the
alarm to actuate.
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Appendix 7

Appendix 7 - Call challenge

Call challenge aims to reduce the unnecessary movement of appliances thereby enabling operational
resources to be used more effectively, available to attend genuine emergencies and engage in
community preventative work.

Call challenge consists of a number of pre-determined questions and statements madeto the caller by
the CRO in order to ascertain authenticity if itis believed the call may be a hoax or not genuine.

* |believethisis ahoax call. Doyou wishto continue?

* Hoax calls are takenseriously. Do you know that your voice is being recorded and if this is a
hoax call may be made available to the Police?

* If this is a hoax call, the Police will play a recording of this call in the local schools (where this is
appropriate) in order to attemptto identify who made the call.

* Do yourealise thatif this is a hoax call you may be prosecuted?

* | have informationthat you are calling from telephone number [as displayed inthe CLI
information] and that this telephone number is situated at [as displayed inthe EISEC
information - if available]. This is a long distance from the address that you are reporting. Do
youwish to continue?

* Whatis your name?

* (If aPublic Call box) - Doyou know that many public call boxes are covered by Closed Circuit
Television Cameras and, if this is a hoax call, the pictures may be used in court?

* A number of calls have been made from this mobile telephone number (if appropriate) and it
is believed this is a hoax call. Do youwishto continue?

It is not mandatory for the CRO to go through any or all of the questions/statements; it will depend on
the circumstances and their professional judgement.

There may be a number of reasons thatthe CRO suspects that the call is a hoaxincluding;

* The caller states they are 'phoning from one areawhen it is known that they are calling from
elsewhere.

* Multiple addresses in multiple locations are given.

* The caller simply shouts and replaces the handset.

* The caller states thereis a fire but refuses to give an address or gives an address thatis some
miles from where the call originates the caller has been connected but does not speak to the
Brigade when questioned, the caller discontinues the call.

* Informationis provided by the mobilising system indicating that anumber of malicious calls
have been received from that telephone number or that the telephone number has been
subjectto call challenge withinthe last twelve months. The information will include the
telephone number, EISEC information (if call through BT), incident address, nature of the
incident, date, time and incident number together with the stop classification.

* Informationis provided by the mobilising system indicating that calls previously receivedto
the validated address given have been malicious withinthe lastfourteen days. The
information will include the telephone number, EISEC information (if call through BT), incident
address, nature of the incident, date, time and incident number together with the stop
classification.

If the caller makes an admission during the call that the call is a hoax, the requirementto make an
attendance is discharged unless the CRO believes that an attendance is appropriate.
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Audit trail
Listed below s a brief audit trail, detailingamendments made to this policy/procedure.
Page/para nos.| Brief description of change Date
Throughout Control commander, control officers and supervisorystaff have 07/06/2010
been replaced by operations manager, control room officers and
team leaders as appropriate.
Throughout Whole document reviewed as current and updated throughout. 03/09/2010
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Throughout The term team leader” has beenreplaced by ‘assistant operations | 25/11/2010
manager’.
Appendix 3 Altered toreflect the latest Reference informationfile on FSG and | 03/02/2011
outcomes from internal investigations.
Appendix 6 Altered toreflect new call filtering times. 03/02/2011
Page 1 Updated the owner from Head of Operations and Mobilising to 09/07/2012
Head of Mobilising,.
Throughout The word premise has been replaced with premises throughout. | 16/05/2013
Throughout Various minor updates. Removal of references to Cable and 28/03/2014
Wireless. Update on call rates. Textual additions toreferences to
Call Handling and Fire Survival Guidance explaining how call
handlers will be supported in the control room.
Page 22 'Subjects list' table updated. 29/01/2015
Page 13, para Call answeringresponse rates updatedfrom '91%'to '92%'. 24/03/2015
6.1
Appendix 4 Appendix has been updated throughout. 06/04/2017
Throughout This policy has been reviewed as current with major changes 17/07/2018
made throughout to reflect the abolition of the London Fire and
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London Fire Commissioner. Please re-read tofamiliarise yourself
with the content.
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