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After the Incident survey results

Executive summary

When Leicestershire Fire and Rescue AFTER THE INCIDENT QUESTIONNAIRE
Service (LFRS) have attended an

incident, those involved are asked to Survey responses by Survey respaness per manth . o 236
complete a voluntary survey to i Rei‘_mr_‘?er_“_type: 1;: Py .a. survey responses received
yomestic | Individua _
provide information about the susiness 35 [l - betwean Apr 2020 - Mar 2021
incident and give feedback to help Incidenttype # y satisaction metfics (over over 4 for mere detaf)
e ’ [+)
understand how they perform at N e S‘j-_ ° o = 100.0%
. . . Special service & 22 [ ] ® w4 were satisfied with the
various stages of an incident. Faise Alarm 21 [l - 5 9 9 ol contact
Road Traffic Collision 3 | 12 3 2 ’
. . . other 40 | - 99.6%
This report provides an analysis of the s 2 g8 = = 2 = =2 = § & = 5@ °
. . Station  # ] g = ] ] ] = ] ] o o o =\ said the Service arrived on time
survey responses received in 2020/21 narby 2 5 § § = % & 5§ & § & 8 ¢ or quicker than expected
(1st April 2020 to 31st March 2021). sistoll 47 |
Costle Donington 4 I Survey responses per MSOA @ Local authority Al o ]00.0%
Central 16 - o . . L
. . i felt informed during the incident
The final open-ended question asked coatite 5 | pel paLiggham o
respondents whether they had any fostem 15 [ 97.4%
. . Hinckley 24 -
suggestions for how the Fire and Kowortn 3 % agreed the effects of the
Rescue Service could improve their toughborougn 22 [ incident were kept to a minimurm
services. Excluding ‘no’ and ‘not wtenwonn TI. ﬂ 96.2%
Market Bosworth 3 . P
applicable’ responses and further vorketHarborough 4 I said the incident
. - did not result in an injury
positive comments, some respondents metton Mowbray 20 ([
- . cakhem 13 [l Pety 99.6%
made some specific suggestions (e.g. __ ) ‘
. it i H snepshed 3 | were satisfied with the overall
ensuring a unir is prepared to attend southem 7 ] 1 service received
incidents deing TrOining exerCiseS), Uppingham 3' CotoRt survey, data and dashboard managed by
Weste 20 - ull Vi 15" Business Inteligence, Leicestershire County Council
Few expressed concerns about the o fn ) o T on behalf of Leicestershire Fire and Rescue Service
Wigston 16 - @ 2021 Mapbox © OpenStreetMap g L4

Contact: HirenPatel@leics-fire.gov.uk

future funding for, and protection of
our emergency services.
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After the Incident survey results

Chapter 1: Intfroduction and methodology

Intfroduction analysis. Survey question results have been reported based on

those who provided a valid response i.e. removing the ‘don’t know’
The After the Incident survey was designed to help the options and no replies. Percentage totals may not add up to 100%
Leicestershire Fire and Rescue Service (LFRS) understand how they due to rounding or mulfiple-choice questions.

perform at various stages of an incident.
The survey contained three open-ended questions:

After LFRS have attended an incident, those involved are given a y Was there anything the Fire and Rescue Service did

card with information on how to access the After the Incident particularly well2

online survey to complete in their own time. Paper copies of the . If you were dissatisfied with any part of the service, please
survey were made available upon request. The survey asked for explain why.

information about the incident and feedback on the following . If you have any suggestions on how the Fire and Rescue
areas: Service could improve our service please state below.

«  Callhandiing +  Handover and Impact For each question, all comments were read and a coding frame
. Incident management . Overall satisfaction was devised. The comments were then re-read, and thematically

coded using the coding frame. The comments provided were
summarised and indicative quotes were used to provide a
narrative. Open comment themes are available in Appendix 1.

For independence and impartiality the survey, data analysis and
report were commissioned from the Business Intelligence Service at
Leicestershire County Council. This report focuses on the responses

received to the survey between 1st April 2020 and 31st March 2021. .
Survey respondent profile

Analysis methodology Just over four-fifths (85%) of respondents were responding to the
survey about a domestic/ individual incident and almost one fifth
(15%) were business incidents. Notably, the sample appeared
underrepresented by males (40%) compared to females (60%).

In total, between 1st April 2020 to 31st March 2021, 236 responses
were received to the online survey. The responses to this survey
have been analysed in Chapter 2.

) ) A full list of respondent demographics is on pages 18 and 19.
Graphs and tables have been used to assist explanation and

5 May 2021

ec



After the Incident survey results

Chapter 2: Survey response analysis

Call handling - 999 Customer Service

Incident type

Chart 1 shows the number of each type of incident reported
between 1st April 2020 to 31st March 2021.

The largest number of incidents were in response to an experience
of afire (47%). Many respondents (25%) completed the survey

themselves

about a ‘special service' incident e.g. animal rescue, medical Response # %
incident, flood or gaining entry.

Yes 140 59%

No 96 41%

Some responded to the survey about a false alarm (9%). Few were
in response to an incident involving a road traffic collision (1%).

There were 40 incidents classified as 'other’ (17%), including
triggered carbon monoxide alarms, children locked in cars and

ring removal.

Chart 1: Incident type

Response

Fire

Special Service

False Alarm

Road Traffic Collision

May 2021

Other

112
60

21

40

%
47%

25%

9%

1%

17%

There were 59% of respondents who called the 999 emergency
services themselves (see Chart 2).

Chart 2: Whether the respondent called the emergency services

Base = 236

Of those who did not call themselves, 65% said someone else

called, 11% did not see the incident, 9% had an automatic alarm

system and 24% provided other reasons (see Chart 3).

Chart 3: Why the respondent did not call the emergency services

themselves (multiple-choice)

Response

Someone else called
Did not see the incident
Automatic alarm system
Other

Base = 236

22

%
65%

11%

9%

24%

Base = 93
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The respondents who called the emergency services themselves
were asked the extent to which they agreed or disagreed that the
control team who handled their 999 call were: helpful, professional,
polite, informative and reassuring.

The vast majority of respondents were positive about each of the five
aspects in which their call was handled. Chart 4 shows 94% of
respondents strongly agreed that the control service team who
handled their call were professional, 93% strongly agreed that they
were both helpful and polite and 90% strongly agreed that they were
informative and reassuring. One respondent disagreed that the
control service team who handled their call were informative and
reassuring.

Chart 4: Experience of staff who handled initial 9299 call

Professional 137
Polite 135
Helpful 137 6%
Response
[ Strongly agree Neither agree nor disagree
Agree Disagree

After the Incident survey results

Respondents were asked about their overall satisfaction with their
initial contact. Chart 5 shows 93% of respondents were very satisfied
and 7% were satisfied. There were not any respondents who
expressed dissatisfaction with this aspect of the incident.

Chart 5: Overall satisfaction with initial 999 call.

Response # %
Satisfied 10 7%

Base = 139

May 2021
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After the Incident survey results
L. Chart 8 shows that of the respondents who were present at the
At the scene of the incident scene, 95% felt very well informed, and 5% felt fairly well informed.

Chart 6 shows there were 228 respondents who said they were Chart 8: Informed af the scene

present at the scene of the incident (97%).

Response # %
Chart 6: Present at the scene Very well informed 216 95% _
Response # % Fairly well informed 11 5%
Yes 228 97% Base = 227
No 7 3% Chart 9 shows the vast majority of respondents were positive about

Base = 235 the team who were present at the scene of the incident. Chart 9
shows 99% of respondents who were present at the scene strongly

Chart 7 shows that of the respondents who were present at the agreed that the team who attended their incident were polite and
scene, 69% felt that the Fire and Rescue Service arrived quicker than helpful, 98% strongly agreed that they were professional, and 97% N
they expected and 31% felt that they arrived as expected. There strongly agreed that they were reassuring and informative. o
was one respondent that said the service was slower than

Chart 9: Experience of LFRS staff at the scene
expected.

) ) ) Polite 228
Chart 7: Fire and Rescue Service arrival

Quicker than you expected 156 69% _
As you expected 70 31%
Base = 227
Response
M Strongly agree
May 2021 8 Agree



After the Incident survey results

As shown in Chart 10, 98% of respondents were very satisfied with the Chart 12: How useful the information or advice was
service they received at the scene and 2% were satisfied.
Response # %
Chart 10: Satisfaction of service received at the scene Very useful 213 93% _
Response # % Fairly useful 16 7%
Satisfied 4 2% Chart 13 shows 92% of respondents said that all of the advice they
B 997 were given during or after the incident had been adopted, with 8%
ase =
stating some of the advice they had received had been adopted.
Respondents were asked whether they had received information or One respondent said that they had not adopted much of the advice o
advice during/after the incident. Chart 11 shows that 97% of they were given ~
respondents said they had received information or advice during/
after the incident. There were six respondents who said they had not. . .
Chart 13: Whether the advice given from the LFRS was adopted

Chart 11: Whether the respondent received information during/after
Response # %

the incident

Response # %
Yes 230 97% Some of it 16 8%
Not much of it 1 0%
No 6 3%
Base = 211
Base = 236
) ) Chart 14 provides a station breakdown of how well informed
Chqrf 12 shows that all responden’rs founq ’rhe mformo’noh and/or respondents felt at the scene of the incident. Response rates were
advice that they had received after the incident to be either very varied as a result of low base counts for some stations.

useful (93%) or fairly useful (7%).

9 May 2021



After the Incident survey results

Of the respondents who had an incident handled by Birstall, 89%
said they felt very well informed and 11% said they felt fairly well
informed at the scene of the incident. Similarly, of the respondents
who answered the survey about an incident handled by Melton

fairly well informed at the scene. Incidents handled by Hinckley
received 100% of respondents saying they felt very well informed at
the scene of the incident.

Chart 14: How well informed at the scene - Station Breakdown (ordered by number of survey responses)

Station
Birstall

Hinckley

Melton Mowbray
Western
Loughborough
Wigston

Central

Eastern

Oakham
Lutterworth
Southern

Castle Donington
Coalville

Market Harborough
Kibworth

Market Bosworth
Uppingham
Ashby

Shepshed

May 2021

Base

o0 me e
S
20 5% [ s
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B .S
e e [ e
7% e
g, hP
L
L
7 29% L
4 25% e
S e
S e
L
L
S e
L
L

=
o

Response

M very well informed Fairly well informed

Mowbray, 95% said they felt very well informed and 5% said they felt
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After the Incident survey results

for some stations. All respondents (100%) of each station apart from
Birstall, Hinckley, Southern and Kibworth said they were ‘very satisfied’

Chart 15 provides a station breakdown of how satisfied respondents
felt with the overall service received at the scene of the

incident. Response rates were varied as a result of low base counts

with the service provided at the scene.

Chart 15: Overall satisfaction with service received at the scene - Station Breakdown (ordered by number of survey responses)

Station Base
cowortn 3 3% e
Response
M Very satisfied Satisfied 11 May 2021
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After the Incident survey results

Impact on respondents

Chart 16 shows 90% of respondents strongly agreed and 7% agreed Respondents were asked whether they, or anyone else were injured
that the Fire and Rescue team who attended the scene kept the as a result of the incident. Chart 18 shows nine respondents said that
effects of the incident fo a minimum. There were six respondents who someone was injured (4%).

said they neither agreed nor disagreed. Chart 18: Whether anyone at the incident was injured *

Chart 16: Whether the Fire and Rescue team kept effects to a minimum Response # %
Y 9 4%

Response # % ©s ’

No 226 96%

Agree 17 7%

Base = 235

Respondents were also asked whether they or anyone else needed
to take time off of work following the incident. Chart 19 shows there
Neither agree nor disagree 6 3% were 18 respondents who answered ‘yes’ (8%).

Base = 234  Chart 19: Whether anyone had to take fime off of work

Response # %
Respondents were asked whether they were required to relocate to
another property as a result of the incident, of which 7% of ves 18 8%
respondents said they were (see Chart 17).
No 215 92%
Chart 17: Whether respondents had to relocate to another property Base =233
Response # % Chart 20 provides a station breakdown of the extent to which
Yes 17 9% respondents agreed or disagreed that the Fire and Rescue Service
kept the effects of the incident fo a minimum. Response rates were
No 215 93% varied as a result of low base counts for some stations.

Base = 232 * true injury rate is likely to be higher than reported, as feedback cards are less
likely to be given out at incidents featuring significant injuries

May 2021 12
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Of those who had their incident handled by Birstall, 96% strongly After the Incident survey results

agreed, 2% agreed and 2% neither agreed nor disagreed that the
effects of the incident were kept to a minimum. Of those who had
an incident handled by Hinckley, 83% strongly agreed and 13%
agreed and 4% neither agreed nor disagreed that LFRS kept the

effects of the incident to a minimum. Of those who had an incident
handled by Melton Mowbray, 100% strongly agreed that LFRS kept
the effects of the incident to a minimum.

Chart 20: Keeping the effects of the incident fo a minimum - Station breakdown (ordered by number of survey responses)

Station Base

Birstall 47

Hinckley ZREVEEE
Loughborough 21 5%

Melton Mowbray 20

Western 17

Castle Donington
Market Harborough
Kibworth

Market Bosworth
Shepshed
Uppingham

Ashby

A~ b~ O

25% 25%

w

N W W w

Response
M strongly agree Agree

13 May 2021

Neither agree nor disagree
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After the Incident survey results

Previous experience

Respondents were asked whether they had previously had an
incident during the past 3 years, even if the Fire and Rescue Service
had not been called. Chart 21 shows that 19 respondents had (8%).

Chart 21: Respondents who had previous incidents in the last 3 years

Response # %
Yes 19 8%
No 215 92%

Base = 234

Of those that had previously had an incident in the last 3 years:
eight incidents involved a fire, six were false alarms, three were
considered to be ‘other’, three involved a special service, and one
was a road traffic collision (as shown in Chart 22).

Chart 22: Previous incidents experienced by respondents
(multiple-choice)

Response # %

Fire 8 42%

False Alarm 6 32%

Special Service 3 16%
Other 3 16%

Road Traffic Collision 1 5%

Base =19
May 2021

14

Overall satisfaction

Chart 23 shows that 99% of respondents were very satisfied with the
service they received from the Fire and Rescue service, from raising
the call to any follow-up contact they had. Two respondents said
they were satisfied. One respondent said they were neither satisfied
nor dissatisfied. Dissatisfaction was not expressed by any respondents.

Chart 23: Overall satisfaction with the service

Response # %
Satisfied 2 1%

Neither satisfied nor dissatisfied 1 0%

Base = 236

Chart 24 provides a station breakdown of how satisfied respondents
felt with the overall service they received from LFRS. Response rates
were varied as a result of low base counts for some stations.

Of the respondents who had an incident handled by Birstall, 98% said
they were very satisfied overall with the service and one respondent
was satisfied with the service overall. Of the incidents handled by
both Hinckley or Melton Mowbray, 100% of respondents were very
safisfied with the service overall.
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After the Incident survey results

Chart 24: Overall satisfaction with the service - Station breakdown (ordered by number of survey responses)

Station
Birstall

Hinckley
Loughborough
Melton Mowbray
Western

Central

Wigston

Eastern

Oakham
Lutterworth
Southern
Coalville

Castle Donington
Market Harborough
Kibworth

Market Bosworth
Shepshed
Uppingham
Ashby

Base

EN
~

U W U U O CC N LS N ()
w o0 o o © o = »H

~

7

14%

N W W W W s~ B~ O

Response

M Very satisfied [ Satisfied Neither satisfied nor dissatisfied

15 May 2021
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After the Incident survey results

Open-comment analysis

The following section provides analysis of the three open-comment
survey questions (a full list of themes are available in Appendix 1).

What did we do well?

Respondents were asked whether there was anything the Fire and
Rescue Service did particularly well. Overall, the respondents
provided very positive feedback to this question. Many of the
respondents mentioned several of the coded themes within their
response to this question.

A large number of respondents commented on how the Fire and
Rescue Service team who attended their incident were helpful,
informative and had given them useful advice. Many mentioned
how the team were calm, reassuring and made them feel at ease.
Others described the team using words such as: polite,
approachable, kind, professional, friendly, supportive, efficient,
non-judgemental and brave.

Many respondents were impressed with other aspects of the
service, particularly referencing how quick the team were to
respond, their thorough job and how the team checked back
after the incident. Several respondents appreciated the Fire and
Rescue team’s efforts to keep damage to a minimum.

Other responses included a ‘thank you' or expressed how
‘grateful’ they were to the team.

May 2021

16

“They were very reassuring, didn't make me feel like an idiot or like I'd
wasted their time”

“They were prompt and efficient, kept me well informed and dealt with the
situation very professionally. | would like to thank the Melton crew very
much for helping me with this very difficult situation.”

“They were very kind, considerate and | felt they went above and beyond
in caring for our emergency and felt very impressed and confidence
improved in the emergency services.”

“Arrived incredibly quickly, obviously very well drilled, minimal water
damage all things considered. Very proficient removal of smoke using the
brigade's fans. Can't speak highly enough of the service.”

“"We are bowled over with the professionalism of the help & care we
received. The firefighters were so reassuring & helpful. We are blessed with
having such professionals at the end of the phone. Thank you all, the whole
team from the 999 call to the firefighters for being there for us.”

14



Was anyone dissatisfied?

Respondents were asked if they were dissatisfied with any part of
the service and to explain why. Many respondents did not answer
this question and of those who did, the majority responded ‘not
applicable’ or ‘no’.

Several respondents left positive feedback, by expressing
satisfaction of the service they received and their gratification for
the Fire and Rescue tfeam who handled their incident.

Two respondents were dissatisfied, with one mentioning the delay in
response meant the fire had time to develop, but commented that
the team still carried out the job efficiently.

“Absolutely nothing caused any dissatisfaction”

“I was not dissatisfied in anyway... | have nothing but praise for their response
and their actions at the scene”

“The only concern | have is the amount of time it took to respond and have
the units on-site. It was mentioned that the delay was due to the units being in
a fraining exercise and had to be repacked to be made ready to respond.
That shouldn't take away from the efficient job they carried out once they
arrived, but made their job harder due to the fire having time to develop
further.”

Were there any suggested improvements?

Respondents were asked whether they had any suggestions for
how the Fire and Rescue Service could improve their services.

After the Incident survey results

Apart from ‘no’, ‘n/a’ or ‘no improvement’ responses, several
respondents provided positive feedback about the specific tfeam
who handled their incident, or the Fire and Rescue Service as an
organisation. Some respondents left encouraging comments such as
‘keep up the good work’ and ‘keep doing the excellent job that you
already do’. Others thanked the team who attended their incident
and commented on the professionalism of the service they received,
with one mentioning it was 'gold standard’ service.

Whilst the maijority of feedback provided were positive responses,
there were a couple of suggestions made by respondents including:
ensuring a unit is prepared to attend during training exercises, having
more equipment available, and providing information on how long it
would take to get to rural villages.

Some expressed concerns about the future funding for and
protection of our emergency services.

“Keep up the good work—you really are life savers and we are ever so
grateful for all they did—BRILLIANT SERVICE from start to end.”

“Based on this incident, the service is already providing gold standard.”

“Every part of it besides the delay was efficient, caring and precise. The
contact to the Red Cross was instigated by the Fire Service, a function we
weren’t aware of. The only major flaw | can see is that all the units should not
have been involved in the training exercise and at least one of them
prepared to respond to the event of an incident.”

“We live in a village and | knew it would take a while for the fire service to

get to us, but it was a really scary wait. Would have been great fo know how
long it would take them to get to me.”

May 2021
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After the Incident survey results

Respondent Demographics

Chart 25: Respondent demographics

Wording
What type of respondent are you?

What is your gender identity?

Is your gender identity the same as the
gender you were assigned at birth?

What was your age on your last birthday?

What is your ethnic group?

Response
Domestic / Individual

Business

Female

Male

Yes

No

Prefer not to say

Under 15

15-24

25-34

35-44

45-54

55-64

65-74

75-84

85 or over

White

Asian or Asian British - Indian
Black or Black British - African
Any other White background

Any other Asian background

Any other mixed/multiple ethnic background

Any other ethnic group

Asian or Asian British - Bangladeshi

Asian or Asian British - Chinese

Mixed/multiple ethnic groups - White and Asian

Mixed/multiple ethnic groups - White and Black ..

May 2021

199
36
140
95
232

21
40
29
47
48
25
13

188
19

%

0% |
0% |
1% |
9% IR
7%
13% [N
20% |
219 |
1% |
6% i
2%
522
3% [
3% ||
1% |
2%
0% |
1% |
0% |
0% |
0% |
1% |
Base = 229 to 235

18
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After the Incident survey results

Chart 26: Respondent demographics (2)

Wording Response # %

What is your religion? Christian (all denominations) 116 50% [

Musim 6 3% [

Hindu 9 4% [JJ]

sikh 4 2%
Any other religion 3 1% I
No religion 94

Do you have a long-standing Yes 37
iliness, disability or infirmity?

No 194

Do any of your conditions or Yes, a lot 7
illnesses reduce your ability to )

carry-out day-to-day activities? Yes, alittle 15

Notatall 12

Prefer not to say 2

What is your sexual orientation? Heterosexual / straight 203

Lesbian 2 1% I
Bi-sexual 1 0%|
Gay 1 0%]
Other 1 0%]|

Prefer nottosay 17 8% -

Base = 36 to 232

19 May 2021
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Question 21: Was there anything the Fire and Rescue Service did
particularly well?2

Code
Informative/ Useful advice/ Helpful

Calm/ Reassuring/ Put at ease

Polite/ Friendly/ Kind/ Approachable/ Caring

Everything/ Great at their job

Professional

Sorted issue/ Handled situation well/ Knowledgable

Quick to respond/ Prompt

Supportive/ Understanding/ Non-judgemental/ Treated with respect

Thankful/ Grateful

Impressed with the service

Checked back/ Checked everyone was safe/ Thorough job
Credit to the Fire Service

No or Minimal damage/ mess

Efficient

Great team communication

Animal incident -
Humour .

Listened I

Saved life/ Hero [J]

Delay in attending I

Improved confidence in the service I
40 50

20 60

o

10
Response

Sentiment
M Positive

May 2021

M Negative

Question 22: If you were dissatisfied with any part of the service,
please explain why.

No [
Very satisfied / Specific positive feedback _

Negative Comment -
Other
0 5 10 15 20 25 30 35
Response
Sentiment
M Positive [l Negative Other

Appendix 1 - All open comment themes

40

Question 23: If you have any suggestions on how the Fire and Rescue

Service could improve our service, please state below.
Code

None/ No improvements [
General positive comment _
N/A
Keep providing same service _
Specific Suggestion _
Thank you/ Grateful -
Delay/ be told how long wait will be -
Give service a payrise/ more funding -

Misc. [l
Other
Professional l
0 5 10 15 20 25 30
Sentiment Response
M Positive Other [7] Suggestion
20

35
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