WEST MIDLANDS FIRE SERVICE

Customer care
standards

Compliments, comments and complaints
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This information can also be made available in other
languages and formats including large print,
Braille and audiotape. Please phone 0845 8009000

Information is also available online via our website

Arabic

Bengali

Chinese

Czech

Farsi

French

Gujarati

Kurdish

Punjabi

Polish

Russian

Somali

Urdu

Vietnamese

www.wmfs.net.
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Welcome

West Midlands Fire Service is proud of
the services we provide and we are
committed to providing you with a caring,
efficient and cost effective fire service,
which we seek to continually improve.

We are the second largest Metropolitan
Fire Service in the country, providing fire
safety education and emergency response
to people who live and work across the
West Midlands area.

Our organisation provides a wide
range of services to you, the public.

This document provides you with Vijith Randeniya, OBE
information about the standards you can Chief Fire Officer
expect from us when you contact us and West Midlands Fire Service

also how you may compliment, comment
or complain (CCC) about the service you
may have received.

Your CCCs are important to this

Brigade and are a means for us to
improve our service to you.

o
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About West Midlands Fire Service

Our vision is to make the West Midlands safer for the diverse
population of the West Midlands county area.

Covering the areas of Birmingham, Coventry, Dudley, Sandwell,
Solihull, Walsall and Wolverhampton, we provide services to a
population of over 3 million people who live in the West Midlands,
and to commerce and industry across the area.

We are accountable to the public, via the West Midlands Fire and
Rescue Authority, made up of 27 local councillors from all of the
above areas.

We continually remain focused on reducing risk by preventing
emergencies through education and by providing you with
information about safety awareness.

We reinforce this approach through the enforcement of fire safety
legislation by protecting you both in work and in a social environment.

We answer your calls for help, by responding to emergencies when
you need us most.

We are proud of the services we provide to the community and
you, the customer, are our top priority.

Our commitment to you is to continuously improve and to provide
a caring, efficient and cost effective Fire Service.

We have a range of standards that we aim to achieve.

We will consistently check to ensure we meet these high standards
of professional service to you. Any areas where we need to improve
will be identified and addressed as necessary.

o
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Customer care standards

Customer care standard 1

Phone Enquiries
General (non-emergencies)

We will endeavour to answer calls within seven rings in a courteous
and professional manner.

We will answer the call giving our name and location.
If we have to transfer calls we will endeavour to:
ensure the caller is connected to the person they require

give the caller the correct phone number

take a message if the relevant person is not available and ensure
it is given to the person concerned as soon as possible

We will not:
intentionally ignore a ringing phone

In operational emergency conditions

We will obtain a phone number to call you back on at the start of
the call and explain that we will ring you back when the emergency
has been dealt with.



CCC A5 leaflet v3 16/4/09 14:48 Page 8

Customer care standards

Customer care standard 2

Written Communication

When you write to us:

We will, where appropriate to do so, acknowledge receipt of your
letter within three working days and send a written reply within ten
working days.

If we are unable to reply fully to your letter within ten working days,
we will let you know why and when you can expect to receive a
full reply.

When we write to you, we will:
. thank you for the correspondence

. state who is dealing with the issue
. state what is being done
. give name and contact number for any queries

. action any stated proposals and give a timescale for these
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Customer care standards

Customer care standard 3

Face to Face Communications

All visitors will:
. be greeted in a courteous and friendly manner

. be given the name of the person greeting them

- be given any information where appropriate requested during
the visit
. be given an explanation of why information is not available at

the time of the visit and when it will be available or why it will not
be possible for the information to be provided by the Brigade

Customer care standard 4

Response Standards for E-mail

We will:

. acknowledge e-mail enquiries within three working days,
and reply within ten working days

. let you know why and when you can expect a full reply if we
are unable to satisfy your request within the initial ten working
day period
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Customer care standards

Customer care standard 5

Compliments, Comments and Complaints (CCC) procedure

We value your views. Your comments will help us to improve services.

When things go well:
Please let us know. You can contact any local fire station*,
in person, by phone or by letter and your points of view will
be noted and acted upon.

When things go wrong:

- We will receive your complaint at any fire station* or fire service
premises in the West Midlands by phone, letter, e-mail or
in person.

. Acknowledge your complaint within three working days, this may
be by phone, personal visit, email or a letter.

Contact you within ten working days and inform you of the
outcome or progress of the investigation about your complaint.

Give an explanation for any delay in the investigation and a new
deadline for the outcome of the complaint.

If you feel your complaint has not been resolved satisfactorily you
may also contact your local councillor, the local Government
Ombudsman or seek independent advice from the Citizen's Advice
Bureau or a solicitor.

* You can find details of your local Fire Station by logging on to
www.wmfs.net or by looking in your local telephone directory.

o
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If you would like to make contact with the Brigade on any issue
you may contact the Public Relations Team by using one of the
following methods;

By phone: 0121 380 6102/6103/6104
(during office hours)

Customer Care Hotline: 0121 380 7404 (24 hour answerphone)

Via our website: www.wmfs.net
By e-mail: contact@wmfs.net
By letter: Public Relations

West Midlands Fire Service Headquarters
99 Vauxhall Road
Birmingham B7 4HW

Our website also provides a wide range of information about the
West Midlands Fire Service including details of the sections and fire
stations across the West Midlands.

To find out more about your local Fire Station and how they can
work with you and the local community log onto www.wmfs.net.

This information is available in alternate
formats and translations upon request.

Please call 0845 8009000

Always remember in an emergency dial 999

o
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To find out more about new career opportunities with
West Midlands Fire Service look on our website:

www.wmfs.net/jobs_online

Accepting, respecting and valuing people as individuals.

sy

w CALL NOW BEFORE IT’S
* | TOO LATE
West Midlands Fire Service offers you a

FREE HOME FIRE SAFETY CHECK

THIS COULD SAVE YOUR LIFE

Please call the freephone helpline number below to

arrange your FREE appointment

FREEPHONE HELPLINE

0800 389 5525 ...
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TEAR OFF HERE

Compliment, comment, complaint (CCC) form

If you have any questions or difficulties in completing this
form please contact the Public Relations Team on
0121 380 6102/6103/6104

About You

Title: Mr L] Mrs [] Miss []
Other (please specify)

First name

Family name

Address

Postcode

Daytime phone number

Evening phone number

Mobile phone number

E-mail

Preferred means of contact:
Letter [ Phone [] Personal visit []

| would like to raise a:
Compliment [] Comment [] Complaint []

o
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MOISTEN AND FOLD

Details

In the space below please give as much information and
detail as possible including the date, time and location that
relate to the CCC being raised.

(Additional information may be submitted as necessary).

MOISTEN AND FOLD

Signed
Date

Information provided will only be used in accordance with
the Data Protection and Freedom of Information Acts.

MOISTEN AND FOLD

o
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CALL NOW BEFORE IT’S

TOO LATE

West Midlands Fire Service offers you a

FREE HOME FIRE
SAFETY CHECK

THIS COULD SAVE YOUR LIFE

Please call the freephone helpline number below
to arrange your FREE appointment

FREEPHONE HELPLINE

0800 389 5525

REF: CCC

WEST MIDLANDS FIRE SERVICE






