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Introduction

This guidance has been developed to assist fire and rescue services identify common
hazards and implement reasonable control measures in the event that a fire control receives
multiple calls and is required to manage multiple incidents.

Although managing multiple incidents and managing multiple calls are different, the subjects
have been combined because the hazards and control measures may be similar, or in some
cases the same.

This guidance should be read in conjunction with:

Corporate guidance for operational activity

Fire control command

Survival quidance

Emergency call handling and mobilising

In this guidance, ‘multiple calls’ refers to more than one emergency call being managed at
the same time, and ‘multiple incidents’ refers to more than one incident occurring at the
same time.

Periods of multiple calls and multiple incidents are often referred to as ‘spike’ or ‘spate’
conditions.

Spike conditions occur with little or no warning when multiple emergency calls about the
same incident are received, such as a fire with plumes of smoke that can be seen over a
wide area. These calls usually stop when operational personnel arrive at the incident.

Spate conditions occur when emergency calls are received simultaneously for multiple
incidents at various locations. Spate conditions can last for hours or sometimes days. Events
causing spate conditions (for example a significant weather occurrence) may be forecast
and therefore planned for. Spate conditions may lead to fire control personnel managing
multiple incidents simultaneously.

Affected control refers to the fire control that covers the geographical area in which an
incident or event is located.

Assisting control refers to those emergency controls that manage emergency calls on
behalf of an affected fire control.

Repeat calls are calls about an incident that fire control personnel are already aware of and
have most likely mobilised to.

Remote area is an area that is outside of a fire control’s normal geographic area of
responsibility, for example beyond the county border.

Remote emergency call is an emergency call that is being managed by personnel in an
assisting emergency control on behalf of an affected fire control.
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Hazard — Overwhelmed emergency call handlng management

capacity: Multiple calls

n.b. - During the process of shaping this guidance, it was identified that information contained
within the now published Hazard - Overwhelmed emergency call handling capacity in Fire
control command guidance was relevant to multiple call and multiple incident scenarios.

It is recommended that this information is extracted from Fire control command and added as
a hazard of “Overwhelmed emergency call handling capacity” with associated control
measures, into this guidance.

It should be noted this edited hazard contains an additional control measure, separating the
use of call redistribution plans from buddy and consortium arrangements.

It is recommended that:
e Textin grey remains unchanged

e Text with a strikethrough is removed

e Textin black is added

HAZARD KNOWLEDGE

This section should be read in conjunction with The Public Emergency Call Service (PECS)
Code of Practice. PECS Code of Practice covers the method of handling 999/112 public
emergency telephone calls between the call handling agent and emergency authorities. If
the volume of calls overwhelms the call management capacity of an emergency control,
PECS Code of Practice provides information for contingency arrangements.
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and rescue service needs to provide appropriate command, sufficient fire control resources
to resolve incidents and to deliver all foreseeable activities as required.

The point at which a fire control reaches emergency call management capacity will vary,
depending on factors such as:

o Staffing levels, including fire control personnel:
o On welfare breaks
o Attending planned training and development activities
e The number of available emergency call management workstations
e The location and visibility of ongoing incidents
e The nature of ongoing incidents or events
Emergency calls can often be managed efficiently, however emergency calls may take
longer if:

e The caller requires safety advice or survival guidance
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e The caller is unsure of their location

e The nature of the situation is rapidly changing, for example a terrorist attack
o A caller uses a language other than English as their first language

e The caller has communication difficulties

A fire control's emergency call management capacity is reached when all available fire
control personnel are committed to emergency call and incident management activity.

Unplanned call re-distribution

During periods of exceptionally high demand, the number of emergency calls may exceed
the capacity of the affected fire control’s normal emergency call management arrangements.
In such instances, the call handling agent may need to redistribute emergency calls to
emergency controls outside the normal arrangements to protect the 999/112 network from
being overwhelmed. This method of unplanned call re-distribution may involve police and
ambulance controls.

The use of unplanned call re-distribution arrangements to deal with overwhelmed call
capacity may:
¢ Result in other emergency controls receiving calls they are not prepared to manage
e Overwhelm other controls
o Affect the business-as-usual response of other controls
o Delay callers from receiving assistance, including life-saving guidance

personnel eemmanders
operational

A fire control commander’s

teams-fire control personnel
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cal-handling-capacity the number of fire control personnel
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Fire and rescue services should:

management
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emergency handlng management

Buddy and consortium arrangements with other emergency controls effectively reduce the
delay in emergency calls being answered by redistributing emergency calls during periods of
spike or spate conditions.

, British Telecom (* )

Buddy arrangements allow mobilising to be initiated on behalf of the affected fire control, or
allow call details to be passed back to the affected fire control for mobilisation. Exact
arrangements will vary between fire and rescue services.

Consortium arrangements

from call taking,

a-buddy orpartneremergeney consortium fire

partner emergency controls
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Fire and rescue services must:

Provide the call handling agent with details of buddy arrangements

management

Determine technical specifications for consortium arrangements

Define how long a call may go unanswered before it is diverted based on capacity
and risk management planning

Ensure that fire control commanders and personnel participate in regular exercising
of buddy or consortium arrangements

Fire control personnel should:

*

Follow agreed methods to manage emergency calls on behalf of a buddy or
consortium control during periods of multiple calls
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Control measure — Additional emergency call management capacity: Call
redistribution plans

CONTROL MEASURE KNOWLEDGE

A call redistribution plan is a pre-determined plan involving fire controls that do not normally
form part of a buddy or consortium agreement. Participating fire controls agree to manage
emergency calls on one other’s behalf when multiple calls exceed the capacity of a fire
control.

Call redistribution plans are an effective way to share a significant increase in call volume
across multiple fire controls beyond the level that a typical buddy or consortium arrangement
could achieve. This has the benefit of minimising any delay in answering emergency calls
whilst reducing the overall impact unanswered calls have on the national emergency call
service.

Fire and rescue services should recognise that call redistribution plans are an addition to
rather than a replacement for existing methods of increasing emergency call management
capacity. During periods of multiple calls, other methods covered in this guidance should be
considered first.

management ; they do not
allow other fire controls to conduct the mobilisation or incident management for the affected
fire control. An effective call redistribution plan will require pre-identified methods to
efficiently pass emergency call information back to the affected fire control for a response.
More information can be found in Control measure — Pass remote incident information to
affected fire control: Multiple calls.

STRATEGIC ACTIONS

Fire and rescue services should:

e Consider participating in call redistribution plans when emergency call management
capacity is overwhelmed

o Communicate details of call redistribution plans to fire control personnel

e Take part in exercises involving call redistribution plans

TACTICAL ACTIONS

Fire control commanders should:

o Consider implementing call redistribution plans when emergency call management
capacity is overwhelmed

e Inform fire control personnel when they have implemented a call redistribution plan

¢ Inform fire control personnel when they identify that an affected fire control has
implemented a call redistribution plan
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Control measure — Changes to call handling procedures by the call handling
agent

The call handling agent may agree to ask a filter question before connecting the emergency
call to a fire control. This may provide an effective method to filter out lower priority calls,
helping fire control personnel to prioritise higher priority calls. Call filtering may be
implemented at the request of the fire control commander and could be used for a variety of
scenarios, including but not limited to where call volumes have increased due to:

Flooding
High winds
Wildfires

Consider including in policies and procedures call filtering by the call handling agent
during periods of multiple calls

to fire control personnel
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Hazard — Overwhelming volume of incident records: Multiple calls
and multiple incidents

HAZARD KNOWLEDGE
Simultaneous calls

Fire control personnel should never assume that simultaneous callers in a single geographic
area are reporting the same incident. Attempting to rush the emergency call management
process so that other calls can be answered may result in failing to identify a new incident
among multiple calls.

Failing to follow effective emergency call management processes for all calls during periods
of multiple calls could result in a delayed response to the incident. Failing to identify
essential information about the incident could result in harm to people at risk or operational
personnel.

Incident records

During periods of multiple calls, there will be an increase in the number of incidents recorded
on the mobilising system, including:

¢ Incidents to which a resource has been mobilised

¢ Incidents that require an operational response to be mobilised

¢ Incidents that are repeats of existing incidents

¢ Incidents where no operational response is required but have been recorded for a full
and accurate record

Failing to have effective systems in place for organising information about repeat calls could
make it difficult for fire control personnel to identify incidents that require a response and
could therefore delay or cause inaccurate mobilisation.

Mobilising inaccurately to incidents can take time to resolve and may confuse fire control and
operational personnel, who may receive and react to incorrect information when alerted.

Multiple calls and multiple incidents 0.13 — for full consultation
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Control measure - Identify repeat calls: Multiple calls

This control measure should be read in conjunction with Emergency call handling and
mobilising.

CONTROL MEASURE KNOWLEDGE
Effective emergency call management

During periods of multiple calls, differentiating between emergency calls about new incidents
and repeat calls about existing incidents allows fire control personnel to identify where a
response is required and reduces the likelihood of confusion and inaccurate mobilising.

If fire control personnel identify that the call they are managing is a repeat call, contact
details of the caller and any additional risk-critical information identified through the call
management process should still be recorded on the incident log. Additional information
should be shared with operational personnel and other agencies as required.

When multiple emergency calls are being received, fire control personnel must continue to
provide appropriate and sufficient guidance to emergency callers.

Technology to help identify repeat calls
Mobilising systems help fire control personnel to identify and record repeat calls. Mobilising
systems may identify repeat calls based on:

e The location of the reported incident compared to the initial incident

e The location of the caller provided by the enhanced information service for
emergency calls (EISEC) or advanced mobile location (AML)

e The emergency caller’s telephone number
e A combination of the above factors

Once fire control personnel have determined that they are managing a repeat call, mobilising
systems may allow the call to be automatically linked and closed as a repeat of the original
incident. This is a way to quickly recall linked incidents and the caller’s details should they
need to be recontacted. Such processes reduce the number of open incident logs on the
mobilising system and reduce the likelihood of inaccurate mobilising.

STRATEGIC ACTIONS
Fire and rescue services must:

o Configure mobilising systems to provide effective methods for fire control personnel
to manage repeat calls during periods of multiple calls

TACTICAL ACTIONS
Fire control personnel should:

e Question emergency callers effectively to identify repeat calls during periods of
multiple calls

Multiple calls and multiple incidents 0.13 — for full consultation
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400 e Link repeat calls accurately to original incidents during periods of multiple calls
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Hazard — Incomplete situational awareness: Multiple calls

This hazard knowledge should be read in conjunction with Hazard — Ineffective management
of fire control activities and Hazard — Ineffective command of the fire control function in fire
control command guidance.

The Public Emergency Call Service (PECS) Code of Practice sets out the methods used to
pass emergency calls between the call handling agent and the emergency authority. An
understanding of PECS would be beneficial when reading this hazard knowledge.

HAZARD KNOWLEDGE

Call handling agent

The call handling agent has a key role to play in the emergency call process. Ineffective or
absent communication between the call handling agent and fire control will prevent shared
situational awareness and delay any support the call handling agent may be able to offer.

Failing to communicate factors that might reduce a fire control’'s emergency call
management capacity could lead to delayed introduction of:

o Callfilters
¢ Routing of overflow calls to buddy or consortium controls
e Call redistribution plans

Buddy, consortium and other fire controls

Buddy or consortium arrangements will not work effectively if communication between fire
controls is ineffective or absent. Failing to share information about foreseeable
circumstances likely to cause multiple calls or multiple incidents, such as high-impact
weather events, could lead to unpreparedness and may result in delayed or inaccurate
mobilising.

Sharing inaccurate or insufficient information could lead to an incorrect perception of the
situation and misunderstanding of the actions that assisting fire controls will need to perform.
For example, a fire control affected by spate conditions may require all calls that are
managed by buddy or consortium members to be passed back to them for prioritising with no
mobilising taking place. Failing to make this requirement clear could lead to inaccurate
mobilisations that could take time to resolve.

When call redistribution plans outside of buddy or consortium arrangements are instigated,
failing to share situational awareness or instructions between the affected fire control and
assisting fire controls could result in delayed or inaccurate mobilising of resources.
Ineffective or absent communications could delay:

e The readiness of assisting fire controls

e The accuracy of guidance that assisting fire controls give to emergency callers

e The effective transmission of information back to the affected fire control for
mobilisation
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Other emergency controls

Other emergency controls may receive emergency calls relating to an incident the fire and
rescue service is already dealing with. This may be due to:

e Misrouted calls
e The caller requesting another agency
¢ Unplanned redistribution of calls by the call handling agent

If communication between a fire control and other emergency controls is ineffective or
absent, other emergency controls will not have accurate situational awareness of an incident
or event that is causing multiple calls to be made to the fire and rescue service. For
example, if unaware that a fire and rescue service is attending life-risk calls only, personnel
in other emergency controls may continue to pass to it calls reporting non-life-risk or other
lower-priority calls.

Multiple calls and multiple incidents 0.13 — for full consultation



451

452
453

454

455
456
457
458
459
460
461
462
463
464
465
466
467
468
469

470
471

472

473
474

475
476
477

478

479
480
481
482
483
484
485

Control measure — Build situational awareness: Multiple calls

This should be read in conjunction with Fire control command — Control measure —
Situational awareness.

CONTROL MEASURE KNOWLEDGE

Situational awareness in this context represents the understanding of fire control personnel
of the current situation they are dealing with. This includes ongoing incidents, emergency
call volumes and the tactics being employed by the fire control commander to manage the
multiple calls or multiple incidents. It also includes the shared situational awareness between
a fire control and those who are supporting them in the receipt of emergency calls, including:

e Other fire control personnel

e Other personnel supporting the fire control

e Buddy fire controls

e Consortium fire controls

e Other emergency controls

e The call handling agent

e Operational personnel
Effective verbal communication between fire control personnel is one method to achieve
shared situational awareness through, for example:

e One-to-one discussions

e Group briefings at change of duty or as required to share significant information
quickly

¢ Individual handovers at change of duty

Whichever method of verbal communication is used, it is important that the information has
been acknowledged and understood.

Achieving shared situational awareness with other agencies will assist fire control personnel
in maintaining a clear awareness of activities during periods of multiple calls or multiple
incidents.

Communication received by and originating from fire control may include the use of:

o Emergency lines
o Dedicated priority lines pre-identified as being for buddy or consortium controls
e Hailing talkgroups
o Regional and national talkgroups
e Electronic methods of information sharing
e Social media or press announcements
More information can be found in Multi agency fire control guidance.
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Electronic methods of sharing information can be used to support verbal methods of
communication; they may offer other benefits such as improved accuracy, speed and a
wider reach.

Electronic incident logs provide an effective method for situational awareness to be shared
between fire control personnel. It is essential that fire control personnel update incident logs
with all relevant information, including information received from the incident ground and
other agencies as well as the actions and decisions they have taken themselves. Mobilising
systems may also allow operational personnel or fire control personnel from assisting buddy
or consortium controls to view and add to incident logs.

Visual information displays may be used to show essential information to fire control
personnel during periods of multiple calls. The use of displays may be helpful to reinforce
verbal communication and to ensure that fire control personnel managing emergency calls
have access to the same information.

Visual information displays may be used to share situational awareness and information
such as:

e The current evacuation strategy in the case that there are multiple calls to a building
fire

¢ Indication of operational resource availability

e Maps displaying spread of incident locations during periods of multiple incidents
e Call volume visualisation in the case that there are multiple calls

¢ Instructions for fire control personnel to:

o Queue specific types or priority levels of incidents in the case that widespread
flooding generates multiple calls

o Signpost lower-priority calls to other suitable agencies, such as local
authorities and relevant contact numbers

o Use specific methods to pass incident-related information to affected fire
controls when managing remote calls

Visual indicators linked to the integrated communication control system (ICCS), for
example a red light showing when fire control personnel are engaged on a call, may support
the situational awareness of the fire control commander by making it clear how many fire
control personnel are managing calls.

STRATEGIC ACTIONS
Fire and rescue services should:

e Provide communication systems that allow for the clear identification, prioritisation
and differentiation of incoming emergency calls, priority lines and non-emergency
calls during periods of multiple calls

e Consider providing visual information displays within fire control to effectively display
critical information during periods of multiple calls

e Consider providing visual indicators linked to the ICCS to indicate current emergency
call management capacity during periods of multiple calls
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TACTICAL ACTIONS
Fire control commanders should:

o Ensure effective emergency call management methods are maintained during
periods of multiple calls
Fire control personnel should:
¢ Use emergency call management techniques and effective questioning to gather all

relevant information about the incident the caller is reporting during periods of
multiple calls

o Use effective communication methods to share situational awareness during periods
of multiple calls

e Use electronic methods to share information with other fire controls as necessary
during periods of multiple calls

e Use talkgroups to share situational awareness with assisting emergency controls
during periods of multiple calls
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Control measure — Share situational awareness — Call handling agent: Multiple
calls

This control measure should be read in conjunction with Fire control command — Control
measure — Effective communication.

CONTROL MEASURE KNOWLEDGE

The call handling agent will attempt to contact an emergency control to provide support
when they observe extended call answering times or have a critical call waiting. Contact will
be made with the fire control commander to discuss implementing call filters or instigation of
call redistribution plans.

If the call handling agent is unable to contact an emergency control by the primary or
secondary call routes, they will use the critical contact number provided to them by each
emergency service.

In the event of exceptional circumstances that can add pressure to the wider 999/112
service, the call handling agent may convene conference calls with affected emergency
controls to discuss the event and possible mitigating measures. An invitation to join the
conference call will be emailed to emergency controls. Details on call handling agent
conference calls can be found in the PECS Code of Practice.

STRATEGIC ACTIONS

Fire and rescue services must:

e Provide a dedicated critical contact number to the call handling agent
e Provide an email address to the call handling agent
¢ Provide fire control personnel with access to emails during periods of multiple calls

¢ Provide fire control commanders with access to conference calls during periods of
multiple calls

e Provide fire control commanders with contact details of the call handling agent
TACTICAL ACTIONS

Fire control commanders must:

o Share information with the call handling agent about anticipated call handling
capacity issues

e Read and resolve emails from the call handling agent
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Control measure — Share situational awareness — Buddy, consortium and other
fire and emergency controls: Multiple calls

This control measure should be read in conjunction with control measures Situational
awareness and Effective communication in fire control command guidance.

CONTROL MEASURE KNOWLEDGE

Buddy and consortium controls

Accurate and prompt sharing of information between buddy and consortium controls during
or in anticipation of multiple call or multiple incident events develops joint situational
awareness.

Fire control commanders should ensure contact is established between buddy or consortium
controls and should consider nominating a single point of contact (SPoC) with responsibility
for maintaining that contact. The SPoC may be anyone with suitable training for the task.

Contact between buddy and consortium controls may be achieved using pre-identified
methods, including electronic methods and dedicated telephone lines.

Electronic methods of communication available to fire control personnel range from multi
agency incident transfer (MAIT) to email. The suitability of each method will depend on the
importance of the information being received, the technology available to fire control
personnel and the intended recipients of the information being shared. MAIT is explained
further in this section.

Conference calls may be conducted using separate telephones or through the fire control
integrated communication control system (ICCS). If conducted through the ICCS, the
conference call will be recorded, which may be of benefit later.

Talkgroups are readily accessible by other emergency controls through compatible devices.
Fire and rescue services have access to their own unique hailing talkgroup, which is always
monitored in their fire control.

The sharing of situational awareness between buddy and consortium controls must be
continued for as long as necessary under the circumstances. Frequency and method of
contact will depend upon the amount and type of calls and personnel available.

Other fire controls

When call redistribution plans beyond buddy and consortium arrangements are instigated,
fire control commanders and personnel must proactively share situational awareness to
include a wider network of recipients.

Airwave National Talkgroup 20 (NTG20) is an announcement talkgroup that allows
instantaneous critical communication between fire controls. Announcements on NTG20 will
benefit other fire controls that are likely to receive emergency calls on an affected fire
control’s behalf, for example under a call redistribution plan. All fire controls in the United
Kingdom (except for Northern Ireland) can receive announcements on NTG20.

NTG20 announcements by affected fire controls help to build the situational awareness of
other fire controls, for example when they are:

e Experiencing multiple call conditions and are implementing a call redistribution plan

e Managing multiple survival guidance calls and need to share critical information with
assisting fire controls, such as:
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o Emergency advice to give to emergency callers
o Current evacuation strategy, such as ‘Stay put’
o Changes to evacuation strategies

o Which methods assisting fire controls should use to pass back incident-
related information

Making announcements on NTG20

Announcements on NTG20 should be clear and accurate to ensure the necessary
information is understood by all fire controls. Announcements should adhere to the following
principles:

e Follow the M/ETHANE message structure

¢ Information should be passed clearly and at dictation speed

e Phonetic spelling should be used where necessary

¢ When describing incident locations, include full address and postcode

e Consider supplying a grid reference to confirm location

e Broadcasts should be repeated once

More information on how assisting fire controls use NTG20 can be found in Control measure
— Prepare to manage remote calls: Multiple calls.

Multi Agency Incident Transfer (MAIT)

MAIT is a secure method for sharing incident information with other emergency controls. It
allows emergency control personnel to quickly share incident information electronically with
one another without the need to speak each time. MAIT is particularly beneficial in multiple
call and multiple incident scenarios and provides a method for affected and assisting
controls to pass incident information directly to each other.

MAIT may reduce the amount of telephone calls being received, freeing up fire control
personnel to act on the information received. Reviewing information contained in incident
logs received through MAIT allows fire control personnel to gather additional information
about an incident and build their situational awareness.

Electronic methods of communication should not prevent fire control personnel from
communicating with other fire controls if verbal communication to discuss an incident would
be beneficial.

STRATEGIC ACTIONS

Fire and rescue services must:

e Provide effective methods for the communication of incident-related information
between buddy or consortium controls during periods of multiple calls

Fire and rescue services should:

e Provide guidance to fire control personnel on formulating messages using the
M/ETHANE structure

¢ Include the effective use of NTG20 in relevant policies and procedures
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¢ Implement regular testing of buddy or consortium communication methods during
periods of multiple calls

o Consider implementing electronic methods of sharing information between
emergency controls during periods of multiple calls

¢ Implement effective processes to receive and review incident-related information
received through electronic methods

TACTICAL ACTIONS

Fire control commanders must:

e Ensure that situational awareness and any change to advice is shared with buddy,
consortium and other relevant emergency controls in multiple call conditions

Fire control personnel should:
¢ Use the M/IETHANE message structure when broadcasting information on NTG20
¢ Broadcast messages on NTG20 at dictation speed, using phonetic alphabet spellings

o Consider supplying information such as grid references when broadcasting incident
details on NTG20

¢ Repeat broadcasts on NTG20
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Hazard — Calls from or about multiple people at risk
HAZARD KNOWLEDGE

Multiple calls may be received simultaneously from or about people at risk. This may happen
when incidents related to the same hazard (for example, widespread flooding) occur at
various locations or a single incident occurs that affects multiple people (for example, a fire
in a tall building).

Calls from or about people at risk may be received from a single call (for example, an
incident involving cylinders requiring an exclusion zone) or multiple calls (for example,
widespread flooding). Calls from or about multiple people at risk may result in fire control
personnel managing multiple survival guidance calls simultaneously.

Where multiple calls are received from or about people at risk, the emergency call
management capacity of a fire control may quickly become overwhelmed because fire
control personnel are providing advice to callers, which increases the duration of the calls.

Depending on the type of incident, multiple people who are not at risk may call to report an
incident such as a large fire that is visible from a distance. These callers may not have any
other information relating to the incident and answering these calls can prevent fire control

personnel from answering other calls and providing advice and guidance to people who are
at risk.

Due to the significant amount of essential information being shared between fire control and
the incident ground about multiple people at risk, there is the potential that normal methods
of communication used to share updates from the incident ground will be inadequate.
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Control measure =Situational awareness: Multiple people at risk

This control measure should be read in conjunction with fire control Survival guidance.

CONTROL MEASURE KNOWLEDGE

When multiple survival guidance calls are in progress, the fire control commander should
ensure that all fire control and supporting personnel within fire control are aware. A
broadcast should be considered on local service talkgroups to operational personnel to
improve situational awareness and understanding of the potential impact on fire control.

For incidents involving people who are trapped in buildings, access to simple floor plans or
building layouts will increase the situational awareness of fire control personnel. This would
allow them to associate flat numbers with floor levels and support the accuracy of
information about the location of people at risk relayed to operational personnel.

During incidents involving multiple people at risk, communication links will need to be
established with relevant operational personnel and:

e Buddy or consortium fire controls in the case that they are manage calls related to
the incident

e Other fire controls in the case that there are multiple calls requiring the
implementation of a call redistribution plan

o Other emergency service controls in the case that they receive calls about the
incident

To achieve shared situational awareness, information should be shared regularly with the
incident commander. This should include information relating to the risks associated with the
incident and the impact the incident is having on the capacity of the fire control. This
information may be used to support tactical and strategic decisions, such as multiple calls
involving multiple people at risk may influence the incident commander’s decision to change
an evacuation strategy.

Buddy and consortium fire controls

When it is anticipated or confirmed that calls for incidents involving multiple survival
guidance calls are being received by buddy, consortium or other assisting emergency
controls, the affected fire control should share information about the incident in the
M/ETHANE message format plus any of the following relevant risk-critical information:

e Current advice being given to people at risk, including:
o Evacuation advice, for example to stay put or evacuate

o Specific information to support the evacuation advice, for example to
evacuate via the central staircase

o Survival guidance
o Safety advice

e Instructions on what type of calls or information the affected fire control wants to
receive back, such as:

o Calls from people who are at risk or trapped and receiving survival guidance

o People who are no longer at risk and no longer require rescuing
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o Calls involving a change in the caller’s situation or escalation of the incident
o Calls about unrelated incidents

¢ Confirmation of how each type of call should be passed back to the affected fire
control by clearly stating the methods to use for higher-priority calls and lower-priority
calls

Other fire controls

In the event of call redistribution plans outside of normal buddy or consortium plans being in

effect, it may not be known which fire controls are receiving overflow calls. NTG20 should be
used to broadcast the message to support the wide-scale and simultaneous sharing of risk-

critical information from an affected fire control to all other UK fire controls.

Filtering the type of calls that are passed back to the affected fire control may help to reduce
the workload. However, all emergency calls could provide additional information, which
should be considered when deciding to filter calls. The affected fire control may better
understand the full extent of the incident if it receives an overview of the number of calls and
information being shared by all assisting controls.

Depending on the capacity of fire control, it may be necessary to agree that only calls
concerning people at risk should be passed to the affected fire control, allowing fire control
personnel to prioritise these calls.

Assisting fire controls should pass information regarding people at risk directly to the
affected fire control, enabling them to record, coordinate and communicate the information
with operational personnel at the incident ground via the agreed channels of communication.

When a call redistribution plan has been implemented, the fire control commander should
consider that calls from other fire controls are likely to contain information about people at
risk where a response is required. Configuration of telephone systems to show the name of
the assisting fire controls that are calling will help fire control personnel prioritise the
answering of those calls.

Other emergency service controls

Police and ambulance emergency controls may also receive calls from or about multiple
people at risk. This may be because:

o Pre-determined buddy arrangements are in place
e The caller requested a specific emergency service
e The caller requested all three services but did not ask for the fire service first

e The call handling agent transferred the call to a local emergency service instead of a
fire control located elsewhere in the UK

Because other emergency service controls may receive calls from or about people at risk,
they may need to provide initial safety advice or survival guidance. Fire control commanders
should consider sharing information to build a joint understanding of risk.

Emergency Services Inter Control (ESICTRL) talkgroup or an emergency service (ES)
talkgroup can be used to communicate a M/ETHANE message and the same risk-critical
information listed in the buddy and assisting controls in the section above.
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Incident ground

Shared situational awareness between operational and fire control personnel will help to
make effective decisions, especially when incidents involve people, or multiple people, who
need to evacuate or require rescue.

This information can be used to make decisions about prioritisation of rescues but shared
situational awareness is required between fire control and operational personnel to ensure
that appropriate advice is offered and resources are deployed effectively.

The following information should be recorded, shared and coordinated with relevant
operational personnel on the incident ground:

e The time the call reporting the people at risk was received in fire control
e The advice that was given to people at risk, for example to stay put or evacuate
e If people are trapped and receiving survival guidance

o The exact location of all people at risk and people who are trapped and receiving
survival guidance, for example flat or property number and floor number if the
incident involves a tall building

e The number of people at risk and who are trapped and require rescuing

o The approximate age group of people at risk and people who are trapped and require
rescuing, for example adult or child

e The conditions and hazards present that people who are trapped are experiencing

Operational personnel on the incident ground should confirm with fire control:

e A tactical plan for the prioritisation of rescues
¢ When operational personnel have been deployed to conduct a rescue

¢ When a check has been made on people at risk who have been told to stay put,
including:

o The exact location, such as the flat and floor number
o The time the check was made
o Any assistance offered
o The number of people, including approximate age
o When arescue has been completed, including
o The time contact was made
o The exact location, including the flat and floor number where applicable
o The number of people, including approximate age

o When rescues have been completed and people are at a point of relative
safety

o Where they have identified people who have self-evacuated when ‘Stay put’
guidance was given

When operational personnel confirm the points listed above, incident records should be
updated accurately and search plans coordinated. Any changes to plans that may affect
guidance offered by fire control personnel or require them to recontact the caller should be
shared promptly.
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Electronic systems for sharing of information

Electronic systems, such as fire survival guidance applications, can help to record, share
and coordinate critical information about multiple people at risk.

Electronic systems that are integrated with the mobilising system and extract incident
information avoid duplication of work and improve accuracy. Electronic systems, such as fire
survival guidance applications, must be kept up-to-date manually if they are not integrated
with mobilising systems to ensure the information contained remains current and correlates
with the incident log.

An electronic system may allow others to directly access and update information, including:

e Fire control personnel
e Operational personnel at the incident ground
e Buddy, consortium or other assisting controls

Electronic systems should simultaneously display information in fire control and the incident
ground, for example in a command unit.

For incidents involving multiple people at risk from a fire in a tall building, electronic systems
may also allow information to be displayed at the bridgehead.

The use of electronic systems to share information with the incident ground should be
supported by verbal confirmation of receipt or an acknowledgement in the electronic system.

Call filtering and categorisation

The configuration of fire control mobilising systems to categorise and filter calls may make it
easier to differentiate between the types of calls being received and to manage and share
information with the incident ground about people at risk.

Incident types or tags can be used to categorise and filter calls. Categorisation of call types
may include:

e People with vulnerabilities
¢ People who have been advised to stay put
o People who have been advised to evacuate

o People who are trapped and receiving survival guidance but are not in immediate
danger

o People who are trapped and receiving survival guidance and are in immediate
danger and whose rescue should be prioritised

The nomination of a single point of contact (SPoC) in fire control and at the incident ground
will improve the accuracy, consistency and efficiency of information sharing and recording.

Command support

The mobilisation of resources to the incident ground to perform the specific role of receiving
and managing information from fire control about multiple people at risk will support the
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timely coordination of information and development of tactical plans to rescue people who
are trapped.

STRATEGIC ACTIONS

Fire and rescue services must:

Establish a dedicated method of communication to share information between fire
control and the incident ground about multiple people at risk

Establish an effective process to share information between fire control and the
incident ground to support joint understanding of risk and sharing of information
about multiple people at risk

Fire and rescue services should:

Consider appropriate resources and equipment in fire control and at an incident
ground for the coordination of information during incidents where multiple people are
at risk

Configure mobilising systems to support the categorisation and filtering of calls about
people at risk

Consider configuring fire control telephone systems to show the identity of fire
controls making incoming calls

Consider providing fire control personnel with access to building floor plans or
building layouts

TACTICAL ACTIONS

Fire control commanders must:

Ensure information about multiple people at risk is shared with the incident ground

Fire control commanders should:

Prioritise the answering of incoming calls from other fire controls when a call
redistribution plan has been implemented

Consider nominating a SPoC to support the coordination and sharing of information
with the incident ground about people at risk

Consider mobilising resources to support the management of information about
people at risk

Consider using building floor plans or building layouts to cross-reference flat numbers
with floor numbers

Fire control personnel should:

Use available methods to share information about the incident with assisting fire
controls, including current advice being given to people at risk

Use available methods to share information about multiple people at risk with the
incident ground to help with prioritisation of rescues

Record on the incident log information received from operational personnel about
people who have been rescued or self-rescued, cross-referencing this against
information known to fire control personnel
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Control measure — Effective emergency call management: Multiple calls about
people at risk

CONTROL MEASURE KNOWLEDGE

Depending on the size and nature of the incident, calls may be received from multiple people
reporting an incident. These callers may not be at risk themselves and may not have any
other information about the incident, however they should be questioned thoroughly to
ensure that any information that relates to the incident and that can assist in building
situational awareness is obtained.

When managing emergency calls, fire control personnel should question callers sufficiently
to identify calls that:

¢ Require additional guidance, including:
o Evacuation guidance
o Survival guidance
o Safety advice
e Provide additional information about people at risk, including:
o People who require rescuing
o People who no longer require rescuing
o Any added relevant information relating to the incident

Ending emergency calls during periods of multiple calls

Where possible, fire control personnel should remain on a call until people at risk have
reached a place of safety or are being rescued or assisted by other emergency service
personnel. However, where multiple calls are being received, the fire control commander
may recommend that fire control personnel end a call once they have assessed the current
situation and provided relevant survival guidance, safety or evacuation advice.

Where contact is not maintained with callers during periods of multiple calls, caller contact
details should be recorded on the incident log together with any advice that has been
provided. Callers should be advised to monitor changes in their situation and to redial 999 if
the situation worsens.

STRATEGIC ACTIONS

There are no strategic actions associated with this control measure.
TACTICAL ACTIONS

Fire control personnel should:

o Ensure information is gathered from all calls about people at risk to build situational
awareness

e Ensure callers needing survival guidance, evacuation guidance or safety advice are
identified

o Identify calls that can provide additional information about people who require, or no
longer require, rescuing and share this with operational personnel
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Identify calls that can provide additional information relating to the incident and share
this with operational personnel

Where possible, remain on a call until people at risk have reached a place of safety
or are in the care of operational personnel or other agencies

Use professional judgement to decide whether to remain on a call
Recontact callers to reassess their situation and provide additional advice

Record details on the incident log of advice given to people at risk and actions taken
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Control measure — Recontact multiple people at risk to provide a change of
advice

CONTROL MEASURE KNOWLEDGE

Where fire control capacity allows, and depending on the nature of the incident, the fire
control commander should consider when to recontact callers who are trapped or have been
advised to remain where they are, to reassess their situation and provide any additional
advice.

When recontacting multiple people at risk to inform them about a change of advice or
evacuation strategy, prioritisation of who to call and in what order should be discussed with
operational personnel where reasonably practicable. Prioritisation factors may include:

o People who are trapped

¢ Vulnerable people or people who may have difficulty in evacuating

e People at risk in specific locations

o People at risk who are closest to the hazard or face the highest risk of the hazard
e The condition of people at risk

o People who are experiencing the worst conditions

The use of consistent guidance and language will ensure that all people at risk who are
recontacted are given the same information. Consideration should be given to nhominating a
team or an individual in fire control to recontact multiple people at risk and provide them with
updated guidance.

The progress made with recontacting people at risk and confirmation whether the change of
advice has been successfully shared should be relayed to operational personnel and
accurately recorded on the relevant incident records.

Other fire controls may be able to help recontact multiple people at risk to provide a change
of advice; fire controls with buddy or consortium controls or those with digital information
sharing methods may find it easier to do this.

When deciding if another fire control could support recontacting multiple people at risk,
consider:

e The length of time it would take for the affected fire control to share information with
an assisting control about who, how and in what order people should be contacted

¢ What method to use to share information with an assisting control about who, how
and in what order people should be contacted

e The ability of the assisting fire control to supply regular updates to the affected fire
control regarding their progress and the outcomes of each call

To enable an affected fire control to recontact multiple people, other suitably trained
members of staff could provide support.

It is vital that the affected fire control does not lose situational awareness about multiple
people at risk if other fire controls or other internal members of staff provide support.
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STRATEGIC ACTIONS

Fire and rescue services should:

Provide fire control personnel with an effective process for recontacting multiple
people at risk to inform them about a change of advice or evacuation

Consider developing consistent guidance and language for fire control personnel to
use when recontacting people at risk

Consider arranging to use other suitably trained personnel to help recontact multiple
people at risk to inform them about a change of advice or evacuation during periods
of overwhelmed capacity

Consider arranging with other fire controls to recontact multiple people at risk to
inform them about a change of advice or evacuation

TACTICAL ACTIONS

Fire control commanders should:

Consider nominating a team or individual to recontact people at risk to inform them
about a change of advice or evacuation guidance

Discuss and confirm with operational personnel the priority for recontacting multiple
people at risk to inform them about a change of advice or evacuation

Consider using other suitably trained personnel to help recontact multiple people at
risk to inform them about a change of advice or evacuation during periods of
overwhelmed capacity

Fire control personnel should:

Confirm with operational personnel when all people at risk have been recontacted
and given updated advice

Update all relevant incident records with information regarding people at risk who
have been recontacted and given updated advice
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Hazard — Overwhelming demand for resources: Multiple incidents

HAZARD KNOWLEDGE

The demands of multiple incidents may be greater than the available operational resources.
Mutual assistance agreements allow fire control personnel to request operational resources
from neighbouring fire and rescue services, however they may not be available, especially
during spate conditions affecting more than one fire and rescue service.

When insufficient operational resources are available, fire control personnel may:

¢ Be unable to mobilise any resources

¢ Be unable to mobilise sufficient resources

e Be unable to provide additional resources when requested
¢ Mobilise resources without the right skills or equipment

Operational personnel or people at risk may be harmed if insufficient, inappropriately
equipped or skilled personnel and resources are mobilised to an incident, meaning safe
systems of work cannot be adopted. If resources are delayed or unable to attend, members
of the public may put themselves at risk. Being unable to respond with sufficient resources in
a timely fashion may also cause reputational damage to the fire and rescue service.

During periods of multiple incidents, the management of operational resources may be
negatively impacted by several factors, including:

e Higher-priority incidents not being prioritised over lower-priority ones

¢ An ineffective and unnecessary range of incident types

¢ Ineffective functionality of mobilising systems

o The absence of electronic availability systems

¢ Failing to integrate electronic availability systems with mobilising systems

e The absence of effective policies and procedures, allowing for inconsistent practices

During periods of multiple incidents, emergency callers may experience longer than
expected wait times for the arrival of operational resources, or they may be told their call
does not require an operational response. In either case, failing to communicate clearly with
callers could mean their expectations are not met, which could harm the reputation of the fire
and rescue service.
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Control measure — Prioritise higher-priority incidents: Multiple incidents

This control measure should be read in conjunction with fire control command guidance
control measures Specialist advice and Decision-making.

CONTROL MEASURE KNOWLEDGE

Non-attendance

During periods of multiple calls and incidents, people may call 999 for advice about
situations that are lower risk and that do not require an emergency response, therefore not
all emergency calls will result in operational resources being mobilised. An incident may be
considered lower risk because there is no risk to people, property or the environment. Fire
control personnel may decide it is more appropriate to signpost some callers to more
appropriate sources of help, such as a local authority or environmental agency.

Fire control personnel should capture full and accurate information through the creation of an
incident record on their electronic mobilising system for each emergency call received,
whether operational resources are mobilised or not.

If an emergency call does not result in an operational response, fire control personnel should
ensure this is understood by the caller before ending the call. In this instance, fire control
personnel should consider providing the caller with the unique incident reference number
generated by the mobilising system relating to their call. This is likely to have two positive
effects: leaving the caller satisfied that their information has been acknowledged, whilst
offering an efficient method for fire control personnel to identify a link with the previous calls
should the caller recontact the fire and rescue service.

Prioritisation

Accurate and detailed information will support fire control personnel in effectively prioritising
emergency calls based on an understanding of risk during periods of multiple calls and
incidents. To aid prioritisation during periods of multiple incidents, information gathered
should highlight:

o People at risk

e People with vulnerabilities, heightening their level of risk
e Property at risk

o Risks to the environment

Information gathered should be accurately added to the relevant incident log and shared with
fire control personnel, operational personnel and other relevant agencies.

Effective incident types

Having a range of suitable incident types helps fire control personnel to effectively select the
most appropriate incident type based on the information available to them at the time of
managing the emergency call. An incident type should reflect the type of incident being
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attended and level of priority, helping fire control personnel to prioritise and ensure an
appropriate level of response is mobilised.

Some mobilising systems allow incident type priorities to be configured so the most critical
incidents, such as life risks, are prioritised over lower-priority incidents.

The National Incident Type List contains incident types that share similar hazards. This
approach reduces the overall number of different incident types whilst making the nature of
the incident clear.

Redirection of operational resources

Information gathered through effective emergency call management may lead fire control
personnel to divert operational resources from one incident to another, often referred to as
redirection.

For example, a resource that has been mobilised to a small fire outside may be the nearest
appropriate resource to a higher-priority incident such as a building fire involving people at
risk. In this instance, fire control personnel should:

e Redirect the operational resource to the higher-priority incident
¢ Re-mobilise another resource to the original, lower-priority incident
e Ensure the reasons for redirection are recorded on the incident log

e Consider supporting the instruction to redirect with verbal communication to
operational personnel to avoid any confusion

Technology such as automatic vehicle location technology integrated with mobilising
systems will help fire control personnel accurately determine the location of available
resources.

STRATEGIC ACTIONS

Fire and rescue services should:

e Consider including in policies and procedures redirection of operational resources as
an option during periods of multiple incidents

e Consider configuring mobilising systems to provide an effective method to redirect
operational resources during periods of multiple incidents

e Consider providing incident reference numbers to callers whose emergency call does
not require an operational response during periods of multiple incidents

o Consider integrating automatic vehicle location systems for operational resources
with mobilising systems to support effective redirection during periods of multiple
incidents

¢ Configure mobilising systems to apply different priorities to incident types
TACTICAL ACTIONS

Fire control commanders should:

o Use all available information to approve the redirection of operational resources
during periods of multiple incidents

Fire control personnel should:
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Select the most appropriate incident type based on the information available to aid
prioritisation during periods of multiple incidents

Identify emergency calls that do not require an operational response during periods
of multiple incidents

Signpost callers to other sources of assistance where an operational response is not
required during periods of multiple incidents

Provide incident reference numbers to callers who do not require an operational
response during periods of multiple incidents

Effectively communicate with operational personnel to ensure redirection instructions
have been acknowledged and understood during periods of multiple incidents

Record reasons for redirection on relevant incident logs during periods of multiple
incidents
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Control measure — Queue lower-priority incidents: Multiple incidents

CONTROL MEASURE KNOWLEDGE

Fire control personnel may be required to queue lower-priority incidents during periods of
multiple incidents. This allows fire control personnel to prioritise incidents for mobilisation, for
example where people may be at risk, whilst reducing the likelihood of exhausting the
availability of operational resources.

When an incident is placed in a queue, fire control personnel should ensure the caller
understands this, and that they should redial 999 if their situation worsens. Providing the
caller with a unique incident reference relating to their call will help fire control personnel to
identify and relate to original incidents if they call back.

Technology to help queue incidents

Many mobilising systems allow fire control personnel to queue incidents. Functionality may
include the ability to:

e Use pre-set queues

e Customise queue names based on geographic area or type of incident
¢ Add incidents to queues directly from the call taking screen

¢ View multiple queues at once

¢ Identify how long incidents have been in a queue

o Alert fire control personnel when an incident has been in a queue for a pre-defined
period

e Mobilise operational resources to queued incidents

A process to regularly review queues will prevent incidents from being left unchecked in a
gueue. Some mobilising systems may help identify these incidents through automatic alerts,
allowing fire control personnel to assess and resolve.

STRATEGIC ACTIONS

Fire and rescue services should:

e Consider including in relevant policies and procedures the queuing of lower-priority
incidents during periods of multiple incidents

o Configure mobilising systems to help fire control personnel queue lower-priority
incidents during periods of multiple incidents

e Consider providing incident reference numbers to callers whose emergency call has
been placed in a queue during periods of multiple incidents

o Establish a process for regularly reviewing lower-priority incidents queued during
periods of multiple incidents

TACTICAL ACTIONS

Fire control commanders should:

¢ Consider implementing incident queuing during periods of multiple incidents
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¢ Inform fire control personnel when lower-priority incidents should be queued during
periods of multiple incidents

e Regularly review lower-priority incidents queued during periods of multiple incidents

Fire control personnel should:

¢ Inform emergency callers when their call has been placed in a queue, during periods
of multiple incidents

o Encourage callers whose incidents have been placed in a queue to redial 999 if their
situation worsens during periods of multiple incidents

e Provide incident reference numbers to callers whose incidents have been placed in a
gqueue, during periods of multiple incidents
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Control measure — Batch mobilising: Multiple incidents

CONTROL MEASURE KNOWLEDGE

Batch mobilising

‘Batch mobilising’ is the term used when an operational resource is mobilised to several
lower-priority incidents that have been grouped together based on their geographic location
or incident type. These incidents are likely to have been queued in the first instance.

Operational resources that can be mobilised to batches of incidents may include:

e Operational fire officers
o Fire appliances
e Specialist resources, such as rescue boats

Batch mobilising is effective because it reduces the number of operational resources
committed to incidents and the time and distance spent travelling. For example, a single
operational resource may be mobilised to assess a batch of lower-priority flooding incidents
in the same area.

Technology to help batch mobilising

Many mobilising systems allow fire control personnel to batch-mobilise effectively.
Functionality may include the ability to:
e Mobilise resources to a batch of incidents contained in a list or queue
¢ Mobilise resources to a batch of incidents plotted on a geographic information system
¢ |dentify which operational resources have been mobilised to batches of incidents
e ldentify which incident in a batch an operational resource is currently attending

Batch mobilising strategies may be applied in several ways depending on the needs of
individual fire and rescue services and the facilities available. For example, a fire and rescue
service may decide to:

e Batch-mobilise centrally from fire control, conducted by fire control personnel

e Batch-mobilise centrally from an incident support room, conducted by fire control
personnel, operational personnel, non-operational personnel or a combination of
these

o Decentralise batch mobilising to local areas, where operational resources may be
pooled at different strategic locations (for example, fire stations) and batches of
incidents passed to a local commander to determine which local resources to
mobilise

Whichever batch mobilising strategy is selected, methods of communication with fire control
should be agreed and maintained, and incident logs appropriately and accurately updated
with relevant actions and decisions.

Availability systems

Electronic availability systems allow fire and rescue services to effectively view and forecast
the availability of operational resources across a range of different duty systems. Many
electronic availability systems are integrated with mobilising systems, providing fire control
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personnel with up-to-date resource availability information at the point of mobilising. The
integration of availability systems with mobilising systems:

¢ Provides fire control personnel with the most up-to-date information for mobilising
¢ Reduces time spent manually updating mobilising system records
e Minimises opportunities for human error

Availability systems are an effective method for fire control personnel to forecast availability
of operational resources. This may be particularly useful when planning batch mobilisation
strategies or identifying shortfalls in operational resource availability.

Electronic availability systems may include the ability to identify specific skills or attributes
held by operational personnel or resources. Fire control personnel may be able to search
systems to identify and mobilise the closest, most appropriate skill set or attribute, such as a
water rescue specialist or tactical adviser.

STRATEGIC ACTIONS

Fire and rescue services should:

e Consider integrating electronic availability systems with mobilising systems

¢ Configure mobilising systems to help fire control personnel batch-mobilise effectively
during periods of multiple incidents

e Consider including in policies and procedures batch mobilising as an option during
periods of multiple incidents

TACTICAL ACTIONS

Fire control commanders should:

e Consider implementing batch mobilising during periods of multiple incidents

¢ Inform fire control personnel when batch mobilising is implemented during periods of
multiple incidents

¢ Inform operational personnel when batch mobilising is implemented during periods of
multiple incidents

Fire control personnel should:

e Use batch mobilising to make effective use of operational resources

e Use electronic availability systems to monitor and forecast operational resource
availability
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Control measure — Degradation plans: Multiple incidents

This control measure should be read in conjunction with Control measure — Prioritise critical
functions.

CONTROL MEASURE KNOWLEDGE

Fire and rescue services may have degradation plans for several eventualities. This control
measure focuses on the positive impact a degradation plan may have during a period of
multiple incidents.

Degradation plans

Periods of multiple incidents will have different impacts on different fire and rescue services.
A degradation plan provides a consistent, structured approach for fire control commanders
to follow during a period of multiple incidents and reduces the likelihood of the demands of
multiple incidents exceeding the available operational resources.

A degradation plan may have several stages, depending on how an event impacts fire and
rescue services. Multiple incidents and multiple calls are likely to affect the number of
operational resources available and the capacity of fire control. Various stages of a
degradation plan may require different responses or actions by the fire control commander,
including:

¢ Moving available operational resources to strategic locations

¢ Reducing pre-determined attendance

¢ Not attending lower-priority incidents

e Implementing batch mobilising

e Directing fire control personnel to prioritise critical functions only
Reduced attendance

Reducing the number of resources sent to incidents is one method of reducing the likelihood
of demand exceeding availability. A degradation plan may help fire control commanders
reduce attendance at lower-priority incidents whilst maintaining the full pre-determined
attendance (PDA) to higher-priority incidents, for example those involving people at risk.

Reduced attendance may be achieved by:

e Setting pre-determined levels, for example sending one fire appliance instead of two
to a particular incident type when overall resource availability is at a certain level

e Dynamically reducing PDAs, considering the information available at the time

Maintaining operational cover

A degradation plan helps fire control commanders be consistent in the allocation of
resources to maintain operational cover during periods of multiple incidents. This may be
referred to as making ‘standby’ or ‘cover’ moves. To help the fire control commander choose
strategic locations, degradation plans may include operational resource availability, time of
day, risk and historical incident data.

If a degradation plan has been implemented, it is important that this is communicated to fire
control personnel so that they can implement the associated changes to mobilising
procedures, such as reduced attendance.
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Visual information displays showing, for example, a degradation plan level are an effective
method to support verbal communication to fire control personnel. This would be particularly
beneficial to fire control personnel engaged on emergency calls by providing a visual
reminder for them. More information can be found in Control measure — Build situational
awareness: Multiple calls.

STRATEGIC ACTIONS

Fire and rescue services should:

e Consider including in service degradation plans the impact of multiple incident
conditions

o Establish an effective process to communicate to operational and fire control
personnel that degradation plans have been implemented

¢ Configure mobilising systems to help fire control personnel mobilise correct PDAs
when degradation plans are implemented

e Provide an effective method to display the current degradation plan level to fire
control personnel managing emergency calls

TACTICAL ACTIONS

Fire control commanders should:

e Ensure fire control personnel are aware when degradation plans are implemented
Fire control personnel should:

e Mobilise appropriate operational resources when degradation plans are implemented
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Hazard — Incomplete situational awareness — Operational
personnel: Multiple incidents

This section should be read in conjunction with Fire control command — Hazard knowledge —
Effective management of fire control activities.

HAZARD KNOWLEDGE

During periods of multiple incidents, the absence of effective two-way communication
between fire control personnel and operational personnel may lead to confusion, delayed or
inaccurate mobilising of resources and potentially cause harm to people at risk or
operational personnel.

If operational personnel are unaware that fire control is experiencing a period of multiple
incidents, they will have an incomplete awareness of a situation. Consequently, operational
personnel may:

e Commit operational resources to incidents for longer than is necessary, reducing the
number of resources available to be mobilised to other incidents

¢ Continue to communicate with fire control personnel unnecessarily, congesting
already busy operational talkgroups or telephone lines

e Undertake planned events or training exercises, making personnel temporarily
delayed, unavailable or removing them from their normal area of operational cover

Failing to make operational personnel aware that a measure such as incident queuing has
been implemented is also likely to lead to confusion and potential conflict when operational
personnel attend an incident. For example, an emergency caller reporting a non-life-risk
flooding situation that was subsequently placed in a queue may be frustrated that they have
had to wait for operational attendance.

Congestion of communication methods

During periods of multiple incidents, communication between fire control and operational
personnel at incidents will increase. This is likely to be across several communication
methods, including:

e Telephone

e Radio

e Electronic data messaging

Failing to manage this effectively could lead to delayed or inaccurate responses, such as
requests for additional operational resources.

Talkgroups are likely to be congested during periods of multiple incidents, particularly if more
than one incident is using each talkgroup. In such cases, attempts to pass high-priority
messages to fire control personnel may be delayed.

Ineffective management of multiple incident logs

Exceptionally, some incidents may have more than one relevant incident log, for example a
secondary incident log reflecting a rendezvous point or resource holding area. Each incident
log is likely to contain valuable information, however reading just one incident log will not
give the reader complete situational awareness.
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The presence of primary and secondary incident logs may cause confusion if the link
between them is not made clear. Fire control personnel failing to add information to the
correct incident log or to communicate effectively with operational personnel the existence of
multiple incident logs relating to the same incident could lead to delayed and inaccurate
mobilisation of resources.
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Control measure — Share situational awareness with operational personnel:
Multiple calls and multiple incidents

CONTROL MEASURE KNOWLEDGE

During periods of multiple calls and incidents, fire control personnel will manage and
respond to several sources of information from operational personnel in relation to incidents
they are dealing with. Fire control personnel should share situational awareness with
operational personnel at the earliest opportunity when experiencing periods of multiple calls
and incidents.

When a large volume of repeat calls is being received for a single incident, or several
separate incidents located close together, sharing this information with the initial incident
commander attending the incident will help to build their understanding of the incident prior
to arrival. Repeat calls may indicate that an incident is large or growing rapidly or that there
are many people affected; either of these factors may influence the incident commander’s
decision-making.

Sharing of situational awareness may be achieved through several methods, including:

o Telephone conversation
e Broadcasting on fire and rescue service operational talkgroups

e Electronic messaging systems to mobile or station-based devices, including the use
of pre-defined message templates

o Operational personnel remotely accessing and reading incident logs

Sharing situational awareness during periods of multiple incidents allows operational
personnel to understand the situation and respond accordingly, for example they may be
able to:

¢ Release operational resources from incidents as promptly as possible, when
appropriate to do so

¢ Minimise non-essential contact with fire control personnel

o Postpone planned events or training exercises to make personnel available for
operational cover

Electronic methods of communication

The use of technology to support effective communication can significantly reduce time
spent on some verbal exchanges between operational and fire control personnel whilst
improving the accuracy of information exchanged.

Operational personnel equipped with suitable and compatible technology may be able to
send incident-related information directly to the mobilising system for fire control personnel
to receive. Types of information may include:

¢ Indication of their status (for example, available at incident)
o Bodies of text (for example, informative or stop messages)
e Coded messages

e Images

e Video
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e Sound (for example, voice messages)

Mobilising systems may enable fire control personnel to send electronic messages to
operational personnel, minimising time spent by working between different communication
platforms or computers. Some systems may also allow fire control personnel to create and
save pre-defined templates, which can be customised depending on the circumstances.
Information shared may include:

e Whether a degradation plan has been enacted

e Whether incident queuing or batch mobilising is in effect

e The geographical areas that are affected

e Instructions to reduce non-essential communication with fire control personnel
o Directions to use specific talkgroups

Sending information electronically reduces the potential for misunderstanding. If recipients
need to refer to the information, it is available to them visually, removing the need for it to be
repeated.

Effective methods to draw attention to incoming messages, such as repetitive visual or
audible indicators, will prevent messages from being missed.

Effective management of critical voice communication

When managed effectively, voice communication between operational and fire control
personnel is a crucial tool, particularly for exchanging of critical information that requires an
instant, verbal acknowledgement.

When communicating by radio, fire and rescue services should use a structured message
format and adhere to the principles of accuracy, brevity and clarity. Fire control personnel
should effectively manage the communication on talkgroups, giving clearance to pass
messages to one operational resource at a time.

Talkgroup per incident is a method to effectively manage critical radio communication by
assigning each incident to an available talkgroup. It is particularly effective in managing the
increase in voice communication that a period of multiple incidents brings and ensures that
operational personnel can send urgent messages to fire control personnel if necessary.

Talkgroup per incident is also effective at:

¢ Reducing the likelihood of operational personnel hearing and reacting to messages
meant for personnel at other incidents

e Minimising congestion of the communication network as communication is targeted
to the intended recipients only

Dynamic group number assignment (DGNA) allows talkgroup management through the
mobilising system. DGNA allows the automatic allocation of resources to the next available
talkgroup, as a new incident is created and switches the devices of all assigned operational
resources to that talkgroup.

DGNA is an efficient method to manage critical voice communication because it avoids the
requirement for fire control personnel to manually manage the process and for operational
personnel to change talkgroups before they can communicate with fire control personnel.

Request to speak is an effective method alongside DGNA that helps fire control personnel
to effectively manage critical voice communication across multiple talkgroups
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1416  simultaneously. Operational personnel press a button on their radio to request to speak,
1417 relative to the urgency of their message, allowing fire control personnel to identify and
1418 respond to the most urgent requests first.

1419  Patching of talkgroups allows fire control personnel to communicate on more than one
1420 talkgroup at once. This may be particularly useful when needing to communicate with

1421  operational personnel at separate but linked incidents, such as wildfires. Patching allows fire
1422  control personnel to combine two or more talkgroups and broadcast information to

1423  operational personnel at all relevant incidents simultaneously. Some mobilising systems
1424  support talkgroup patching, however the same effect may be achieved by:

1425 e Using DGNA to switch operational resources from different incidents to the same
1426 talkgroup

1427 ¢ Requesting operational personnel at relevant incidents manually switch to the same
1428 talkgroup

1429  STRATEGIC ACTIONS

1430 Fire and rescue services should:

1431 o Consider implementing the use of individual talkgroups per incident

1432 e Consider configuring mobilising systems and the integrated communication control
1433 system to allocate communication channels per incident without manual intervention
1434 e Provide fire control personnel with guidance on how to patch talkgroups

1435 TACTICAL ACTIONS

1436 Fire control commanders should:

1437 e Ensure situational awareness is shared with operational personnel when working
1438 under multiple incident conditions

1439  Fire control personnel should:

1440 e Use available technology to manage critical voice communication on talkgroups
1441 effectively

1442 e Consider using pre-defined message templates to support effective communication
1443 with operational personnel

1444
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Control measure — Document incidents effectively: Multiple incidents

CONTROL MEASURE KNOWLEDGE

Incident logs

Annotation of electronic incident logs is an effective method of recording and sharing
situational awareness with operational and fire control personnel. An incident log is unique to
the incident it refers to and has a distinctive identifying number, commonly referred to as an
incident number.

Accuracy of content in an incident log is important as it provides a record of a fire and rescue
service’s response to an incident and may be used to support subsequent investigations.
Incident logs may contain some or all the following information:

e Date, times and recordings of emergency call(s) relating to the incident
o Geographical locations relating to the incident

e Additional relevant information added by fire control personnel, including actions and
decisions taken

¢ Records of operational resources mobilised to the incident
o Records of operational personnel informed of the incident

e Messages sent directly from the electronic devices of operational personnel or that
were transcribed by fire control personnel

e Records of multi-agency incident numbers and any additional information received
from those agencies by fire control personnel

During periods of multiple incidents, fire control personnel will have multiple incident logs
open on the mobilising system. Fire control personnel must accurately annotate the correct
incident log to avoid messages being added to the wrong incident.

Many mobilising systems allow fire control personnel to apply a category or colour code to
different information types on an incident log, such as ‘Informative’, ‘Stop’ or ‘Multi agency’
messages. Clear distinction between categories of information aids the effective organisation
of information and allows fire control personnel and operational personnel to read the
information easily.

Multiple incident logs

An incident may have more than one relevant geographical location, for example an incident
in a tunnel with various rendezvous and access points. Some mobilising systems allow fire
control personnel to create additional locations in the same incident log to distinguish which
operational resources have been mobilised to which location.

An incident log with multiple locations reduces the likelihood of personnel failing to read
relevant information on separate but related incident logs and is an effective method of
managing incident logs.

Some mobilising systems allow fire control personnel to link separate but related incident
logs. For example, a secondary incident log detailing a rendezvous point may be linked to
the primary incident log. For this to be an effective method of managing multiple incident
logs, the link between these incidents must be clear to fire control personnel and operational
personnel viewing the information, particularly if they are viewing the incident log remotely.
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During instances of managing multiple incident logs, the implementation of effective working
practices, clearly communicated to fire control personnel, is imperative. Effective working
practices may involve the use of dedicated roles within fire control, including a role
overseeing the management of multiple incident logs.

Viewing incident logs remotely

Many mobilising systems offer remote access to view incident logs through a secure mobile
application or web page. Operational commanders may use this functionality to view incident
logs from the incident or other remote locations.

Viewing incident logs remotely is an effective way of establishing situational awareness for a
wider audience during periods of multiple incidents, however fire control personnel must
make it clear to other fire control personnel and operational personnel when an incident has
more than one relevant incident log.

The clarity of written information in an incident log is important as it may be read remotely
without the supporting context of communication with fire control personnel.

STRATEGIC ACTIONS

Fire and rescue services should:

e Consider including in policies and procedures effective management of incident logs
during periods of multiple incidents

e Configure mobilising systems to clearly display and organise information in incident
logs

o Configure mobilising systems to clearly link related incident logs
o Configure mobilising systems to clearly display additional incident locations
e Consider providing remote access to incident logs during periods of multiple incidents

e Configure systems that provide remote access to incident logs to clearly display
additional incident locations

TACTICAL ACTIONS

Fire control commanders should:

e Ensure that operational personnel are aware of multiple related incident logs

o Consider appointing fire control personnel to oversee the effective management of
multiple incident logs

Fire control personnel should:
e Accurately and clearly annotate incident logs during periods of multiple incidents
e Accurately categorise entries to incident logs during periods of multiple incidents
e Use technology to clearly record additional locations related to an incident

e Use technology to clearly link separate but related incident logs
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Hazard — Overwhelming workload: Multiple calls and multiple
incidents

This hazard should be read in conjunction with hazard knowledge Ineffective command of
the fire control function.

HAZARD KNOWLEDGE

Overwhelming workload

Fire control personnel may perform a variety of business-as-usual tasks alongside
emergency call and incident management. In many cases, fire control personnel are
responsible for crucial functions that support the day-to-day operation of their fire and rescue
service. These functions will vary between fire and rescue services, but may include:

e Receiving and processing sickness absence reporting for fire and rescue personnel
e Overseeing operational and fire control personnel availability

¢ Handling of non-emergency enquiries from the public via telephone, email or social
media

e Other non-emergency, commercially contracted functions

The demands that periods of multiple calls or multiple incidents place on fire control
personnel mean they will be unlikely to complete these business-as-usual tasks. Whilst
failing to complete some tasks will have negative impact, failing to complete others may
have operational, legal, financial, reputational or health and well-being consequences for the
fire and rescue service.

Failing to receive and process sickness absence reports from fire and rescue service
personnel may mean the fire and rescue service is unable to identify staffing deficiencies for
forthcoming shifts, which may affect fire and rescue service operational capacity and
availability for fire control. Failing to effectively record and report serious injuries, diseases
and dangerous occurrences may contravene health and safety law.

During periods of multiple calls and incidents, fire and rescue services that have assigned
fire control personnel to non-emergency, commercially contracted functions — such as
monitoring CCTV or alarms — may be unable to maintain the normal level of service they
have committed to, putting them at risk of legal and reputational harm.

Overwhelming contact

Periods of multiple calls or incidents are likely to generate an increase in non-emergency
contact. This may be through the fire and rescue service’s publicly available general
enquiries telephone line, social media accounts or internal telephone line from other fire and
rescue service personnel.

Fire and rescue services that rely on fire control personnel to manage these general
communication channels may encounter periods where fire control personnel are unable to
receive and respond to any enquiries, potentially resulting in reputational harm to the fire and
rescue service.

Failing to respond to contact through non-emergency channels may congest emergency
lines as members of the public seek to contact the fire and rescue service by other means.
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1562  Anincrease in emergency calls is likely to result in a noisy working environment for fire
1563  control personnel and be detrimental to their health and well-being. More information can be
1564  found in control measure Personal resilience.

Multiple calls and multiple incidents 0.13 — for full consultation


https://www.ukfrs.com/guidance/fire-control-command-guidance?bundle=control_measure&id=33979&parent=33917

1565
1566

1567

1568
1569

1570

1571
1572

1573
1574
1575
1576
1577
1578

1579
1580
1581
1582

1583
1584
1585

1586

1587
1588
1589
1590

1591
1592

1593
1594

1595
1596

1597
1598

1599
1600

1601
1602

Control measure — Prioritise critical functions: Multiple calls and multiple
incidents

CONTROL MEASURE KNOWLEDGE

A period of multiple calls or multiple incidents will affect individual fire and rescue services
differently and therefore their ability to perform other business-as-usual functions.

Critical functions

Fire control personnel should focus attention and resources on performing critical functions
during periods of multiple calls and multiple incidents, including:

e Emergency call management

¢ Mobilisation of operational resources

e Multi agency communication

¢ Incident management and support

¢ Management of operational resource coverage

Prioritisation

The impact that a period of multiple calls or incidents has on the completion of business-as-
usual tasks may be mitigated by pre-planning, in which fire and rescue services consider
which functions fire control personnel can realistically perform whilst working under such
conditions. One way to achieve this would be by prioritising functions in a degradation plan.

Fire and rescue services should recognise that sustained periods of multiple calls or
incidents may mean fire control personnel are unable to perform any non-critical business-
as-usual functions for protracted periods of time.

Re-allocation of non-priority tasks

It may be appropriate for some non-critical functions to be temporarily re-allocated to other
suitably trained fire and rescue service personnel. It is important that these functions and
their methods for re-allocation are pre-identified and involve as little intervention by fire
control personnel as possible.

Pre-identifying functions that are suitable for re-allocation avoids fire control personnel
becoming overwhelmed and allows them to concentrate on fulfilling critical functions.

The re-allocation of non-emergency functions normally performed by fire control personnel
may include:

o The overseeing of fire and rescue service resource availability to other suitably
trained personnel

e The diversion of public, non-emergency lines of communication away from fire
control

¢ The re-allocation of fire and rescue service personnel sickness absence reporting
and processing to other suitably trained personnel

e The re-allocation of monitoring of and response to other non-emergency public
gueries (such as social media) to other suitably trained personnel
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The work required and any strategies to re-allocate it should be pre-planned and clearly
understood by fire control personnel and the suitably trained personnel to whom the
functions are assigned.

Share situational awareness

Fire control personnel may reduce the amount of non-essential contact they receive from the
wider fire and rescue service by sharing situational awareness of the current situation with
other fire and rescue service personnel. This may be achieved through suitably trained
personnel, such as communications and media personnel, using email or other electronic
messaging systems to reach a wide audience quickly.

STRATEGIC ACTIONS

Fire and rescue services should:

¢ Identify the functions fire control personnel should prioritise during periods of multiple
calls and multiple incidents

e Establish strategies for the re-allocation of non-emergency, business-as-usual
functions away from fire control during periods of multiple calls or multiple incidents

e Provide fire control personnel with effective methods to share situational awareness
with all fire and rescue service personnel during periods of multiple calls and multiple
incidents

TACTICAL ACTIONS

Fire control commanders must:

e Prioritise critical functions during periods of multiple calls and multiple incidents
Fire control commanders should:

¢ Inform fire and rescue service personnel when anticipating or experiencing periods of
multiple calls and multiple incidents
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Hazard — Ineffective management of remote emergency calls:
Multiple calls

HAZARD KNOWLEDGE

Fire control personnel often manage emergency calls from outside their normal area of
responsibility, referred to as ‘remote calls’ in this guidance. This may be for several reasons,
including:

e Calls misrouted by the call handling agent
e Emergency callers reporting an incident in another area
e Buddy or consortium arrangements in effect due to multiple calls

e Call redistribution plans in effect due to multiple calls

Fire control personnel may experience additional challenges in accurately locating remote
incidents. Delayed or inaccurate mobilisation could occur if assisting fire control personnel
managing emergency calls on behalf of an affected fire control are not provided with
sufficient tools, or if they are unprepared to manage calls outside their usual area.

Insufficient technology

Enhanced Information Service for Emergency Calls (EISEC) and Advanced Mobile
Location (AML) data is available for almost all emergency calls. However, mobilising
systems that are unable to effectively receive or display this data are likely to challenge fire
control personnel unnecessarily in accurately locating an emergency caller outside of their
normal area of responsibility.

Geographical information systems (GIS) are used by fire control personnel to accurately
locate emergency callers and the incidents they are reporting. Fire control personnel are
likely to use GIS when managing remote emergency calls in unfamiliar areas.

Fire control personnel are likely to encounter difficulties when managing remote emergency
calls if the GIS they have access to are not current or do not sufficiently cover the area in
which the emergency caller, or the incident the caller is reporting, is located. For example,
fire control personnel managing remote emergency calls may be presented with mapping at
a zoom level containing insufficient detail to be useful.

Premises gazetteers that do not have sufficient records to effectively record remote
incidents may delay the management of remote calls. Fire control personnel are likely to
encounter difficulties in selecting appropriate records for remote emergency calls if the
gazetteer they have access to is not current or does not adequately cover the area in which
the remote incident is located.

Whilst this may cause delay in the creation of an incident record, it should not prevent a full
and accurate location being obtained from the caller and passed to the affected fire control.
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Insufficient situational awareness

Fire control personnel managing remote emergency calls and returning incident-related
information to affected fire controls are likely to face difficulties doing so effectively if they do
not have sufficient awareness and understanding of:

e Established buddy or consortium arrangements

e Call redistribution plans

o Whether buddy, consortium or call redistribution plans have been implemented due
to multiple calls or other eventualities

Failing to receive and understand current situational awareness or instructions from affected
fire controls may prevent assisting fire control personnel from:

e Being prepared to receive remote emergency calls
¢ Having accurate situational awareness of the events causing remote emergency calls
e Giving current and accurate safety guidance to remote emergency callers

e Promptly passing incident information to affected fire controls for mobilisation
decisions

Ineffective communication with affected fire controls

Assisting fire control personnel are likely to experience delays in passing incident-related
information to affected fire controls for operational response decisions if effective
communication methods are not in place and understood. This could lead to delayed
mobilisation of resources, causing harm to people at risk.

In assisting fire controls, fire control personnel may have trouble contacting affected fire
controls using normal communication methods in the event of multiple call conditions.

If fire control personnel attempt to pass incident-related information using unexpected
communication methods, there is a risk that these communication methods may not be
monitored and essential information missed. This could lead to delayed mobilisation of
resources, causing harm to people at risk.
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Control measure — Prepare to manage remote calls: Multiple calls

This section should be read in conjunction with Control measure — Share situational
awareness — Buddy, consortium, and other fire and emergency controls: Multiple calls.

CONTROL MEASURE KNOWLEDGE

Effective access to NTG20

Fire control personnel may access Airwave National Talkgroup 20 (NTG20) directly through
their integrated communication control system (ICCS) or by using a desk-mounted radio.
Giving fire control personnel access to an ICCS has several advantages, including:

e The ability for several fire control personnel to monitor the talkgroup from different
workstations

e The ability to record and re-play broadcasts
Receiving announcements on NTG20

Making announcements on NTG20 helps fire control personnel assisting fire controls to:

¢ Be aware of events impacting affected fire controls, which could lead to multiple call
conditions

e Recognise the possibility they may receive remote emergency calls and become an
assisting fire control

¢ Understand the methods by which affected fire controls require incident information
passed to them

e Receive ongoing situational awareness of events impacting affected fire controls

e Be alerted to changes in safety guidance issued by affected fire controls for remote
emergency callers

¢ Understand when events impacting affected fire controls have ended

Recording information received on NTG20

Fire control personnel assisting fire controls should record details of announcements
received on NTG20. The creation of an incident record in the mobilising system will help
assisting fire control personnel to:

e Record the time information was received
e Share the information with fire control personnel
e Refer to the information later
e Share the latest advice with remote callers
e Record actions they may have taken related to the announcement
e Link any remote emergency calls managed
Training

Fire control personnel will benefit from the regular inclusion of announcement talkgroups in
relevant training exercises. This should include how to locate and select talkgroups, such as
other fire and rescue service hailing groups, by using:

e TheICCS
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e Talkgroup folders in the radio equipment
e Speed dials in the radio equipment

Fire and rescue services may choose to use another of their own talkgroups to simulate
broadcasting on NTG20 for regular training exercises, however this should be in addition to
taking part in national NTG20 exercises.

Fire control personnel who take part in regular exercises that include the use of NTG20,
either through simulation or in real application, are more likely to use NTG20 confidently
during multiple call events.

Operational personnel should be aware of the role NTG20 has in multiple call situations,
particularly if they are likely to provide support to fire control personnel under such
circumstances.

STRATEGIC ACTIONS

Fire and rescue services must:

e Provide guidance to fire control personnel to effectively navigate between talkgroups
on radio equipment

Fire and rescue services should:

¢ Include the use of announcement talkgroups in regular fire and rescue service
training exercises

o Consider providing fire control personnel with access to NTG20 through an ICCS

e Establish a process for fire control personnel to record information received during
announcements on NTG20

TACTICAL ACTIONS

Fire control commanders must:

e Ensure NTG20 is constantly monitored at a sufficiently audible level in fire control

e Ensure that situational awareness broadcast on NTG20 is shared with fire control
personnel and relevant operational personnel

Fire control commanders should:

e Take part in debriefs for exercises and real events involving NTG20
Fire control personnel should:

e Record and react accordingly to information received on NTG20

Multiple calls and multiple incidents 0.13 — for full consultation



1757

1758
1759

1760

1761
1762
1763
1764
1765

1766
1767
1768
1769

1770
1771
1772
1773
1774

1775
1776

1777
1778
1779
1780

1781
1782

1783
1784
1785

1786
1787

1788
1789

1790
1791
1792

1793

1794

1795
1796

Control measure — Manage remote calls effectively: Multiple calls

This should be read in conjunction with Emergency call handling and mobilising — Control
measure — Effective handling of emergency calls.

CONTROL MEASURE KNOWLEDGE

The principles of good emergency call management apply whether an emergency call
originates from within the geographic area a fire control normally serves or is remote to the
assisting fire control receiving the call. Effective technology may support fire control
personnel to accurately locate an incident that is remote to their normal area of
responsibility.

Advanced Mobile Location (AML) data accompanying emergency calls allows fire control
personnel to identify the location of most emergency callers to within 3m. The compatibility
and configuration of mobilising systems determines whether fire control personnel can
receive AML information during a remote emergency call.

Geographical information systems (GIS) covering the United Kingdom provide fire control
personnel with visual representation of areas remote to them. They help fire control
personnel to determine the accurate location of remote emergency callers and the incidents
they are reporting. GIS with zoom layers down to premises or street level will provide the
most useful information to fire control personnel.

Regularly updated GIS provide fire control personnel with accurate and relevant information
to support effective remote call management.

Gazetteer records covering remote areas that are accurate and current offer an effective
method for recording remote incidents. Owing to the volume of data required, it may not be
possible for all mobilising systems to access premises-level gazetteer data covering the
whole United Kingdom. Mobilising systems may:

e Provide fire control personnel with access to county-, town- or street-level gazetteer
data for the United Kingdom

¢ Allow for the manual addition of locations to gazetteers such as remote cities, towns
or county areas to enable fire control personnel to select the nearest appropriate
location on which to base their remote incident record

o Allow fire control personnel to create incidents directly from GIS during a remote
emergency call, allowing fire control personnel to add more address details

Mobilising systems may allow for GIS and gazetteer records covering remote areas to be
regularly updated with little or no manual intervention, as in cloud-hosted solutions.

Other locational tools, many of which are freely available, may provide fire control
personnel with other options to help them obtain accurate locations when managing remote
calls.

STRATEGIC ACTIONS

Fire and rescue services should:

o Configure mobilising systems to receive and effectively display AML data for use
when managing remote emergency calls
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e Consider providing fire control personnel with access to up-to-date GIS data down to
at least street level for the United Kingdom when managing remote emergency calls

o Configure mobilising systems to provide an effective solution for creating remote
incidents

e Consider providing fire control personnel with access to other geo-locational systems
when managing remote emergency calls

TACTICAL ACTIONS

Fire control personnel should:

o Use effective emergency call management techniques to confirm the location of
remote emergency callers

e Use available technology to accurately confirm the location of remote emergency
callers
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Control measure — Pass remote incident information to affected fire controls:
Multiple calls

CONTROL MEASURE KNOWLEDGE

Passing incident information to affected fire controls

The ability of fire control personnel in assisting fire controls to communicate incident-related
information to affected fire controls is a crucial element of the effective management of
remote emergency calls. Fire control personnel in assisting fire controls should be equipped
and prepared to accurately receive and follow the affected fire control’s instructions for
returning incident information.

Fire control personnel in assisting fire controls may be required to use different
communication methods for higher-priority and lower-priority incidents. This allows fire
control personnel in affected fire controls to focus their attention on managing information
received via the higher-priority channel. Methods used may include:

e Emergency telephone lines

e Hailing talkgroup

e Bespoke electronic methods, such as Multi Agency Incident Transfer
e Other electronic methods, such as email

Fire control personnel in assisting fire controls should use the communication methods
specified by affected fire controls, particularly where a communication method has been
identified specifically for life-risk incidents.

Identifying calls from assisting fire controls

Many fire and rescue services have dedicated emergency telephone lines for assisting fire
controls. Integrated communication control systems configured to identify calls from other
fire controls in a distinct colour, ring tone or priority enable fire control personnel to easily
distinguish those calls from other emergency calls.

Fire control personnel should, where possible, prioritise answering these emergency calls as
an assisting control may have important incident-related information to share.

STRATEGIC ACTIONS

Fire and rescue services should:

e Establish an emergency telephone line for sole use by other fire controls

o Configure mobilising systems to allow fire control personnel to easily identify calls
from other fire controls during periods of multiple calls

¢ Configure mobilising systems to prioritise emergency telephone calls from other fire
controls during periods of multiple calls

TACTICAL ACTIONS

Fire control personnel should:

o Accurately record and follow information and instructions received from affected fire
controls during periods of multiple calls
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1848 e Prioritise the answering of calls identified as being from other fire controls during
1849 periods of multiple calls
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