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Introduction 2 

This guidance has been produced to help fire and rescue services ensure appropriate arrangements 3 

are in place for the strong and resilient leadership of fire control incident command.  4 

Responding to incidents can be hazardous and stressful. To ensure a successful conclusion, an 5 

efficient fire control working in conjunction with the incident ground is essential. Effective 6 

information gathering, strong leadership, critical decision making and proportional and swift action 7 

by both fire control personnel and incident commanders ensure an effective conclusion of the 8 

situation. Some incidents need only simple actions and procedures as risks are low. Others can be 9 

more challenging and may quickly increase in size, complexity and duration. A resilient and skilled 10 

fire control that can dynamically adapt is essential to ensure the safe resolution of the incidents to 11 

which the fire and rescue service is called. 12 

Fire and rescue authorities must plan for health and safety in the fire control environment in order 13 

to fulfil their legislative and regulatory duties. The application of risk assessment and control 14 

measures should not prevent the delivery of fire control room functions. 15 

Three other sections of National Operational Guidance should also be considered during incidents: 16 

business continuity, emergency call management and multi-agency. 17 

The incident command system and the role of fire control commanders  18 

In extending the incident command system and its operational, tactical and strategic levels of 19 

command to fire control, fire and rescue services are provided with a method of ensuring robust 20 

command of the fire control function. 21 

The incident command system is an all-hazards approach, providing a progressive, scalable and 22 

flexible system of command, control and organisation. Using the system will help fire control 23 

commanders manage and fulfil their plans for the safe and efficient delivery of all activities of the 24 

fire control function. It encourages a controlled and systematic approach to managing incidents and 25 

situations in fire control. 26 

The fire control commander is the person responsible for the management of the activity of the fire 27 

control function. This role is normally carried out by a supervisory manager. Responsibility for tasks 28 

and actions may be delegated to another suitably experienced person, however overall responsibility 29 

cannot be delegated.  30 

Fire and rescue services should decide the level at which the fire control command function is 31 

carried out, and in doing so should consider the provision of fire control command at operational, 32 

tactical and strategic levels, ensuring appropriate selection and development processes are in place.  33 

The fire control manager is the person responsible for the overall management of the fire control 34 

function and they may fulfil a command role in line with tactical or strategic incident command.  35 

Where this is the case fire and rescue services should ensure that command competence, training, 36 

accreditation, and revalidation appropriate to this level is achieved and maintained.  The fire control 37 

manager may also maintain additional tactical adviser skills, for example Communications Tactical 38 

Advisor or National Inter-agency Liaison Officer.  In doing so enhanced resilience may be achieved 39 
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during complex situations, multi-agency or major incidents.  40 

Fire control workloads can vary widely with the competing demands of operational incidents. The 41 

fire control function is required to manage its workload and support operational incidents across all 42 

types and contexts including: 43 

• Single incident 44 

• Multiple incidents 45 

• Multiple calls 46 

• Spate conditions, for example during wildfires, widespread flooding and other extreme 47 

weather conditions  48 

• Major incidents 49 

• Planned major events 50 

This list is not exhaustive and any of these situations may happen simultaneously.  In addition to the 51 

core function of emergency call management, response mobilisation and the provision of 52 

operational response support, fire control may manage other activities to support the day-to-day 53 

functioning of the fire and rescue service. This requires the fire control commander to be proactive 54 

and dynamic in their approach to the command of the fire control function and the management of 55 

tasks and actions. 56 

The critical nature of decision-making skills required when fire control commanders manage 57 

emergency call handling requires the ability to cope with stressful situations under sustained 58 

pressure, for example when overseeing and managing: 59 

• The provision of life-saving advice 60 

• The mobilisation of resources 61 

• Support to an incident 62 

• Multiple calls 63 

• Multiple incidents 64 

• Complex incidents or situations 65 

Fire control command can involve the management of simultaneous incidents and situations.  This 66 

additional complexity means that it is essential that command competence, skills, selection, training 67 

and revalidation processes are applied to fire control commanders. 68 

The key components of the incident command system include: 69 

• Clear, defined and visible lines of command 70 

• Manageable spans of control 71 

• A communications infrastructure 72 

• Appropriate responsibility and authority 73 
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• Clearly defined and understood roles and responsibilities 74 

It is the role of the fire control commander to effectively and safely manage the fire control function 75 

at a tactical level to support the best resolutions to operational incidents and all fire control 76 

activities. It is the role of all fire control personnel to be familiar with the requirements of the fire 77 

control command structure and know how to operate safely and effectively within it. This applies 78 

equally to those who will perform a command role and those who will be operating under the 79 

command of others.  80 

Incident command and support activities start from receipt of the emergency call in fire control and 81 

continue to the conclusion of the incident. 82 

Activities in fire control should be well-organised and controlled. All fire control room personnel 83 

should understand their responsibilities regarding health and safety and must ensure these policies 84 

and procedures are implemented.   85 

Fire control commanders should be aware of becoming overburdened and having too broad a span 86 

of control and should consider the issues of team dynamics to get the best from the resources 87 

available to them. Fire control commanders should be aware of the support that is available to them 88 

and how to request it. 89 

Fire and rescue services have a responsibility to provide their fire control commanders with the 90 

necessary support, training, equipment and resources to effectively apply the incident command 91 

system to any incident or a number of incidents in the fire control environment. 92 

Command skills and the role of the fire control commander 93 

The use of command skills by fire control commanders is important to ensure the effective delivery 94 

of the fire control function. Command skills complement technical skills and knowledge and 95 

understanding of policies and procedures and are essential for the assertive, effective and safe 96 

command of fire control. 97 

It may be appropriate in some circumstances for a fire control commander to use their command 98 

skills, experience and situational awareness to inform their professional judgement and apply  99 

dynamic mobilising strategies if appropriate. Dynamic mobilising may include the augmentation of 100 

the level of response to an incident prior to the arrival of operational crews.  This may be considered 101 

where information is being received indicating incident escalation, the need for additional specialist 102 

resources or the need for additional resources to assist with access.  There may also be occasions 103 

where dynamic mobilising strategies are applied to reduce a response. Further information on this 104 

subject is included within the Hazard ‘Ineffective command of the fire control function’. 105 

Command skills are the social, personal and cognitive skills that come under the heading of human 106 

factors. They enable fire control commanders to function effectively when in command of activities 107 

in the fire control room. The safety-critical command skills are: 108 

• Leadership 109 

• Situational awareness 110 
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• Decision-making  111 

• Interpersonal communication 112 

• Personal resilience 113 

• Teamwork  114 

The fire control environment can be fast-moving and pressurised.  During the early stages of an 115 

incident or situation the fire control commander may need to perform their role with incomplete 116 

information. They should use their knowledge and experience to build their situational awareness of 117 

the incidents and activities that are ongoing and use their command skills proficiently to gather and 118 

interpret information and to plan the use of fire control resources to meet the requirements of 119 

current activity.  120 

Fire and rescue services should recognise the importance of fire control commanders having 121 

effective command skills. With good command skills a fire control commander will have the ability to 122 

successfully apply their technical knowledge to command fire control. When performed well, the 123 

effective use of command skills contributes to safe and effective operations. 124 

For example, when a fire control commander demonstrates assertive, effective and safe leadership 125 

this may result in others trusting their judgement or competence. This will enhance the 126 

communication, co-ordination and co-operation of fire and rescue service personnel or members of 127 

other agencies. 128 

The application of command skills and the implementation of elements of the incident command 129 

system may be regarded equally as control measures to ensure safe and effective incident 130 

command. 131 

Fire control commanders should have a range of qualities, and effectively use command skills, to 132 

deal with the wide-ranging nature of incidents. Effective fire control commanders: 133 

• Are confident and self-aware 134 

• Are well-trained and competent 135 

• Are able to effectively build situational awareness 136 

• Are able to lead, direct and instruct others 137 

• Can communicate effectively 138 

• Are able to plan and implement 139 

• Can apply sound judgement and effective decision-making 140 

• Are able to adapt to changing and challenging situations 141 

• Are calm and controlled 142 

• Are able to instil trust in their team 143 

• Are able to delegate effectively 144 

Fire control commanders should possess the technical knowledge and command skills to underpin 145 
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their judgements, decisions and behaviours. They should be able to adapt their communication style 146 

appropriately in different situations and have the confidence to seek the views of others and 147 

consider them when formulating plans.  148 

The application of these skills is key to a well-run fire control and the effective management of all 149 

fire control activity and will assist incident ground safety and the resolution of incidents.  Services 150 

should have systems in place to support decision-making in fire control to reduce the risk of human 151 

factors affecting safety. 152 

The effective practice of these skills is enhanced within a learning culture that encourages 153 

empowerment and the acceptance of responsibility. This includes systems and processes to actively 154 

monitor the performance of command skills by fire control personnel in training and during all fire 155 

control activities.  156 

Post-incident reviews and safety event investigations should examine the use of command skills by 157 

fire control personnel to highlight the impact of human factors on fire control activity and 158 

operational outcomes. Similarly, a service’s policies and procedures should be consistent with its 159 

approach to fire control command and incident command. Its command ethos should be clearly 160 

articulated to help ensure fire control commanders are aware of the service's expectations. 161 

Selection, training and revalidation of fire control commanders  162 

Fire and rescue services should establish robust selection processes to identify suitable personnel to 163 

be developed for supervisory roles in fire control. The processes should ensure that people who 164 

perform the role of fire control commander are capable of doing so under the expected pressures of 165 

fire control activity and can deal with situations where there is sustained pressure and stress. 166 

Fire and rescue services should ensure they appropriately train, assess and revalidate their fire 167 

control commanders, to ensure they understand and practise the skills they need for the command 168 

of fire control. Fire and rescue services should also equip fire control commanders with the 169 

knowledge that is required to resolve the full range of foreseeable incidents and activities. 170 

Legislation 171 

Fire and rescue services should assure themselves that all relevant legislation and regulations for 172 

their area are considered when developing policies, procedures and training. For further information 173 

on this topic refer to National Operational Guidance: Legislation. 174 

Legislation and regulations may affect operational and fire control decisions; some of the key pieces 175 

for incident command and fire control activity include: 176 

• Fire and Rescue Services Act 2004 177 

• Fire (Scotland) Act 2005 178 

• Fire and Rescue Services (Northern Ireland) Order 2006 179 

• Fire and Rescue Services (Emergencies) (Wales) Order 2007 180 

• Civil Contingencies Act 181 

http://www.legislation.gov.uk/ukpga/2004/21/contents
http://www.legislation.gov.uk/asp/2005/5/contents
http://www.legislation.gov.uk/nisi/2006/1254/contents
http://www.legislation.gov.uk/ukpga/2004/36/contents
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• Civil Contingencies Act (Contingency Planning) Regulations 182 

• Data Protection Act 2018 183 

• Emergency Services (Obstruction) Act 184 

• Emergency Workers (Scotland) Act 185 

• Health and Safety at Work Act 186 

• Health and Safety at Work (Northern Ireland) Order 187 

• Management of Health and Safety at Work Regulations 188 

• Management of Health and Safety at Work Regulations (Northern Ireland) 189 

• Human Rights Act 190 

• Water Resources Act 191 

• Water Environment (Controlled Activities) (Scotland) Regulations 192 

• Water and Sewerage Services (Northern Ireland) Order 193 

• Police and Criminal Evidence Act 194 

• Criminal Procedure (Scotland) Act 195 

• Police and Criminal Evidence (Northern Ireland) Order 196 

PECS Code of Practice 197 

The Public Emergency Call Service (PECS) Code of Practice sets out the methods that are used for 198 

passing emergency calls between the call handling agent and the emergency authority.  Fire and 199 

rescue services should ensure that the content is considered when developing policies, procedures 200 

and training for fire control personnel. 201 

Risk management plan 202 

Each fire and rescue authority must develop their strategic direction through their risk management 203 

plan. To determine the extent of their services, strategic managers will consider their statutory 204 

duties and the foreseeable risk within their area.   205 

Work to identify risk and prepare operational plans should consider all stakeholders, including local 206 

emergency planning groups and the fire and rescue service risk management plan. 207 

Fire and rescue services will decide on the appropriate level of response for the types of calls that it 208 

receives. This may be achieved using a task analysis or similar methodology to determine the 209 

number and type of resources that will be needed for the safe resolution of incidents and will inform 210 

the basis for the pre-determined attendance that is mobilised to incidents by fire control personnel.  211 

It is therefore essential that fire control personnel have an understanding of risk management at this 212 

level. 213 

https://www.legislation.gov.uk/uksi/2005/2042/contents/made
http://www.legislation.gov.uk/ukpga/2006/39/contents
http://www.legislation.gov.uk/asp/2005/2/contents
http://www.legislation.gov.uk/ukpga/1974/37
http://www.legislation.gov.uk/nisi/1978/1039
http://www.legislation.gov.uk/uksi/1999/3242/contents/made
http://www.legislation.gov.uk/nisr/2000/388/contents/made
http://www.legislation.gov.uk/ukpga/1998/42/contents
http://www.legislation.gov.uk/ukpga/1991/57/contents
http://www.legislation.gov.uk/ssi/2011/209/contents/made
http://www.legislation.gov.uk/nisi/2006/3336/contents
http://www.legislation.gov.uk/ukpga/1984/60/contents
http://www.legislation.gov.uk/ukpga/1995/46/contents
http://www.legislation.gov.uk/nisi/1989/1341/contents
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Resourcing 214 

As part of their risk management plan each fire and rescue service should consider the resources 215 

they need to provide the resilient command of the fire control function.  216 

For fire control command the risk management plan may include: 217 

• The role and level at which the fire control function will be commanded 218 

• The number of personnel required for the safe and effective command and operation of the 219 

fire control function 220 

• The types of equipment required to support the fire control command function, such as 221 

incident logs, call supervision and monitoring facilities and access to communications 222 

equipment and appropriate radio talk groups  223 

• The arrangements for increasing the capacity of the fire control function 224 

• The arrangements for enhancing the level of command within fire control and the 225 

circumstances where this may be required, for example during multiple fire survival 226 

guidance situations, major incidents or spate conditions 227 

  228 
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Responsibility of fire and rescue services 229 

Fire and rescue services are responsible, under legislation and regulations, for developing policies 230 

and procedures and for providing information, instruction, training and supervision to their 231 

personnel about foreseeable hazards and the control measures used to mitigate the risks arising 232 

from those hazards. 233 

This guidance sets out to provide fire and rescue services with sufficient knowledge about the 234 

potential hazards their personnel could encounter when carrying out activities within the fire control 235 

function. Fire and rescue services should ensure their policies, procedure and training covers all 236 

hazards and control measures contained in this guidance. 237 

Intra-operability and interoperability 238 

Other agencies may base their expectation of the fire and rescue service response to multi-agency 239 

incidents on the incident command system contained in this guidance. Therefore, adoption of this 240 

guidance will support intra-operability and interoperability.  241 

Using common language and components will ensure fire and rescue services can more effectively 242 

resolve local, cross-border and national incidents. 243 

Intra-operability 244 

Intra-operability is the ability of a fire and rescue service to work with other fire and rescue services. 245 

Clearly defined roles, particularly the specialist roles performed by personnel from dedicated 246 

departments such as fire control or hazardous materials, will support intra-operability and the 247 

establishment of effective command teams.  248 

Risk management plans, and other pre-planning, should consider incidents that may involve working 249 

with the resources or assets of other fire and rescue services, or the National Resilience capabilities. 250 

Interoperability 251 

Interoperability is defined as the extent to which organisations can work together as a matter of 252 

routine.  Multi-agency interoperability is essential for incidents of all sizes. 253 

Interoperability is delivered through the Joint Emergency Services Interoperability Principles (JESIP) 254 

doctrine. Fire and rescue services should be aware of the aspects of interoperability that exist when 255 

identifying, assessing and pre-planning for all incidents they may attend. 256 

In addition to the community risk register, personnel have a wealth of local knowledge of risks or 257 

potential scenarios that would benefit from a multi-agency response. This information may be 258 

contained in Site-Specific Risk Information (SSRI) for example. 259 

It is essential that all components of fire and rescue services, including fire control commanders and 260 

their teams, operational planning departments and incident commanders, identify and liaise with 261 

relevant partner agencies. This ensures that in the event of responding to different incident types, all 262 

agencies are fully aware of the assistance available to maximise operational effectiveness. 263 
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Working together, control rooms start the principles for joint working, playing a vital role in 264 

information gathering and the sharing of situational awareness during incidents.  Fire and rescue 265 

services must ensure that policies, procedures and training for fire control personnel consider JESIP 266 

and the Control Room Supporting Principles of the joint doctrine. 267 

Fire control commanders should ensure that risk critical information is shared with other emergency 268 

control rooms at the earliest opportunity and in accordance with the common agreed principles set 269 

out in JESIP so that shared situational awareness can be established. 270 

As well as the common agreed principles contained within JESIP, there is a legal framework to share 271 

information between responders in an emergency situation. This will generally come from common 272 

law for the saving of life or property, the Crime and Disorder Act or the Civil Contingencies Act. There 273 

may also be formal information sharing agreements (ISAs) between agencies. 274 

Joint Emergency Services Interoperability Principles (JESIP) 275 

The Joint Emergency Services Interoperability Principles (JESIP) Joint Doctrine: The Interoperability 276 

Framework advocates the use of the M/ETHANE mnemonic for information gathering and sharing 277 

between emergency responders, control rooms and other agencies. 278 

This mnemonic should be used when passing information between emergency responders, their 279 

control rooms and other agencies so that shared situational awareness can be established: 280 

• Major incident declared? 281 

• Exact location 282 

• Type of incident e.g. explosion or building collapse 283 

• Hazards present, potential or suspected 284 

• Access – routes that are safe to use 285 

• Number, type and severity of casualties 286 

• Emergency services now present and those required 287 

The broader principles of intra-operability and interoperability at the pre-incident stage are captured 288 

above, and this should be read in conjunction with the Control Room Supporting Principles 289 

contained in the JESIP doctrine. 290 

  291 

https://www.jesip.org.uk/uploads/media/pdf/Joint%20Doctrine/JESIP_Joint_Doctrine_Document.pdf
https://www.jesip.org.uk/uploads/media/pdf/Joint%20Doctrine/JESIP_Joint_Doctrine_Document.pdf
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Hazard – Ineffective command of the fire control function 292 

HAZARD KNOWLEDGE 293 

The fire control commander should possess the appropriate technical knowledge and command 294 

skills in emergency control room management to underpin their judgements, decisions and 295 

behaviours. The absence of these skills and knowledge will have the potential to lead to a lack of 296 

situational awareness and may result in inappropriate decision making, failure to ensure the 297 

mobilisation of appropriate resources and to communicate critical information with the incident 298 

ground and other agencies.   299 

Causes of ineffective command may include: 300 

• Personal factors, such as: 301 

o Insufficient training 302 

o Lack of exposure to a wide range of incident types 303 

o Physiological stress 304 

o Psychological stress 305 

o Failure to effectively use a command skill  306 

• Insufficient, inadequate or incorrect information, for example: 307 

o Incorrect information being passed to fire control personnel  308 

o Incorrect information being passed to an incident ground 309 

o Difficulty in obtaining information from members of the public 310 

o Difficulty in obtaining information from other agencies 311 

• Resource factors, such as: 312 

o Insufficient personnel 313 

o Insufficient or inadequate equipment or technology 314 

o Equipment failure 315 

o Insufficient or inadequate technical support 316 

• External factors, such as: 317 

o Size and complexity of incidents 318 

o Call volumes or multiple incidents  319 

o Unfamiliar or unconventional incident 320 

o Moral pressure to act 321 

o Public pressure to act 322 

• The working environment, including: 323 

o Poor ergonomic conditions 324 
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o Unfamiliar working conditions, for example when working in a fallback environment   325 

o Noise 326 

• Organisational factors, including: 327 

o Ineffective fire control command selection process 328 

o Inadequate policies and procedures 329 

o Ineffective development and preparation of fire control commanders  330 

o Inadequate information management and systems 331 

o Ineffective operational assurance 332 

o Ineffective organisational learning processes 333 

o Inappropriate organisational culture 334 

Ineffective command of the fire control function amplifies the potential impact of the hazards 335 

present which could result in: 336 

• Failure to mobilise appropriate resources 337 

• Delays in attendance at incidents 338 

The impacts of these could in turn result in: 339 

• Harm to people 340 

• Harm to communities 341 

• Damage to or loss of property 342 

• Damage to the environment 343 

• Reputational damage 344 

• Loss of public confidence 345 

Ineffective leadership 346 

If fire control commanders are unable to effectively lead others it will impact on their ability to: 347 

• Command the fire control function safely 348 

• Comply with relevant legislation and regulations 349 

• Instil confidence 350 

• Motivate and inspire others 351 

• Collaborate and co-operate effectively with operational personnel and other emergency 352 

responders 353 

The role of fire control personnel is as risk critical as that of operational personnel. The leadership of 354 

a fire control commander is exercised under pressure and may directly influence the effective 355 

resolution of incidents.  356 

 357 
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Inaccurate situational awareness 358 

Inaccurate or ineffective situational awareness may lead to fire control commanders potentially 359 

overlooking information when they make decisions or implement plans and may delay the sharing of 360 

critical information with operational incident commanders and other responding agencies. Some of 361 

the factors for this occurring include: 362 

• The fire control commander being unable to effectively process information 363 

• The fire control commander being unable to effectively manage information  364 

• Inaccurate information being provided to the fire control commander   365 

• A delay in information being provided to the fire control commander  366 

• Poor or inadequate information provided from an incident ground. 367 

• Poor communication 368 

• Lack of co-operation or co-ordination between personnel or other agencies 369 

If a fire control commander is unable to obtain and maintain their situational awareness this may 370 

affect their ability to: 371 

• Assess risks 372 

• Make decisions 373 

• Develop a plan 374 

• Devise contingency plans 375 

• Determine resource requirements 376 

• Assess the impact to other service activity and the effective operation of the fire control 377 

function  378 

Inappropriate decision-making 379 

Decision-making is a complex skill which is influenced by the situations that confront the individual. 380 

Some decisions are made rapidly with little or no conscious thought, while others involve a conscious 381 

and intensive thought process that compares options and takes time. 382 

Different situations may elicit different decision-making strategies. Poor decision-making may lead to 383 

a deterioration of the fire control function and may be negatively influenced by inaccurate or 384 

ineffective situational awareness, along with other contributory factors. 385 

The decision-making skill of fire control personnel is one of the essential components of effective 386 

command and control in emergency response.  Fire control commanders and the fire control 387 

personnel in their teams may have to make critical decisions involving the application of dynamic 388 

mobilising strategies, by exercising professional judgement to decide on and implement a plan. The 389 

inability or unwillingness of fire control personnel to appropriately implement dynamic mobilising 390 

strategies may prevent an effective response to an incident. Effective use of dynamic mobilising 391 

strategies can provide experiential learning from their use, and through audit and review processes, 392 
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may be used to inform the development of response plans and pre-determined attendances, policies 393 

and procedures, providing shared learning with fire control personnel, incident commanders and 394 

other fire and rescue services.  395 

Fire and rescue services should decide the level at which mobilising decisions including those of 396 

dynamic mobilising are made and ensure appropriate policies, procedures and training for fire 397 

control personnel are in place. It should ensure fire control personnel understand their role and 398 

responsibilities when making mobilising decisions. 399 

The inability to appropriately implement dynamic mobilising strategies may be influenced by: 400 

• Poor communication between the fire control commander and fire control personnel 401 

• Lack of situational awareness 402 

• Lack of ability to make appropriate decisions 403 

• Unfamiliarity with policies and procedures 404 

• Decision inertia 405 

• An organisational culture that does not genuinely empower fire control personnel to apply 406 

dynamic mobilising strategies  407 

• An organisational culture that does not encourage or seek to understand and learn from the 408 

performance and outcomes of incidents 409 

 410 

Ineffective interpersonal communication 411 

The use of interpersonal communication skills affects the way information is received and 412 

understood by others. Fire control personnel should recognise the detrimental impact of ineffective 413 

or poor communication to their teams and the fire control function and apply appropriate skills to 414 

avoid this occurring. 415 

If fire control commanders are unable to communicate effectively with others it will impact on their 416 

ability to: 417 

• Foster trust 418 

• Motivate others 419 

• Gather and share information 420 

• Issue instructions to others 421 

• Ensure compliance with instructions 422 

• Obtain situation reports  423 

• Assess and provide for the needs of other agencies 424 

• Carry out risk assessments 425 

• Brief and debrief others 426 
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• Co-operate and co-ordinate actions with others 427 

 428 

Lack of personal resilience 429 

Personal resilience is the capacity of an individual to cope with stress and fatigue without it affecting 430 

their performance. Both stress and fatigue may have detrimental effects on all aspects of the 431 

performance of fire control personnel, from decision-making and judgement to equipment operation 432 

and communication.  433 

If fire control personnel are unable to manage their stress and fatigue it will impact their: 434 

• Cognitive skills, for example: 435 

o Reduced attention span and situational awareness 436 

o Impaired memory, planning, judgement and decision-making 437 

o Inability to switch strategy 438 

• Motor skills, for example: 439 

o Impaired hand-eye co-ordination 440 

o Impaired timing 441 

• Communication skills, for example: 442 

o Impaired interpersonal communication skills 443 

o Impaired speech 444 

• Social skills, for example: 445 

o Becoming increasingly distracted and irritable 446 

o Becoming less tolerant of others, affecting leadership and teamwork 447 

 448 

Ineffective teamwork 449 

Ineffective teamwork between fire control personnel, the fire control commander or members of 450 

operational and multi-agency teams may lead to: 451 

• A breakdown of trust between team members due to a lack of or poor communication, co-452 

operation or co-ordination 453 

• Mistrust, resulting in conflict 454 

• Inconsistent application of: 455 

o Service policies or procedures 456 

o Joint Emergency Services Interoperability Principles (JESIP) 457 

• Poor quality briefings of team members about a role they are required to perform 458 

• Poor communication and co-operation between team members 459 
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• Poor co-ordination of actions by fire control personnel  460 

• Different levels of situational awareness within a team or between teams, resulting in 461 

different perceptions of an incident or of fire control activity. 462 

• Poor decision-making, including that which is counter-productive to achieving a common 463 

goal 464 

Control measure – Leadership 465 

CONTROL MEASURE KNOWLEDGE 466 

The National Fire Chiefs Council (NFCC) Leadership Framework sets out the importance of leadership 467 

in the broad context of achieving a healthy, enjoyable workplace culture and managing performance 468 

to improve service delivery. The framework consists of four quadrants of leadership: personal 469 

impact, outstanding leadership, service delivery and organisational effectiveness. Fire and rescue 470 

service leaders are expected to be capable of:  471 

• Engaging others  472 

• Leading across boundaries such as functions and other organisations 473 

• Adapting to change 474 

• Using their emotional intelligence  475 

• Dealing with the present and anticipating future trends  476 

• Empowering leadership at all levels 477 

• Promoting and fostering a learning organisation 478 

• Embracing inclusion, diversity and innovation 479 

• Demonstrating compassion while ensuring accountability and improvement 480 

The framework is based on operational and professional expertise. All fire control personnel who 481 

may fulfil the role of fire control commander are leaders of the fire control function. Leadership in 482 

the context of fire control is about the difference made to people affected by the performance and 483 

outcomes of the decisions, actions and behaviours of a fire control commander.  484 

Fire and rescue services should consider their organisational culture and its influence on the 485 

command of fire control, as the leadership relationship begins prior to the receipt of an emergency 486 

call.  The organisational culture can influence behaviours during all states of fire control activity and 487 

in all situations. This may affect the way in which fire control commanders lead their teams and the 488 

way in which personnel respond. Services should also ensure relevant policies reference the factors 489 

of leadership. 490 

An effective fire control commander should understand the influence of the following factors on 491 

their leadership: 492 

• Self-awareness of personal limitations 493 

• Valuing and supporting others 494 

https://www.nationalfirechiefs.org.uk/write/MediaUploads/NFCC%20Guidance%20publications/Workforce/NFCC_Leadership_Framework_Final.pdf
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• Displaying and instilling confidence 495 

• Demonstrating and fostering trust 496 

• Fostering open, two-way communication 497 

• The use of authority and different styles of leadership 498 

• Setting expectations and standards 499 

• Safety leadership 500 

• Competence 501 

Successful leadership means: 502 

• Adopting the appropriate leadership style to suit the situation 503 

• Having the courage and ability to make decisions with incomplete or ambiguous information 504 

when under pressure 505 

• Using technical knowledge and interpersonal communication skills to gather and understand 506 

information, to develop and maintain situational awareness 507 

• Using technical knowledge and interpersonal communication skills to develop and 508 

implement a plan 509 

• Forming teams of the right people with the right expertise to safely resolve an incident or 510 

event 511 

• Using interpersonal communication skills to establish trust between the fire control 512 

commander and the people and teams they engage with 513 

• Using technical knowledge and interpersonal communication skills to inspire and motivate 514 

others 515 

• Collaborating and co-operating effectively with others 516 

• Valuing the contribution of others and looking after their welfare 517 

• Demonstrating safety leadership by setting standards of performance and behaviour 518 

• Displaying confidence and using personal resilience skills to effectively manage stress and 519 

fatigue 520 

• Being responsible and accountable for decisions taken and plans implemented when in 521 

command 522 

• Not being afraid to make or highlight mistakes and using them to learn and improve 523 

 524 

 525 

STRATEGIC ACTIONS 526 

Fire and rescue services should: 527 
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• Establish the fire control command competencies, training, validation and revalidation 528 

required for leadership  529 

• Ensure their organisational culture supports leadership relationships 530 

TACTICAL ACTIONS 531 

Fire control commanders should: 532 

• Understand the factors that influence their leadership 533 

• Use their leadership knowledge, skills and behaviours to instil confidence, foster trust and 534 

manage safety 535 

• Understand how valuing and supporting others, and having open and two-way 536 

communication will contribute to their leadership 537 

• Understand how the influence of using their authority appropriately will contribute to their 538 

leadership 539 

• Understand the factors that influence their leadership 540 

• Apply the most suitable leadership styles to resolve incidents 541 

 542 

Control measure – Situational awareness 543 

CONTROL MEASURE KNOWLEDGE 544 

Situational awareness represents the perception and understanding a fire control commander has of 545 

the activity of the fire control function.  This includes all ongoing incidents, subsequent emergency 546 

calls and the impacts of supporting workloads that result from these and other activities. It also 547 

consists of how the fire control commander anticipates a situation will develop taking into account 548 

their actions. Good situational awareness is fundamental to being able to make effective decisions. It 549 

is important for fire control commanders to ensure when handing over command that the level of 550 

situational awareness is maintained. 551 

The three stages of situational awareness are: 552 

• Information gathering  553 

• Understanding information 554 

• Anticipation 555 

In accordance with the three stages of situational awareness, fire control commanders should: 556 

• Know the typical sources of information available to them; this will assist them to obtain and 557 

maintain situational awareness 558 
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• Be able to interpret the information they have gathered, together with their knowledge and 559 

past experience, into a coherent picture to understand the situation; this process will 560 

continue throughout all aspects of fire control activity  561 

• Be able to anticipate how fire control activity will develop and change based on their 562 

understanding and past experience; in particular, they should be able to predict the impact 563 

of their actions on fire control, incidents and subsequent activity  564 

Fire control commanders need to be aware of the factors that can assist them to obtain and 565 

maintain effective situational awareness. They should understand how to put in place the means to 566 

monitor the fire control environment to detect changes and maintain an accurate understanding of 567 

the situation. This may include the use of: 568 

• An appropriate command structure 569 

• Effective communication  570 

• Command support resources 571 

• Operational assurance 572 

• Active monitoring arrangements 573 

Effective situational awareness ensures that the interpretation reflects the actual situation. Fire 574 

control commanders should be aware of the factors likely to adversely affect their situational 575 

awareness. These may include: 576 

• Stress 577 

• Fatigue 578 

• Biases that affect decision-making, memory recall and interactions with others 579 

• Poor communication, for example unstructured briefs and debriefs 580 

• Excessive spans of control  581 

• Distractions during critical tasks 582 

• Assumptions that are not confirmed as accurate 583 

• Poor information management, for example, a failure to record or validate information 584 

 585 

Information gathering 586 

To accurately perceive a situation a fire control commander should gather and understand 587 

information to enable them to anticipate how a situation may develop and what impact the actions 588 

taken by fire control personnel may have.  589 

The gathering, assessment and provision of risk-critical information by fire control personnel is 590 

essential to ensure the safe resolution of incidents. Command decision-making can be significantly 591 

affected if there is a lack of risk information or where information has not been passed on. The fire 592 

control commander should establish effective communications and awareness of roles within their 593 
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team in order to ensure that information received from an incident ground, other control rooms, 594 

members of the public and other agencies is appropriately shared and recorded on incident logs in a 595 

timely manner. 596 

One of the tasks of the fire control commander is to apply suitable control measures. To be able to 597 

do this they must be able to gather all available information about an incident or event. This is likely 598 

to include information from the pre-planning stage, such as risk information. 599 

Fire control personnel will gather information from a variety of sources to gain accurate situational 600 

awareness. Fire control is the primary source of information for responding personnel and 601 

information gathering begins prior to the arrival of crews at an incident. Fire and rescue services 602 

should ensure that fire control personnel have access to all the available and necessary information, 603 

such as risk information, to assist this process. 604 

The following sources of information should help to inform situational awareness throughout all fire 605 

control activity: 606 

• Incident Logs 607 

• Resource availability systems 608 

• Calls from members of the public 609 

• Personnel: 610 

o Fire control personnel 611 

o Operational personnel   612 

o Subject matter experts  613 

• Other Category 1 and Category 2 responders and control rooms 614 

• Other agencies 615 

• Safety information 616 

• Operational intelligence 617 

• Site-Specific Risk Information (SSRI) 618 

• Site information such as: 619 

o Layout plans 620 

o Evacuation strategies 621 

o Emergency plans 622 

• Environmental forecasting tools such as: 623 

o UK Met Office weather forecasting  624 

o UK Met Office Fire Severity Index  625 

o Environment Agency flood information and river/sea levels 626 

o Scottish Environment Protection Agency information 627 
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o NIDirect flood maps 628 

• Information and briefings provided by Local Resilience Forums 629 

• Audio and visual equipment, including: 630 

o Closed-circuit television (CCTV) 631 

o Aerial resources such as helicopters, satellites and drones (classified as a type of 632 

unmanned aircraft system by the Civil Aviation Authority) 633 

o Technologies allowing the streaming of video footage from callers, other responders 634 

and FRS personnel 635 

o Call Recordings 636 

 637 

Social media may provide a useful source of information, however the reliability of the information 638 

should be questioned and checked for accuracy. 639 

Visual equipment such as CCTV and aerial resources is only of benefit if the downlink is available and 640 

accessible for fire control personnel to view when gathering information about the incident. 641 

The type of information that may be obtained includes: 642 

• Previous incident history at the location 643 

• The development of the incident  644 

• Numbers and locations of people missing or unaccounted for 645 

Sources of information may need to be referred to at any time during all fire control activities to 646 

ensure the information is still relevant and up to date. The accuracy of all information should be 647 

assessed and confirmed where possible, prior to using it for decision-making. Incident logs should be 648 

used to record the information gathered.  649 

There may be barriers to information gathering, including: 650 

• The reliability of information received from callers 651 

• Failure of technology, such as telecommunications 652 

• Lack of availability of resources, such as audio or visual systems 653 

Contingency arrangements should be considered and put in place for the failure of technology or the 654 

lack of availability of resources. 655 

Other barriers to information gathering may be due to the inability to communicate effectively with 656 

callers. This includes those who may: 657 

• Be affected by the incident and showing signs of distress or confusion 658 

• Have disabilities that impair communication 659 

• Not have English as their first language 660 

 661 
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Situational awareness responsibilities for all personnel 662 

As fire control personnel carry out their tasks, they may gain new information about hazards or risks. 663 

Each person has a responsibility to record this information on incident logs, to inform the fire control 664 

commander, and to ensure it is relayed to operational incident commanders as appropriate.  This 665 

new information may affect incident plans and the safety of people, property or the environment. 666 

Therefore, it is important that fire control personnel are aware of their responsibilities for identifying 667 

hazards and assessing risk, to support accurate situational awareness. 668 

Fire control personnel should be aware of the additional facilities available to them when handling 669 

emergency calls, such as interpreting services or geographical location tools. Fire control personnel 670 

should also be able to identify when additional call handling support is needed and how to alert the 671 

fire control commander, another supervisory manager or competent team member. 672 

Remote situational awareness 673 

Fire control commanders are remote from the incident and should therefore consider the reliability 674 

of elements contributing to their situational awareness.  They should question any assumptions they 675 

have and constantly review the accuracy of their situational awareness, taking into consideration 676 

factors such as messages received from the incident ground, information received from other 677 

category 1 and category 2 responders and the consistency and reliability of information being 678 

received from callers.  679 

Intra-operability 680 

There may be situations where other fire controls receive emergency calls for another fire and 681 

rescue service, for example during spate conditions resulting from extreme weather conditions or a 682 

major incident.  Fire control commanders should be aware of the methods for managing these 683 

situations and for communicating situational awareness and critical information with fire controls 684 

that may be receiving such calls. 685 

Interoperability 686 

Control rooms play a vital role in managing the early stages of a multi-agency incident. Swift and 687 

concise communication with other Category 1 control personnel is essential for the sharing of 688 

situational awareness. It is therefore important that a dialogue between control room supervisors is 689 

established as soon as possible.  Fire and rescue services should ensure that methods for the joint 690 

sharing of situational awareness are established and that fire control personnel are aware of JESIP 691 

Control Room Supporting Principles.  Fire and rescue services should also consider the provision of 692 

joint training activities with Police, Ambulance and Maritime and Coastguard Agency control 693 

personnel. This guidance should be read in conjunction with the JESIP Joint Doctrine – Edition Two 694 

and the JESIP Control Room Supporting Principles. 695 

  696 
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STRATEGIC ACTIONS 697 

Fire and rescue services should: 698 

• Establish the fire control command competencies, training, validation and revalidation 699 

required for situational awareness 700 

• Establish methods for the sharing of situational awareness between fire control personnel 701 

and other Category 1 responder control rooms 702 

• Ensure fire control personnel have access to sources of information that can inform 703 

situational awareness 704 

• Ensure fire control personnel have access to resources that can assist them to manage 705 

information in support of situational awareness 706 

• Establish appropriate contingency arrangements for the failure of technology or the lack of 707 

availability of resources that support situational awareness 708 

• Ensure fire control personnel have access to methods of communicating with callers who 709 

cannot understand questions or instructions, or provide information in support of situational 710 

awareness 711 

• Consider how technology may assist fire control personnel to obtain and maintain their 712 

situational awareness 713 

• Consider providing joint training activities for fire control personnel and other Category 1 714 

responder control personnel 715 

TACTICAL ACTIONS 716 

Fire control commanders should: 717 

• Ensure that appropriate methods are used to share situational awareness with other 718 

Category 1 responder control rooms 719 

• Ensure that appropriate methods are used to share situational awareness with other fire 720 

control rooms 721 

• Confirm any assumptions made are accurate to support situational awareness 722 

• Organise fire control resources to minimise distractions and assist with information 723 

management in support of situational awareness 724 

• Use situational awareness to evaluate the potential consequences of a range of actions 725 

• Maintain situational awareness and identify changes through active monitoring 726 

• Regularly brief and debrief others in a structured manner to support situational awareness 727 

• Ensure situational awareness is maintained when transferring command 728 

• Consider using alternative methods to overcome communication barriers when gathering 729 

information in support of situational awareness 730 
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All fire control personnel should: 731 

• Gather information from available sources to gain accurate situational awareness; this may 732 

require having appropriate and accessible equipment or technology in place 733 

• Use appropriate methods to share situational awareness with other Category 1 responder 734 

control rooms 735 

• Validate and record information appropriately in support of situational awareness 736 

• Provide all relevant information on a timely basis to the fire control commander to support 737 

accurate situational awareness 738 

 739 

Control measure – Decision-making 740 

CONTROL MEASURE KNOWLEDGE 741 

Fire control commanders need to have the ability to make sound decisions based on the elements 742 

that make up an individual incident, as well as having an accurate overall interpretation of the 743 

activity within the control room. 744 

Decision-making is essential to the development and implementation of plans in fire control. The 745 

environment within fire control is at times fast-moving with competing demands and will be subject 746 

to multiple incidents and situations all requiring simultaneous decision-making processes. Plans are 747 

formed out of a number of decisions beyond deciding what will be done, including how it will be 748 

done, in what order and who will do it. 749 

Decision-making is a fundamental command skill which can have far-reaching consequences. The 750 

ability to make sound decisions, based on the characteristics of an event or situation which can be 751 

dynamic and time-pressured, requires an accurate, overall interpretation of the situation. Sound 752 

decisions lead to assertive, effective and safe command of the fire control function. Sound decision-753 

making will support positive outcomes in all aspects of fire control command, for example: 754 

• Health and safety  755 

• Fire control management 756 

• Incident management 757 

• Confidence and trust in their leadership 758 

• Situational awareness  759 

• Interpersonal relationships 760 

• Teamwork  761 

• Interoperability: co-operation, co-ordination and communication 762 

• Confidence 763 

• Personal resilience  764 
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Decision-making, like any complex skill, needs practice and understanding. Fire and rescue services 765 

should ensure they prepare fire control commanders and fire control personnel by providing ample 766 

opportunity for them to practice and develop this critical skill.  The inclusion of fire control 767 

commanders and their teams in fire service exercises will support this learning and development 768 

through practical application. 769 

Fire control commanders make decisions in relation to a wide variety of issues throughout all aspects 770 

of fire control activity. These include: 771 

• Identifying problems 772 

• Assessing risks 773 

• Identifying and prioritising objectives 774 

• Deciding tactical priorities 775 

• Developing and communicating a plan 776 

• Active monitoring 777 

It is important to acknowledge that decision-making processes and traps apply to all decision 778 

makers. Decision-making happens in fire control, at the incident ground, and by other agencies. It is 779 

critical that all decision makers are aware of this and the impact that each can have on the other. 780 

Decision-making strategies 781 

There are a number of decision-making processes that fire control commanders may use to reach 782 

decisions. They can be broadly grouped into two main strategies: 783 

• Intuitive decision-making, which may include conditioned processes and recognition primed 784 

decision-making 785 

• Analytical decision-making, which may include rule selection, option comparison and 786 

creating new solutions 787 

The difference between the two main types is the time and effort it takes to make a decision. 788 

Intuitive decision-making is fast and invoked without consciously thinking. It may be driven by cues 789 

and clues that can automatically and directly trigger a decision or response. Analytical decision-790 

making is consciously done and takes time and effort to do, as it involves developing and comparing 791 

a number of options based on knowledge, understanding and past experience of the situation. 792 

  793 
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Decision traps 794 

Decisions made by fire control commanders may be subjected to a number of decision traps. A 795 

decision trap can be described as an errant thought process that can lead to an incorrect decision 796 

being made; this may result in a situation worsening. The intuitive decision-making process is subject 797 

to biases; this process can be affected by stress that can impair a number of thought processes.798 

Uncertainty can be a stressor for fire control commanders of which there are two main types:  799 

• Intra-incident uncertainty: uncontrollable characteristics of an incident or situation; sources 800 

of uncertainty can include: 801 

o Too much information 802 

o Insufficient information 803 

• Extra-incident uncertainty: characteristics of the command system beyond the incident or 804 

situation and outside of the control of the fire control commander; sources of uncertainty 805 

can include: 806 

o Insufficient depth of understanding about the roles of others 807 

o Limited provision of information about inter-agency arrangements 808 

Decision inertia is one type of decision trap and uncertainty has been linked to this redundant 809 

deliberation to decide to take action or not because of anticipated negative consequences. 810 

There are a number of other types of decision traps that may make decisions in fire control less 811 

effective, including when: 812 

• A decision does not fit with the objectives, tactical priorities or incident plan 813 

• A decision is made on the basis of part of the situation, such as a cue or a goal, while not 814 

taking account of the overall picture 815 

• A decision is based on the wrong interpretation 816 

• There is decision aversion 817 

• There has been a failure to actively monitor and review the situation 818 

 819 

Decision control process 820 

Fire control personnel are responsible for the decisions they make. They should be able to provide 821 

reasoned justifications for what they did and why. This is supported by the use of the decision 822 

control process (DCP). The process also assists in mitigating against the likelihood of falling into a 823 

decision trap. 824 

The DCP is scalable. It can be applied to basic decisions made for a task or problem. It can also scale 825 

up for use in planning the response and support to multiple incidents. It complements the Joint 826 

Emergency Services Interoperability Principles (JESIP) Joint Decision Model for multi-agency decision-827 

making, particularly for assessing risk and developing a working strategy. 828 

http://www.jesip.org.uk/joint-decision-model
http://www.jesip.org.uk/joint-decision-model
http://www.jesip.org.uk/joint-decision-model
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Evidence shows that decisions are not always made in a linear way, as represented in other decision-829 

making models. The DCP recognises this to support practical decision-making within the fire control 830 

environment. 831 

Under some circumstances, decision makers will respond rapidly and directly to an element of the 832 

situation, moving from situation assessment to action. This may happen when a cue prompts an 833 

intuitive decision. The DCP takes account of the way people naturally make rapid decisions. It 834 

presents some safeguards against potential decision traps. It also accounts for the slower and more 835 

reflective analytical type decision processes where plans are explicitly formulated.  836 

The way an individual will make a decision may not be consciously selected. It depends on a number 837 

of factors related to the situation, perceived and actual time pressures, and the command role 838 

adopted. For example, a senior commander planning the resolution of a large-scale incident may be 839 

more likely to reach a decision using an analytical process. Time constraints and the type of calls 840 

being received will impact the way fire control personnel may reach decisions. For example, initial 841 

mobilising decisions need to be made rapidly and often with limited information, however when 842 

deciding on the actions to be taken to fulfil relief crew requirements or operational cover moves, 843 

more time can be taken to reach decisions and to put appropriate plans in place.  844 

The process consists of four stages that are actively monitored. These are: 845 

• Situation; incident intelligence 846 

• Plan; based on situational awareness 847 

• Decision controls; rapid mental check that decision is appropriate and safe 848 

• Action; implementation of plan 849 

 850 
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Figure: Decision control process 851 

Fire control commanders should actively monitor and evaluate the situation and ensure their plan 852 

remains suitable and is making progress in accordance with expectations.  853 

Situation 854 

All commanders base their decisions on the way they interpret a situation. Good situational 855 

awareness is key to understanding the situation in a coherent way and helps to predict likely 856 

developments. By assessing the situation, the fire control commander can understand the current 857 

characteristics and details of an incident, event or situation and consider the desired end state. 858 

Fire control commanders should continually assess the situation to support an accurate awareness, 859 

reviewing their plan and the information used to formulate it. They should gather relevant 860 

information while making the best use of the time available, including: 861 

• Incident information: 862 

o The current situation 863 

o What led to the current situation 864 

o How the situation might develop 865 

• Resource information: 866 

o The available resources 867 

o The resources required to deal with the current situation 868 

o What resources will be required, based on the expectations of how the situation  will 869 

develop 870 

• Risk information 871 

o The hazards 872 

o Who is at risk 873 

o What is at risk 874 

o What control measures can be used 875 

o What the potential benefits of a course of action are 876 

Fire control commanders should identify the fire control resources currently available to them and 877 

those likely to be required to deliver the fire control function safely and effectively. Appropriate 878 

methods to increase the capacity of the control room should be considered, implemented and 879 

managed in a timely way. The time it will take for additional fire control personnel to arrive, or for 880 

the implementation of alternative call handling arrangements should be considered when 881 

developing plans, and available resources should be managed effectively at all times. 882 

There are technological resources that can directly support situational awareness and assist with 883 

decision-making, including specialist software such as those available via weather forecasting 884 

services, environmental and government agencies. 885 
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For specific incident types, events or situations, early identification of the need and requests for 886 

specialist advice or assistance may be advantageous.  887 

Plan 888 

After assessing the situation, the fire control commander should consider the plans needed. They 889 

should understand the current situation and the factors that are affecting fire control activity. From 890 

this they can identify their objectives and develop a plan. 891 

 Their plans may include: 892 

• The objectives and goals for the incident, event or situation 893 

• The priorities of the fire control function 894 

• The call handling resources available 895 

• The levels of skills and experience of fire control personnel 896 

• Welfare arrangements for fire control personnel 897 

• Information received from operational incidents 898 

• How personnel are going to achieve the priorities 899 

• Whether specialist assistance will be required 900 

• What equipment or additional processes will be required 901 

• The expected outcome and timings 902 

• Contingency arrangements 903 

Plans should be regularly reviewed and updated based on active monitoring of how effectively  904 

objectives are being met. Active monitoring should be used to evaluate the situation to ensure plans 905 

remain suitable and are making progress in accordance with expectations. 906 

Plans should be adapted in accordance with changes if there are unexpected developments in the 907 

incident, event or situation, or in the overall fire control activity.  908 

Planning and review  should be done in conjunction with the incident commander and command 909 

support officers to ensure that it is understood whether incident ground requirements are being 910 

met. 911 

Decision controls 912 

Decision controls represent a safety mechanism to guard against decision traps within the decision 913 

control process. They build in reflective thinking ahead of decisions being made and support fire 914 

control commanders in ensuring they understand: 915 

• Why they want to make the decision 916 

o The goals it links to 917 

o The rationale 918 
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• What they expect to happen 919 

o Anticipate the likely outcome of the action, in particular the impact on the objective 920 

and other activities 921 

o How the incident, event or situation will change as a result of the action 922 

o What cues are expected 923 

• Whether the benefits are proportional to the risks 924 

o Consider whether the benefits of proposed actions justify the risks that would be 925 

accepted 926 

Action 927 

This involves implementing the decisions that have been made. Wherever feasible, decision controls 928 

should be applied before this phase, or as soon as possible afterwards. This applies whether decision 929 

makers move to Action from Plan, or directly from Situation assessment. The two elements of this 930 

phase are: 931 

• Communicate the outcomes of the decision effectively, by issuing instructions and sharing 932 

information; this may also involve providing updates on the situation, on progress, or other 933 

information about what is happening at an incident 934 

• Control how the activities are implemented to achieve the desired outcomes; This may 935 

require delegating responsibility where this will help increase or maintain control 936 

Active monitoring 937 

Fire control personnel should actively monitor and evaluate the situation, including progress being 938 

achieved, to ensure their situational awareness remains accurate.  The fire control commander 939 

should ensure this takes place and that situational awareness is shared. 940 

Fire control commanders should consider whether their plans are suitable, sufficient and safe; they 941 

should consider and question any areas of uncertainty, especially where they have made 942 

assumptions. An active monitoring process by fire control commanders and their teams is essential 943 

to aid situational awareness during ongoing incidents.  944 

Progress information should be considered, including:  945 

• Actual progress: what progress has actually been made 946 

• Expected progress; how does this compare to the expected progress 947 

• Predicted progress; what further progress is predicted 948 

• Comparison of what happened to what was envisaged to happen; what is now predicted 949 

Operational assurance arrangements can help maintain accurate situational awareness. Due to the 950 

limitations of available personnel in fire control, operational assurance activities may not be feasible 951 

during incidents, however they should be considered during incident management where possible.  952 

Operational audits in fire control may provide a source of information for learning both within the 953 
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fire control function and in the wider fire and rescue service, however, in order to be effective they 954 

should be carried out by personnel who are appropriately trained to assess and monitor the 955 

performance of others. 956 

For further information refer to Corporate guidance for operational activity: Operational audits. 957 

 958 

Dynamic Mobilising 959 

Dynamic mobilising is a concept that deals specifically with the use of professional judgement by fire 960 

control personnel when deciding on the level of response that is mobilised to an incident based on 961 

the information being received. It is defined as ‘the ability to achieve the best match between 962 

incident need and resources available at the earliest opportunity to ensure those in need receive a 963 

safe and appropriate service’.   964 

Fire and rescue services should be aware that dynamic mobilising is terminology that may also be 965 

adopted by some suppliers of mobilising systems to describe technologies that use automatic vehicle 966 

location systems to identify and propose a resource for mobilisation.  This is distinct from the use of 967 

the term in this guidance.  Dynamic mobilising in this context refers to the professional judgment 968 

and human intervention made by fire control personnel based on intelligence being received from 969 

emergency callers and other agencies. 970 

Fire and rescue services will decide in advance on the appropriate level of response for each incident 971 

type that it can foreseeably anticipate attending. The level of response will be decided based on a 972 

task analysis or similar methodology that assesses the number and type of resources that it needs 973 

for the safe resolution of incidents.  This information provides the initial predetermined attendance 974 

that is used within the mobilising system.  It is therefore essential that fire control personnel 975 

understand this process and select the most appropriate incident type based on the type of call and 976 

the information gathered.  This will form the basis of their risk assessment when deciding on the 977 

level of response to be mobilised.  978 

Dynamic mobilising enables fire control personnel to utilise all available information at the point of 979 

call to decide upon the most appropriate response according to the risk.  As more information is 980 

obtained from callers and other responding agencies the fire control commander should assess the 981 

situation and may alter or amend the level of response or pre-determined attendance and initial 982 

mobilising decisions.  Accurate situational awareness and continuous assessment is essential to 983 

ensure the most appropriate response. 984 

Most situations that fire control personnel  are faced with are not unique and are foreseeable. In 985 

managing incidents, fire control commanders use their own experience and knowledge of guidance, 986 

pre-determined attendances, response plans and action plans, together with that of fire control 987 

personnel and the operational command team. Fire and rescue services should ensure that fire 988 

control personnel are sufficiently aware of policies and procedures, and the capability of the 989 

available resources. 990 

In all situations where dynamic mobilising strategies are used it is essential that the rationale for the 991 

decision and any subsequent decisions and actions is recorded on the incident log and the fire 992 
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control commander informed at the earliest opportunity.  993 

Fire control personnel may also consider reallocating resources already en route to an incident when 994 

the new incident type is of a higher priority.  In this situation it is essential that the fire control 995 

commander is informed, that the resource is replaced, and the incident log is completed with the 996 

decision-making rationale.   997 

When overseeing the implementation of dynamic mobilising strategies, the fire control commander 998 

should consider:  999 

• Level of skills and experience of fire control personnel tasked with the mobilisation of 1000 

resources 1001 

• Supervision needs of fire control personnel 1002 

• Location of available resources 1003 

• Travel time of resources to the incident  1004 

• Access to the incident  1005 

• Any additional or conflicting information received from emergency callers 1006 

• The availability and location of specialist equipment 1007 

• The need for specialist skills and expertise 1008 

• Tactical and other specialist advisers 1009 

• Police, Ambulance and other Category 1 and Category 2 responders 1010 

Operational discretion 1011 

Operational discretion relates to unusual circumstances where strictly following an operational 1012 

procedure would be a barrier to resolving an incident, or where there is no procedure that 1013 

adequately deals with the incident.  When incidents occur for which no policy exists and that require 1014 

fire control personnel to make innovative or unorthodox decisions, it is essential that the decision-1015 

making rationale is recorded and all appropriate actions are taken.   1016 

These actions should include: 1017 

• The informing of the fire control manager  1018 

• The informing of the incident commander 1019 

• The informing of other officers responsible for operational events such as duty officers 1020 

• Recording of the decision-making rationale  1021 

• Recording of all resulting actions 1022 

Fire and rescue services should foster an organisational and operational culture that encourages and 1023 

empowers the appropriate use of dynamic mobilising strategies and operational discretion in fire 1024 

control. The aim should be to instil confidence in fire control commanders to share their 1025 

experiences, and to value the lessons learned. Services should ensure that all personnel understand 1026 

why it may be appropriate for dynamic mobilising strategies and operational discretion to be applied 1027 

by fire control personnel. 1028 

Fire and rescue services should develop their fire control personnel by testing their personal 1029 

resilience and decision-making under pressure; appropriately using both of these command skills is 1030 

essential when applying dynamic mobilising strategies and operational discretion.  1031 
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The application of dynamic mobilising strategies and operational discretion may assist with local, 1032 

regional or national learning; for further information refer to National Operational Learning: Good 1033 

practice guide for fire and rescue services. Fire control commanders should be prepared to 1034 

participate in reviews of policies and procedures following the application of operational discretion. 1035 

  1036 

https://www.ukfrs.com/sites/default/files/2019-02/Good%20Practice%20Guide%20V2.1.pdf
https://www.ukfrs.com/sites/default/files/2019-02/Good%20Practice%20Guide%20V2.1.pdf
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 1037 

Joint decision-making  1038 

Decision-making during incidents may also be carried out by other responders. At multi-agency 1039 

incidents the Joint Emergency Services Interoperability Principles (JESIP) Joint Decision Model is the 1040 

process that emergency responders have agreed to use for joint decision-making. 1041 

In addition to the fire and rescue service decision control process, the joint decision model aims to 1042 

determine: 1043 

• If there is a common understanding and position on the situation and response held by the 1044 

multi-agency team of commanders 1045 

• If the collective decision is fit for purpose for each of the commanders 1046 

 1047 

Figure: JESIP joint decision model 1048 

The decision control process supports the JESIP joint decision model. Commanders use the decision 1049 

control process to develop their incident plan, which will then be shared with other agencies when 1050 

applying the joint decision model. Agencies will jointly agree the multi-agency objectives, with each 1051 

having an understanding of their role in achieving these. 1052 

These multi-agency objectives will need to be translated into actions and incorporated in each 1053 

service’s incident response plan. Fire incident commanders will consider these collective objectives, 1054 

and consider the tactical priorities and operational tactics required, integrating them into their 1055 

incident plan using the decision control process. 1056 

The JESIP Control Room Supporting Principles provide the framework for the sharing of situational 1057 

http://www.jesip.org.uk/joint-decision-model
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awareness between control rooms, and the mechanism for the setting up of multi-agency 1058 

interoperable voice communications.  Once established, multi-agency talk-groups or other methods 1059 

such as conference calls will allow responding commanders and control rooms to share situational 1060 

awareness and the decisions made. 1061 

Decision logs 1062 

It is essential that fire and rescue services consider the methods of recording the decisions made in 1063 

fire control.  1064 

It is the role of fire control personnel to record all actions carried out and decisions taken in fire 1065 

control in connection with the incidents managed. The electronic incident log generated by the 1066 

mobilising system provides an adequate method for recording actions and decisions, however fire 1067 

and rescue services may also consider the use of separate decision logs in some circumstances, for 1068 

example during business continuity events.  1069 

Electronic incident logs generated by mobilising systems should be maintained and updated, 1070 

recording key events and actions in addition to the recording of all messages and routine incident 1071 

activity. The electronic incident log provides a method of accurately maintaining a time-stamped 1072 

record of the actions taken by fire control personnel, however this should be considered when 1073 

recording decisions and decision-making rationale. The time the decision was actually taken, and by 1074 

whom, should also be recorded.   1075 

Fire and rescue services may consider the configuration of the incident narrative log to provide 1076 

methods for inputting information that identifies the type of message.  This will aid information 1077 

management during an incident and provide a clear record to review in the post-incident phase. 1078 

The incident log should record all decisions made which influence an incident, even if there is 1079 

uncertainty over how important a decision might turn out to be.  It is important to record the 1080 

rationale behind each decision and the context in which it was made as it can be very difficult to 1081 

recall this context once time has passed. This will help those who may examine the decision-making 1082 

process in the future.  1083 

The entries to the incident log must include: 1084 

• The time that the decision was taken 1085 

• A description of the decision and the rationale behind it 1086 

• A description of other options that were available and why these were discounted 1087 

• The name of the person or people making the decision – if it was a shared decision the 1088 

names of all involved in the decision-making should be included 1089 

• Resulting actions including who the decision was shared with or communicated to 1090 

The incident log provides: 1091 

• An accurate, ‘at the time’, record of decisions made, including those where no action is 1092 

taken 1093 

• An audit trail of decisions, along with the reasons for making them based on the information 1094 

available at the time 1095 
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• A record of new information or changes in the situation 1096 

• A record of the actions taken relating to the incident 1097 

• A record of risk-critical information from other services or agencies 1098 

• A way of helping the handover between fire control personnel 1099 

To support the recording of decision-making rationale during larger or more complex incidents, fire 1100 

and rescue services may consider providing fire control officers in charge with access to 1101 

technological solutions such as body worn cameras or voice recorders.  Fire and rescue services may 1102 

also consider using voice recording methods included within fire control mobilising systems to allow 1103 

fire control personnel to capture their decision-making rationale.  Information from such devices 1104 

may then be retained and accessed in line with the fire and rescue service’s own data retention and 1105 

information management policies. Fire and rescue services may also consider providing fire control 1106 

personnel with additional loggist training to support them in identifying and appropriately recording 1107 

the decisions made. 1108 

The information recorded within incident and decision logs and voice recording systems provides 1109 

post-incident debriefs with a decision-making audit trail to review, enabling lessons to be learned 1110 

from an incident and providing effective feedback to aid operational improvement.  1111 

There may be occasions where fire control comamnders or fire control personnel are called upon to 1112 

provide evidence at formal inquiries or legal proceedings.  This may be as a result of their 1113 

involvement during a major incident or because of the nature of an emergency call and the 1114 

circumstances of the situation. It is therefore vital that all material relating to an incident, including 1115 

audio recordings, handwritten notes and records of debriefs, are retained in accordance with the fire 1116 

and rescue service’s data retention policies. 1117 

All incident and decision logs and audio recordings, including material relating to other incidents 1118 

ongoing at the time, will be admissible as evidence in any subsequent criminal, inquisitorial or 1119 

coronial process that follows.  Care should therefore be taken to ensure that appropriate language is 1120 

used and that accounts are written in such a way that they will be understood at a later date. 1121 

Further information regarding attendance at coroners court, public inquiry or the equivalent can be 1122 

found in:  1123 

• Corporate guidance for operational activity – Legal proceedings. 1124 

• Fires and Firefighting – Attendance at coroners court (or equivalent)  1125 

STRATEGIC ACTIONS 1126 

Fire and rescue services should: 1127 

• Establish fire control command competencies, training, validation and revalidation required 1128 

for decision-making, including the application of dynamic mobilising strategies and 1129 

operational discretion 1130 

• Establish appropriate methods for carrying out operational assurance activities in fire control 1131 
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• Ensure that policies, procedures and training for fire control personnel consider the Joint 1132 

Emergency Services Interoperability Principles (JESIP) Joint Decision Model 1133 

• Ensure that policies and procedures are sufficiently flexible to support the application of 1134 

dynamic mobilising strategies in fire control 1135 

• Review operational policies and procedures and share any lessons learned post-incident and 1136 

following the application of dynamic mobilising strategies and operational discretion 1137 

• Have appropriate systems in place that enable fire control commanders to record the 1138 

reasons and rationale that support their decision-making 1139 

• Consider the provision of technological solutions to support the recording of decisions made 1140 

and their rationale 1141 

TACTICAL ACTIONS 1142 

Fire control commanders should: 1143 

• Make decisions that support the responsibilities of the fire and rescue service including the 1144 

safety of personnel, other responders and the public 1145 

• Select appropriate actions by applying the decision controls to avoid decision traps 1146 

• Develop and communicate plans for the delivery of the fire control function to relevant 1147 

personnel 1148 

• Regularly review, update and communicate changes to plans 1149 

• Use appropriate technology to support their decision-making 1150 

• Identify the fire control resources currently available to take immediate action, and request 1151 

those likely to be needed to fulfil the activities of fire control 1152 

• Use incident or decision logs to contemporaneously record the rationale for the decisions 1153 

made during all incidents 1154 

• Consider applying dynamic mobilising strategies to achieve the best match between incident 1155 

need and resources available  1156 

• When applying dynamic mobilising strategies , ensure all personnel know what actions are 1157 

being taken and why  1158 

• Participate in reviews of operational policies and procedures following the application of 1159 

dynamic mobilising strategies or operational discretion 1160 

All fire control personnel should: 1161 

• Be aware of the different types of decision-making processes, and the factors that may 1162 

influence which process they are likely to adopt 1163 

• Use appropriate methods to record their actions, decisions and decision-making rationale 1164 

• Use incident typing to support consistent and sound decision-making when mobilising 1165 

resources to incidents 1166 
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• Identify the operational resources currently available to take immediate action  1167 

Control measure – Interpersonal communication 1168 

CONTROL MEASURE KNOWLEDGE 1169 

Good interpersonal communication skills are essential for effective fire control command; 1170 

communication is the tool used by commanders to facilitate many aspects of their role. 1171 

Interpersonal communication skills are used to transfer information between fire control 1172 

commanders and other people. Effective use of these skills will ensure that what is said and 1173 

emphasised is supported by the way it is said and the body language of the speaker. 1174 

Communication can be a direct one-way process such as an order, which may need to convey a 1175 

sense of urgency. Communication can be a simple two-way process that involves an exchange of 1176 

information; effective interpersonal communication skills can be used to ensure that the information 1177 

received has also been understood, by using active listening and confirmatory questions. 1178 

Effective communication between fire control commanders and others is of primary importance in 1179 

fire control. The quality of communication moderates the degree to which people communicate, co-1180 

operate and co-ordinate with each other. 1181 

Effective interpersonal communicators should: 1182 

• Actively listen to others 1183 

• Communicate with clarity and confidence 1184 

• Adopt the most appropriate communication style for the situation 1185 

• Verify information communicated to them to avoid making assumptions 1186 

• Avoid barriers to effective communication 1187 

• Ensure their verbal and non-verbal communication aligns 1188 

• Check for confirmation of understanding 1189 

Fire and rescue services should be aware that the culture of their organisation can influence 1190 

behaviours.  This may affect the way in which fire control officers in charge communicate with others 1191 

and the way in which personnel respond. 1192 

The manner in which a fire control commander communicates may affect the perception of them in 1193 

terms of their competence, confidence and trustworthiness. This perception can influence the 1194 

actions and behaviours of others, which may impact on several important aspects of command, 1195 

including: 1196 

• How information is managed  1197 

• How information is received by others 1198 

• The quality and frequency of information that is shared with incident commanders and 1199 

responding agencies 1200 
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• The transfer of command 1201 

• The extent of personal, team and organisational learning from incident reviews 1202 

Fire and rescue services should reference the important characteristics of effective interpersonal 1203 

communicators in relevant policies.  1204 

When transferring command, briefing or debriefing, fire control commanders should communicate 1205 

clearly and concisely, following a recognised structure. This assists others to engage, follow and 1206 

understand the information and to identify when something may have been inadvertently omitted. 1207 

Fire control officers in charge should check the other person's understanding of important 1208 

communications to ensure there is a shared understanding of the information. 1209 

STRATEGIC ACTIONS 1210 

Fire and rescue services should: 1211 

• Establish the fire control command competencies, training, validation and revalidation 1212 

required for interpersonal communication skills 1213 

• Ensure their organisational culture supports the use of good interpersonal communication 1214 

between all personnel 1215 

TACTICAL ACTIONS 1216 

Fire control commanders should: 1217 

• Use interpersonal communication skills and behaviours to demonstrate their competence, 1218 

instil confidence, and foster trust with others 1219 

• Value and support others to establish open, two-way communication to gather and share 1220 

information using interpersonal communication skills 1221 

• Using interpersonal communication skills, apply the most appropriate communication style 1222 

to suit the audience or situation 1223 

• Use interpersonal communication skills when communicating objectives, priorities and 1224 

tactics to be adopted to resolve an incident or situation 1225 

• Provide regular situation updates to all responders by using interpersonal communication 1226 

skills and protocols, such as M/ETHANE 1227 

• Apply interpersonal communication skills and use a recognised structure when transferring 1228 

command, briefing or debriefing 1229 

Control measure – Personal resilience 1230 

CONTROL MEASURE KNOWLEDGE 1231 

Stress is caused by a mismatch between the demands placed on an individual and their ability to 1232 

cope. Fire control officers in charge are exposed to a variety of potential sources of stress, including 1233 

stressors associated with chronic and acute stress. 1234 
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Chronic stress may occur when there are long-term demands and pressures over which an individual 1235 

believes they have no control. This can include work life or organisational factors, such as shift 1236 

patterns, workload or culture. It can also include private life factors, such as relationships or 1237 

bereavement. 1238 

Acute stress may occur when there are short-term demands and pressures associated with recent or 1239 

on-going events. This includes the decision-making, planning and communication skills expected of 1240 

fire control commanders. Stressors can also result as a consequence of the working environment, for 1241 

example, uncertainty, rapidly changing situations or exposure to traumatic events.  1242 

Fire control commanders should understand the difference between chronic and acute stress. They 1243 

should know the causes, symptoms, and effects on performance of fatigue and chronic and acute 1244 

stress. 1245 

Appropriate levels of acute stress benefit performance as it increases alertness, but excessive acute 1246 

stress will adversely affect cognitive performance, and sustained periods can lead to fatigue. Mental 1247 

and physical fatigue are associated with feelings of tiredness and weakness and may affect physical 1248 

and cognitive skills. 1249 

The impact of stressors on performance is not inevitable. Instead, it depends on an individual’s 1250 

capacity to cope with them; their personal resilience. Personal resilience consists of an individual’s 1251 

evaluation of potential stressors and their access to coping strategies to manage them. Personal 1252 

resilience may be thought of as the capacity of an individual to cope with stress and fatigue without 1253 

it affecting their performance. 1254 

Fire control commanders should understand what affects their personal resilience and capacity to 1255 

cope with stress and fatigue. Factors that enhance personal resilience include: 1256 

• Experience of fire control command 1257 

• Workload management  1258 

• Training which ensures aspects of performance are automated 1259 

• Perception of the predictability and controllability of stressors 1260 

• Confidence 1261 

• Positive outlook  1262 

• Social support 1263 

• Physical fitness 1264 

Fire control commanders need to recognise the signs and symptoms of stress and fatigue in order to 1265 

know when they are beginning to affect their performance and that of others. They need to know 1266 

and understand what actions to take before stress or fatigue begins to reduce performance, in order 1267 

to maintain safety. This may include: 1268 

• Creating time to think 1269 

• Maintaining an effective span of control 1270 
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• Resting, rehydrating and eating 1271 

• Recording thoughts and information for use later 1272 

• Actively monitoring time 1273 

• Consulting with others 1274 

Fire and rescue services should ensure post-incident reviews and safety event investigations 1275 

explicitly consider the impact of stress and fatigue on fire control commanders, incident 1276 

commanders, operational and fire control personnel, and others involved. 1277 

STRATEGIC ACTIONS 1278 

Fire and rescue services should: 1279 

• Establish the command competencies, training, validation and revalidation required for 1280 

personal resilience 1281 

• Ensure post-incident reviews and safety event investigations consider the impact of stress 1282 

and fatigue on fire control personnel 1283 

TACTICAL ACTIONS 1284 

Fire control commanders should: 1285 

• Manage their working environment and workload to mitigate the effects of stress and 1286 

fatigue, and to optimise their personal resilience 1287 

• Recognise the symptoms of stress and fatigue in themselves and others and the negative 1288 

affect they may have on performance, by understanding the varying levels of personal 1289 

resilience 1290 

• Implement actions that will reduce the effects of stress and fatigue on themselves and 1291 

others before performance is affected, based on the varying levels of personal resilience 1292 

Control measure – Teamwork 1293 

CONTROL MEASURE KNOWLEDGE 1294 

A team may be defined as two or more people with clearly defined roles temporarily working 1295 

together interdependently toward achieving a common goal that exceeds individual or 1296 

organisational goals.  1297 

Fire control commanders take on the role of team leader in fire control in order to create their 1298 

command structure and team and to exercise their leadership skills. To support teamwork during 1299 

incidents fire control commanders and fire control personnel should be considered to be part of the 1300 

operational team or wider multi-agency team and should receive appropriate updates and briefings 1301 

in a timely manner. 1302 

Fire control commanders will need to use their teamwork skills to lead fire control personnel based 1303 

on their priorities and the demands of fire control activity. These include: 1304 
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 1305 

• Communicating effectively to establish and maintain trust between themselves and other 1306 

team members 1307 

• Co-operating with operational incident command team members and the team members of 1308 

other agencies 1309 

• Co-ordinating the actions of their team and also with those of teams on the incident ground 1310 

and in other agencies 1311 

• Supporting others to carry out their role or task 1312 

Effective teamwork is essential for the safe resolution of incidents; it is also essential when intra-1313 

operability or interoperability is in use. Fire control commanders should know and understand how 1314 

different elements of team working can affect team performance. They should recognise that 1315 

effective teamwork enables the consistent application of service and JESIP policies and procedures. 1316 

Teamwork engages team members, gains their commitment, and can contribute to lower levels of 1317 

stress. It also facilitates intra-operability between fire and rescue services, and interoperability 1318 

between other emergency services and responders.  1319 

Fire control commanders should understand the different responsibilities of the roles they may 1320 

assign to personnel, such as radio operator or emergency call taker. To support teamwork and 1321 

communication with the incident ground they should also understand operational command and 1322 

specialist roles, such as tactical advisers and fire investigators 1323 

Fire control commanders should be aware of the stages of team formation. The fire control 1324 

commander will usually know their team members, however there may be occasions when they are 1325 

required to form a team with people they are not familiar with, and so should ensure effective 1326 

communication with individuals to understand their levels of experience, knowledge and skills in 1327 

order to avoid their team management being compromised.   1328 

Teamwork in the wider context of the relationship between fire control and incident grounds should 1329 

also be considered. Working relationships and practices will be strengthened through the 1330 

engagement, commitment and trust of all team members and the understanding of their roles. 1331 

Fire control commanders may also be required to form part of a multi-agency team during complex 1332 

or major incidents, or during spate conditions, particularly during the early stages of an incident until 1333 

a senior fire control manager or operational commander can assume the role.  During this phase the 1334 

fire control commander may be required to form or join a team using technologies such as radio talk 1335 

groups or conference call facilities.  JESIP Control Room Supporting Principles describe the elements 1336 

of interoperability between control rooms and fire control personnel should be familiar with the 1337 

doctrine. 1338 

Fire control commanders should understand the roles, responsibilities and capabilities of other 1339 

emergency services and of other agencies who respond to incidents, such as local authorities. It is 1340 

likely that a fire control commander will not know the other members of a multi-agency team or be 1341 

familiar with their experience, knowledge and skills, however it is essential that they use effective 1342 

teamwork and communication techniques to foster a positive working relationship. 1343 

Fire control commanders should recognise the importance of trust between themselves and 1344 
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members of their team, and of the wider operational team or multi-agency team members, 1345 

especially when team members are unknown to them. Under such circumstances establishing trust 1346 

is paramount, for example, in each other’s abilities to perform their respective roles. 1347 

Fire control commanders should recognise how effective communication and co-operation benefits 1348 

teamwork. They should understand the impact trust has on co-operation, co-ordination and 1349 

communication and in turn the affect these may have on shared situational awareness and decision-1350 

making. 1351 

All fire control personnel should be prepared to function effectively as a team member and to 1352 

perform an appropriate role within the command structure. 1353 

STRATEGIC ACTIONS: 1354 

Fire and rescue services should: 1355 

• Establish the fire control command competencies, training, validation and revalidation 1356 

required for teamwork 1357 

TACTICAL ACTIONS: 1358 

Fire control commanders should: 1359 

• Form their command structure in accordance with the priorities and demands of an incident 1360 

or situation 1361 

• Communicate effectively with members of their team, incident command teams and with 1362 

multi-agency team members to engender trust 1363 

• Support the members of their team, incident command teams or multi-agency teams in 1364 

accordance with their individual or organisational needs 1365 

• Co-operate with members of their team, incident command teams or with multi-agency 1366 

team members 1367 

• Co-ordinate the actions of their team in support of their plan 1368 

• Co-ordinate fire control actions and tasks with those of other emergency services and 1369 

agencies to support a multi-agency plan 1370 

  1371 
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Hazard – Overwhelmed emergency call handling capacity 1372 

HAZARD KNOWLEDGE 1373 

As part of their risk management plan each fire and rescue service should consider the fire control 1374 

resources they need to mobilise to an incident to support effective incident resolution and 1375 

command, and to fulfil all foreseeable activity required of the fire control function. 1376 

However, there may be occasions where the call volume and subsequent workloads being 1377 

experienced in fire control exceed the capacity of the personnel immediately available.  This can 1378 

happen when fire control personnel leave the control room for welfare breaks or planned activities 1379 

such as training or personal development. It can also happen as a result of unexpected spate or spike 1380 

call volume conditions.  1381 

The ability of fire control commanders to effectively manage emergency calls and mobilise resources 1382 

may be key to the success or failure of an incident commander’s strategy or plan to resolve 1383 

incidents. Any failure or delay in the mobilisation of sufficient and appropriate personnel, 1384 

equipment, specialist skills and other agencies to an incident may: 1385 

• Delay operational intervention 1386 

• Increase the risk to the public, including people at risk and casualties 1387 

• Reduce the safety of personnel or other emergency responders 1388 

• Result in loss of or damage to property 1389 

• Have a detrimental effect on the environment 1390 

• Affect the reputation of the fire and rescue service 1391 

• Impact on levels of public confidence 1392 

• Delay community recovery 1393 

 1394 

The ability of the fire control commander to select the most appropriate method to manage the 1395 

situation using the options available to them is therefore essential to ensure the resilient delivery of 1396 

the fire control function. 1397 

  1398 
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 1399 

Control measure – Additional call handling capacity: Fire control personnel 1400 

CONTROL MEASURE KNOWLEDGE  1401 

As no two situations are the same it is imperative that fire control commanders are able to correctly 1402 

identify the resources available to them to take immediate action and should begin assessing the 1403 

need to apply measures to augment call handling capacity where possible as soon as call volumes 1404 

begin to increase. 1405 

Their assessment, which may give an indication of the required resources, should be based on the 1406 

number and type of calls being received, the predicted duration of incidents and likelihood of 1407 

incidents being protracted, together with other ongoing operational incidents and fire control 1408 

activity. 1409 

Fire control commanders should have a thorough knowledge of the methods of achieving increased 1410 

call handling capacity and of how to select appropriate methods. 1411 

The methods of achieving increased call handling capacity may include: 1412 

• Recall of on duty fire control personnel from welfare breaks 1413 

• Recall of on duty fire control personnel from training or other activities 1414 

• Recall of off-duty fire control personnel 1415 

• Requesting assistance from other suitably trained and competent personnel 1416 

• Consideration of the use of buddy emergency call handling arrangements  1417 

• Consideration of the use of call filtering methods by Call Handling Agents (BT) 1418 

• Consideration of the use of call redistribution methods by Call Handling Agents (BT) 1419 

The fire control commander should be aware of the number and location of on duty fire control                                                                    1420 

personnel and the methods for recalling them to fire control from welfare breaks or other activities.  1421 

In addition, the fire control commander should be aware of the location and availability of other 1422 

suitably trained and competent personnel, such as fire control personnel carrying out supporting day 1423 

duties roles that do not form a part of the duty shift or watch. 1424 

When assessing levels of fire control activity and related workloads it is essential that the fire control 1425 

commander takes into consideration the welfare of fire control personnel and puts measures in 1426 

place for sufficient rest and meal breaks to be taken, giving consideration to any interruptions to 1427 

breaks as a result of increased workloads. 1428 

During sustained periods of increased activity, such as during spate conditions resulting from 1429 

extreme weather, or a major incident, where it can be predicted that increased fire control capacity 1430 

is required beyond that immediately available, the fire control commnader may consider recalling off 1431 

duty fire control personnel.  When selecting this option, the time that it will take for additional fire 1432 

control personnel to arrive should be considered.   1433 
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Where advance notice is received of extreme weather or other conditions where increased 1434 

emergency call volume can be predicted, the fire control commander should ensure their 1435 

management teams are made aware so that emergency call handling capacity can be assessed and 1436 

increased in advance if necessary. 1437 

STRATEGIC ACTIONS 1438 

Fire and rescue services should: 1439 

• Establish the command competencies, training, validation and revalidation required for 1440 

additional call handling capacity 1441 

• Provide methods of recall of on-duty fire control personnel and other suitably trained and 1442 

competent personnel 1443 

• Consider providing methods of recall of off-duty fire control personnel and other suitably 1444 

competent personnel 1445 

• Identify personnel who are competent to carry out emergency call handling 1446 

• Ensure methods are in place to obtain intelligence for events or situations that may increase 1447 

emergency call volumes 1448 

• Ensure methods are in place to increase call handling capacity during events or situations 1449 

that may increase emergency call volumes 1450 

TACTICAL ACTIONS  1451 

Fire control commanders should: 1452 

• Have an awareness of the options available for increasing emergency call handling capacity 1453 

• Select the most appropriate method to recall fire control personnel and other suitably 1454 

personnel 1455 

• Consider the welfare needs of fire control personnel when planning call handling capacity 1456 

Control Measure – Additional call handling capacity: Emergency call redistribution 1457 

CONTROL MEASURE KNOWLEDGE  1458 

Fire control commanders should be aware of the methods of emergency call redistribution and how 1459 

these may affect their command and management of fire control. 1460 

Fire and rescue services should ensure contingency arrangements are made for the redistribution of 1461 

emergency calls during periods of increased demand such as spate or spike conditions or a major 1462 

incident. These arrangements may include a buddy arrangement with another emergency service for 1463 

the handling of emergency calls. 1464 

The term ‘buddy’ is defined as ‘a pre-nominated fire control room to be used by the call handling 1465 

agent for the distribution of calls in times of unexpected pressure’ (PECS Code of Practice 2020).  The 1466 

call handling agent (BT) will automatically divert calls to the buddy if unanswered by the home 1467 
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control room for a defined period.  1468 

The extent of the support that a buddy arrangement provides may vary, but all will allow for 1469 

emergency call taking and the transfer back to the home control of emergency call data. 1470 

Where mobilising systems are suitably linked or other systems provided, it may be possible for the 1471 

redistribution of emergency calls to a buddy without the intervention of the call handling agent. 1472 

It is essential that the fire control commander is aware of any such arrangements and can identify 1473 

when calls are being handled by a buddy emergency control room. They must ensure the 1474 

mobilisation of resources is carried out and that the buddy is informed of any specific advice or 1475 

survival guidance to be passed to emergency callers. 1476 

During periods of exceptionally high demand the number of emergency calls may exceed the 1477 

capacity of the home fire control and the buddy arrangement. In such instances the call handling 1478 

agent may redistribute emergency calls to emergency control rooms beyond the prenominated 1479 

buddy arrangement, and this may include passing calls to Police and Ambulance control rooms.  1480 

When this becomes necessary the call handling agent will inform the home fire control using their 1481 

critical contact number. The fire control commander should then consider the use of national and 1482 

regional talk groups to share situational awareness, which will include but is not limited to, any 1483 

change in survival guidance. 1484 

The call handling agent may also use the critical contact number if there are extended delays in calls 1485 

being answered by fire control or where there are delays and they have an exceptionally critical call 1486 

waiting. 1487 

STRATEGIC ACTIONS 1488 

Fire and rescue services should: 1489 

• Establish the command competencies, training, validation and revalidation required for 1490 

additional call handling capacity: emergency call redistribution 1491 

• Provide the call handling agent with a critical contact number for fire control  1492 

• Consider the use of buddy arrangements to manage the redistribution of emergency calls 1493 

• Provide the call handling agent with details of buddy arrangements 1494 

• Provide access for fire control personnel to regional and national talk groups 1495 

TACTICAL ACTIONS 1496 

Fire control commanders should: 1497 

• Understand the emergency call redistribution methods that may be used by the call handling 1498 

agent and when they may be used 1499 

• Understand the buddy arrangements in place and the process for receiving or handing back 1500 

incident data 1501 
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• Identify when emergency calls are being handled by another fire control or other emergency 1502 

control 1503 

• Ensure situational awareness and any change to advice is shared with the prenominated 1504 

buddy and other emergency control rooms 1505 

• Ensure situational awareness is shared with operational incident commanders 1506 

• Ensure all appropriate mobilising actions are carried out for emergency calls handled by a 1507 

buddy or other emergency control room 1508 

• Consider the use of national and regional talk groups to share situational awareness and any 1509 

change to advice with other controls 1510 

Control Measure – Changes to call handling procedures by the call handling agent 1511 

CONTROL MEASURE KNOWLEDGE  1512 

The Public Emergency Call Service (PECS) Code of Practice deals with the method of handling 1513 

‘999/112’ public emergency telephone calls between the call handling agents and the emergency 1514 

authorities. In addition to the procedures that will be followed when connecting calls to emergency 1515 

control rooms, PECS also provides information regarding contingency arrangements. Fire and rescue 1516 

services should therefore consider the PECS Code of Practice when developing policies, procedures 1517 

and training for fire control personnel. 1518 

In the event of excessive call volumes as a result of spate or spike conditions or a major incident  1519 

the Call Handling Agent may be able to provide assistance including the redistribution of emergency 1520 

calls received via 999/112 to a prenominated buddy control room, or by applying agreed call-filtering 1521 

questions. 1522 

The call handling agent may be contacted to assist with call queue or filtering arrangements and a 1523 

statement agreed between fire control and the call handling agent for the duration of the incident or 1524 

event in question.   1525 

For example, on connecting a call the call handling agent may agree to say: “(EA name) is very busy 1526 

with calls relating to (incident details) at (location).  I will try to connect you”.  1527 

If specifically requested by a fire control trying to prioritise calls, for example where many flood-1528 

related calls are being received, the call handling agent may agree to ask further simple questions 1529 

before connection in an effort to filter-out non-emergency cases on behalf of the fire control room. 1530 

STRATEGIC ACTIONS 1531 

Fire and rescue services should: 1532 

• Establish the command competencies, training, validation and revalidation required for 1533 

changes to call handling procedures by the call handling agent 1534 

• Consider the PECS Code of Practice when developing policies, procedures and training for 1535 

fire control personnel 1536 

• Provide contact numbers for the Call Handling Agent with the appropriate level of priority 1537 
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• Provide information on the facilities available through Call Handling Agents (BT) for call 1538 

filtering and redistribution 1539 

TACTICAL ACTIONS 1540 

Fire control commanders should: 1541 

• Understand the additional call management assistance methods offered by the call handling 1542 

agent 1543 

• Consider the use of additional call management assistance methods offered by the call 1544 

handling agent 1545 

• Understand how to contact the call handling agent to request additional call management 1546 

assistance 1547 

Hazard – Ineffective management of fire control  1548 

HAZARD KNOWLEDGE 1549 

Communication 1550 

Communication can be ineffective or fail when information is not shared at the right time or is not 1551 

understood by the receiver. This can lead to: 1552 

• Incorrect or inappropriate information being used to assess a situation, resulting in: 1553 

o Poor individual situational awareness 1554 

o Inconsistent shared situational awareness 1555 

o A faulty perception of events unfolding 1556 

o Wrong decisions being taken for the actual situation 1557 

• Failure to co-ordinate team activities, causing task conflicts between personnel or other 1558 

agencies 1559 

• 'Freelancing' because of a breakdown in leadership and confidence 1560 

• Increased risk of accidents because risk-critical information is not shared or understood 1561 

Throughout all aspects of communication, fire and rescue services and their employees need to be 1562 

aware of the potential for misuse of information, and mindful of the legal requirements placed on 1563 

them, by legislation such as the Data Protection Act and the Freedom of Information Act. 1564 

Spans of control 1565 

Unless spans of control are maintained at manageable levels, fire control commanders may be 1566 

overloaded with information, which may impact on: 1567 

• Gaining effective situational awareness 1568 

• Appropriate decision-making 1569 
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• Effective communication 1570 

• Ability to maintain effective command of fire control 1571 

Methods of sectorisation may be considered to support effective communication, effective fire 1572 

control command and the management of activities and tasks. 1573 

Control measure – Effective communication 1574 

CONTROL MEASURE KNOWLEDGE 1575 

Fire control commanders usually manage multiple incidents at any given time. They will lead their 1576 

teams to manage and support multiple incidents and situations while also undertaking other fire 1577 

control activities.  Effective communication within the fire control team and with the incident 1578 

grounds they support is therefore essential. 1579 

Effective communication is fundamental to achieving successful and safe resolution of incidents. In 1580 

fire control, it provides the fire control commander with knowledge about incidents, the situation 1581 

and progress of tasks. Obtaining accurate and timely information is crucial to underpin situational 1582 

awareness and subsequent decision-making. It helps the fire control commander perform their role 1583 

in a confident and determined manner and to ensure that all incidents and associated fire control 1584 

activities are supported safely and effectively. 1585 

Communication also plays a vital role in co-ordinating activities, completing tasks and handover of 1586 

command. Sharing accurate and timely information is also critical for helping others to have a 1587 

common understanding of the situation, what is happening and what needs to happen next. Even 1588 

the most effective plans will only work if the people putting them into practice understand them. 1589 

As well as exchanging information, good communication helps to build relationships between 1590 

people. These relationships are important so that people are effective when they carry out their 1591 

tasks to resolve the incident. Fire control commanders should be aware that effective 1592 

communication is essential for good leadership and makes it easier for people to follow instructions, 1593 

understand briefings and have confidence in what is being stated. 1594 

Effective communication should: 1595 

• Provide information that is: 1596 

o Clear 1597 

o Relevant and concise 1598 

o Timely 1599 

• Be easily understood 1600 

• Be delivered confidently 1601 

• Include active listening 1602 

• Ensure verbal and non-verbal communications are aligned 1603 

• Ensure assumptions are questioned 1604 



51 
 

Key principles should be considered in maintaining an effective communication strategy in fire 1605 

control: 1606 

• That information received in support of incidents and shared with an incident ground is 1607 

accurate, appropriate and timely 1608 

• That information is obtained from a reliable and credible source, or if not that it is checked 1609 

and verified 1610 

• That information received from an incident ground is recorded accurately using incident logs  1611 

• That appropriate methods of communicating information are used if there are security 1612 

implications, or the need to relay sensitive or distressing information 1613 

• The appropriate recipients are provided with relevant information, via a suitable method 1614 

• The relevance of the information 1615 

A good flow of information is essential to ensure the effective management of fire control activities.   1616 

The fire control commander should ensure they: 1617 

• Gather information, issue instructions and receive situation reports 1618 

• Ensure that information received is understood, including differences in terminology 1619 

• Challenge information to confirm that it is current and valid 1620 

• Identify conflicting information and confirm what is correct 1621 

• Issue instructions to personnel 1622 

• Receive situation reports from all incidents or ongoing activities 1623 

• Assess and provide for the needs of other agencies 1624 

• Brief personnel about the tasks they need to perform  1625 

• Thoroughly brief personnel to share any safety critical information 1626 

For multi-agency incidents the M/ETHANE message protocol should be used to exchange 1627 

information about the incident with other responders and agencies’ control rooms.  1628 

Fire control commanders should ensure suitable arrangements for communications with operational 1629 

incidents are established and maintained. At an incident it is usually the role of command support 1630 

under the guidance of the incident commander to establish arrangements for communications, 1631 

which will include communication with fire control.  1632 

The fire control commander should consider the extent of the communications required to meet the 1633 

activities of fire control, and this may include: 1634 

• Ensuring effective communication and information flow between fire control personnel 1635 

• Maintaining communications links with incidents grounds. 1636 

• Ensuring radio channels and call signs are correctly assigned 1637 

• Establishing communications with other agencies 1638 
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• Establishing communications with other control rooms  1639 

• The use of talk groups 1640 

• Requesting the support of a communications tactical adviser 1641 

• Ensuring effective communication with other officers and personnel not at an incident 1642 

ground 1643 

• Ensuring the JESIP Control Room Supporting Principles are prioritised appropriately during 1644 

multi-agency incidents 1645 

Effective handover 1646 

Ensuring there is an effective handover between fire control commanders is a crucial step in the 1647 

handing over of command. It is an important stage in the formation of the new fire control 1648 

commander’s situational awareness, which will be partially based on the situational awareness of 1649 

the current commander and will be further developed from the range of information that will be 1650 

gathered. Failure to conduct an effective handover can lead to poor situational awareness and can 1651 

result in inappropriate or ineffective decisions being made. 1652 

There may be occasions where a more senior fire control manager or operational officer is called 1653 

upon and who may decide to take command.  In such situations they should be briefed on current 1654 

situational awareness by the fire control commander.  Where command of the fire control room is 1655 

handed over this should be made clear by both parties and incident logs updated where appropriate. 1656 

Fire control commanders should ensure an effective handover at the change of each shift and that 1657 

fire control personnel are appropriately briefed. This may be achieved by one-to-one handover 1658 

between fire control personnel, team briefing or other suitable method, but must ensure that 1659 

information and situational awareness are shared effectively while also maintaining the activities of 1660 

the fire control function. 1661 

Handovers should include: 1662 

• Information on all ongoing incidents including command structure and communication lines 1663 

• The most recent M/ETHANE messages received for ongoing incidents 1664 

• Information on any other incidents which may have or require additional actions or which 1665 

may generate social media or other interest from members of the public 1666 

• Information on the resources currently deployed to incidents 1667 

• Information on operational cover including resources at standby locations 1668 

• Information on any other local, regional or national resources in use 1669 

• Information on reports made to National Resilience Fire Control via the reporting tool 1670 

• Information on any specific plans or arrangements for emergency call management 1671 
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STRATEGIC ACTIONS 1672 

Fire and rescue services should: 1673 

• Ensure methods are in place for effective handover of fire control command 1674 

• Ensure there is resilience in operational communication strategies and equipment 1675 

• Test the compatibility of communications equipment, systems and processes with 1676 

neighbouring fire and rescue services and other agencies 1677 

• Ensure that they have appropriate communications systems in place between fire control 1678 

and incidents 1679 

• Have contingency arrangements for reinstating operational communication, in the event of 1680 

equipment or strategy failure 1681 

TACTICAL ACTIONS 1682 

Fire control commanders should: 1683 

• Ensure communication with incident grounds is maintained  1684 

• Ensure the exchange of information about the incident with the incident ground in a timely 1685 

way 1686 

• Ensure regular situation updates are provided to all responders 1687 

• Ensure appropriate updates via the national reporting tool 1688 

• Establish resilient telecommunications with other responding agencies and consider talk 1689 

groups 1690 

• Deliver clear, concise and timely briefings to personnel 1691 

• Ensure the M/ETHANE message protocol is used to exchange information about the incident 1692 

with other responders  1693 

• Provide an effective handover when handing over command 1694 

• Receive an effective handover when taking over command 1695 

• Ensure an effective handover between fire control personnel  1696 

• Ensure that an accurate record of information received is maintained 1697 

Control measure – Organisation of the fire control function 1698 

CONTROL MEASURE KNOWLEDGE 1699 

Managing and supervising fire control personnel is an essential part of the safe system of work that 1700 

encompasses all aspects of fire control activity. Incident command in the fire control context allows 1701 

the fire control commander to adapt and to organise the resources available to them to deal with 1702 

incidents safely and effectively.  1703 
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The incident command system provides the fire control commander with a framework to structure 1704 

and organise fire control activity in a controlled manner.  It is essential that the fire control 1705 

commander carries out a continuous review of progress to maintain their situational awareness and 1706 

that measures to support communication and the sharing of information are put in place.  Taking 1707 

these steps will prevent the fire control commander from becoming overloaded with information, 1708 

which supports effective situational awareness and decision-making. This way the fire control 1709 

commander can maintain control under conditions of high pressure and rapid change. 1710 

The fire control commander should carry out continuous review and assessment of fire control 1711 

workloads to organise their team effectively, taking into account the welfare needs of fire control 1712 

personnel and the availability of additional support.  1713 

Sectorisation 1714 

Understanding the span of control concept is important when managing a large amount of activity 1715 

and information. The fire control commander will usually be managing multiple incidents at any 1716 

given time, and they may have a large team of fire control personnel passing information to them 1717 

about different incidents or needing to gain their attention. Fire control commanders should 1718 

prioritise the designation and delegation of specific tasks, communicating clearly and confirming 1719 

understanding.   1720 

To maintain manageable spans of control fire control commanders may consider methods of 1721 

implementing sectorisation when planning the activities of the fire control function.  A simple form 1722 

of sectorisation may be achieved by allocating a task to specific fire control personnel.  For example, 1723 

two team members could be tasked with working through an action plan for an incident.  In a more 1724 

complex situation, they might deal with the allocation of a response to batches of incidents during 1725 

spate conditions.  The designation of such tasks can support an effective reporting structure.  Where 1726 

possible the designation of responsibilities should be identified as part of an operational plan, 1727 

however it is acknowledged that in some circumstances it is not possible to pre-plan. Any form of 1728 

sectorisation in fire control should only be used if necessary and fire control commanders should 1729 

keep the structure as simple as possible.  In doing so, the potential barriers to the flow of 1730 

information between the fire control commander, fire control personnel and operational incident 1731 

commanders is reduced.   1732 

The use of buddy emergency call handling arrangements may provide an additional method of 1733 

sectorisation.  The extent of what can be achieved will depend on the type of buddy arrangements 1734 

and available technology.  When considering the use of buddy arrangements as a form of 1735 

sectorisation it is essential that appropriate methods of communication and resource mobilisation 1736 

are agreed between partners and the effectiveness of the plan is monitored throughout the event or 1737 

situation. 1738 

Sectorisation may not be achievable due to reduced numbers of fire control personnel, for example 1739 

in fire controls where team sizes are smaller.  In such instances it is essential that the fire control 1740 

commander makes an early assessment of the workload, selecting the most appropriate method to 1741 

manage the situation. 1742 

Even when tasks are delegated, the fire control commander remains responsible for overall incident 1743 

management. They should remain focused on command and control, the use of resources, incident 1744 
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planning and the co-ordination of any sectorisation or delegation and designation of tasks. 1745 

To support the scope of the work of fire control, fire and rescue services need to identify the roles 1746 

likely to be performed by fire control personnel. These will include the level of skills and appropriate 1747 

responsibilities for each fire control role and function. 1748 

Establishing joint working protocols with neighbouring and buddy fire and rescue services, and other 1749 

agencies, may help to support the sectorisation or designation of tasks during a larger scale or multi-1750 

agency incident. To ensure the flow of information and sharing of situational awareness, fire control 1751 

personnel should also be aware of operational command team roles and functions and establish 1752 

single points of contact through which information can be easily and quickly relayed. 1753 

 1754 

STRATEGIC ACTIONS 1755 

Fire and rescue services should: 1756 

• Consider establishing joint working protocols with neighbouring and buddy emergency 1757 

controls 1758 

• Identify the roles and competencies required to deliver the fire control function 1759 

TACTICAL ACTIONS 1760 

Fire control commanders should: 1761 

• Organise fire control using appropriate structure and personnel 1762 

• Establish sectorisation or designation of tasks appropriate to the type, size and complexity of 1763 

the incident or situation 1764 

• Ensure fire control personnel understand the roles assigned to them and the allocation of 1765 

tasks 1766 

• Ensure that single points of contact with operational command teams for the sharing of 1767 

information are established 1768 

Control measure – Specialist advice 1769 

CONTROL MEASURE KNOWLEDGE 1770 

The types of incident or situation that are reported to fire control are many and varied, and as it is 1771 

not possible for the fire control commander to have an in-depth knowledge of all types of incident, 1772 

they may need to request advice from another member of their team, fire control manager, 1773 

operational personnel, subject matter expert or tactical advisor. It is therefore essential that fire 1774 

control commanders can recognise such situations and select the most appropriate solutions.  1775 

The extent and urgency for requesting specialist advice will be dictated by the type and complexity 1776 

of the incident or situation. The amount, quantity and quality of information required will depend on 1777 

the incident or situation. Fire and rescue services need to provide fire control personnel with 1778 
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accurate and current information. 1779 

Subject matter expert 1780 

A subject-matter expert (SME) is a person who is an authority in a particular area or topic. Fire 1781 

control commanders should ensure, so far as practicable, that the individual is an expert in the 1782 

relevant field. 1783 

Subject matter adviser 1784 

Subject matter advisers (SMA) are members of the fire and rescue service who regularly work with 1785 

National Resilience capabilities. The SMA will provide detailed tactical capability advice to an 1786 

incident commander.  1787 

Tactical adviser 1788 

Fire control commanders can request the support of tactical advisers (TacAds); they are trained and 1789 

recognised specialists with specific references within local or National Resilience capabilities. They 1790 

are available to provide advice and support to any incident irrespective of location. However, their 1791 

usual role is within their host fire and rescue service or control room. 1792 

A tactical adviser has in-depth knowledge from a business and organisational perspective, which can 1793 

significantly enhance performance when shared with others. 1794 

Tactical advisers are currently available from the following fields: 1795 

• National Inter-agency Liaison Officer (NILO) 1796 

• Urban search and rescue (USAR) 1797 

• High volume pumps (HVP) 1798 

• Flood response 1799 

• Hazardous materials 1800 

• Chemical, Biological, Radioactive, Nuclear (explosive) (CBRN(e)) 1801 

• Radiation protection 1802 

• Marine 1803 

• Wildfires 1804 

• Waste fires 1805 

• Communications 1806 

• Fire investigation 1807 

When consulting a tactical adviser or other qualified person, the fire control commander should 1808 

ensure that their decision-making rationale and any following actions and information is recorded 1809 

within the incident log. 1810 

When nominating individuals to receive specialist training fire and rescue services should consider 1811 
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the nomination of fire control managers in the specific fields that may enhance the resilience of the 1812 

fire and rescue service and the service that the fire control function provides, such as NILO and 1813 

Communications Tactical Adviser roles.  This will also provide an enhanced level of support to 1814 

operational incident commanders and to other agencies during major incidents and periods of joint 1815 

organisational working. 1816 

STRATEGIC ACTIONS 1817 

Fire and rescue services should: 1818 

• Develop arrangements and protocols with identified sources of specialist advice 1819 

• Consider nominating fire control subject matter experts to appropriate tactical adviser roles 1820 

• Maintain the details of sources of specialist advice and know how to request their 1821 

attendance 1822 

• Ensure personnel are aware of the types of specialist advice available 1823 

TACTICAL ACTIONS 1824 

Fire control commanders should: 1825 

• Understand when and how to request specialist advice 1826 

• Ensure specialist advisers are fully briefed on the aims and objectives for the incident or 1827 

situation 1828 

• Check for understanding of the advice received, and record if appropriate 1829 

• Ensure incident logs are updated with all actions and decisions 1830 

• Ensure information is shared with the incident commander when appropriate  1831 

Control measure – Command roles and responsibilities 1832 

CONTROL MEASURE KNOWLEDGE 1833 

It is important to have clearly-defined command roles and responsibilities for all incidents and 1834 

situations in fire control. 1835 

The declaration of a major incident may instigate the requirement for additional resources from 1836 

multiple agencies and hence additional strategic management which would be established both at 1837 

an incident ground and at remote locations and this may have an impact upon the roles and 1838 

responsibilities within fire control. Following the declaration of a major incident the fire control 1839 

commander may be required to participate in briefings or conference calls, and so may delegate the 1840 

supervision of the activity of the fire control function to another member of their team.  1841 

Levels of command  1842 

It is the responsibility of fire and rescue services to ensure that fire control personnel achieve and 1843 

maintain command competence appropriate to their role.  1844 
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Incident command system 1845 

The incident command system provides a structure that ensures a competent person is responsible 1846 

for command and control at operational, tactical and strategic levels. Fire control personnel should 1847 

be appropriately supervised to maintain the safety and effectiveness of the fire control function. 1848 

In fire control, the fire control commander is the person nominated to take charge of the fire control 1849 

function and is usually the person on duty in the fire control room holding the highest rank.  They 1850 

may delegate authority for some of the activities of the fire control function, including responsibility 1851 

for tasks. However, the fire control commander remains the nominated competent and responsible 1852 

person, including having responsibility for the mobilisation of resources and for the health and safety 1853 

of fire control personnel. 1854 

During more complex incidents or situations the fire control commander may call upon a more 1855 

senior person for support and advice.  This may be the fire control manager or an operational officer.  1856 

Where this happens the more senior person should assess the situation before deciding to assume 1857 

command of fire control. It may be more important to maintain continuity of fire control command, 1858 

rather than automatically handing this over on the arrival of a more senior officer. This arrangement 1859 

will allow the senior officer to take a variety of other roles, including providing tactical advice, 1860 

mentoring and monitoring. When making this decision, the on-coming senior officer should assess 1861 

whether the existing fire control commander is sufficiently capable to remain in that role, based on 1862 

the type, size and complexity of the incident or situation. 1863 

Transfers of command in fire control should be kept to the minimum needed to resolve the incident 1864 

or situation and to manage welfare. The transfer of command should be a formal handover process 1865 

that is acknowledged and communicated. This is equally important when an incident or situation 1866 

escalates or scales down. 1867 

All fire control personnel should be informed of changes of fire control commander. This should be 1868 

recorded on the incident or decision log as appropriate.  There should be no doubt as to who is in 1869 

command. 1870 

Interoperability and intraoperability 1871 

Multi-agency interoperability is essential for incidents of all sizes. The Joint Emergency Services 1872 

Interoperability Principles Joint Doctrine aims to promote greater consistency across emergency 1873 

services. This includes the use of key terms and common terminology, which helps to develop a 1874 

common understanding of the situation. Also refer to the UK Civil Protection Lexicon 1875 

Emergency control rooms play a vital role in managing the early stages of a multi-agency incident. 1876 

The JESIP Joint Doctrine provides specific control room guidance in the interoperability framework 1877 

and builds consistency into the procedures and working practices of emergency service control 1878 

rooms.  The JESIP Control Room Supporting Principles for joint working are divided into three 1879 

sections: 1880 

• Communications 1881 

• Shared situational awareness and joint understanding of risk 1882 

• Co-ordination and co-location 1883 

http://www.jesip.org.uk/what-is-the-joint-doctrine
http://www.jesip.org.uk/what-is-the-joint-doctrine
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Emergency control rooms generally operate from separate fixed locations and therefore cannot 1884 

feasibly co-locate.  They can, however, help in co-locating responders and commanders by jointly 1885 

agreeing the initial multi-agency rendezvous points. 1886 

There is no legislation that states the primacy of one agency over another. The Joint Doctrine gives 1887 

further guidance on co-ordination between emergency services. 1888 

The key principles of effective joint working are: 1889 

• Co-location 1890 

• Communication 1891 

• Co-ordination 1892 

• Joint understanding of risk 1893 

• Shared situational awareness 1894 

A number of commercial or industrial sites will have their own fire and rescue services, for example, 1895 

airports or oil refineries. Fire and rescue services should develop local arrangements that define the 1896 

roles and responsibilities of each agency attending an emergency, for example, transfer of 1897 

command. Fire control personnel should be made aware of any such arrangements and methods for 1898 

communication between fire control and the commercial or industrial fire and rescue service should 1899 

be considered, together with any specific arrangements for the mobilisation of resources to the site. 1900 

It is important that fire and rescue services can provide an effective response to local, cross-border 1901 

and national incidents. The national frameworks support the principles of national resilience. Fire 1902 

and rescue services need an understanding of resources and capabilities available to them. 1903 

Pre-planning should include developing local arrangements with neighbouring fire and rescue 1904 

services and other agencies. Those arrangements may assign responsibilities or primacy to a lead 1905 

agency. They might base this on the nature of the incident or other relevant factors. This may need 1906 

to change to reflect the changing phases of an incident. To ensure effective communication and flow 1907 

of information between agencies, it is essential that the fire control commander is made aware of 1908 

any such arrangements and that they are communicated to fire control personnel. Pre-planning 1909 

should also include the development of arrangements for emergency call taking and the sharing of 1910 

situational awareness with other fire control rooms, neighbouring fire and rescue services and other 1911 

agencies. 1912 

Cross-border and multi-agency arrangements should be periodically tested under realistic 1913 

conditions. Such tests must include fire control and consider all aspects of the fire control function in 1914 

processing and managing incidents of this type. The outcomes of these exercises should be used to 1915 

continuously improve future performance. 1916 

Fire and rescue services should ensure that policies, procedures and training for fire control 1917 

personnel consider the Control Room Supporting Principles of the JESIP Joint Doctrine.  They should 1918 

identify joint training opportunities with other emergency service controls and responders.  Joint 1919 

training is valuable in helping fire control personnel practice the setting up and use of 1920 

communications methods such as talk-groups and conference calls to share situational awareness.  1921 
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This will help to avoid confusion during incidents and to develop teamwork and interpersonal 1922 

communication. 1923 

STRATEGIC ACTIONS 1924 

Fire and rescue services should: 1925 

• Develop local arrangements with neighbouring and buddy fire and rescue services and other 1926 

agencies, that define command roles, responsibilities and expectations 1927 

• Ensure that JESIP principles for command roles and responsibilities have been adopted and 1928 

embedded in procedures  1929 

• Ensure that JESIP Control Room Supporting Principles have been adopted and embedded in 1930 

procedures 1931 

• Ensure the fire control is included in cross-border and multi-agency exercises and training 1932 

events 1933 

TACTICAL ACTIONS 1934 

Fire control commanders should: 1935 

• Designate tasks and communicate to other control rooms and agencies as appropriate. 1936 

• Ensure a formal handover process is used whenever command of fire control is transferred 1937 

• Ensure all appropriate personnel are informed of any change of fire control commander 1938 

• Record the details of the transfer of command within incident logs 1939 

• Consider the JESIP principles for command arrangements at all multi-agency incidents 1940 

• Ensure the JESIP Control Room Supporting Principles are considered during all multi-agency 1941 

incidents 1942 

Hazard – Ineffective safety management 1943 

HAZARD KNOWLEDGE 1944 

In planning, organising and preparing for the safe resolution of incidents, a Fire and Rescue Authority 1945 

must comply with legal requirements to ensure the health, safety and welfare of their employees 1946 

and the health and safety of others while ensuring an effective emergency service.  1947 

The ability of fire control personnel to operate safely with appropriate levels of supervision is 1948 

essential to the delivery of the fire control function that receives calls, manages the first stage of 1949 

incident intelligence, mobilises operational crews to incidents and provides operational crews with 1950 

safety critical support throughout the incidents they attend. 1951 

It is essential that fire control commanders maintain an understanding of all activities of the fire 1952 

control function and ensure the ability of fire control personnel to respond to the activity in a safe 1953 

manner. They should consider the fire control personnel available and the methods available to 1954 
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them to achieve additional capacity to safely and effectively prioritise and manage all fire control 1955 

activity.  It is also essential in carrying out their assessment of call volumes and workloads to 1956 

consider their own personal resilience and welfare arrangements for fire control personnel.  1957 

Control measure – Positive safety culture 1958 

CONTROL MEASURE KNOWLEDGE 1959 

The effective delivery of the fire control function is essential to ensure support of the application of 1960 

health and safety law and regulations at operational incidents.  1961 

The fire and rescue service has developed a strong culture of safety through policies which support 1962 

the application of health and safety law and regulations to the incident ground. This has been 1963 

achieved in consultation with, and with the assistance of, the Health and Safety Executive. 1964 

A culture that encourages incident commanders to act in accordance with the intentions of the 1965 

Health and Safety Executive publication 'Striking the balance between operational and health and 1966 

safety duties in the Fire and Rescue Service' should be promoted. Fire and rescue services should be 1967 

aware this can be undermined by the introduction of procedures that have restrictive elements, 1968 

which prevent incident commanders from being able to apply their professional judgement. 1969 

To promote a positive operational safety culture, fire and rescue service operational risk principles 1970 

have been developed. All personnel should be made aware of these principles, which should be 1971 

considered as a guide to making and managing risk-critical decisions during incidents: 1972 

Principle 1: A willingness to make decisions in conditions of uncertainty is a core need for all 1973 

members of the fire and rescue service. 1974 

Principle 2: The primary consideration for making decisions is the safety of individuals and 1975 

communities. 1976 

Principle 3: Risk acceptance involves judgment and balance, with decision makers required to 1977 

consider the value and likelihood of the possible benefits of a particular decision against the 1978 

seriousness and likelihood of the possible harm. 1979 

Principle 4: Harm can never be totally prevented. Risk-critical decisions should therefore be judged 1980 

by the quality of the decision-making, not by the outcome. 1981 

Principle 5: To reduce risk aversion, improve decision-making and avoid decision traps, a culture is 1982 

required that learns from successes and failures. Good application of risk management which allows 1983 

for positive operational outcomes should be identified, celebrated and shared, preferably through 1984 

operational learning and debrief of outcomes. 1985 

Members of the fire and rescue service who make decisions consistent with these principles should 1986 

receive the encouragement, approval and support of their organisation. 1987 

Fire and rescue services should recognise that every incident and situation will present its own 1988 

challenges. Its incident commanders, command teams, fire control commanders and fire control 1989 

personnel will need to be able to use knowledge, skills, systems and equipment to bring the incident 1990 

http://www.hse.gov.uk/services/fire/duties.pdf
http://www.hse.gov.uk/services/fire/duties.pdf
http://www.hse.gov.uk/services/fire/duties.pdf
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to a safe conclusion. 1991 

Fire control commanders have a responsibility to promote a positive safety culture through: 1992 

• Safe systems of work 1993 

• Appropriate supervision 1994 

• Effective communication 1995 

STRATEGIC ACTIONS 1996 

Fire and rescue services should: 1997 

• Provide the necessary systems and equipment to safeguard the safety and welfare of fire 1998 

control personnel 1999 

• Ensure all personnel responsible for the management of health, safety and welfare are 2000 

aware of their responsibilities and the means for discharging them 2001 

TACTICAL ACTIONS 2002 

Fire control commanders should: 2003 

• Promote a positive safety culture during all fire control activities  2004 

All fire control personnel must: 2005 

• Understand their responsibilities within health and safety regulations 2006 

Control measure – Risk assessment of fire control activities 2007 

CONTROL MEASURE KNOWLEDGE 2008 

The law requires fire and rescue services to assess and reduce the risk to personnel as far as is 2009 

reasonably practicable. As well as this duty of care to fire and rescue service personnel, there is also 2010 

a duty to safeguard others. 2011 

The objectives for fire and rescue services are to resolve incidents with minimal impact to the 2012 

community, and to prevent or minimise harm to people and the environment. 2013 

Fire control personnel should carry out the process of continuous risk assessment during all aspects 2014 

of fire control activity.  This will ensure that appropriate resources are mobilised to incidents based 2015 

on situational awareness, response plans and professional judgement, and that fire control 2016 

resources are appropriate to ensure delivery of the fire control function while considering fire 2017 

control personnel welfare.  2018 

The fire control commander should ensure that the risk critical activities of fire control are prioritised 2019 

and allocated appropriately while also considering the other activities required of the fire control 2020 

function. They should ensure appropriate methods are used to share situational awareness with 2021 

incident commanders and that incident logs are updated appropriately. 2022 
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It is essential that radio operation and the monitoring of national and regional talk groups is 2023 

maintained.  Incident ground and firefighter safety relies on this link to ensure appropriate resources 2024 

can be requested, including in the event of a firefighter emergency or water emergency.  The 2025 

monitoring of national and regional talk groups allows resilience in the sharing of situational 2026 

awareness between fire control and other emergency controls, and so should be prioritised 2027 

appropriately. 2028 

When deciding upon pre-determined attendances and level of response to incidents, fire and rescue 2029 

services will use task analyses or similar appropriate methodology to ensure that the level of 2030 

response fulfils all the requirements of the incident while also considering the safety of firefighters 2031 

and members of the public.  It is essential that fire control personnel consider this when applying 2032 

dynamic mobilising techniques, as this may have an impact on the safety of firefighters and 2033 

members of the public. 2034 

The fire control commander should continually assess fire control activity, considering the varying 2035 

levels of skills and experience of fire control personnel.  All fire control personnel should understand 2036 

and be aware of their own abilities and limitations, to assess a situation and know how and when to 2037 

request additional support or supervision. 2038 

Emergency call handling and management can be very stressful and at times traumatic, and fire 2039 

control personnel should be offered access to appropriate methods of post incident support. 2040 

The needs of individuals must also be understood and considered when planning activities to ensure 2041 

appropriate rest and meal breaks are included.  If this is over-looked it may lead to poor 2042 

communication and decision making and a breakdown in the effectiveness of the fire control 2043 

function. 2044 

Where sustained increased fire control activity is anticipated, such as during a major incident or 2045 

spate conditions as a result of extreme weather, the welfare needs of personnel should be 2046 

considered when planning crewing arrangements.  It is essential that the fire control commander 2047 

considers their own welfare needs in addition to those of their team members. 2048 

STRATEGIC ACTIONS 2049 

Fire and rescue services should: 2050 

• Ensure systems and methods are in place to support the carrying out, sharing and recording 2051 

of risk assessments 2052 

• Ensure fire control personnel can access appropriate post incident support mechanisms 2053 

• Provide fire control personnel with access to appropriate rest facilities 2054 

TACTICAL ACTIONS 2055 

Fire control commanders must: 2056 

• Carry out continuous review of their risk assessment using situational awareness gathered 2057 

throughout fire control activity 2058 
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• Ensure that information is appropriately communicated and recorded on incident logs, 2059 

including confirmation of it being shared with an incident commander 2060 

 2061 

Fire control commanders should: 2062 

• Ensure that all fire control personnel are appropriately briefed on any changes to situational 2063 

awareness and plans for the resolution of fire control activities 2064 

• Share situational awareness with incident commanders 2065 

• Ensure suitable arrangements are made for rest and meal breaks for fire control personnel 2066 

• Consider call volumes and potential for prolonged sustained fire control activity when 2067 

planning crewing arrangements 2068 

• Monitor the welfare of fire control personnel and signpost to post-incident support 2069 

mechanisms when appropriate 2070 

Control measure – Emergency call supervision 2071 

CONTROL MEASURE KNOWLEDGE 2072 

Emergency calls are received in various ways and sometimes under difficult situations. Calls from the 2073 

public can be challenging if not handled correctly. Poorly handled calls can delay resources attending 2074 

an incident putting members of the public at risk. 2075 

To avoid delay and to ensure accurate mobilisation of resources, call handling supervision may be 2076 

required by fire control personnel. Call handling supervision may include visual or audio monitoring, 2077 

or both, of the handling of an emergency call, by the fire control commander or another supervisory 2078 

manager or suitably experienced member of the team.   2079 

During the supervision of an emergency call the fire control commander or other member of the 2080 

team may provide prompts and support to fire control personnel when needed, for example by 2081 

assisting with the location of the incident, advising on the questioning of a caller or assisting with the 2082 

allocation and mobilisation of appropriate resources.  This may be necessary during any emergency 2083 

call, but particularly in more complex situations such as fire survival guidance calls. 2084 

It is important that appropriate methods of communication are used when supervising emergency 2085 

calls. Fire control personnel should be provided with a level of support that is appropriate to their 2086 

level of experience and competence and which does not delay the gathering of information or 2087 

prevent the building of rapport with the caller. 2088 

The development of all fire control personnel will continue through exposure to a variety of 2089 

incidents, situations and continuous training.  Fire and rescue services should have processes in place 2090 

to assess the development of fire control personnel to decide when they are considered to have 2091 

acquired the appropriate knowledge, skills and understanding to deal with all stages of an 2092 

emergency call.  This includes mobilising resources without direct supervision.  2093 
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Fire control commanders should be aware of the stages of development, skills and experience of all 2094 

fire control personnel they work with and ensure that appropriate call handling supervision is 2095 

applied when necessary. 2096 

The need for additional monitoring and supervision of the work of fire control personnel in 2097 

development or during acquisition of skills training should be considered, and appropriate methods 2098 

of support put in place. The method of support selected will depend on the individual circumstances, 2099 

but may include: 2100 

• Audio and visual monitoring of emergency call handling  2101 

• Audio and visual monitoring of other work activities 2102 

• Training activities to support learning and development 2103 

• Mentoring activities to support learning and development 2104 

Where fire control personnel are undergoing the initial acquisition of skills phase of their training, or 2105 

are otherwise deemed not yet competent, the fire control commander should ensure appropriate 2106 

emergency call supervision is considered. 2107 

STRATEGIC ACTIONS 2108 

Fire and rescue services should: 2109 

• Provide means for audio and visual supervisory monitoring of emergency calls 2110 

TACTICAL ACTIONS 2111 

Fire control officers in charge should: 2112 

• Be aware of the levels of skills and experience of fire control personnel 2113 

• Ensure appropriate methods are in place for emergency call handling supervision to be 2114 

requested by fire control personnel 2115 

• Ensure emergency call handling supervision is provided when appropriate 2116 

• Ensure appropriate methods of communication during emergency call supervision 2117 

Fire control personnel should: 2118 

• Understand how to alert the fire control commander or other team member to a need for 2119 

additional emergency call handling supervision 2120 

• Take responsibility for their own learning and development 2121 

Control measure – Hold debriefing or post-incident reviews 2122 

CONTROL MEASURE KNOWLEDGE 2123 

Debriefing, also referred to as post incident review, can be formal or informal. Debriefing can range 2124 

from 'hot debriefs', which occur directly after the incident, to large multi-agency debriefs or a public 2125 

inquiry following major incidents. They are an important part of improving personal and 2126 
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organisational performance. They should take place whenever there is an opportunity to improve 2127 

service delivery. Active monitoring during fire control activity can inform and support this process. 2128 

Due to the scope and nature of fire control activity it may be appropriate to consider holding 2129 

debriefs following periods of spate or spike conditions or following business continuity events such 2130 

as a loss of mobilising system or other situations resulting in the use of fallback facilities. 2131 

Structured debriefs should be used to gain operational intelligence and safety-related information 2132 

obtained during emergency call management and subsequent information gathering. 2133 

Debriefing forms an essential part of the management of health and safety. In fire control debriefing 2134 

will identify any significant information or lessons learned.  Whenever possible, the fire control 2135 

commander should debrief fire control personnel as soon after the incident or situation as is 2136 

practicable. Systems of work, equipment, PPE and training can all be improved as part of this 2137 

performance management system. The Health and Safety Executive (HSE) publication, Managing for 2138 

Health and Safety (HSG65), provides further guidance on the principles of effective health and safety 2139 

management in the workplace. 2140 

Debriefing is an important part of reviewing and improving performance. There should be a debrief 2141 

whenever there is a chance to improve standards of service delivery. Fire control commanders 2142 

should choose an appropriate format for the review. They should conduct it in a way which 2143 

encourages open, supportive and constructive discussion. If the review covers individual 2144 

performance, discuss it against the standards for that role and acknowledge good performance and 2145 

conduct worthy of merit. Fire control commanders should also carry out a process of self-reflection 2146 

on their own performance during incidents and fire control activity. 2147 

Debriefs should be used to review the performance, decisions and actions of individuals and teams 2148 

against relevant standards with effective performance and meritorious conduct being acknowledged 2149 

where appropriate. Debriefs can be used to highlight any unconventional system or procedures used 2150 

that were successful or made the working environment or situation safer. The recording, monitoring 2151 

and review of incident debriefs and the outcome of investigations can support the identification of 2152 

trends to support future learning. 2153 

Considerations should include whether existing information held about premises or locations should 2154 

be reviewed, or whether there is a need to add a new premises or locations  to mobilising system 2155 

records. 2156 

Incident reviews may also support National Operational Learning; for further information refer to 2157 

National Operational Learning: Good practice guide for fire and rescue services. 2158 

STRATEGIC ACTIONS 2159 

Fire and rescue services should: 2160 

• Have post-incident debriefing procedures suitable to a range of incident sizes that consider 2161 

multi-agency involvement and the fire control room at all levels 2162 

• Provide methods to facilitate debriefing in fire control 2163 

http://www.hse.gov.uk/pubns/books/hsg65.htm
http://www.hse.gov.uk/pubns/books/hsg65.htm
https://www.ukfrs.com/sites/default/files/2019-02/Good%20Practice%20Guide%20V2.1.pdf
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• Promote and support operational learning at local, regional and national levels 2164 

• Effectively communicate lessons learned from debriefs and operational learning to relevant 2165 

personnel 2166 

TACTICAL ACTIONS 2167 

Fire control commanders should: 2168 

• Conduct a structured debrief at a level appropriate to the incident or event 2169 

• Record and share significant findings from incident debriefs 2170 

Fire control personnel should: 2171 

• Undertake a post-incident process of self-reflection on their performance in resolving an 2172 

incident 2173 

• Participate in, and be receptive to, operational learning2174 



 

 


