In this month’s
edition...

Mythbusters — the truth
behind those RCC
rumours...

Project update

Behind the scenes on
our Emergency Call
Handling investigation

Visitors to the RCC

Company AGM this
month

The Annual General Meeting of
the North East Fire Control
Company Ltd will be held at the
Regional Control Centre on
September 25 following the
Board meeting.

New workshops
begin

A series of new component
focused workshops has been
set up with technology
provider EADS, with Senior
Operations Managers —
including Sue Cameron from
the North East — attending to
give their expert opinion.

The solution establishment
workshops with EADS, SOMs,
members of CFOA and FRS
technical and control
operations representatives will
be running from the end of
September to December.
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Group will keep the
focus on you...

Staff from control rooms across the region
will soon be asked to take part in a series of
discussion groups on a range of issues that
will affect them when they are working at the
Regional Control Centre.

The discussions are a follow-up to those
held at the staff workshops earlier this year,
where Control Room employees talked
about matters including work wear, rest
rooms and catering facilities.

While these are important for the successful
running of the RCC, they do not come under
TUPE transfer measures and so don’t form
part of the formal consultation.

But Laura Sellers, HR adviser at the RCC,
said: “These issues are important to people,
and because we’re genuinely committed to
keeping staff as involved as possible, we're
setting up employee focus groups to
consider them.

“The Project Board has agreed to the idea,
and over the next few weeks we’ll be looking
for Control Room staff from all FRSs to take
part.” There are a number of areas where
the focus groups will have a major influence
in helping the Company make the right

Fancy a coffee? Catering facilities will be
among the topics discussed

decisions. “These include catering facilities
and rest room arrangements, what people
will wear at the RCC, and how the benefits
of the FRS recreation and welfare
arrangements can be replicated at the RCC,”
said Laura.

“Please consider putting yourself forward as
a member of the group. It's a great chance
to have your say on certain conditions for
people working at the centre.”

If you would like to be a member of the
grous and take part in discussions, please
contact your Control Room manager.

Visitors touring the RCC

It's been a busy month for visitors touring the
RCC and using its meeting rooms.

Guests have included Roger Diggle,
Programme Director from CLG'’s technology
provider EADS, as well as Marc
Brackenbury, Karen Pallister and Celeste
Veitch from Durham and Darlington FRS

communications team, and FiReControl
Head of Communications Mary-Ann Auckland.

Durham and Darlington Fire Authority will
hold a meeting at the centre later this month
before taking a tour of the building.
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Busting those RCC myths...

Heard a thing or two about FiReControl and the regi  onal control centre? Find out here if it's right

So what's the future
for fire control rooms
in England?

The myth: “FiReControl means
all emergency fire control rooms
in England will close.”

The reality: “No. They will
relocate to a highly-efficient
network of better, resilient
regional control centres with
vastly superior technology and
better working conditions for the
highly-skilled Control Room staff
who work there.”

— Helen Bashford,
Regional Project
Manager

The myth : People transferring to regional controls will have their pay and conditions attacked.

The reality: “Under TUPE regulations, all staff transfer on their existing pay and conditions. If
we need to make a change to these for a reason we can justify as being economic, technical or
organisational, we have to do it through meaningful consultation with employee
representatives.

In the North East, we're trying to minimise the impact of the transfer on staff as far as we can,
and there will be no change to the pay and benefits staff currently receive on transfer or in the
future, unless via negotiation and agreement with employee representatives.

However, we are taking staff from four separate employers who are currently employed with
varying conditions. So for organisational reasons, some things need to change so the RCC can
operate effectively - such as having one shift pattern rather than the four existing shifts across
the region.

All these issues are the subject of full and meaningful consultation with the FBU via the

regional Joint Consultative Committee (JCC), established specifically for consultation on the

TUPE issues relating to the staff transfer.”
— Laura Sellers, human

resources (HR) adviser

The myth: Regional controls will herald greater regionalisation of the fire service as a whole,
and the service will suffer from limitations of the RCCs.

The reality: “This is totally wrong. There are no plans to regionalise the fire service. The
network of nine regional control centres — rather than being limited — will replace the current
system of 46 separate control rooms across the country.

Each RCC will have the same technology, and they will work together to help each other in
times when calls hit a high peak, such as during a major terrorist incident or flooding incident.

This — and improvements in technology - mean the public will benefit from an improved ability to
mobilise fire appliances swiftly and efficiently wherever their emergency is happening.

The regional control centre network is a modern, resilient, effective response to protecting the
safety of the public in the challenging times we all live in — and

to working to improve that safety even further.” — Kevin Robson, RCC director




The myth: FiIREControl opens
up the way to cutting jobs and
affecting pay and working
conditions. At the same time,
regional control centres will
compromise efficiency and
safety.

The reality: “On the contrary,
the regional control centres will
give our highly-skilled Control
Room staff improved
technology to build on their
fantastic track record in helping
to protect public safety, not only
in this region but across the
country. And at the same time,
they’ll benefit from attractive,
modern working facilities and
conditions.”

Sue Cameron

The myth: People who transfer
will no longer be part of the fire
service.

The reality: “Control Room staff
who transfer will work for the
Local Authority Controlled
Company, which is wholly
owned by the four North East
Fire Authorities and whose
directors are members of those
authorities.

Control Room staff will continue
to play the immensely valuable
role they have always done in
helping the fire service to
protect public safety.”

Have you heard an RCC or
FiReControl rumour you want to
check out? Send your query to
Communications Manager
Adrienne Humberstone at
ahumberstone@nercc.co.uk or
North East Regional Control
Centre, Belmont Industrial Park,
Durham DH1 1TW

More RCC myths...

The myth: The regional control centres are already causing the

diversion of funds away from front line operations.

The reality: “Rather than money being taken from the front line, the
creation of the RCCs is a significant reinvestment of resources. This
will bring all controls up to — and above — the standard of the best, and
provide state-of-the art technology to levels that they could not and
would not ever have reached individually. This can only lead to an

improvement in front line service delivery.

Further, where there are savings in regions they can be kept and
reinvested in service delivery; where there are additional costs, the
Department for Communities and Local Government has agreed to
cover this under New Burdens, initially for three years, then subject to

review.” — Kevin Robson, RCC Director

The myth: Having a Regional Control Centre will mea  n local knowledge is lost.

The reality: “That's not right. The use of EISEC — the Enhanced Information Service for Emergency
Calls, and ALSEC - the Automatic Location Service for Emergency Calls - the improved gazetteer
and geographic information tools will ensure that local knowledge is not lost.

Instead, it will be made available to all staff, both here in the North East and throughout the national
regional control centre network, rather than only being available when a person is on duty.

Don't forget, too, firefighters who are sent out to
incidents will keep the same local knowledge they
have always had, although this will be supported
by information from FiReControl systems.

We have looked at examples of control rooms that
cover large areas such as South Wales, London
and Strathclyde to see what can be learned from
the way they operate.

We've been able to take advantage of areas of
best practice that have been found there.”

— Sue Cameron, RCC Senior Operations

Manager
Emergency call location and information

services EISEC and ALSEC are among the
tools that ensure local knowledge isn't lost



By Helen Bashford, Regional
Project Manager

Welcome to the project update - a
new regular slot about key areas
of work going on in the regional
project and in the FRSs.

Following the rescheduling of the
FiReControl project, the project
delivery team is focusing on
planning, and is running an impact
assessment to identify the
potential risks of a later go-live.

We've also been assessing how all
four FRSs have implemented the
ECM policy — see right. Further
articles will look at how key
concepts of operation are being
developed, including attribute-
based mobilising, the national set
of incident types, and converging
and migrating control room data to
the new system.

Members of the project team are
working nationally to help develop
the eventual solution and business
design model. In the last month,
team members have taken part in
developing the Training Needs
Analysis (TNA) for data capture
management tool 2 (DCMT2),
attribute-based mobilising
workshops that are helping to
develop the basic model of
attributes.

Work continues in the region to
review the Ways of Working
products. Building on the
convergence products, WOWs
map out how the RCCs will be
operated with a consistent national
way of working.

Meanwhile, following the
completion of station end surveys
by Telent to install new station end
equipment, FRSs are currently
assessing the costs associated
with the enabling works. And
finally, two North East FRSs —
Northumberland and Durham &
Darlington - will be among 25
FRSs in England who will be
receiving mobile data terminal
(MDT)1.0A.

ECM —is it the same all over?

How much do the four FRSs in the North
East have in common when it comes to the
management of emergency calls?

That was the question for the Business Design
Workstream of the FiReControl Project in the
region, who have been carrying out a thorough
investigation into how calls are managed from call
acceptance by the Control Room Operator to the
point where a mobilising decision is made.

When all nine regional control centres in the
country come online, they will all need to manage
emergency calls in exactly the same way. That's
because each centre will be able to handle calls
from other areas in busy times or spate conditions.

So the first step in creating a common emergency
call management process is to find out what all the
FRSs actually do now.

Alison Jaggers and Kevin Meek started the
process for the North East by sub-dividing the call
management process into three areas — fire-call
required content and progression; application of
emergency call management protocols; and
supplementary questions — FRS defined.

SIMILAR WAYS

They then created a model and referenced national
policies and procedures. And their work shows that
areas of commonality (where the services do the
same thing) range from 60 per cent in one area to
97 per cent and even 100 percent in others.

“Overall, it means that in this region, emergency
calls to the Fire Service are handled in a very
similar manner,” said Kevin.

“However, in the investigation, we have recognised
that CROs are well trained and highly skilled
professionals, being able to gather and construct
the requirements for mobilising a caller, no matter
what emotional or physical condition the caller may
be in.

“This means there is no ‘standard’ fire-call and no
fixed or rigid pattern to the management of
emergency calls.”

The investigation did show many common ways of
operating, though. For instance, the four FRSs
apply the same emergency call management
protocols when it comes to call challenging — all
have adopted the three stage system of caller

Alison Jaggers and Kevin Meek, who have been
working on the ECM investigation

questioning. Fire-call required content and
progression includes the process that begins with
the primary salutation between the CRO and the
operator, and ranges through taking details such
as the incident type and mobilisable address, up to
the mobilising details. A 97 per cent similarity was
found between the FRSs.

“We also examined any supplementary questioning
related to the incident type reported by the caller,
which had been defined locally by an individual
FRS,” said Kevin.

For example, when it comes to a railway fire in a
goods train, two FRSs ask a supplementary
question to find out what cargo is aboard, while two
do not. In other areas, all FRSs ask the same
supplementary questions.

This was the most complex part of the investigation
because of the many variables, but a commonality
of 60 per cent was found between the region’s
FRSs.

Regional Project Manager Helen Bashford praised
the work done by Kevin and Alison, and said it was
hugely valuable to the project.

“It gives us real opportunities to benefit the Fire &
Rescue Services in the North East, as well as
influence and progress this on a national level, and
inform and advise other parties associated with the
project,” she said.



