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 Service Delivery (Protection) Plan 2010-2011 
 
 
 Purpose 

 
1. This plan has been prepared by Julian Parsons, Group Manager Service Delivery (Protection). The purpose is to comply 

with the guidance set out within the planning frame work.  The guidance is sought from the following plans:  

 The Business Plan,  

 The Medium Term Financial Plan,  

 The Integrated Risk Management Plan 2010-13,  

 The Improvement Plan, 

 The Strategic Review. 
 
Important Note: Due to a change in the priorities of the Service, a strategic decision has been made by Principal 
Managers to divert resources away from Protection activities to concentrate on operational competencies. As such 
this Annual Plan contains items previously identified for the year 2010/11 which have now been postponed for 
consideration in 2011/12. 
 
2. The plan details the previous year’s performance for the group/department and sets out plans scheduled to be delivered 

for the year ahead. 
 

3. The plan has been equality impact assessed; follow this link to see full details of this assessment.  
 
4. The key roles of responsibility for this group/department are as follows 

 

 To enforce the Regulatory Reform (Fire Safety) Order 2005, and any subsequent regulations, 

 To undertake statutory consultations with: 
i. building control bodies 
ii. housing authorities 
iii. licensing authorities 

 To educate and advise the general public in matters of technical fire safety in line with our advice policy 

 To promote the use of automatic fire suppression systems in buildings and support the National Fire Sprinkler 
Network in lobbying and campaigning for changes in legislation to support their wider utilisation. 
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5. Department Structure. 
 
Please refer to Appendix A 

 
6. The plan's outputs, outcomes and tasks are all linked to the standards set by Wiltshire FRS directly connecting to the five 

Strategic Aims, the Core Values and the Customer Charter. It will also provide partial evidence that managers are 
implementing the guidance contained within the “Expectations of Managers” publication. 

 

 
Our 5 Strategic Aims 

1 
 

To provide a resilient response to fires and other emergencies 

2 
 

To create stronger, safer and more resilient communities 

3 
 

To develop a healthy, safe, well trained workforce, which is representative of the community 

4 
 

To protect our environment and heritage 

5 
 

To resource our key aims and ensure maximum efficiency 

 
 

 
Our 4 Core Values  

 

1 
Talking and listening to people to improve the way our organisation does things. 

2 
Working with partners to provide sustainable changes 

3 
Treating everyone fairly and with respect, whilst challenging prejudice and discrimination 

4 
Providing clear leadership, transparent decision making and appropriate personal behaviour through good 
governance and a well defined code of conduct 
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Expectations of Managers 

 
This plan acknowledges the Service’s expectation of managers, in that managers at all levels of the Service have 

responsibility and accountability for the following:- 

1 The timely delivery of key tasks, targets, and outcomes, which contribute to the delivery of the five strategic aims  

2 
The performance of individuals within the team by the delivery of personal development reviews  

3 
Ensuring team members are well informed and up to date with key messages as a result of holding regular team 
meetings and briefings  

4 
To have an awareness of the performance management strategy and to ensure that performance management 
tools are used in day to day management of the Service 

5 
To ensure that performance in the workplace takes into consideration employee behaviour with particular 
reference to the elimination of bullying, harassment and other improper behaviour or conduct. 

 
 
 
 

Budget 2010-2011                  
 

Budget Bid - £ Award - £ Purpose 

5004 400 400 Publications/ Subscriptions 

5004 500 400 Fire Engineering resources 

5004 500 500 PACE Interview Interpreter Costs 

5004 500 500 CFRMIS working groups 

5004 100 100 Re-Printing Costs 
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Key Areas for Service Improvement During 2010-11 
 

Number Task Description Strategic 
Priorities 

Target Date for 
Completion 

1 Special Risk 
Premises 

Service Delivery (Protection) will work in Partnership with 
Service Delivery (Response) to provide a CFRMIS based 
solution for recording premises risk information. The 
information will support operations at the fire ground 
through Mobile Data Terminals and Incident Command 
Vehicles. 

 

31/12/10 

2 Performance 
Management. 
Quality 
Assurance 

This is a revised system of carrying out quality assurance 
exercise to ensure the best possible service to clients and 
that the principles of the Enforcement Concordat, 
Enforcement Management Model and the Regulators' 
Compliance Code are being followed. 

 

31/03/11 

3 Promotion of 
Sprinkler 
systems 

Support of NFSN, CFOA Working Group and active 
promotion to housing enforcers and social landlords. 

 

31/03/11 

4 Partnership 
Working 

To renew the Partnership Working Memorandum of 
Understanding with housing enforcers. To provide training 
and sprinkler familiarisation.  

31/03/11 

5 Staff Training Adoption of revised National Occupational Standards for 
community safety inspectors 

 
 

31/03/11 

6 Transparency of 
Enforcement 

Previous customer satisfaction surveys have identified that 
current letter formats are difficult to understand. This 
requires a regional project as the South West FRSs are 
signed up to use the same formats. 
 

 

31/03/11 

7 Enforcement 
Standards 

Train staff in the skills and procedures required to carry out 
Interviews in line with the guidance supporting the Police 
and Criminal Evidence Act 1984 

 

31/03/11 

8 Risk Reduction The next proactive inspection campaign will be aimed at 
premises which provide accommodation over small 
commercial . As per our Risk Management SOP, a period 
of engagement and education will be undertaken before 
the inspection programme is put into place. 

 

31/03/12 
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9  
Risk Reduction 

 
Auditing the 30 worst causers of unwanted fire signals in 
the service area.  

 

31/03/12 

10 CFRMIS 
Refresher 
Training 

To provide comprehensive refresher training to CFRMIS 
users to ensure maximum utilisation of the system's 
capabilities and improve data quality 

 

31/03/11 

11 Enforcement 
Standards 

Review of prosecution procedures. 

 

31/03/11 

12 CFRMIS 
Development 
Plan 

Upgrade CFRMIS to version 3.11 to take advantage of the 
latest enhancements in mobile working. 

 

 

31/05/10 

13 CFRMIS 
Development 
Plan 

Upgrade CFRMIS to incorporate the Openwings
TM 

mapping 
system. 

 

 

30/09/10 

14 CFRMIS 
Development 
Plan 

Upgrade CFRMIS to version 5.0 to take advantage of the 
web based enhancements. 

 

 

31/03/11 
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Evaluating Activities 
 
Year 2010/11 
Listed below are the planned non operational quality audit evaluations for projects during 2010/2011.  All evaluations detailed 
are linked to personal development reviews. 
 

Activity Output Accountable Person 

Service Delivery (Protection) Quality 
Assurance Inspections  

Each Inspector will be subject to at least two 
quality inspections of a “Fire Safety Audit” or 
consultation. The Group Manager Protection will 
undertake an audit of the procedures in each 
office. 

Station Manager B (Office 
managers) and Group Manager 
Protection 
 

Strategic Aim Comments Completed 

 
 
 

This process forms part of our routine work 
inline with the department’s policy on quality 
control. 

 

 
 
Data Quality 2010/2011 
 
Year 2010/2011 
The following are the plans to improve data quality  

 
 
Smart Example 

Activities Output Accountable Person 

To validate our database of 
Restaurant and Takeaway food 
Providers 

To obtain the details of premises licensed to provide 
restaurant and takeaway food services from the 
Licensing Authorities of Wiltshire and Swindon. 

Group Manager Protection 

Strategic Aim Comments Completed 

 

 

This is part of our ongoing programme of improving 
the quality of our data. 

 



7 

 
 
Communications 
 
These are the group/departments scheduled meetings for 2010/2011.   

  

Name of Meeting Frequency Accountable Person 

 Protection Group Meetings  Quarterly Station Manager B (Office Managers) 

 Protection Management Group Bi-Monthly Group Manager Protection 

 Highlight Report Meetings Bi-Monthly Area Manager Service Delivery 

 
The minutes of these meetings are available on request from the Protection Department. However, the minutes are not always 
publicly accessible due to the confidential nature of discussions regarding specific cases of fire safety enforcement. 
 
Community and Partnership Engagement 2009/2010 & 2010-2011 

 
Detailed below are events where the group/department has engaged with the community over the past year. 

 
 

Year 2009/10 
 
 

Activity Output Accountable Person 

 
Business Seminars 

Education and information on fire safety to business 
groups through the Wessex Chamber of Commerce 
at venues around the County. Also two seminars 
were held for providers of social care. 

Group Manager Protection 

Strategic Aim Comments Completed 

 

 
 

Over 100 separate businesses were reached. This 
exercise will be carried out again during 2010-11 and 
will include some of the learning points gained from 
customer feedback at the previous events. 
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Below are details of planned events for the coming year: 
 

Year 2010/11 
 

Activity Output Accountable Person 

 
Business Seminars 

Education and information on fire safety to restaurant 
and takeaway food providers at locations around the 
County and Borough.   

Group Manager Protection 

Strategic Aim Comments Completed 

 

 
 

This is the third year of proactive education of 
business. 

 

Activity Output Accountable Person 

 
Business Consultation Meetings 

This is a programme of meetings with stakeholders 
and other enforcement partners to provide 
consultation and transparency of our enforcement 
activities.  

Group Manager Protection 

Strategic Aim Comments Completed 

 

This is the third year of open engagement with 
business groups that have been identified for targeted 
enforcement of The Order. 

 

 

Activity Output Accountable Person 

 
Sprinkler Education Programme 

To increase the uptake of sprinkler installations by 
social housing providers and increase the awareness 
of enforcers. 

Group Manager Protection 

Strategic Aim Comments Completed 

 

 
 

Two separate seminars designed to improve the 
awareness and benefits of sprinklers in social 
housing. One will be aimed at housing associations 
and one will be targeted at housing enforcement 
authorities. 
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Equality and Diversity 2010/2011 
 

Listed here are the intended actions that the group/department will take to embed equality and diversity over the coming year. 
 

Activity Output Accountable Person 

Interpretation Services In support of the re-launch of Language Line last year  
the Department will look to improve its 
communications with black and minority ethnic 
groups (BME) through the use of registered 
interpreters. 

Group Manager Protection/ Line 
Managers 

Strategic Aim Comments Completed 

 
To improve our ability to engage minority groups who 
may not have English as their first language 
throughout our enforcement activities. 

 

 
 

Personal Development Reviews                    
 

The improvement activities contained within this plan are, where practical, linked to the individual Personal Development 
Reviews. (PDR’s)  
 
During the next year the group/department will ensure that  

 

 All PDR’s are completed in accordance with the timetable in Service Order 4.11  
 

 
Absence Management 

 
To ensure that sickness is kept to a minimum whilst maintaining good employee relations and efficiency over the next 12 
months, managers within the group/department will be set the following absence management tasks:  
 
 
 
 

http://trove/sites/sims/hr/Policies%20and%20Procedures/Service%20Order%204.11.doc
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Activities Output Accountable Person 

Continue to complete 100% of 
return to work interviews on the 
first working day following return 
to duty subject to the line 
manager’s availability. 

Targets set within the Station Plan (Tasks 4). To 
manage absence to achieve the service BVPI of 
<7days absence per person per year  

Station Manager B (Office 
Managers), Group Manager 

Strategic Aim Comments Completed 

 

In 2009-10 The Protection Department averaged 4 
days sickness per person. This is three days below 
BVPI targets. 
 
 

 

 
Health and Safety 
 
The Service Delivery (Protection) Department will continue to review its activities to ensure that the health and safety of staff is 
given the highest level of consideration 
 

Activities Output Accountable Person 

To review the specific “Lone 
Working Policy” for Service 
Delivery (Protection) staff  

To ensure officers conducting Peak Performance 
Inspections are afforded the best protection. 
 
 

Group Manager Protection 

Strategic Aim Comments Completed 

 

 

Officers regularly carry out inspections of licensed 
premises. Currently they refer to a technical bulletin 
for the control measures to be adopted when 
undertaking these inspections, A full review of the 
Risk Assessment is scheduled to ensure that health 
and safety issues are adequately addressed. 
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Business Continuity 
 

The following activities will be programmed to ensure that the department/group have effective business continuity 
arrangements 
 

Activities Output Accountable Person 

Review business continuity 
arrangements 

Departments and groups have up to date business 
continuity plans which ensure the resilience of 
essential services in the event of business disruption 

Group Manager Protection 

Strategic Aim Comments Completed 

 

 

  

 

Service Improvement Plans & Strategic Review 
 

The following activities will be programmed in support of Service improvement plans 
 

Activities Output Accountable Person 

To review the  Quality Assurance 
findings from 2009-10 and act on 
those findings. 

To ensure that our enforcement activities are carried 
out in an accurate and consistent manner and that 
our staff are applying their training to the best of their 
abilities. 

Group Manager 

Strategic Aim Comments Completed 

 

 

 
 
 
 

 

 

Activities Output Accountable Person 

To review the findings of  the 
Customer Surveys for 2009-10 
and act on those findings. 
 

Better customer feedback to improve efficiency and 
inform regional benchmarking.  

Group Manager 

Strategic Aim Comments Completed 
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2009-10 will be the last report received from Opinion 
Research Services. From 1st April 2010 an in house 
customer survey will be used to reduce the cost to the 
Service. 

 

 
Review of Department or Group Risks 

 
The Service Delivery (Protection) Department Risk Register has been regularly reviewed at the bi-monthly department 
management meetings since 2007. New or emerging risks and additional control measures are identified and incorporated on 
the register or passed onto the Service Delivery Risk Register if the circumstances are outside the control of the Protection 
Department. 
 
The Risk Register for the Protection Department may contain items of a sensitive nature due to enforcement actions that may 
be being taken against corporate bodies or individuals. As such it is not made publicly available routinely. However, an edited 
version is available on request from the Group Manager Protection. 
 
Department - Previous Performance and Improvement Activities 

 
The following table details the Performance Indicators and includes the actual result achieved for 2009/10. The targets have 
been met or exceeded in all cases. 
 

Activity Output Accountable Person 

FSPI1 Target: 95% of Building Regulations 
consultations completed within 15 working days. 

Group Manager 

Strategic Aim Comments Completed 

 
 
 

Target achieved 96.32%. 
 
This is a slight improvement on 2008-09 

1/4/10 

 

Activity Output Accountable Person 

FSPI2 To undertake an Audit of 75% of higher risk 
FSEC premises groups that have had a primary 
fire. 

Group Manager 

Strategic Aim Comments Completed 
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Target achieved 76.47%. 
 

This is a 1% improvement on 2008-09 

1/4/10 

 

Activity Output Accountable Person 

FSPI3 To undertake an Audit of 50% of lower risk 
FSEC premises groups that have had a primary 
fire. 

Group Manager 

Strategic Aim Comments Completed 

 
 
 

Target achieved 72.88%. 
 
This is a 17% improvement on 2008-09. 

1/4/10 

 

Activity Output Accountable Person 

FSPI4 To aspire to maintaining the zero fatality rate, 
due to fire, in premises subject to The Order. 

Group Manager 

Strategic Aim Comments Completed 

 
 
 

Target achieved 0 Fatalities. 
 
 

1/4/2010 

 

Activity Output Accountable Person 

FSPI5 To maintain a rate of 14 persons or less injured 
by fire in a premises subject to The Order. 

Group Manager 

Strategic Aim Comments Completed 

 
 
 

Target achieved: 4 persons injured. 
 
This is a reduction of 1 person from 2008-09 

1/1/09 
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Performance Targets 
 
Year 2009/10 
During the year 2009/10 the group or department was responsible for the delivery of a number of performance targets. 
 
Year 2010/11 
 
During this year the group or department is again responsible for the delivery of a number of performance targets. 
 
The  same suite of performance indicators will be used at it is felt that they accurately represent the desired outcomes of the 
department whilst still being challenging. Listed below are actions planned to improve the delivery of performance targets.  

 
Smart Example 

Activity Outcome Accountable Person 

FSPI 1 Building Regulations 
Consultations. 

To complete 95% of received building 
regulations consultations within 15 working 
days. 
 

Group Manager 

Strategic Aim Comments Period ending 

 
 
 

This is a requirement under the procedural 
guidance for undertaking statutory consultations 
under the Building Regulations 

31/03/10 

 

Activity Outcome Accountable Person 

FSPI 2 After Fire Audits. To undertake an Audit of 75% of higher risk 
FSEC premises groups that have had a primary 
fire.  
 

Group Manager 

Strategic Aim Comments Period ending 

 
 
 

A fire may well be an indication of a failure under 
The Order and as such they will be subject to full 
audit where the office manager deems this to be 
of benefit. 

31/03/10 
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Activity Outcome Accountable Person 

FSPI 3 After Fire Audits. To undertake an Audit of 50% of lower risk 
FSEC premises groups that have had a primary 
fire.  

Group Manager 

Strategic Aim Comments Period ending 

 
 
 

A fire may well be an indication of a failure under 
The Order and as such they will be subject to full 
audit where the office manager deems this to be 
of benefit. 
 

31/03/10 

 

Activity Outcome Accountable Person 

FSPI 4 Fatal Casualties in Premises 
subject to The Order. 

To aspire to maintaining the zero fatality rate, 
due to fire, in premises subject to The Order. 
  

Group Manager 

Strategic Aim Comments Period ending 

 
 
 

Our enforcement and education activities are 
designed to target areas where the combination 
of poor compliance and risk to persons is 
greatest. This PI informs us of our success in 
this area. 

31/03/10 

 

Activity Outcome Accountable Person 

FSPI 5 Injuries in Premises subject to 
The Order. 

To maintain a rate of 7 persons or less injured 
by fire in a premises subject to The Order. 
  

Group Manager 

Strategic Aim Comments Period ending 

 
 
 

Our enforcement and education activities are 
designed to target areas where the combination 
of poor compliance and risk to persons is 
greatest. This PI informs us of our success in 
this area. 
 

31/03/10 
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Appendix A: Service Delivery (Protection) department Organisation Chart 
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Appendix B: Statistical Review of The Service Delivery (Protection) Departments Enforcement Activities  

 
 
 
Premises Risk Analysis 
 

 In 2009-10 For the second year in a row, premises deemed 'very high risk'  remained at only 2 within the County. 
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 The number of High Risk premises was reduced by 317 premises during 2009-10 
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 The chart below shows the type of premises audited as a result of complaints received from the public, partners and 
crews. The statistics shows a continuing significant number of complaints received about shops and accommodation 
over shops which has resulted in the serving of a number of enforcement and prohibition notices since The Order 
came into force. Wiltshire FRSs targeted enforcement campaign during 2010 -11 will look to improve fire safety 
compliance in this area.* 
 
* Actual  extent of this activity to be reviewed following completion of the Service restructure. 
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 In 2009-2010, 24 Enforcement Notices were served. This is an increase  on 2008-9. A significant number were 
served on hotels. This was as a result of the targeting of hotels this year. There was also a significant number served 
on shops. This was as a result of an unusually high number of complaints received about accommodation over shops 
this year. 
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 In the reporting period, 13 Prohibition Notices were served. Most of these were served as the result of complaints 
received from the public, partners or crews. All prohibition notices served on shops were as a result of problems with the 
communicating accommodation spaces. 

 
 

 

 
 
 

 In the reporting period, the target of no more than 7 casualties in premises subject to The Order was achieved; with 
the actual figure being 4.  
 

 Since the introduction of the Risk Management Strategy, this has been the fourth year that we have achieved a 
reduction in the number of casualties with no fatalities in “other buildings” (i.e. non-domestic premises). 
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Analysis of Fire Safety Enforcement Activities Undertaken 
 

 Number of audits carried out by group shows a very large increase in the number completed on last year. 
 

 
 
 

 The average time taken to complete an audit remains at around 5 hours. 
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 The split of time spent on enforcement activities is still relatively stable. This year an increase in the time spent on 
audit work as opposed to consultation work is welcomed. Also there is an increase productivity in the department of 
around 28%. This is due to a year of near-to-full establishment. Also, as the newer inspectors grow in confidence and 
knowledge, they become more productive and require less supervision. 

 

 
 
 

 The type of consultations shows that “Building Regulations” is still the lion’s share of this area of work. It also 
accounts for a significant part of all our enforcement activities. It is still regarded as a valuable use of resources as it 
allows our influence to be properly considered on new and changing premises. 

 
Service Restructure 

 
This plan was produced prior to the release of details of the Service restructure plan and has been modified to reflect 
information made available since production. It is anticipated that proactive enforcement activities and business education 
programmes may be further restricted if the anticipated reduction of available inspector hours is confirmed. The Group Manager 
(Protection) will continue to monitor available hours and review and advise departmental strategy as further information 
becomes available. 
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