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1. INTRODUCTION
The purpose of this Policy is to ensure that complaints or matters of concern are
properly administered, recorded, acknowledged and as necessary investigated.
The policy will ensure that the Complainant and any Humberside Fire and Rescue
Service (HFRS) personnel involved are treated confidentially and kept fully informed.
Where necessary any amendments to Service procedures as a result of the complaint
will be implemented and communicated.
HFRS are committed to dealing with external complaints in a timely and efficient
manner, we shall endeavour to deal with complaints from start to finish within one
month where possible, whilst adhering to the Local Government Ombudsmen
guidance of 12 weeks.
HFRS will treat all complaints seriously, investigate the cause thoroughly, reporting
back to the originator of the complaint. The Service will implement necessary actions
where identified.
2. AIMS/OBJECTIVES
To ensure all complaints are acknowledged, investigated and finalised as a matter of
priority and any actions as a result of the complaint are followed up.
•

To acknowledge all feedback to the Service.

•

To acknowledge complaints to the Fire and Rescue Service by letter within 5
working days of receipt.

•

To investigate and finalise complaints as soon as possible.

•

To record all complaints in the Complaints Register.

•

To investigate all complaints received by HFRS.

•

To inform the complainant by letter of the outcome of investigations into the
complaint and any actions taken.

•

To ensure the number of complaints and compliments are communicated both
internally and externally.

•

To advise the complainant of the right to have the complaint referred to the
Local Government Ombudsman.

3. SERVICE PROCEDURE
Definition: A complaint is an expression of dissatisfaction about the standard of
service, conduct, or lack of action by the Fire and Rescue Service.
Employees should pursue grievances relating to their own employment through the
Service’s grievance procedure, or raise concerns in line with the Service’s Whistle
Blowing Policy
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Complaints relating to private matters where an employee is not on duty, will not
ordinarily be investigated unless deemed necessary by the Complaints Officer.
•

A Group Manager holds the reference for handling complaints and is referred to
as the Complaints Officer.

•

The Complaints Policy is administered by the Feedback Officer who reports to
the Complaints Officer.

•

The role of the Feedback Officer is to respond to, analyse, manage and publicise
customer focussed activities such as complaints, compliments and comments,
making recommendations to support continuous Service improvement.

•

The Feedback Officer should endeavour to speak to the Complainant to establish
if the complaint needs to be investigated or can be resolved through discussion.
They will also determine which Policy their enquiry will be relevant to E.g. The
Complaints Policy, Whistle Blowing, Disciplinary etc.

•

Complaints can be made in numerous ways such as in person, at a Station or at
Service Headquarters, by email, letter, and telephone or through HFRS website
and social media.

•

All complaints shall be handled in line with General Data Protection Regulations.

•

If a complaint is specific to child protection or an adult with care and support
needs, then a copy of the complaint should also be sent to the Allegations
Officer. The Local Authority Designated Officer (LADO) will be notified in
accordance with the Safeguarding Policy.

•

A ‘Register of Complaints’ is maintained at Service Headquarters and shows
details of the complaint, notes on the method of handling and results of
investigations carried out, along with any other relevant matters.

•

Complaints received that are anonymous cannot always be investigated,
however appropriate actions may be taken dependant on the nature of the
complaint, at the discretion of the Complaints Officer. Disciplinary action will only
be taken as the result of an investigation.

•

In all cases the Complainant must be treated in a courteous and confidential
manner and the complaint, including acknowledgement and full documentation,
must be handled efficiently and confidentially by the officers involved and treated
as a matter of urgency.

•

Where the subject of a complaint is a member of HFRS Personnel, they must be
informed about the complaint against them (unless otherwise decided due to
compromising an investigation).

4. HANDLING OF A COMPLAINT
Acknowledgement
•

Complaints can be received in writing or verbally, if an individual phones to make
a complaint the Officer taking the complaint may log this on the PP14 and forward
to the Feedback Officer.
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Complaints against the FRS
•

Once received at SHQ a letter of acknowledgement will be sent to the
complainant within 5 working days.

•

Within the acknowledgement will be a ‘statement of complaint’ which will confirm
our understanding of the complaint, ensuring we have fully understood the nature
and parameters of the complaint.

•

The acknowledgement letter will also give information of how the complaint will
be investigated and when we hope to have an outcome from the investigation,
and how we will keep the complainant informed.

•

Complaints that are considered to be vexatious, threatening or abusive will not
be allowed to continue. This should be communicated to the complainant.

Allocation
Should the Complaint relate to a Member of the Fire Authority, it shall not be progressed
until after discussions with the Monitoring Officer.
Once received, if necessary, the complaint shall be discussed and assigned to an
Investigating Officer.
When allocated, the Investigating Officer will be given a timeframe of 2 weeks (additional
time to be negotiated if required) to investigate and report their findings.
The investigation must be carried out by a Manager deemed competent in role
(minimum rank SM/Grade 12), or someone whom has received formal investigative
training such as ‘the Advanced Certificate in Investigation Practices’
The investigation should be carried out as a matter of priority with evidence gathered
and relevant individuals interviewed where necessary. The investigation shall remain
confidential throughout.
Once the investigation return has been received by the Feedback Officer, it shall be
discussed with the Complaints Officer to determine the response to the Complainant
and recommendations for any necessary actions within the Service.
If, during the investigation, the investigating officer believes that there may be issues
around Discipline or Performance & Capability then they will contact the Director of HR
as soon as possible who will give appropriate advice.
Should the investigation take longer than one month the complainant will be sent a letter
informing them of the progress of their complaint. The Complainant shall be updated if
necessary on the progress of their complaint on a monthly basis.
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Finalising the Complaint
Once the investigation is finalised the report is then to be forwarded to the Feedback
Officer (Where possible details will be sent electronically for speed the document will be
password protected and marked as ‘restricted’).
The complaint shall then be finalised with a letter to the complainant to include:
•

The statement of their complaint which was agreed initially;

•

Brief details of the investigation;

•

The outcome of the complaint and reasons behind the decision;

If the complainant disagrees, they can challenge the decision giving the complainant the
opportunity to respond within 2 weeks of the final letter
Should the complainant be unhappy with the outcome, the complaint will then be looked
at by an Officer not previously involved in the original investigation.
Where a complaint is considered to be valid, there should be no attempt to make
excuses. The validity of such a complaint will be assessed by the Complaints Officer
and where upheld, an apology should be made with any necessary remedial action
taken if deemed necessary.
Communication
If necessary, outcomes from a complaint will be communicated to the Service through
internal communications. For example to communicate a learning point from a complaint
or re-iterate a Service Policy.
All staff shall be made aware of the complaints policy and given the relevant contact
within the organisation should they require further clarity.
Complaints will be analysed by type and communicated on our website. .
The Complaints Officer will advise the procurement team of any complaints relating to
Sexual or physical abuse, financial crime, pollution, libel, slander or defamation. These
instances would be reported to our insurers and allows a balanced view of the Service
in relation to insurance risk.
Feedback
The Service will obtain feedback as to how complaints are handled through the
distribution of a questionnaire. The Service will communicate the findings of this
feedback on the website, and through relevant publications where appropriate.
Staff involved in Complaints
Complaints that are made about members of staff, if considered a complaint will be
investigated under this policy.
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Staff must be made aware of complaints made against them and given the opportunity
to comment.
If staff are interviewed in relation to the complaint they should be given the opportunity
to have a friend / representative with them.
The outcome of the complaint should then be communicated back to the member of
staff through a relevant Manager.
5. LOCAL GOVERNMENT OMBUDSMAN AND COMMISSION FOR LOCAL
ADMINISTRATION IN ENGLAND
The Service endeavours to deal with all complaints in a satisfactory manner. However,
where this is not achieved the person can seek independent advice or contact the
Local Government Ombudsman:
The Local Government Ombudsman
PO Box 4771
Coventry CV4 0EH
LGO Advice line: 0300 0610614
advice@lgo.org.uk
Fax: 024 7682 0001
The purpose of the Local Government Ombudsman is:
•

To remedy injustice through impartial, fair and rigorous investigation.

•

Improve local services through learning.

If you require further guidance / information relating to this document, please
contact the Complaints Manager Corporate Planning Section
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