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Desired Outcome/Purpose
The desired outcomes (purpose) of this document is:

e To explain the complaint policy and process for complaints about North
Yorkshire Fire & Rescue Service (NYFRS).

Scope

This document applies to:
e employees
e temporary staff,
e other workers at North Yorkshire Fire and Rescue Service
e personnel affiliated with third parties.

Document Governance

The following table identifies who within North Yorkshire Fire & Rescue Service is
accountable, responsible, informed or consulted with regards to this document.

Responsible the person(s) responsible for

developing and implementing the policy. Mark Ayres (OPFCC)

Accountable the person who has ultimate
accountability and authority for the policy. Only one | TBC
role is held accountable

ansultgd the pgrspn(s) or groups to be consulted Mark Naylor (NYFRS)
prior to final policy implementation or amendment.

Informed the person(s) or groups to be informed Mark Naylor (NYFRS)
after policy implementation or amendment. Rachel Antonelli (OPFCC)

This is an electronic version of the approved version and paper copies are only valid
as of the last update. Please refer to the master copy or the document author if you
are in any doubt about the document content.

Superseding:
This document supersedes the following documents from the date adopted date in

the information panel:
¢ Information published on this website on 21 June 2024
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Core Code of Ethics Statement

North Yorkshire Fire and Rescue Service has adopted the Core Code of Ethics for Fire
and Rescue Services. The Service is committed to the ethical principles of the Code
and strives to apply them in all we do, therefore, those principles are reflected in this
document.

Equality Impact Assessment
If this document has a supporting Equality Impact Assessment add a link to it in this
section.

Complaints Policy
COMPLAINTS

The Fire Authority policy is to deal with all complaints fairly, swiftly, thoroughly, impartially and
in confidence.

Accurate information about complaints helps to identify problems or areas in which
improvements are required. It also shows that the Authority takes complaints very seriously.

This policy defines a complaint as "Any expression of dissatisfaction made by or on behalf of
any members of the public or the Authority, concerning any policies, levels of service or the
way in which staff carry out their duties."

If you wish to remain anonymous you can still make a complaint, though the Authority would
rather deal directly with you. Although the Authority won't be able to let you know what
happens, we will still investigate where possible and take action where appropriate.

Staff should handle all complaints in accordance with the approved Complaints Procedure.
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Guidance/Procedure
Introduction

Complaints about North Yorkshire Fire & Rescue Service are handled by the Office for
Policing, Fire and Commissioning (OPFCC). This procedure details the steps to be taken to
deal with complaints and is a part of the Authority’s complaints policy.

To make a complaint or compliment about North Yorkshire Fire & Rescue Service, you can
do this online at Make a complaint or compliment about the fire service - York & North
Yorkshire Office for Policing, Fire, Crime and Commissioning or by contacting the OPFCC at:

Email: customerservice@northyorkshire-pfcc.gov.uk

Call: 01423 642700 between 8.30am to 5pm Monday to Thursday 8.30am to 4.30pm
on Friday

Write to: York and North Yorkshire Office of the Policing, Fire, Crime and
Commissioning

Harrogate Police Station

Beckwith Head Rd

Harrogate

HG3 1FR

Definitions

A complaint is an expression of dissatisfaction by a member of the public, however
made, about the standard of service, conduct, or lack of action by the Fire

Service. There is a separate policy for dealing with complaints about Fire Safety
standards which can be found at Concerns about fire safety form - North Yorkshire
Fire & Rescue Service

There are two forms of resolution to a complaint.
(i)  Informal Resolution

A complaint which is completed satisfactorily at the point of delivery or after it has
been agreed by the complainant that they do not want a formal resolution

(i)  Formal Resolution

A complaint where the complainant remains dissatisfied at the informal stage. The
investigation of a formal complaint is programmed and monitored by the OPFCC.

An employee of the Fire Authority must use the grievance procedure where there is
any difference arising between themselves and the Fire Authority concerning the
interpretation or application of policies, rules or procedures related to salaries, fringe
benefits or other conditions of employment.
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Grievances are subject to a separate procedure with a shorter time limit and more
prescriptive requirements are placed on both parties. It is important that the correct
procedure is followed by managers.

Receiving Complaints

The OPFCC and the Authority may receive complaints in writing (including via the
website or e-mail) or verbally (over the telephone or in person), at any one of the
Authority’s sites, including headquarters or anywhere where employees are working
and available to the public.

The policy is to deal with complaints fairly, swiftly, thoroughly, impartially and in
confidence.

An individual who wishes to remain anonymous can still make a complaint, though
we would rather deal directly with you. Although we won't be able to inform you of
the outcome, we will still investigate where possible and take action where
appropriate.

The Authority is committed to providing a service to all members of the community
based on individual needs, and preventing discrimination on the grounds of age,
colour, disability, gender, nationality, ethnic or national origin, religion/belief,
marital/parental status, sexual orientation, or any other reason which cannot be
shown to be justified.

The Authority has arrangements in place to help people who have difficulties in
communicating or if English is not their first language. A Language Line facility is
available within the organisation. This enables people who have difficulties
communicating in English to be put directly in contact with an interpreter who will
oversee the conversation. Letters and reports can also be produced in large print
(16pt plain text), in Braille, on tape or in alternative formats.

First stage — Complaints received at station — handling complaints.

Where a complainant makes contact either in person; by phone; letter; via the
website or e-mail, where possible, the first approach will be to try and achieve an
informal resolution, directly with the complainant.

Any complaints received at the station, the appropriate manager should try and
rectify informally within 10 calendar days of receiving the complaint.

After the 10-day period, if the complaint has not been resolved the complaint should
be sent to the OPFCC.

Where the complainant is not satisfied with an informal resolution and wishes to
make it formal then the Second Stage — Formal Complaints must be followed.
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First stage — Complaints received directly into the Complaints and Recognition Team

Any complaints directly received by the OPFCC will be assessed and triaged and
where applicable sent to the appropriate manager to review and try and rectify
informally within 10 calendar days of receiving the complaint.

After the 10-day period clarification will be sought from the manager whether they
have been able to obtain an informal resolution and consideration may be given to
extend the 10 day period or to progress through the Second Stage — Formal
Complaints route.

There may be occasions that warrant the complaint to be dealt with immediately as
a formal complaint

Second stage - formal complaints

If the complaint was not resolved informally, the appropriate manager will forward
the details of the complaint to the OPFCC these should include date received,
contact details, nature of complaint and any other relevant details.

The OPFCC will follow this procedure:

« written acknowledgement of receipt to complainant setting out the next steps
« where appropriate nominate an Investigating Officer

Referrals

The OPFCC will refer complaints for investigation within two working days of it being
received as a complaint that requires formal resolution. It will not be sent to the
manager that has been involved with the informal resolution process.

An Investigating Officer will be appointed to deal with the complaint as follows:

e The respective Station/Group Manager/Section Head for where the complaint

« relates to will be sent the complaint to investigate.

« If the complaint covers more than one district or involves a Group Manager /
Section Head it will go to the appropriate Function Head to investigate.

« Complaints regarding Function Heads will be referred to the appropriate
Principal Officer for a decision on the most appropriate Investigating Officer.

« Complaints regarding Principal Officers are covered by the Chief Fire Officer
or Chief Finance Officer depending on the nature of the complaint.

« Complaints regarding the Chief Fire Officer are dealt with by the York and
North Yorkshire Deputy Mayor for Policing, Fire and Crime
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Acknowledgement

The OPFCC will send a written acknowledgement usually within five working days of
receipt of the complaint being made formal, to inform the complainant that the
matter will be investigated and the name of the investigating officer and to expect a
written outcome.

Investigations

The nominated investigating officer is responsible for ensuring that a thorough
investigation into the circumstances of the complaint is carried out. This may be
done either by investigating personally or by appointing an assistant officer/s. In
either case the investigating officer will contact the complainant within five working
days to discuss the content of the complaint. Depending on the circumstances the
investigating officer may need to visit the complainant or have dialogue with them.

There may be occasions where the investigating officer needs to meet with staff
members to discuss the complaint. This meeting is an informal discussion to
establish the facts to assist resolve the complaint.

Confidentiality

Complaints are to be dealt with in the strictest confidence. Obtain clarification from
the complainant about whether they have any concerns about being identified as
part of the investigation. If no consent is given or clarification has not obtained /
given assume the complainant does not want to be identified during the
investigation into the complaint.

Final or Interim Responses

In all cases investigating officers are to send a final outcome report, or an interim
reply advising that the investigation is not yet complete, to the OPFCC within 28
working days of receipt of the formal complaint and at each 28-day interval until the
date of the final outcome report.

Under no circumstances should the investigating officer(s) send a final response
directly to the complainant.

A copy of the outcome report is to be forwarded to the OPFCC where a broader
response will be considered, if necessary.

The Complaints and Recognition Team will respond to the complainant within
fiveworking days of receiving the final / interim report.

In cases where the investigating officer has made recommendations but there is a
question over what action is to be taken to resolve the complaint, the investigating
officer is to forward the complaint to their respective line manager for advice
regarding remedial or further action.
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The OPFCC will inform the investigating officer that a response has been provided.
At this stage, the investigating officer will inform staff members interviewed during
the investigation that a response has been issued to the complainant and where
appropriate the outcome of the complaint.

This must be kept securely and disposed of in accordance with the Retention
Schedule.

Appeals

Complainants will be informed of their right to appeal and who to appeal to in the
correspondence advising them of the outcome(s) of the investigation.

If complainants are not satisfied with the outcome, they can submit an appeal
against this decision to the OPFCC. The appeal will be given to a nominated senior
officer, who will investigate the whole case. Following the investigation, a letter will
be sent to the complainant detailing their findings. If still not satisfied with the
outcome at the end of the appeal procedure, a complaint can be made to the Local
Government Ombudsman.

Complaints Register

The OPFCC will enter all complaints in the Complaints Register along with details of
progress and the outcome(s) of each investigation.

Complaints that have been resolved informally will be destroyed after two years;
Complaints that have formal resolution will be destroyed date of resolution plus six
years.

Anonymous Complaints

Anonymous complaints will be investigated as thoroughly and under the same
procedure as other complaints. Reports of the outcome(s) of the investigation will
be prepared by the OPFCC and may be submitted to the Deputy Chief Fire Officer for
consideration of any further steps to be taken by North Yorkshire Fire and Rescue
Service in appropriate circumstances.

Varying The Procedure

The OPFCC may, in exceptional circumstances, vary from this procedure; for
example where vexatious and repeated complaints are made.

Complaints Regarding Financial Matters

If the matter falls within the jurisdiction of the Chief Finance Officer, the complaint
will be investigated by the Chief Finance Officer who will provide written details of

the outcome direct.
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Complaints Regarding Freedom of Information or Re-Use of Public Sector
Information Applications

All complaints regarding Freedom of Information responses or the Authority’s
response to a re-use of public sector information application are dealt with by the

Central Administration Office. Commented [MN(1]: | think this | call ‘Civil Disclosure
Team’ within Legal Services

If the requestor / applicant is not satisfied with the response given they can
complain to the Complaints and Recognition Team in the first instance, and it will be
dealt with as a formal complaint. If the issue is not resolved, then the requestor /
applicant can refer the complaint to the Information Commissioners Office
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