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About this inspection 

This inspection is from our third round of inspections of fire and rescue services 

in England. We first inspected Hertfordshire Fire and Rescue Service in June 2018. 

We published a report with our findings in December 2018 on the service’s 

effectiveness and efficiency and how it looks after its people. Our second inspection, 

in autumn 2020, considered how the service was responding to the pandemic. 

This inspection considers for a second time the service’s effectiveness, efficiency 

and people. 

In this round of inspections of all 44 fire and rescue services in England, we answer 
three main questions: 

1. How effective is the fire and rescue service at keeping people safe and secure 

from fire and other risks? 

2. How efficient is the fire and rescue service at keeping people safe and secure from 

fire and other risks? 

3. How well does the fire and rescue service look after its people? 

This report sets out our inspection findings for Hertfordshire Fire and Rescue Service. 

What inspection judgments mean 

Our categories of graded judgment are: 

• outstanding; 

• good; 

• requires improvement; and 

• inadequate. 

Good is our expected graded judgment for all fire and rescue services. It is based on 

policy, practice or performance that meet pre-defined grading criteria, which are 

informed by any relevant national operational guidance or standards. 

If the service exceeds what we expect for good, we will judge it as outstanding. 

If we find shortcomings in the service, we will judge it as requires improvement. 

If there are serious, critical or systemic failings of policy, practice or performance of 

the fire and rescue service, then consideration will be given to a graded judgment 

of inadequate. 

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/national-operational-guidance/
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Overview 

Question This inspection 2018/19 

 Effectiveness  
Good 

Requires 
improvement 

Understanding fires and other risks  
Requires improvement 

Requires 
improvement 

Preventing fires and other risks  
Requires improvement 

Requires 
improvement 

Protecting the public through fire 
regulation  

Good 

Good 

Responding to fires and other 
emergencies  

Good 

Good 

Responding to major and 
multi-agency incidents  

Good 

Good 

 

Question This inspection 2018/19 

 Efficiency  
Requires improvement 

Requires 
improvement 

Making best use of resources  
Requires improvement 

Requires 
improvement 

Future affordability  
Requires improvement 

Requires 
improvement 
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Question This inspection 2018/19 

 People  
Good 

Requires 
improvement 

Promoting the right values and 
culture  

Good 

Requires 
improvement 

Getting the right people with the 
right skills  

Good 

Requires 
improvement 

Ensuring fairness and promoting 
diversity  

Requires improvement 

Requires 
improvement 

Managing performance and 
developing leaders  

Good 

Requires 
improvement 
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HM Inspector’s summary 

It was a pleasure to revisit Hertfordshire Fire and Rescue Service, and I am grateful 

for the positive and constructive way that the service engaged with our inspection. 

I am satisfied with some aspects of the performance of Hertfordshire Fire and Rescue 

Service in keeping people safe and secure from fires and other risks, but there are 

areas where the service still needs to improve. 

We were pleased to see that the service has made progress since our 2018 inspection 

with producing an up-to-date integrated risk management plan (IRMP) supported by a 

fire cover review (FCR). It continued to perform well at managing its risk-based 

inspection programme (RBIP), working with local businesses and other organisations. 

My principal findings from our assessments of the service over the past year are 

as follows: 

• the service now has an up-to-date IRMP; 

• the rationale for the allocation of resources needs to be clearer and based upon 

its IRMP; 

• there is innovative practice with the service making good use of opportunities to 

engage with others about its protection work; and 

• all staff should understand the service’s values and culture. 

The service has an up-to-date IRMP dated 2019–23. It has assessed a range of 

current and future risks and threats and produced an FCR to support the information 

within its IRMP. 

The service now needs to produce a clear rationale for the resources allocated to all 

its activities, and this needs to be clearly linked to the risks and priorities that it has 

set out. 

We were pleased to see how well the service is carrying out its protection work, 

including having a well-managed RBIP. We have highlighted how the service engages 

with others to promote compliance with fire safety regulations as innovative practice. 

Although we found that the culture of the service is positive in most cases, it is 

worrying that there were ongoing negative behaviours in fire control at the time of 

our inspection. The service’s commitment to address the issues and improve 

the working environment is noted and we look forward to seeing improvements in 

this area. 

 

Matt Parr 
HM Inspector of Fire & Rescue Services 

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/integrated-risk-management-plan-irmp/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/fire-control/
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Service in numbers 

 

 

Incidents attended in the year to 30 September 2021 
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Percentage of population, firefighters and workforce who are female as at 31 March 

2021 

 

Percentage of population, firefighters and workforce who are from ethnic minority 

backgrounds as at 31 March 2021 

 

For more information on data and analysis throughout this report, please view the 

‘ bout the data’ section of our website.

 .   

  .   

  .   

 irefi hters  or force  ocal population

 .   

 .   

  .   

 irefi hters  or force  ocal population

https://www.justiceinspectorates.gov.uk/hmicfrs/fire-and-rescue-services/data/about-the-data-2021-22/
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Effectiveness
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How effective is the service at keeping 
people safe and secure? 

 

Good 

Summary 

An effective fire and rescue service will identify and assess the full range of 

foreseeable fire and rescue risks its community faces. It should target its fire 

prevention and protection activities to those who are at greatest risk from fire and 

make sure fire safety legislation is being enforced. And when the public calls for 

help, it should respond promptly with the right skills and equipment to deal with the 

incident effectively. Hertfordshire Fire and Rescue Service’s overall effectiveness  

is good. 

The service now has an up-to-date integrated risk management plan (IRMP) in place 

and is ma in   ood use of data from its  CR to support it. But the IRMP doesn’t 

clearly direct activities well. We are keen to see the service address this problem 

through its upcoming community risk management planning process. It needs to make 

sure that its resources are allocated appropriately for prevention, protection and 

response activity. 

The service doesn’t evaluate the effectiveness of its prevention strate y, so it is 

missing opportunities to make improvements. It needs to make sure it targets its 

prevention activity at those people most at risk and that it uses its resources efficiently. 

But we are pleased to see how effectively it carries out protection work. Most notable 

is the way the service manages its RBIP, and how it works with others, including 

local businesses. 

It is good that the service is consistently meeting its own response standards. 

Incident commanders are well trained and competent. The service is prepared to 

attend major and multi-agency incidents. 

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/integrated-risk-management-plan-irmp/
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But the service must improve its gathering, maintaining and sharing of risk information. 

It must also make sure that firefighters accurately record the information. 

Understanding the risk of fire and other emergencies 

 

Requires improvement (2019: Requires improvement) 

Hertfordshire Fire and Rescue Service requires improvement at understanding risk. 

Each fire and rescue service should identify and assess all foreseeable fire and 

rescue-related risks that could affect its communities. Arrangements should be put in 

place throu h the service’s prevention, protection and response capabilities to prevent 

or mitigate these risks for the public. 

 

 

We set out our detailed findings below. These are the basis for our judgment of the 

service’s performance in this area. 

The service’s understanding of risk is improving 

Durin  our round one inspection in     , we found that the service couldn’t be sure 

that it understood current and future ris . It also couldn’t be sure it was allocatin  

resources appropriately to manage those risks. The service has now assessed a 

range of current and future risks and threats after an IRMP process. For 2019–23, it 

has produced an up-to-date plan. 

When assessing risk, it has considered relevant information collected from a broad 

range of internal and external sources and datasets. The service makes good use 

of its position within Hertfordshire County Council to access community intelligence. 

Its IRMP is supported by an FCR.  

Area for improvement 

The service needs to improve how it engages with the local community to build up 

a comprehensive profile of risk in the service area. 

Area for improvement 

The service should ensure its firefighters have good access to relevant and 

up-to-date risk information. 

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/intelligence/
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But the service has undertaken only limited consultation on its plan and had only 

limited meaningful dialogue with communities and others, including elected members 

and representative bodies, to both understand the risk and explain how it intends to 

mitigate it. The service knows that it needs to improve its consultation methods to 

involve more people and include a wider representation of its communities. 

Activity isn’t clearly linked to the IRMP 

After assessing relevant risks, the service has recorded its findings in an IRMP. But it 

isn’t fully clear from the plan how the service intends to use its prevention, protection 

and response resources to mitigate or reduce the risk and threats the community it 

serves faces, both now and in the future. For example, it is unclear how teams that 

carry out prevention work will be suitably resourced and trained to meet current or 

future demands. And the IRMP contains limited information on what steps the service 

plans to take in response to any anticipated change to risk levels in the future. 

The recently published FCR had 43 recommendations for how the service can 

improve its work for the public. It is too early for us to review how effective these 

recommendations are. We are interested to see the progress the service makes. 

Planning has started for a new community risk management plan. This will replace 

the current IRMP when it expires. The service should make sure that the new plan 

is based on a thorough assessment of risk and that it gives clear direction. 

Resources should be allocated appropriately for prevention, protection and 

response activity. 

The service needs to improve how it gathers, maintains and shares risk 

information 

The service routinely collects and updates the information it has about the people, 

places and threats it has identified as being at greatest risk. We found from the 

records we reviewed that site-specific risk information (SSRI) visits are carried out 

within the time frames set by the service. The visits we checked were carried out in 

accordance with service policy. Staff at fire stations provided good examples where 

response staff and protection officers had worked together. 

But ris  information isn’t always disseminated well throu hout the service, and it isn’t 

readily available or understood by all staff. The service’s systems aren’t robust and 

include paper-based and manual processes. This means the sharing of risk 

information isn’t efficient. More wor  is needed for the service to assure itself that staff 

in prevention, protection and response roles can access all the information they need. 

At the time of this inspection, the service was migrating information from its existing 

risk visits to its new system, which should improve the handling of risk information and 

how staff access it. 
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There is a process for dealing with short-term and temporary risk information which 

are dealt with locally. Due to this, the service couldn’t demonstrate how they mana e 

short-term and temporary risks in a consistent way. 

When necessary, the service must make sure that the risk information it holds is 

exchanged with other organisations, such as police, health, social services, and 

local authorities. 

Site-specific risk information isn’t quality assured 

We found there is no specific training for staff carrying out SSRI visits. This can lead to 

inconsistent collecting and recording of risk information. Our inspection highlighted 

that the data collected wasn’t quality assured.  or example, we found that important 

information such as building use, number of floors and the presence of flammable 

cladding, was unclear or wasn’t hi hli hted well enou h. The service should assure 

itself that all risk information is accurately recorded so it is more useful and relevant for 

staff who need it. 

The service builds an understanding of risk from operational activity 

The service records and communicates risk information from operational activity 

effectively. It also routinely updates risk assessments and uses feedback from local 

and national operational activity to inform its planning assumptions. For example, it 

used operational information to develop the recommendations in the FCR. 

The service has used learning from the Grenfell Tower Inquiry to reduce risk 

During this round of inspections, we sampled how each fire and rescue service 

has responded to the recommendations and learning from Phase 1 of the Grenfell 

Tower Inquiry. 

Hertfordshire Fire and Rescue Service has responded positively and proactively to 

learning from this tragedy. The service had assessed the risk of every high-rise 

building in its service area by the end of 2021. 

It has carried out a fire safety audit and collected and passed relevant risk information 

to its prevention, protection and response teams about buildings identified as high risk 

and all high-rise buildings that have cladding similar to the cladding installed on 

Grenfell Tower. 

At the time of this inspection, the service was making good progress with its Grenfell 

action plan.  
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Preventing fires and other risks 

 

Requires improvement (2019: Requires improvement) 

Hertfordshire Fire and Rescue Service requires improvement at preventing fires and 

other risks. 

Fire and rescue services must promote fire safety, including giving fire safety advice. 

To identify people at greatest risk from fire, services should work closely with 

other organisations in the public and voluntary sector, and with the police and 

ambulance services. They should provide intelligence and risk information with these 

other organisations when they identify vulnerability or exploitation. 

 

 

 

We set out our detailed findings below. These are the basis for our judgment of the 

service’s performance in this area. 

The service’s prevention strategy isn’t effectively directing activity 

The service’s prevention strate y isn’t clearly ali ned with the ris s in its IRMP. 

The IRMP’s proposals for prevention lac  detail and don’t clearly direct activity. 

The staff we spo e to felt that prevention wasn’t prioritised as well as response 

and protection. It is unclear how resources are allocated.  

Area for improvement 

The service should review and update its prevention strategy to take account 

of risks. 

Area for improvement 

The service should ensure it targets its prevention work at people most at risk. 

Area for improvement 

The service should evaluate its prevention work, so it understands the benefits 

better. 
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Prevention work generally happens in isolation, and we found little evidence of 

relevant information being provided to protection and response functions. 

Information is stored in different places, with limited access. This means the central 

prevention team can’t access post-incident activity. There are also no clear links 

between prevention work and protection activity. As a result, vulnerable people and 

others may not be getting the support they need. 

The service needs to improve how it targets those most vulnerable 

The service doesn’t have a clear, ris -based approach that helps it to direct prevention 

activity towards the people most at risk from fire and other emergencies. 

The service could do more to identify and target people who are most at risk. It uses 

only limited information and data to target its prevention activity. There is a disconnect 

between the data that the service has access to, and local activity. 

It provides only a limited ran e of interventions that don’t always match the level of 

risk in its communities. For example, the service has a campaigns programme which 

follows national themes. But it isn’t effective or ali ned to local ris s. Staff told us the 

approach to prevention work is inconsistent. 

Safe and well visits are inconsistent 

We were disappointed to find that firefi hters aren’t carrying out full safe and 

well visits. Some firefighters were trained to carry out full safe and well visits as part 

of a trial a few years ago, but the service told us that this was stopped due to being 

unable to reach a reement with representative bodies.  irefi hters feel that they don’t 

have the right skills or confidence to do them. Instead, they carry out home fire safety 

checks and fit smo e detectors. These chec s don’t cover the full ran e of hazards 

that can put vulnerable people at greater risk from fire and other emergencies. 

Full safe and well visits are carried out by a central team and trained volunteers 

instead. 

The standard of visits that firefighters carry out are inconsistent and the service can’t 

be sure it is doing enough to help those who are at most risk of harm. 

The service uses paper-based systems and manual processes, which also hinder the 

understanding and assurance of progress and completed work. 

The service responds well to safeguarding concerns 

The service is a valued member of the Hertfordshire Safeguarding Adults Board and 

has led on serious case reviews. The service has improved how it handles 

safeguarding and dealing with vulnerability as part of a multi-agency approach. 

Staff we interviewed told us about occasions when they had identified 

safeguarding problems. They told us they feel confident and trained to act 

appropriately and promptly. 

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/vulnerable-people/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/safe-and-well-visits/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/safe-and-well-visits/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/home-fire-safety-check/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/home-fire-safety-check/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/safeguarding/


 

 14 

The service works well with other organisations 

The service works with a wide range of other organisations, such as other emergency 

services, community safety partnerships and businesses, to prevent fires and other 

emergencies. We found that the service has good access to information through its 

position in Hertfordshire County Council. It also has strong partnerships with other 

organisations and departments within the council. For example, it is an active member 

of the Hertfordshire Road Safety Partnership and supported a council-led scheme 

called Fit, Fed and Read. 

We found good evidence that it routinely refers people at greatest risk to other 

organisations which may be better able to meet their needs. Arrangements are in 

place to receive referrals from others such as adult care services. The service acts on 

the referrals it receives. For example, it prioritises safe and well visits based upon risk. 

The service routinely exchanges information with other public sector organisations 

about people and groups at greatest risk. It uses the information to challenge planning 

assumptions and target prevention activity. For example, the service has 

arrangements in place with other organisations to share information on high-risk 

individuals when relevant. 

The service tackles fire-setting behaviour 

The service has a range of suitable and effective interventions to target and educate 

people of different ages who show signs of fire-setting behaviour. This includes 

working with known fire setters through a dedicated programme led by the 

youth engagement team, carrying out joint interventions with the police, and making 

school visits. The service also has web pages where the public can access 

information or request a visit to talk to individuals. 

When appropriate, it routinely shares information with other relevant organisations 

such as the police, to support the prosecution of arsonists. Fire crews have worked 

with the police to support arson campaigns. They regularly carry out arson patrols in 

local communities to identify areas at risk. 

The service needs to improve the evaluation of its prevention work 

We found limited evidence that the service evaluates how effective its prevention 

activity is or makes sure all its communities get equal access to prevention activity that 

meets their needs. This includes prevention activity following an incident. The service 

doesn’t routinely use the feedbac  it receives to improve what it does.  s a result, the 

service is still missing opportunities to improve what it provides the public.  
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Protecting the public through fire regulation 

 

Good (2019: Good) 

Hertfordshire Fire and Rescue Service is good at protecting the public through 

fire regulation. 

All fire and rescue services should assess fire risks in certain buildings and, when 

necessary, require building owners to comply with fire safety legislation. Each service 

decides how many assessments it does each year. But it must have a locally 

determined, risk-based inspection programme for enforcing the legislation. 

 

We set out our detailed findings below. These are the basis for our judgment of the 

service’s performance in this area. 

The service has a protection strategy linked to its IRMP 

The service’s protection strate y is lin ed to the ris  it has identified in its IRMP. 

Staff from all parts of the service are involved in protection activities, and when 

needed, they feedback information effectively. For example, operational crews carry 

out fire safety visits at medium-risk premises and can refer them to specialist fire 

safety officers if necessary. The service uses information from these visits to adjust 

Innovative practice: Hertfordshire Fire and Rescue Service makes good use 

of opportunities to engage with others about its protection work 

The service has strong links and engages well with regulatory partners and 

local businesses. It promotes and contributes to a ‘better business for all’ model 

as part of the Hertfordshire Local Enterprise Partnership. This has led to a charter 

between Hertfordshire regulatory teams and businesses enabling them to 

provide regulatory services in a more efficient way and promote business growth. 

The service recently consulted with businesses in the partnership before 

successfully carrying out a trial to reduce the number of unwanted fire signals 

that it attends. It contributes to improving local business productivity with guidance 

and advice. 

The service has produced continuing professional development updates for 

partners and other fire and rescue services to share learning and promote good 

ways of working. It ran an accredited online seminar for local businesses and fire 

risk assessors to increase awareness and understanding of fire risk assessments. 

Around 1,200 people attended the seminar and continuing professional 

development credit was available. 
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planning assumptions and direct activity. We were pleased to hear examples of fire 

safety inspecting officers supporting firefighters when carrying out SSRI visits. 

The service adapted its protection activity well during the pandemic 

We considered how the service had adapted its protection activity during our 

COVID-19 specific inspection from 21 September to 2 October 2020. At that time, we 

found it had adapted its protection work well. Since then, we are encouraged to find 

that protection activity has returned to visits in person. The service has maintained 

effective communication with other organisations and local businesses. 

The service aligns activity to risk 

The service has a well-planned RBIP which focuses on the service’s hi hest 

risk buildings. The audits that we reviewed were completed in the timescales the 

service has set itself. 

Operational crews support the RBIP by carrying out medium-risk fire safety audits. 

All supervisory managers are given non-fire safety specialist training to do this. 

In 2020/21, the service conducted 519 fire safety audits (1.1 per 100 known 

premises). This is lower than the England rate of 1.7 per 100 known premises. 

The proportion of unsatisfactory audits was 71 percent, which is much higher than 

previous years. This indicates that the service is targeting audits at premises that 

need them. 

The service has carried out fire safety audits at high-rise buildings 

The service has carried out audits at all high-rise buildings it has identified as having 

cladding similar to the type installed on Grenfell Tower. It makes information gathered 

during these audits available to response teams and control operators, so they can 

respond more effectively in an emer ency. But the service didn’t ta e the opportunity 

to share relevant information with prevention staff. 

By the end of 2021 it had visited all the high-rise, high-risk buildings identified in its 

service area. 

Fire safety audits are completed to a high standard 

We reviewed a range of audits of different types of premises. This included audits: 

• which were part of the service’s RBIP; 

• which were carried out after fires at premises where fire safety legislation applies; 

• where enforcement action was taken; and 

• at high-rise, high-risk buildings. 

The audits we reviewed had been completed to a high standard, in a consistent, 

systematic way in line with the service’s policies. 
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But we did find some evidence that relevant information wasn’t shared with 

operational teams and control room operators. The service should make sure all 

relevant information from the audits is made available to those who may need it. 

Poor technology affects the management and use of protection information 

We were disappointed to find examples of the service using paper-based and manual 

processes when carryin  out audits. Systems aren’t lin ed, and the service isn’t 

making best use of technology. 

The service ac nowled es that its systems are “clun y”, inefficient, and could 

be improved.  ew technolo y is bein  introduced, but the service isn’t yet clear 

exactly how it will be used to support activity. 

There isn’t enough quality assurance or evaluation of protection activity 

The service carries out limited quality assurance of its protection activity. It also 

doesn’t routinely collect equality data as part of its inspection pro ramme. 

It doesn’t have  ood evaluation tools in place to measure the protection activity’s 

effectiveness against the IRMP. Nor can it make sure all members of its communities 

have equal access to the protection services that meet their needs. 

The service’s use of enforcement powers is proportionate 

The service consistently uses its full range of enforcement powers, and when 

appropriate, prosecutes those who don’t comply with fire safety re ulations. 

In the year to 31 March 2021, the service issued: 

• 0 alteration notices; 

• 362 informal notifications; 

• 0 enforcement notices; 

• 5 prohibition notices; and 

• 0 prosecutions. 

In the past 5 years, from 2016/17 to 2020/21, it has completed 6 prosecutions. 

Protection work is well resourced 

The service has enough qualified protection staff to meet the requirements of the 

service’s RBIP. Staff are trained in line with national standards. This helps the 

service to provide the range of audit and enforcement activity needed, both now and 

in the future.  
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Staff get the right training and work to appropriate accreditation. Operational crews are 

well supported to carry out medium-risk audits, including having a station liaison 

officer who is responsible for fire protection support and guidance. 

The service works well with other enforcement agencies 

The service works closely with other enforcement agencies to regulate fire safety and 

routinely exchanges risk information with them. For example, it carries out petroleum 

licencing inspections on behalf of the county council. It also has a service level 

agreement with ten local authorities which relates to houses of multiple occupation. 

The service responds promptly to building consultations 

The service responds to most building consultations on time, so consistently meets 

its statutory responsibility to comment on fire safety arrangements at new and 

altered buildings. The service has an online portal through which it receives building 

control and licencing applications. In 2020/21, it responded to 97.7 percent of licencing 

applications and 93.6 percent of building consultations within the expected time frame. 

The service works well with businesses and other organisations 

The service proactively engages with local businesses and other organisations to 

promote compliance with fire safety legislation. It is notable how well the service 

makes the most of opportunities to engage with others. 

The service has strong links with regulatory partners and local businesses and works 

well with them. It promotes and contributes to a ‘better business for all’ model as part 

of the Hertfordshire Local Enterprise Partnership. This has led to a charter between 

Hertfordshire regulatory teams and businesses, helping them to provide regulatory 

services in a more efficient way and to promote business growth. 

The service recently consulted with businesses in the partnership before successfully 

carrying out a trial to reduce the amount of unwanted fire signals that it attends. It also 

contributes to improving local business productivity with guidance and advice. 

The service has produced professional development updates for partners and other 

fire and rescue services to share learning and promote good ways of working. It ran 

an accredited online seminar for local businesses and fire risk assessors to increase 

awareness and understanding of fire risk assessments. Around 1,200 people attended 

the seminar, and continuing professional development credit was available. 

The service is reducing the number of unwanted fire signals 

Since our last inspection the service has taken action to address the burden of 

unwanted fire signals with a long-term phased trial that it introduced in June 2021. 

An effective risk-based approach is now in place. 
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It gets fewer calls because of this work. In December 2021, during phase 1 of the trial, 

the service reported a 66 percent reduction in attendance to office-type premises. 

Fewer unwanted calls means that fire engines are available to respond to a genuine 

incident rather than responding to a false one. It also reduces the risk to the public if 

fewer fire engines travel at high speed on the roads. We are interested to see the full 

results of the trial when it is complete, and to see how the service adapts its future 

policies as a result. 

Responding to fires and other emergencies 

 

Good (2019: Good) 

Hertfordshire Fire and Rescue Service is good at responding to fires and 

other emergencies. 

Fire and rescue services must be able to respond to a range of incidents such as fires, 

road traffic collisions and other emergencies in their area. 

 

 

We set out our detailed findings below. These are the basis for our judgment of the 

service’s performance in this area. 

Resources are aligned to risk 

The service’s response strate y is lin ed to the ris s identified in its IRMP. Its fire 

engines and response staff, as well as its working patterns, are designed and located 

to help the service to respond flexibly to fires and other emergencies with the 

appropriate resources. The resourcing model is based upon a clear methodology and 

makes sure that the service meets the standards it has set itself. 

Area for improvement 

The service should ensure its firefighters have good access to relevant and 

up-to-date risk information. 

Area for improvement 

The service should ensure it has effective systems in place to reliably understand 

resource availability, call handling and alerting of on-call resources to respond to 

incidents. 
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The service meets its own response standards 

There are no national response standards of performance for the public. But the 

service has set out its own response standards in its IRMP. The service has set out 

that it will attend dwelling fires: 

• in 10 minutes on 90 percent of all occasions for the first fire engine attending; 

• in 13 minutes for the second fire engine; and 

• in 16 minutes for the third fire engine from the time the resources are assigned. 

The service consistently meets these standards. 

Home Office data shows that in the year to    September     , the service’s avera e 

response time to primary fires was 8 minutes and 21 seconds. This is slower than the 

average time for services classified by the Office for National Statistics and the Home 

Office as predominantly urban, which includes Hertfordshire, but the county does have 

areas that are rural in nature. 

The availability of fire engines supports the response strategy 

To support its response strategy, the service aims to have 40 fire engines available at 

all times. The service consistently achieves its own response standards, often with 

less than 40 fire engines available. 

We are pleased to see that the service recently introduced a new system to manage 

the availability of on-call staff. But some on-call staff feel that they need more 

training and familiarisation with the new system. Due to this our previous area for 

improvement remains. 

Staff understand how to command incidents safely 

The service has trained incident commanders who are assessed regularly and 

properly. This helps the service to safely, assertively and effectively manage the 

whole range of incidents that it could face, from small and routine ones to complex 

multi-agency incidents. 

As part of our inspection, we interviewed incident commanders from across 

the service. The incident commanders we interviewed are familiar with risk assessing, 

decision-making and recording information at incidents in line with national best 

practice, as well as the Joint Emergency Services Interoperability Principles (JESIP). 

Fire control should be more involved in wider service activities 

The shared fire control function with Humberside, Lincolnshire and Norfolk has 

increased the service’s resilience and freed up trainin  capacity. It can now handle 

calls in a timely and consistent way, and can share call handling with other members 

of the consortium. 

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/primary-fire/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/retained/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/joint-emergency-services-interoperability-principles-jesip/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/fire-control/
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However, we are disappointed to find that the service’s control staff aren’t always 

included in the service’s command, trainin , exercise, debrief and assurance activity. 

We heard from staff who felt that it was improvin  but they still don’t feel they are as 

involved as they could be. 

The service is prepared to handle multiple fire survival guidance calls 

The control room staff we interviewed are confident they could provide fire survival 

guidance to many callers simultaneously. This was identified as learning for fire 

services after the Grenfell Tower fire. We found that the service has carried out 

exercises to test procedures when handling simultaneous fire survival guidance calls. 

Some of the exercises involved operational crews. 

Control has systems in place to exchange real-time risk information with 

incident commanders, other responding partners and other supporting fire and 

rescue services. Maintaining good situational awareness helps the service to 

communicate effectively with the public, providing them with accurate and 

tailored advice. 

Some staff don’t have confidence in mobile data terminals 

Firefighters can access risk information through mobile data terminals (MDTs). It is 

positive that control staff have access to the same risk information as firefighters 

responding to incidents. The risk information we sampled on MDTs was easy 

to access. 

But we found that some operational staff still feel that MDTs are unreliable. 

Worryingly, we found paper copies of risk information being held on fire appliances 

because of this lack of confidence in the MDTs. Therefore, this area for improvement 

from our last inspection remains. 

The service is good at evaluating operational performance 

As part of the inspection, we reviewed a range of emergency incidents and 

training events. 

We are pleased to see the service routinely follows its policies to assure itself that staff 

command incidents in line with operational guidance. Internal risk information is 

updated with the information received. The end results of any learning are now 

tracked and actioned quickly, and are shared with staff. We are encouraged by the 

improvements in operational assurance since our last inspection. The service should 

make sure it has enough resilience to sustain and develop this good work. 

The service has responded to learning from incidents and exercises to improve its 

service for the public. For example, we were shown a detailed and comprehensive 

completed debrief template after a large exercise in November 2021. The information 

had clear recommendations and stated who is responsible for carrying them out. 

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/mobile-data-terminal/
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We are encouraged to see the service is contributing towards, and acting on, learning 

from other fire and rescue services or operational learning gathered from other 

emergency service partners. This includes contributions to joint organisational learning 

with the local resilience forum (LRF). 

The service hasn’t yet fully implemented national operational guidance 

It is disappointin  to see the service hasn’t yet fully adopted national operational 

guidance. But some policies are aligned with the guidance, and the service plans to 

fully implement it by 2023. 

The service is good at communicating information about incidents to the public 

The service has good systems in place to inform members of the public about ongoing 

incidents, and to help keep them safe during and after incidents. It uses a range of 

social media platforms, as well as traditional press releases. It has also improved the 

accessibility of its website. 

It has good communication arrangements with other organisations throughout 

the county. For example, it is part of the ‘warn and inform’  roup in the  R . 

Responding to major and multi-agency incidents 

 

Good (2019: Good) 

Hertfordshire Fire and Rescue Service is good at responding to major and 

multi-agency incidents. 

All fire and rescue services must be able to respond effectively to multi-agency and 

cross-border incidents. This means working with other fire and rescue services (known 

as intraoperability) and emergency services (known as interoperability). 

 

We set out our detailed findings below. These are the basis for our judgment of the 

service’s performance in this area.  

Area for improvement 

The service should ensure it understands national and cross-border risks and is 

well prepared to meet such risks. It should ensure operational staff and control 

room operators have access to cross-border risk information. 

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/joint-organisation-learning-jol/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/local-resilience-forum-lrf/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/national-operational-guidance/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/national-operational-guidance/
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The service is prepared for major and multi-agency incidents 

The service has effectively anticipated and considered the reasonably foreseeable 

risks and threats it may face. These risks are listed in both local and national risk 

registers as part of its integrated risk management planning. For example, it recently 

tested a major incident plan for the HS  railway wor ers’ villa e. Major incident 

response plans are regularly reviewed, including with other county council teams. 

It is also familiar with the significant risks that could be faced by neighbouring fire and 

rescue services that it might reasonably be asked to respond to in an emergency. 

These include training with neighbouring services on road traffic collisions, fires in 

high-rise buildings and marauding terrorist attack (MTA)-type incidents. 

Firefighters and control staff still can’t access cross-border risk information 

 irefi hters and control staff don’t have readily available access to risk information 

from neighbouring services. We were told that an officer with a laptop is mobilised to 

incidents in neighbouring counties as a temporary solution to support firefighters in 

accessing risk information. Therefore, this area for improvement from our last 

inspection remains. 

The service is well prepared to respond to major and multi-agency incidents 

We reviewed the arrangements the service has in place to respond to different major 

incidents, including for high-rise, wide-area flooding and MTA incidents. 

The service has good arrangements in place, which are well understood by staff. 

For example, all firefighters are trained to respond to MTA-type incidents. This is in 

addition to the specialist response team. 

The service works well with other fire and rescue services 

The service supports other fire and rescue services responding to emergency 

incidents. For example, it attends some major risks and is first to attend some 

incidents in other counties. It is intraoperable with these services and can form part of 

a multi-agency response. Cross-border liaison officers are mobilised to support safe 

working with other services. The service has a policy for this. 

The service understands how to deploy its resources to other services and is confident 

in calling on national assets when required. 

Staff take part in cross-border exercises 

The service exercises and trains with neighbouring fire and rescue services on 

specific risks so that they can work together effectively to keep the public safe. 

Exercises and training that has taken place with neighbouring services includes MTA-

type incidents and high-rise incidents. But there is no formal service-wide planning 

and scheduling. 
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We are encouraged to see that feedback from exercises is gathered and used to 

inform risk information. 

Incident commanders have been trained in the JESIP 

Incident commanders are trained in and are familiar with the JESIP. We found that 

incident commanders were confident in their knowledge of the JESIP. 

The service gave us strong evidence that it consistently follows these principles. 

It also showed it had participated effectively in the LRF during the pandemic. 

The service is an active member of the Hertfordshire Local Resilience Forum 

The service has good arrangements in place to respond to emergencies with other 

organisations in the Hertfordshire Local Resilience Forum. These arrangements 

include comprehensive plans for COMAH sites, as well as specific risk information for 

sites that pose additional risks. 

The service is a valued partner in the forum. It has chaired strategic and tactical 

co-ordinating group meetings, and the training sub-group. It also takes part in regular 

training events, and it uses the learning to develop planning assumptions for 

responding to major and multi-agency incidents. The service takes part in regular 

training events with other members of the LRF and uses the learning to develop 

planning assumptions about responding to major and multi-agency incidents. 

This includes at the Buncefield oil depot and HS2 construction sites. 

The service uses national learning 

The service keeps itself up to date with national operational learning from other fire 

services and joint organisational learning from other emergency services partners, 

such as the police and ambulance services. It uses this learning to inform planning 

assumptions that it makes with other organisations.

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/comah-sites/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/national-operational-learning-nol/
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Efficiency
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How efficient is the service at keeping 
people safe and secure? 

 

Requires improvement 

Summary 

An efficient fire and rescue service will manage its budget and use its resources 

properly and appropriately. It will align its resources to the risks and priorities identified 

in its integrated risk management plan (IRMP). It should try to achieve value for 

money and keep costs down without compromising public safety. It should make the 

best possible use of its resources to achieve better results for the public. Plans should 

be based on robust and realistic assumptions about income and costs. Hertfordshire 

Fire and Rescue Service’s overall efficiency requires improvement. 

The service needs to show a clear rationale for the resources allocated between 

prevention, protection and response activities. This rationale should be linked to the 

risks and priorities in the IRMP. 

The service’s current bud et is £  . m and is expected to rise to £39.2m for 2025/26, 

ta in  into account inflationary rises.  e are pleased to find that the service’s financial 

planning, financial systems and audit arrangements are all satisfactory. 

We have found that the service is willing to collaborate with others, but it can’t yet 

show significant financial benefits from this, or improvements in value for money. 

We found evidence that the pace of change at times is too slow, particularly around 

the introduction of new technology. 

The service has estate and fleet strate ies, but it doesn’t exploit the opportunities 

to improve efficiency and effectiveness that are presented by changes in fleet and 

estate provision. 

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/integrated-risk-management-plan-irmp/
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Making best use of resources 

 

Requires improvement (2019: Requires improvement) 

Hertfordshire Fire and Rescue Service requires improvement at making best use of 

its resources. 

Fire and rescue services should manage their resources properly and appropriately, 

ali nin  them with the services’ ris s and statutory responsibilities. Services should 

make best possible use of resources to achieve the best results for the public. 

The service’s net bud et for     /   is £  . m, with an expected rise to £  . m 

for 2025/26. 

 

 

 

We set out our detailed findings below. These are the basis for our judgment of the 

service’s performance in this area. 

The service’s plans support its objectives, but don’t clearly support the 

allocation of resources 

The service has benefitted from an updated IRMP which has provided financial 

direction and supported investment. This addresses an area for improvement from our 

round one inspection in 2018. The IRMP is well integrated with other financial 

strategies and plans. The overarching strategies lack detail but are supported by 

more detailed departmental plans which include targets and time frames. 

Area for improvement 

The service needs to show a clear rationale for the resources allocated between 

prevention, protection and response activities. This should be linked to risks and 

priorities set out in the integrated risk management plan. 

Area for improvement 

The service should ensure that its budget and resource allocation, and 

management of performance and projects, support the activity set out in the 

integrated risk management plan and strategic priorities. 

Area for improvement 

The service needs to ensure it effectively evaluates benefits and outcomes of its 

statutory duty to collaborate. 
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Departmental plans and actions are scrutinised by heads of service and the senior 

executive board. 

But the way the service allocates resources to prevention, protection and response 

activity is mainly based on historical information. It isn’t clearly lin ed to the 

current IRMP. 

We found some evidence that the service uses its resources well to manage risk. 

For example, it has a well-resourced protection team, and it uses wholetime 

operational crews to support the RBIP. But there are areas which still need improving. 

There isn’t a clear link between IRMP objectives and how station-based activity 

is directed. And the service can’t clearly explain how resources are allocated to 

prevention work, including how firefighters are used in carrying out prevention activity. 

Staff don’t widely understand the service’s strate ies and how their wor  contributes 

to them. 

Financial plans are built on sound scenarios. They help make sure the service is 

sustainable and are underpinned by financial controls that reduce the risk of misusing 

public money. Financial planning, financial systems and audit arrangements are all 

well considered. Planning assumptions consider the various pension arrangements for 

different staff groups. 

The service could do more to make sure its workforce is productive 

The arrangements for mana in  performance need improvement and don’t clearly lin  

resource use to the IRMP and the service’s most important and lon -term aims. 

Station plans aren’t always used to direct prevention activity and ma e sure staff 

are productive. Staff don’t widely understand them or use them effectively to 

improve performance. 

There is no productivity tool for the service to use to monitor performance. Staff are 

sometimes frustrated with the technology that the service has. On-call staff told us that 

they don’t feel supported when new ways of wor in  are introduced. Trainin  is 

sometimes missed due to leave and other absence, and staff are often frustrated at 

being unable to confidently use new systems. 

Some steps are bein  ta en to ma e sure the wor force’s time is as productive 

as possible. This includes implementing new ways of working. For example, the 

service has plans to change its day crewing plus system to a different model. It has 

also introduced flexible mobilising, which helps fire engines to be crewed with on-call 

staff from different locations. This maximises staff availability. Flexible working for 

on-call staff has been introduced, and we were told that senior leaders are open to 

trialling new crewing systems.  

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/wholetime-firefighter/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/wholetime-firefighter/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/retained/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/day-crewing-plus/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/mobilisation/
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The service had to adapt its working practices as a result of the pandemic. 

Those changes are still part of its day-to-day activity and included moving The 

Prince’s Trust pro ramme online.  s a result, the pro ramme has seen an increase 

in interest. High-risk referrals for safe and well visits continued to take place during 

the pandemic, and the service told us that the number of referrals it receives is now 

rising again. 

Some staff told us that the service relies heavily on overtime and has a significant 

number of vacancies in fire control and at fire stations. This was reported during our 

last inspection and the service still needs to address it. 

The service can’t yet show that collaborations are resulting in efficiencies 

The service can’t yet show si nificant improvements in the way it uses collaboration 

to ma e efficiencies. So, it can’t show that it is improving value for money 

through collaboration. This was an area for improvement in our last inspection, and 

it still needs addressing. 

We are encouraged, though, to see that it is actively exploring opportunities to work 

with other emergency responders, and there are examples of the service creating 

operational benefits through working together. It is part of a collaboration board with 

the police, ambulance and county council. This ali ns with the service’s IRMP. 

The service considers opportunities, for example, a joint estates plan. The tangible 

benefits are limited at present but include the provision and use of a drone capability 

with Bedfordshire Police and Cambridgeshire and Hertfordshire Constabularies, and 

Bedfordshire and Cambridgeshire Fire and Rescue Services. 

The service has continuity arrangements in place 

We are encouraged to see the improvements the service has made since the last 

inspection, and it has addressed the previous area for improvement. The service 

has good continuity arrangements in place for areas where threats and risks are 

considered high. These threats and risks are regularly reviewed and tested so 

that staff are aware of the arrangements and their associated responsibilities. 

The implementation of the shared fire control function has increased the service’s 

resilience, as it can now switch all calls over to another service. The ICT systems’ 

security is tested annually. 

The service can’t show it is providing value for money 

There are regular reviews to consider all the service’s expenditure, includin  its 

non-pay costs. For example, scrutiny for ICT work is through the Digital Services 

Strate y Board, which meets quarterly. Estates’ proposals  o throu h county council 

processes and are reported to senior executives. The service is a member of the 

Hertfordshire Emergency Services Collaboration Board, which directs joint projects 

and tracks progress. 

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/safe-and-well-visits/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/fire-control/
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The service has taken limited action to reduce non-pay costs, which aren’t supported 

by regular reviews and scrutiny. Three major capital schemes have been paused for 

the service to review costs. They are subject to further consideration. 

The service manages procurement activity effectively through the county council, but 

little progress is being made to achieve greater efficiencies through national initiatives 

and contracts. The service makes use of the Chartered Institute of Public Finance and 

 ccountancy’s benchmarking information, but the way it considers its overheads isn’t 

consistent with other services. For example, back-office functions carried out by the 

county council aren’t shown in the service’s bud et. 

Making the fire and rescue service affordable now and in the future 

 

Requires improvement (2019: Requires improvement) 

Hertfordshire Fire and Rescue Service requires improvement at making the service 

affordable now and in the future. 

Fire and rescue services should continuously look for ways to improve their 

effectiveness and efficiency. This includes transforming how they work and improving 

their value for money. Services should have robust spending plans that reflect future 

financial challenges and efficiency opportunities, and they should invest in better 

services for the public. 

 

 

 

We set out our detailed findings below. These are the basis for our judgment of the 

service’s performance in this area. 

Area for improvement 

The service needs to make sure that objectives in its new integrated risk 

management plan offer value for money. 

Area for improvement 

The service needs to accelerate its plans to improve ICT so that it makes best use 

of available technology to support operational effectiveness and efficiency. 

Area for improvement 

The service should make sure it has the right skills in place and capacity to 

successfully manage change across the organisation. 

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/benchmarking/
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The service could do more to improve value for money 

Since our last inspection the service has created an up-to-date IRMP which is 

supported by an FCR. The IRMP and FCR have proposals and recommendations for 

the service to make better use of resources to address priorities. Many of these 

recommendations haven’t yet been implemented. But the service has made better use 

of data, and this will also support its planning for the next risk management process. 

We look forward to seeing how the service progresses with the recommendations of 

the FCR. 

After several years of one-year settlements, the county council has a balanced 

budget for the next two years which provides more financial certainty for the service. 

 e didn’t see clear evidence from the service of an objective to improve its value 

for money. As such, we have updated a previous area for improvement from our 

last inspection. 

The service understands most of its future financial challenges. But the service 

doesn’t yet understand the full effect of the additional costs resultin  from a 

court ruling in a dispute over firefighter pension costs, or how this affects 

workforce planning. It has no plans to mitigate against this future risk. 

The underpinning assumptions are relatively robust, realistic and prudent, and take 

account of the wider external environment and some scenario planning for future 

spending reductions. These include pay and inflation. 

The service has clear arrangements for the use of reserves 

The service doesn’t hold its own reserves. Access to the county council reserves 

would be possible if other sources of fundin  weren’t available. Budgets are 

managed within departments and directorates and at council-wide level before 

accessing reserves. 

Fleet and estates strategies aren’t driving efficiency and effectiveness 

The service has estate and fleet strate ies, but it doesn’t exploit opportunities 

presented by changes in fleet and estate provision to improve efficiency and 

effectiveness. There is little focus on benchmarking or cost effectiveness for the fleet. 

While there is a comprehensive database of the building stock, we saw a lack of drive 

to improve, with several sites needing maintenance or alterations. 

The service has assessed all its buildin s and identified that some buildin s aren’t fit 

for purpose and struggle to meet equalities standards. Facilities for female firefighters 

at some locations aren’t suitable. The service ac nowled es that it needs to improve 

its estates to maintain dignity at work for all its staff. 

A collaborative review of estates had taken place with the police, ambulance and local 

authority to establish future needs. But several major schemes have stalled and are 

subject to re-design. The service was considering its options at the time of inspection. 

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/reserves/
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The service is slow to make changes 

Since our last inspection the service has considered how it can improve its use of 

technology, but the pace of change has been slow. While the service has made some 

progress, the area for improvement identified in 2018 remains. For example, the 

introduction of its information management system for prevention and protection work 

is behind its ori inal intended schedule, and the service can’t yet explain exactly how it 

intends to use it. 

The service has considered how changes in technology and future innovation may 

have an effect on ris . But it hasn’t fully exploited the opportunities presented by 

changes in technology or accessed support from the county council to improve 

efficiency and effectiveness. Paper-based systems and manual processes are 

prevalent across many departments. We were told that some staff have a lack of 

understanding of the new technology that the service has introduced. 

The service should consider if it currently has the capacity and capability to bring 

about lasting future change. 

The service has considered external funding opportunities and reviewed 

options for generating income 

The service actively considers and exploits opportunities for generating extra income, 

but these are limited. 

It has secured some external funding and support to bring about improvements to the 

service it gives the public. These include: 

• the donation of cars from a manufacturer for training; 

• a COVID-19 recovery package; 

• a home security service; and 

• a public health grant to support health outcomes. 

Options for generating income through commercial trading have been considered but 

the service decided not to progress these. The service provides the county council 

with fire safety training and training in the use of fire extinguishers.
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People
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How well does the service look after its 
people? 

 

Good 

Summary 

A well-led fire and rescue service develops and maintains a workforce that is 

supported, professional, resilient, s illed, flexible and diverse. The service’s leaders 

should be positive role models, and this should be reflected in the behaviour of staff at 

all levels. All staff should feel supported and be given opportunities to develop. 

Equality, diversity and inclusion are part of everything the service does and its staff 

understand their role in promoting it. Overall, Hertfordshire Fire and Rescue Service is 

good at looking after its people. 

We are encouraged to see that the service now has well-defined values that are 

understood by most staff. And that leaders are consistently modelling appropriate 

behaviours. We also found improvements have been made towards EDI, particularly 

the most recent equality impact assessments (EIAs). 

While the culture of the service is mainly positive, the service must carry out its 

commitment of giving support to improve the experience of control staff at work. 

The service has improved its workforce planning. And staff can access the training 

that they need to carry out their roles. 

As in our 2018 inspection, the service still needs to do more to make sure that its 

methods of gathering staff feedback are effective. Staff told us that they have limited 

confidence in the current methods. 

 e found that staff still aren’t confident that promotion and pro ression processes 

are fair. The service should demonstrate to staff that all promotion and progression 

processes are fair and easy to access. It also needs to do more to make sure its 

recruitment processes are fair and easy to access for applicants from a range of 

backgrounds. 
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Promoting the right values and culture 

 

Good (2019: Requires improvement) 

Hertfordshire Fire and Rescue Service is good at promoting the right values 

and culture. 

Fire and rescue services should have positive and inclusive cultures, modelled by the 

behaviours of their senior leaders. Health and safety should be promoted effectively, 

and staff should have access to a range of well-being support that can be tailored to 

their individual needs. 

 

 

We set out our detailed findings below. These are the basis for our judgment of the 

service’s performance in this area. 

Senior leaders consistently model service values 

The service has well-defined values that are understood by most staff. Of staff who 

responded to our survey,    percent (    out of    ) were aware of the service’s 

statement of values. Behaviours that reflect service values are shown at all levels of 

the service and in different staff groups. Some on-call staff were aware of the 

existence of the service values, but not all knew what they were or understood what 

they mean. Work is in hand to implement the new national Core Code of Ethics, and 

this can be found in the new appraisal system that the service is implementing. 

Senior leaders act as role models and consistently show the expected values 

and behaviours. There have been significant changes at senior level, and most staff 

reported that they had confidence in the people that were in those positions. Of the 

people who responded to our survey, 68 percent (154 out of 225) agreed or tended to 

agree that senior leaders consistently model and maintain service values. 

Some staff reported that the visibility of senior leaders could be better. We found that 

there is a detailed schedule of senior leader visits to 71 work locations and teams that 

the service aims to carry out each year. 

Area for improvement 

The service should ensure all staff understand its values and culture. 

Area for improvement 

The service should monitor secondary and dual contracts to make sure working 

hours aren’t exceeded. 

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/retained/
https://www.ukfrs.com/core-code-ethics
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There is a positive working culture throughout most of the service, with staff 

empowered and willing to challenge poor behaviours when they encounter them. 

The exception is in fire control, where there are continuing negative behaviours. 

This has had a significant effect on people who work in fire control, for example, 

discouraging staff from applying for promotion, and affecting well-being. The service 

told us it will provide a range of measures to support staff and to resolve these issues. 

The service promotes mental and physical health and well-being 

The service has well understood and effective well-being policies in place that are 

available to staff. A range of well-being support is available to support both physical 

and mental health. For example, there is an in-house occupational health service 

where staff have access to support such as trauma risk management and other 

mental health services. The service offers toolkits for managers, and has web pages 

dedicated to specific health topics on the health and well-being section of its intranet. 

The service uses the national firefighter fitness standard, with fitness tests carried 

out annually. There is good support for staff, including a service fitness advisor. 

In 2020/21, 77.4 percent of firefighters completed a physical fitness test. 

No firefighters failed their tests. 

There are good provisions in place to promote staff well-being. Eighty percent (197 out 

of 245) of survey respondents told us they have a conversation about their health and 

well-being with their manager at least once a year. And 94 percent (231 out of 245) of 

respondents told us they can access services to support their mental well-being. 

The service has good health and safety policies but needs to better monitor 

staff working hours 

The service continues to have effective and well understood health and safety policies 

and procedures in place. Accidents and near misses are tracked and monitored, with 

learning shared with staff. Health and safety is well scrutinised and ways of reporting 

are in place, including a quarterly committee meeting and regional comparisons. 

These policies and procedures are readily available and effectively promoted to 

all staff. Staff have confidence in the health and safety approach taken by the service. 

For example, 96 percent (234 out of 245) of survey respondents told us they have 

appropriate and properly fitting personal protective equipment they need to do their 

job safely. 

The service doesn’t effectively monitor staff who have secondary employment or 

dual contracts to make sure they comply with the secondary employment policy and 

don’t wor  excessive hours.  e found   .  percent of all firefi hters had a dual 

contract with the service as at March 2021, while 1.4 percent of all firefighters had 

a dual contract with a different fire and rescue service, and 32.2 percent of all 

firefighters were reported to have secondary external employment. We found local 

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/fire-control/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/trauma-risk-management-trim/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/firefighter-fitness/
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/near-misses/


 

 37 

mana ers were aware of the secondary employment policy. But we aren’t confident 

the service can be sure all staff are well rested and adhering to The Working Time 

Regulations 1998. 

The service has well understood absence management procedures 

As part of our inspection, we reviewed some case files to consider how the service 

manages and supports staff through absence including sickness, parental and 

special leave. 

We found there are clear processes in place to manage absences for all staff. There is 

clear guidance for managers, who are confident in the process. Absences are 

managed well and in accordance with policy. We also found that staff felt they were 

well managed when absent. 

Absence cases are regularly monitored and reviewed by the service. There is a 

monthly meeting with HR and managers to assess trends, with oversight from 

senior leaders. 

Getting the right people with the right skills 

 

Good (2019: Requires improvement) 

Hertfordshire Fire and Rescue Service is good at getting the right people with the 

right skills. 

Fire and rescue services should have a workforce plan in place that is linked to their 

integrated risk management plans (IRMPs), sets out their current and future skills 

requirements and addresses capability gaps. They should supplement this with a 

culture of continuous improvement that includes appropriate learning and 

development throughout the service. 

 

 

Area for improvement 

The service needs to recruit to fill its establishment vacancies rather than the 

reliance on overtime to provide its core service. It should assure itself that it 

understands and can resolve these problems effectively. 

Area for improvement 

The service should ensure its electronic system for recording and monitoring 

operational staff competence is accurate and accessible. 

https://www.legislation.gov.uk/uksi/1998/1833/contents/made
https://www.legislation.gov.uk/uksi/1998/1833/contents/made
https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/integrated-risk-management-plan-irmp/
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We set out our detailed findings below. These are the basis for our judgment of the 

service’s performance in this area. 

Workforce planning has improved 

The service has improved its workforce planning since the last inspection. There is 

now a people strategy which incorporates the workforce plan and assumptions for the 

year ahead. This makes sure skills and capabilities align with what is needed to 

effectively deliver the IRMP. 

Workforce and succession planning is subject to consistent scrutiny in the form of 

regular meetings to discuss requirements. Planning is reported to the senior executive 

board twice a year for scrutiny and to agree the necessary recruitment. 

The service is continuing to rely on overtime to cover vacancies. Pre-arranged 

overtime spend per head of workforce was £715.48 in 2020/21. This was higher than 

the England average of £621.88. The service is addressing this by continuing to 

recruit firefighters. 

The service monitors staff competence through the maintenance of competence 

system, which is used to plan and record training. It regularly updates its 

understandin  of staff’s s ills and ris -critical safety capabilities through an annual 

training-needs analysis, to establish what is needed for response for the year ahead. 

This approach means the service can identify gaps in response workforce capabilities 

and resilience and can make sound and financially sustainable decisions about 

current and future needs. 

The service’s trainin  plans ma e sure they can maintain competence and capability 

effectively. Risk-critical training such as safely wearing breathing apparatus and 

maintaining driving competency is consistently carried out and recorded. 

Most staff told us that they could access the training they need to be effective in 

their role. But there was a lack of recording of training for fire control staff, including for 

many important skills such as call handling, mobilising over the border, fire survival 

guidance and evacuation procedures. 

Some on-call staff told us that the maintenance of competence system doesn’t meet 

their needs. Other on-call staff told us that they needed more time to understand 

the system. This area for improvement from our last inspection remains. 

The service has a culture of learning and improvement 

We are pleased to see that the service has a range of resources in place. 

These include regular learning notes and online workshops. Most staff told us that 

they can access a range of learning and development resources from both the council 

and the service. This allows them to do their job effectively. 

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/mobilisation/
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A culture of continuous improvement is promoted throughout the service and staff are 

encouraged to learn and develop. For example, the service has introduced a 

consistent approach to providing training for all staff in EDI, and health and safety. 

Much of this is mandatory for staff, and particularly managers. The records that we 

reviewed had good completion rates. 

Flexi-duty officers continually develop through training events within their rota groups. 

They are also regularly involved in exercises and working with other agencies, 

including the police and ambulance services. 

Non-operational staff also have access to development opportunities. But we found 

staff had mixed experiences. They told us access to opportunities generally depends 

on line manager support and understanding of their role. 

Since the last inspection the service has carried out some evaluation of activities to 

support learning and development. This includes evaluating recruitment data to 

improve positive action and evaluating communications to improve future campaigns. 

The service could improve the timeliness of its training for new equipment and new 

technology. For example, some staff reported that training for the new on-call 

availability system took place after it was introduced. 

Ensuring fairness and promoting diversity 

 

Requires improvement (2019: Requires improvement) 

Hertfordshire Fire and Rescue Service requires improvement at ensuring fairness and 

promoting diversity. 

Creating a more representative workforce will provide huge benefits for fire and 

rescue services. This includes greater access to talent and different ways of thinking, 

and improved understanding of and engagement with their local communities. 

Each service should make sure equality, diversity and inclusion are firmly understood 

and demonstrated throughout the organisation. This includes successfully taking steps 

to remove inequality and making progress to improve fairness, diversity and inclusion 

at all levels of the service. It should proactively seek and respond to feedback from 

staff and make sure any action taken is meaningful. 

 

Area for improvement 

The service should assure itself that staff are confident using its feedback 

systems, so these help the service gather valuable information. 
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We set out our detailed findings below. These are the basis for our judgment of the 

service’s performance in this area. 

The service should improve how it seeks and acts on staff feedback and 

challenge 

 lthou h the service has some means of  atherin  staff feedbac , they aren’t 

consistent or wide ranging. For example, the service has few staff network groups. 

Some staff told us that the service needs to improve its feedback and consultation 

with all people who have protected characteristics. 

Staff also told us they have limited confidence in the service’s feedbac  systems and 

don’t thin  they are effective. The service reported a return rate of 38 percent from 

their own staff survey. Some on-call staff couldn’t complete the survey because of 

problems accessing it. 

Of staff who responded to our staff survey, 39 percent (96 out of 245) said they 

don’t feel confident in the systems for providing feedback to all levels. And 37 percent 

(   out of    ) of staff feel that they can’t challen e ideas without any detriment to 

how they would be treated afterwards. Therefore, the area for improvement from our 

last inspection remains. 

The service must do more to tackle bullying, harassment and discrimination 

We found that staff lack confidence in how the service deals with disciplinary 

investi ations and  rievances.  e also heard that poor behaviours aren’t 

always challenged. 

In our survey, 12 percent (30 out of 245) of respondents told us they have felt bullied 

or harassed at work in the last 12 months, and 13 percent (33 out of 245) of 

respondents told us they have felt discriminated against at work in the last 12 months. 

The main reasons for staff not reporting this behaviour are due to believing that 

nothing would happen, or because they were concerned about being labelled as 

a troublemaker. 

Although the service has clear policies and procedures in place, staff have limited 

confidence in its ability to deal effectively with cases of bullying, harassment and 

discrimination, grievances and discipline. The time it takes for the service to resolve 

cases is also having a negative effect on staff. 

Area for improvement 

The service needs to improve the diversity of its workforce. It has been slow to set 

clear leadership and direction in promoting equality and diversity. 

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/protected-characteristics/
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The service needs to do more to address disproportionality in recruitment 

The service needs to do more to make sure its recruitment processes are fair and 

accessible to applicants from a range of backgrounds. Recruitment campaigns 

have been directed at under-represented groups and are easier to access. And it 

has carried out work on gender decoding, rewording of adverts and selecting 

appropriate imagery. But the service isn’t seeing meaningful change in this area to 

increase the diversity of its workforce. 

More is needed to increase staff diversity. The proportion of firefighters that were from 

an ethnic minority group has increased from 2.7 percent in 2017/18 to 3.6 percent 

in 2020/21. This was due to a small increase in the number of firefighters from an 

ethnic minority background, and little change to the number of white firefighters. 

Similarly, the proportion of female firefighters has increased from 4.9 percent to 

6.0 percent over the same time, due to a small increase in the number of female 

firefighters, with little change to the number of male firefighters in the service. 

But there has been little progress to improve either ethnic minority representation or 

gender diversity for all staff in the service. For the whole workforce, at 31 March 2021, 

3.5 percent are from an ethnic minority background and 18.7 percent are women. 

The England average is 5.3 percent from an ethnic minority background and 17.9 

percent women. 

The service needs to encourage applicants from diverse backgrounds into middle and 

senior-level positions and make the most of opportunities to make its workforce more 

representative. 

The service must keep improving its approach to equality, diversity and 

inclusion 

The service has improved its approach to EDI and is working to make sure it can offer 

the right services to its communities and support staff with protected characteristics. 

The service has an equalities work plan to support the people strategy. 

It has improved the way it carries out EIAs. Recent EIAs, such as for the performance 

and development process and for the latest wholetime recruitment process, are 

detailed. The service acts as needed to improve equality and there is good support 

available for people completing the EIAs. But the service still has many existing 

policies and procedures that haven’t been assessed for equality impact in the 

same way. As such, the area for improvement from our last inspection remains. 

The service could make better use of its staff networks to understand the needs of 

staff, and make sure that there are support groups for all.  

https://www.justiceinspectorates.gov.uk/hmicfrs/glossary/wholetime-firefighter/
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Managing performance and developing leaders 

 

Good (2019: Requires improvement) 

Hertfordshire Fire and Rescue Service is good at managing performance and 

developing leaders. 

Fire and rescue services should have robust and meaningful performance 

management arrangements in place for their staff. All staff should be supported to 

meet their potential, and there should be a focus on developing staff and improving 

diversity into leadership roles. 

 

 

We set out our detailed findings below. These are the basis for our judgment of the 

service’s performance in this area. 

The service is good at managing individuals’ performance 

There is a good performance management system in place which allows the service to 

effectively develop and assess the individual performance of all staff. Having reviewed 

this system, the service is introducing a new performance and development process. 

This moves towards more of an ‘on oin  conversation’ approach, which ali ns with 

the national Core Code of Ethics. 

Through our staff survey, most staff reported that they have regular discussions with 

their manager and that they were meaningful. Ninety-six percent (235 out of 245) of 

staff survey respondents told us that they have a conversation about their 

performance with their manager at least once a year. Each staff member has 

individual goals and objectives, and regular assessments of performance. Staff feel 

confident in the performance and development arrangements that are in place, and 

83 percent (202 out of 242) stated that the conversation about performance with their 

manager is useful to them. 

Area for improvement 

The service should put in place a system to actively manage all staff careers. 

Area for improvement 

The service should ensure that all elements of its promotion process are fully 

transparent to staff. 
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The service needs to build confidence in staff that the promotion and 

progression processes are fair 

The service has put effort into developing its promotion and progression processes so 

that they are fair and understood by staff. But the service needs to do more to make 

sure, and show, that all its recruitment and promotion processes are fair and easy 

to access. In our survey, 45 percent (110 out of 245) of respondents disagreed that 

the promotion process in the service is fair. And non-operational staff told us that they 

don’t have confidence that processes are fair and open. Therefore, the area for 

improvement from our last inspection remains. 

The service has succession planning processes in place that allow it to effectively 

manage the career pathways of its staff, including roles that need specialist skills, but 

these aren’t well understood by all staff. Therefore, the area for improvement from our 

last inspection remains. 

Selection processes are managed consistently, and feedback is given quickly. 

Temporary promotions and overtime are used to fill short-term resourcing gaps. 

On-call staff have opportunities to work with wholetime colleagues. 

The service develops leadership and high-potential staff at all levels 

The service has effective succession planning processes in place that allow it to 

manage high-potential staff into leadership roles. 

There are talent management schemes to develop specific staff. The service has a 

gateway scheme that is accessed through the appraisals process. The service 

advertises all talent and leadership opportunities fairly for all staff to consider. 

Recent senior managerial positions were also advertised nationally.
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