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1. EXECUTIVE SUMMARY  
 
Following the assessment, Oxfordshire Fire and Rescue Service, were found to 
have a deep understanding of, and commitment to, Customer Service 
Excellence.   The commitment was displayed from Senior Management levels 
through to operations and front-line staff. 
 
I would like to take this opportunity to thank those people involved in the overall 
assessment process. It has been a pleasure meeting with your team and having 
the opportunity to observe your service in action.  
 
The outcome of the assessment was -  

 
 

“Continued award of the Customer Service Excellence Standard has been 
recommended” 

 

 Address: Command HQ  

Sterling Road,  

Kidlington,  

Oxford  

OX5 2DU  

Standard(s): Customer Service 
Excellence 

Accreditation 
Body(s) 

UKAS 

Representative: Mike Clarke 

Site(s) assessed: 2 Date(s) of 
audit(s): 

28-03-2019, 29-03-
2019 

Lead Assessor: Di Smith Additional 
team 
member(s): 

 

Type of Assessment:  Annual Review   

 

Review of Certification 
Claims  

 
Claims are accurate and in accordance with SGS 
guidance 
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2. CONTEXT  
 
It should be noted that on the day of the assessment some senior leaders who 
had planned to be available were called away for a Government level briefing. 
 
Oxfordshire is the most rural county in the South East. It has a population of 
around 682,400, over half of which live in towns or villages of less than 10,000 
people. The county is a mix of these small rural communities and larger more 
diverse towns including the university city of Oxford. 

As part of Oxfordshire County Council, Oxfordshire Fire and Rescue Service has 
a very clear mission to become the most integrated Fire and Rescue service in 
the UK. They plan to deliver this through continuing to challenge the way they 
operate to make sure they make a positive difference to people’s lives and 
support business in the County.  

They continue to deliver services via 365Alive, the Community Risk Management 
Plan 2017-2022. Their clear vision ‘Thriving communities for everyone in 
Oxfordshire’ is underpinned by the 3 key pillars of: 

‘Thriving Communities, Thriving Economy, Thriving People’  

They are increasingly becoming more ‘intelligence led’. Since the last audit they 
have further developed the locality specific approach which is starting to identify 
practical preventative measures which can be delivered via community-based 
partnerships. The intelligence gathered is being used to target delivery in the 
areas identified most vulnerable to the emerging societal risks. If successful, this 
approach will be brought in across the entire county. 

The service is organised around two Fire Risk Areas (North and South) which 
encompass the five District Council areas:  

• West & Cherwell  

• City  

• South & Vale  
 
The Community Protection Strategy sets out the objectives and targets for OFRS 
to be able to deliver the 365Alive targets.  

Oxfordshire Fire and Rescue service currently has 25 fire stations 6 of them are 
staffed by whole-time fire fighters and 18 of them are staffed by On-Call crews 
who live and work in the communities they serve.They have a front-line fleet of 
35 fire engines many of them new vehicles and several specialist vehicles, 
including a hydraulic platform for performing rescues at height, two specialist 
rescue tenders for attending road traffic collisions and other specialist rescues, 
an environmental protection unit (provided in partnership with the Environment 
Agency) and a mobile command unit.  
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There are 677 staff who work for the Fire & Rescue Service. The service has an 
annual budget of 21 million pounds. The service continues to perform well 
against the 365Alive targets.  

The service has an embedded customer focused culture and has developed, 
extensively, the capture and use of data to maximise impact in service delivery. 

The culture of the team is to have a ‘can do’ attitude to actively look for 
opportunities to impact positively on the people and communities of Oxfordshire’s 
lives. Residents see OFRS as highly a professional, effective and efficient 
organisation and a key player in their communities.  

Since the 2018 audit OFRS has undergone an inspection by Her Majesty’s 
Inspectorate for Constabulary and Fire and Rescue Services, specifically in the 
areas of operational service, efficiency and organisational effectiveness. The 
report is due in May, but initial feedback is complimentary. 
 
The benefits of the integration to create Community Safety Services, which 
incorporates fire and rescue, Trading Standards, Gypsy and Traveler’s Service 
and Emergency Planning, are now beginning to be evident two years on.  
 
Currently the wider County Council is in the midst of a Transformation program, 
which will revolutionise the way in which all front facing interaction with the public 
is undertaken. This is being led by the new CEO for Oxfordshire Yvonne Rees. 
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3. METHOD OF ASSESSMENT 

 

The assessment was undertaken in two stages; the first was a review of your 
self-assessment submission. This review enabled the assessor to gain an 
understanding of how the organisation has met the requirements of the Customer 
Service Excellence standard.     
 
The next stage was to review the actual service delivered on-site. This was 
conducted through reviewing practice as well as speaking to staff, partners and 
customers. This included following customer journeys through your processes 
and how these aligned with customer insight. 
 
During the assessment process, the criteria are scored on a four-band scale: 
 
COMPLIANCE PLUS - Behaviours or practices which exceed the requirements 
of the standard and are viewed as exceptional or as exemplar to others, either 
within the applicant's organisation or the wider customer service arena. 
 
COMPLIANT - Your organisation has a variety of good quality evidence which 
demonstrates that you comply fully with this element. The evidence which 
reflects compliance is consistent throughout and is embedded in the culture of 
the organisation. 
 
PARTIAL COMPLIANCE - Your organisation has some evidence but there are 
significant gaps. The gaps could include: 
 

• Parts of the applicant’s organisation which are currently not compliant 
and/or 

• Areas where the quality of the evidence is poor or incomplete and/or 

• Areas which have begun to be addressed and are subject to significant 
further development and/or  

• Areas where compliance has only been evident for a very short period of 
time 

 
NON- COMPLIANT - Your organisation has little or no evidence of compliance or 
what evidence you do have refers solely to a small (minor) part of your 
organisation. 
 
The current scheme allows applicants a maximum number of partial 
compliances, equating to a pass mark of 80% for all criteria.  
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4. OPENING MEETING 

 
The on-site assessment commenced with an opening meeting.  
  
The assessment activity and the partial compliances were discussed.  The 
itinerary had been agreed with Oxfordshire Fire and Rescue Service, in advance.  
The organisation was informed that all information obtained during the 
assessment would be treated as strictly confidential. 
 
The scope of Assessment was confirmed as: Oxfordshire Fire and Rescue 
Service. 
 

5. ON-SITE ASSESSMENT 

 

The Assessor was accompanied throughout the assessment by Mick Clarke and 
other personnel within the organisation were involved when assessing activities 
within their responsibility. 
 
The assessment resulted in the raising of two partial compliances and a number 
of observations these are listed in Section 6 and 7 of this report. 
 
 
 
 
 
 

 
 

Have the partial compliance(s) raised at the last assessment been closed?   
no    
 

 

Number of good practices awarded during the assessment 8 
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Maximum 

number of partial 

compliances

Actual number of non-

compliances

Actual number of 

partial compliances

Actual number of 

Areas for 

Improvement

Fully Compliant

1 Customer Insight 2 0 0 0 11

2 The Culture of the Organisation 2 0 0 0 11

3 Information and Access 2 0 0 3 9

4 Delivery 3 0 1 0 12

5 Timeliness and Quality of Service 2 0 1 0 9

Criterion

0%

10%

20%
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60%

70%

80%

90%

100%

Customer Insight The Culture of the
Organisation

Information and Access Delivery Timeliness and Quality of
Service

Assessment Outcome

Fully Compliant Compliant (area of improvement) Partial

 
 

6. AREAS OF PARTIAL COMPLIANCE 

 

CRITERION 1 
 
No partial compliances identified 
 
CRITERION 2  
 
No partial compliances identified 

CRITERION 3 

 

No partial compliances identified 
 
CRITERION 4  
 

4.3.4.  We learn from any mistakes we make by identifying patterns in formal and 
informal complaints and comments from customers and use this information to 
improve services and publicise action taken. 

 

You have made good progress with your review of the complaints process and 
the switch to electronic records. It appears that you are capturing corporate 
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complaints and formal service failure complaints quite well. There was, however, 
little evidence of the capture of informal complaints or ‘grumbles’ and 
compliments in the same manner. You could gain good learning by capturing 
these and developing the lessons learned and good practice evidenced form 
these to support service improvement.  
 
This is a Partial Compliance 
 

CRITERION 5 

 

 5.3.1 We monitor our performance against standards for timeliness and quality 
of customer service and we take action if problems are identified.  

 

You are beginning to address this partial compliance since the previous 
assessment with your progress on the complaints journey. This process 
promises responses in certain timescales for specific stages. You may well be 
achieving these targets but you produce no metrics to evidence this. Performance 
against standards and promises to evidence timeliness and quality of customer 
service should be developed. The Performance Pledge needs further review to 
ensure that all promises relate to customer needs and are specific and measurable. 

 
 
This remains a Partial Compliance. 
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7. OBSERVATIONS 

 

During the site assessment, the following general observations were made. 
These include: positive areas scored as Compliance Plus; areas of good 
practice; areas for improvement identified throughout the entire assessment 
process, as listed below.  
 
Observation 
 
It was noted that on some items the old CSE Hallmark was in use. It is good that 
you use the Hallmark so prominently but you should review that usage and 
ensure it is the current version of the Hallmark being used. 
 
 
Areas for Improvement 
 

• The CRMP 2019-20 brochure for 365alive is good (see below) but some 
other publications used technical language techy and may have benefitted 
from better infographics 3.2.3 
 

• Your current use of social media appears to have diminished since last 
year you may wish to revive this as a key means of communication which 
customers appreciate. 3.3.1 

 

• The staff at all stations were welcoming and helpful but some of the public 
areas and, in particular notice boards appeared, shabby and dull. It is 
understandable in the current fiscal climate that resources are limited but 
you may wish to consider how you could improve this first impression with 
some affordable housekeeping and brightening of these areas. This is 
important as you are now beginning to open up the buildings to invite 
more community groups and visitors to your buildings. .3.3.3 

 
 
Areas of Good Practice 
 

• The provision of an ‘open chair’ at Senior Leadership Team is good 
practice. The employees can sit in and listen, observe and comment at the 
meeting -apart from some excluded agenda items 

• Your work with youth groups including cadets and Youth In Mind mental 
health work is good practice 

• The focus on not just using statistical Metrics but also including a narrative 
to describe outcomes and impacts is informative. 
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• There is a commitment to ‘Aspire to be representative of the community’ 
and a proactive campaign has been running since the last audit. The 
recent intake of new recruits has 40% women which is a huge increase. 
This can be attributed, in some part, to your bespoke marketing and 
recruitment materials and events, designed to appeal to underrepresented  

• The National Fire Chiefs Council is a forum where best practice is shared 
and it is good practice that your Senior Officer is a Trustee enabling you to 
Influence Best Practice. 

• Your lead role in response to the ‘One Public Estate Agenda’ shows that 
you are driving change to enable services to be more accessible to 
customers. 

• Your CRPM Community risk action plan for 365alive is very readable and 
visual. 

• The culture within the OFRS is one of reducing hierarchical  
barriers historically in place in this sector. The OFRS are integrated as 
part of the ‘one team’ of The Community Safety directorate.  
 
 

Areas of Compliance Plus 
 
 
 112.We have developed customer insight about our customer groups to better 
understand their needs and preferences. 
 
 
There are several areas where your insight into customers was evidenced. 
These include: - 

• You have a broad constituent of customers across this rural county 
including some significant sites of special interest (e.g. Blenheim Palace) 
the university city of Oxford with it international student population. Many 
key public figures living in the county. Your policies and procedures show 
and extensive insight into this wide variety of customers and their needs  

• There is a commitment to ‘Aspire to be representative of the community’ 
and a proactive campaign has been running since the last audit. The most 
recent intake of new recruits has 40% women which is a huge increase. 
Marketing and recruitment materials were developed to appeal to the 
groups underrepresented. 

• Your commitment to engaging with communities and reaching out to 
community groups to better understand their profile and aspirations. Of 
particular note is the use of Locality reporting which has had a successful 
pilot to enable insight to support targeted service delivery in Goring. This 
is now being rolled out across the teams.  

 
This is Compliance Plus 
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2.1.1There is corporate commitment to putting the customer at the heart of 
service delivery and leaders in our organisation actively support this and 
advocate for customers 
 
This commitment is seen in the corporate promises on Thriving Communities and 
has been fully embraced by the OFRS. 
It was acknowledged in the recent LGA Peer Review describing the culture of 
OFRS as having a holistic approach and leading the way for customers. 
 
Leaders have embraced the corporate vision and incorporated it into their service 
delivery by establishing a stated purpose 
 
‘Working in our communities to reduce risk of harm and enable the opportunity 

for all to thrive’ 
 

This purpose was developed by engagement between team members and 
leaders to make sure it is meaningful to all teams. Team members described it as 
a way they could see how their ‘day job’ fits in to and delivers the wider corporate 
commitments. Leaders have also used this to acknowledge and identify the extra 
added value they bring over and above expectation.   
The linking back to the strategic planning and inclusion of metrics and the story 
behind them is a powerful tool in service improvement. (The ‘Harm to thrive’ 
diagram is a good visual method of showing progress) and the use of Cadcorp. 
 
The OFRS ‘one team’ approach rather than separate teams in one directorate 
evidences how you advocate for customers  
 
You have a ‘can do’ attitude work in new areas and Leaders equally advocate for 
internal (employees) as well as external customers. The taking on of the Body 
Recovery Team work for the County Coroners is an example of this. This is a 
unique service delivered traditionally by the private sector (undertakers). You put 
in place all the appropriate training support for those who had the skills to be part 
of this service mindful of its specialist, traumatic and challenging nature. The 
ongoing review and ‘listening’ around this has seen some changes in delivery – 
keeping customers at the heart of the delivery. 
 
This is Compliance Plus 
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3.4.1 We have made arrangements with other providers and partners to offer and 
supply co-ordinated services, and these arrangements have demonstrable 
benefits for our customers. 
 
Your work on community projects are often in partnership with other 
organisations and you are constantly seeking opportunities to engage further and 
wider with residents and businesses of Oxfordshire. 
  
Your provision of co-ordinated and joint working and engagement with others 
with others is evidenced by  
 

• Your provision of ‘Safe places’ and training of team members in 
safeguarding  

• Your work with Neighbourhood Action Groups and Community 
partnerships including Local briefings and risk information 

• Specific stations have made new connections in the community 
develop relationships with underrepresented communities and also 
work together on community safety.  
For example  

o the work with Banbury Mosgue community talks increasing 
awareness of fire and community safety and installation of 
smoke alarms. Also engaging with youth groups and holding 
events. 

o Your ‘Have a Go Days’- enabling greater awareness of what 
you do 

o Visiting reservoirs and lakes with youth works to engage with ‘at 
risk’ youths around safety near water 

o Localities projects - Goring  

• Your co-ordinated work with the Council Communications Team to 
develop recruitment marketing materials to appeal to all areas of the 
community. 

 
 

This is Compliance Plus 
 

  

 

 

 

 

 

 

 



 

UK.CSE.AR2 Issue 3                           
 
 

13 

 

 

8. ACTION PLANNING & NEXT STEPS 

 

The achievement of Customer Service Excellence is an ongoing activity and it is 
important that Oxfordshire Fire and Rescue Service continues to meet the 
elements of the criteria throughout the three years the hallmark is awarded for.  
Efforts must be made by Customer Service Excellence holders to continually 
improve their service.  
 
We recommend that you develop an action plan based on the findings of this 
report. The action plan does not need to be a separate document and is likely to 
be more effective if the actions are embedded in your normal improvement and 
service developments plans.   
 
We will undertake an annual review that will look at your continued compliance 
with the Customer Service Excellence. As part of the review we will also look at 
progress on any findings of the previous assessments. 
 
In addition to reviewing progress outlined above, we will also review the services 
delivery, done so by following customer journeys.  
 
For more information on the annual review please refer to our document 
“Building on your Customer Service Excellence success – Preparing for the 
annual review”. 
 

Holders must inform SGS of any major changes in the service provision covered 
by the scope of the certificate.  This includes reorganisation or mergers. 
 
In addition, SGS must be informed should the certified service experience a 
significant increase in customer complaints or critical press coverage. 
 
If you are in doubt at any stage, we strongly recommend contacting the 
Customer Service Team for advice on the significance of any service or 
organisational change, or issues surrounding customer complaints. 
 
SGS will visit within the next 12 months for the annual review.  
 
SGS recommends that Oxfordshire Fire and Rescue Service retains a copy of this 
report to aid continuous improvement, and as a reference document for future 
assessment reviews.  
 

 


