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East Sussex Fire Authority

How to Complain

How to make a complaint
about our service



If English is not your first language

If you wish to complain and English is not your first language, you can phone
0303 999 1000 and ask for an interpreter. When you call, you should say in
English, or ask a friend to say, that you want to make a complaint in another
language. An interpreter will then call you back to assist with your complaint.

Albanian

NE qofté se keni ankesa dhe nuk flisni anglisht, ju lutem telefononi né numrin 0303 999 1000
dhe kérkoni pérkthyes. Kur té telefononi, duhet té thoni né anglisht (ose kérkojini njé té
njohuri té leré mesazh né anglisht) se déshironi té ankoheni né gjuhén tuaj. Pas mesazhit do
tju telefonojé njé pérkthyes pér tju ndihmuar me ankesén tuaj.

Arabic
Al gl oo o oli€a Al ] a3 e (S885 o e S 1)
il J gy o Al a2 3y it o e JoaiY) i Laa e ki ; 0303 999 1000
S ey sy S aa el Jasly Sy [Aall] oAl Al S5 0 y 5
Bengali

oAl SIS TS GIEE 99 BRG] PHE TgeE A1 A wiFf 0303 999 1000 9
A T WA G SR S Sl Tl T4 R T 99N SUREIe 39 95 Al
I T A @ R SEE W TS B S G SAN T G 5 S
Sl fi ey F9E o e WIS ST @ Sl

Cantonese
AIFATAREGER M IEE N B R E —Ra S - AT LIEE 0303 999 1000 - i ZkK—
fEEE . EIEEGER - (RIERHHEES  dEfHRITE R S —EEEE1ER. #

BRI R IREY RS - UGB .

Farsi
o4 0303 999 1000 1Ak » lal b 2l 5 o Ladk elannst a1 8 5 500 e 35 2 shs UISCE Aailia
Ol A 8 s 3 S s L Tkl a5l 8 5 (odal 451 31 2my i o e ol g3 5 3le 8 Jusals
Bl 02 ladi 4 S Sgn o e S el CulSE (5 500 Ol Ko 213 e 48 K Bl
b 8 el gd e el Lo
Gujarati
o A g[241% 5291 HisldL €l w1 2102 AIE] Hige <4l Al 4% 0303 999 1000 <12 Uz
Slet 520 DA MU HIZ YL, 0212 A Sl 520 AL 2102041 561 21841 dHIZL [ 5615
a4 ofle stiwini glRale 5241 2160 91, AReE oA (HezafUez) dud duidl gkar »ia
HEE 5291 HIZ A01d] Sl 5281

Kurdish

waas, uidalas (silgios (aw woaSay silo; S5ulSin g Sass UlSow csgaios ;aSas
widalas SulS Lcwass (pum,dige) S5 uS 09 Slgls g 0303 999 1000 cuo,loj o 3
Seaos o5 aS wuxly SGs0sl al Sy lgls sexb wuls 5805 @) aes wuases

81 0sailS0 &) cuidalal Sioum)dise Lxin [53,05] aS (sSiilo; @ wyasy Uw
wasUliw wabal wly wuwias,ly Segas



Polish

Jesli cheiatby Pan/Pani zlozyé zazalenie, jednak jezyk angielski nie jest Pana/
Pani jezykiem ojczystym, prosze zadzwoni¢ pod numer telefonu 0303 999 1000
aby poprosi¢ o ttumacza. Po dodzwonieniu sie pod powyzszy numer prosze
wyttumaczyc w jezyku angielskim (bgdz poprosi¢ o pomoc osobe, ktora zrobi to
w Pana/ Pani imieniu) dlaczego chce Pan/ Pani ztozy¢ zazalenie w innym jezyku.
Po tym tlumacz oddzwoni do Pana/ Pani aby udzieli¢ pomocy w powyzszym.

Portuguese

Se quiser apresentar uma queixa, e a sua lingua materna ndo for o inglés, pode
telefonar ao 0303 999 1000 e pedir a assisténcia de um intérprete. Quando
telefonar deve falar em inglés, ou pedir ajuda a alguém que explique que deseja
apresentar uma queixa num outro idioma. Um intérprete ira entrar em consigo
posteriormente para que possa fazer a sua queixa.

Russian

Ecnu Bbl xotuTe nogaTtb xanoby, HO HE O4EeHb YBEPEHHO BnaaeeTe aHrNUnCKUM
A3blkom: Bbl MoxeTe obpaTtutses no Tenedony 0303 999 1000 v nonpocutk 0
npegocTaeneHnn nepesogymka. Korga ol HabepeTte yka3aHHbIA Belle HOMEep
TenedoHa Bam cnegyeT NMYHO MK C NOMOLLEIO APYroro YenoBeka Ha aHrNMMCKoM
A3blke 06bACHUTL, YTO Bol enaeTe nofgatek xanoby Ha 0TNWYHOM OT aHrMUIACKOro
A3bike . [Nocne aToro Bam nepeasoHWT NepeBod4nK u NOMOXKeT Bam ¢
cocTaBMeHueM Xanoobbl.

@ 0303 999 1000

The following formats are available on request:

Large print (reformatted and increased
to 18 point sans serif font)

CD ROM in plain text format to enable computer ‘reader’ systems to
access and translate the information. Audio tape, audio CD and braille.

Pictoral format suitable for people with learning difficulties (‘easy read’).

For translations of this document please contact us:

Tel: 0303 999 1000

Email: enquiries@esfrs.org



Step-by step guide to our complaints procedure

When ’[hlngS East Sussex Fire & Rescue Service is justifiably
proud of its reputation for service delivery, quality

0O WIong  and value for money:

However, when attending approximately 10,000
calls for assistance a year, and carrying out Fire
Safety inspections, Home Safety Visits and other
services, things may sometimes go wrong.

We have set up a confidential, fair and prompt
complaints procedure, to help when this happens.
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What is a
complaint
and how can
you make
your views
heard

A complaint is a representation from a member of
the public or from an organisation that the Service
has either failed to do something, done something
wrong or acted unfairly or discourteously.

If you want to complain please either:

Write to the Service Complaints Officer at:

East Sussex Fire & Rescue Service
Church Lane

Lewes

East Sussex

BN7 2DZ

or phone and ask to speak to the
Service Complaints Officer on:
0303 999 1000

or e-mail:
enquiries@esfrs.org

We use
independent
officers

East Sussex Fire & Rescue
Service guarantees that all formal
complaints investigations will be
carried out in a confidential, fair
and proper manner, using
independent officers whose

aim is to solve your problems
and not to defend actions taken
by members of the Service.




Dealing with your complaint

Dea”ng The Service Complaints Officer will be responsible
. for dealing with your complaint and for preparing a
W|th yOUF response to you on the results of the investigation.

Comp|aint As part of that process, an independent Complaint
Investigation Officer will be appointed, whose aim
will be to establish the facts surrounding your
complaint, by interviewing relevant witnesses
and parties involved.

Your complaint will be acknowledged within
three working days of the Service receiving it.
Complaints are usually dealt with, and a reply
sent, within one month of receipt.

If this is not possible, we will write to you before
the month has passed, giving you a progress
report and telling you when to expect a full reply.
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If you're  If you are dissatisfied with the written response
to your complaint, you may appeal in writing,

nOt SatiSﬁed within three weeks, to:
with the  The Chief Fire Officer

rep|y East Sussex Fire & Rescue Service
Church Lane
Lewes
East Sussex
BN7 2DZ

A Senior Officer will be appointed to investigate
your appeal.

|S ’[here If you are not satisfied with the reply to your
complaint, you can ask the Local Government
mbudsman to investigate. Information on how
dnyone  ombud investi Inf ' h
independent to take your appeal tq the O_mbud.sm.an can be
obtained by telephoning their Adviceline on
t0 Whomyou 0300 061 0614 or from their website at

can appea|? www.lgo.org.uk

The Ombudsman expects that you will first have
exhausted our Complaints Procedure, before you
contact him.
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Contact Us

Contact Emergency Calls 999

Information

In an emergency call 999(112) and ask for the Fire Service
in all other circumstances, dial one of the following numbers

For all Community Safety enquiries, please ring 01323 462435.

For a free Home Safety Visit, please ring
0800 177 7069 (Freephone) to arrange an appointment.

For Fire Setters advice, please ring 0303 999 1009 (Freephone).

For details or to book places on safety at work courses, please
ring the Training Centre, Maresfield on 01323 462140.

For non-emergency matters, general enquiries,

the Service Complaints Officer, the Chairman of the Fire Authority

or the Chief Fire Officer & Chief Executive, please ring 0303 999 1000
or write to:

East Sussex Fire & Rescue Service
Church Lane
Lewes BN7 2DZ

Email: enquiries@esfrs.org
Website: www.esfrs.org



Your Suggestions

East Sussex Fire & Rescue Service would welcome your views on the way
in which we deliver our services.

Please feel free to comment on our current provision of services or how
you think our services could be improved for the future.

| have the following suggestions:

Please tear off this page and return it in an envelope to the address overleaf.

East Sussex Fire & Rescue Service complies with
the Data Protection Act and Freedom of Information Act
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Please detach, place in an envelope

and send to:

Chief Fire Officer

East Sussex Fire & Rescue Service

Church Lane

Lewes

East Sussex
BN7 2Dz
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