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Introduction 
A key priority for me as the Chief Fire Officer, the 
Directorate Leadership Team (DLT) and the Service 
Management Team (SMT) is to ensure we are  
effectively engaging with staff across all areas of the 
Service and that we are being as open and transparent  
as possible. 

My vision is to lead a team who are dedicated, motivated  
and passionate, and who strive to provide the best 
Fire and Rescue Service possible to the communities 

of Cumbria, in the most cost effective and efficient way. It is also important 
to me that we put staff welfare at the forefront of our activities, ensuring that 
we have a workforce who feel they have ownership, autonomy and influence 
in order to help shape the future of our Service.

In order to achieve this we wanted to get a better understanding of what it is 
like to work for the Service. As well as carrying out the staff survey we have 
also  been visiting Regular and On-call stations to give staff the opportunity 
to discuss issues directly with members of DLT, there has also been a  
number of IRMP engagement sessions around the county and I have my 
‘Coffee with the Chief’ sessions scheduled throughout the year. All of this 
will inform improvements to a range of activities including communications. 

This report summarises the feedback we received following the recent staff 
survey. You will see from the feedback there is learning for us as a service 
and as a leadership team, therefore it has been a really worthwhile exercise.  
Whilst there are some really positive areas there were also areas that 
require further improvement. Whilst the feedback from this survey gives a 
varied picture, it is positive to note there has been significant improvement 
since our last staff survey carried out in 2011. 

We have been through a period of significant change and the Service  
continues to strive to improve and transform. Whilst I appreciate some  
decisions or changes may not always be welcome, it is still important we 
engage you in the process and are open about what those changes are  
and why they are happening. 

Finally, I just want to say thank you for taking the time to complete the survey.  
Your views and opinions are really important to us and will help shape our 
great service going forward.

Steve Healey
Chief Fire Officer 
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Summary of feedback
We received a total of 193 responses, approximately 35% of the current 
workforce. The majority of respondents were Whole-time Firefighters (65%). 
A survey of On-call staff was carried out in Autumn last year.

It was reassuring to note that the majority of respondents (73%) are proud 
to work for Cumbria Fire and Rescue Service and the vast majority (81%) 
reported that they enjoy their job.

The survey did identify some areas to consider. They are:

 Recognition and value
 Career prospects
 Communication
 Leadership
 Managing change

Recognition and value
34% strongly agreed or agreed that they receive the recognition they 
deserve for doing their job well. One individual commented “I want to feel 
valued, as at times I don’t feel appreciated for the work I do.”

72% of staff reported that their line manager praises them when they have 
done a good job but only 53% of you agreed or strongly agreed that you get 
regular feedback on your performance from your manager. One respondent 
commented that they “feel very valued by direct managers.” 

Career prospects
There was a mixed response to the section around Learning and Development. 
33% strongly agreed or agreed to having good career prospects within the 
Service and 46% strongly agreed or agreed to having opportunities at work to 
learn and grow. An individual felt that little thought was given to progression for 
On-call Firefighters and was something that should be addressed in the future. 
Another suggestion was that there should be more support for Firefighters who 
want to progress to Crew Manager.
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Communication
The overall view of communication within the service was varied. There 
were low scores around honesty, feeling able to challenge the way things 
are done and feeling that views are appreciated and listened to. In contrast 
to this, 61% strongly agreed or agreed that they get the information they 
need to do their job well and 72% say that their line manager is a good 
communicator. This is backed up by a comment from an individual stating 
“Communication between management and Firefighters is in some  
instances non-existent but it is there in other situations.” 

Leadership
There were a number of comments about senior management and  
leadership within the Fire and Rescue Service. At the moment just 25% 
of those that responded strongly agreed or agreed that senior managers 
communicate clearly. 

Feedback about line managers was incredibly positive. 83% felt that their 
line manager treated them with respect and 68% said they could rely on 
their line manager to give them the support they need to do a good job.  
“I enjoy my job and feel valued by my line manager.”

Your team
As well as the positive feedback about line managers there was also positive  
feedback about teams and colleagues. 82% of respondents felt that the 
colleagues within their team respect each other and 75% of respondents 
felt a strong sense of belonging to their team. 84% of respondents feel that 
the people you work with in your teams demonstrate the council’s expected 
behaviours. “I love my shift, we are a good team.”

Change management 
Confidence in how change is managed within the Fire and Rescue Service 
is an area which many people viewed as weak. Only 15% of respondents 
expressed that change within the service is well managed and 32% felt that 
the service identifies and responds well to change. One respondent  
commented that “change isn’t implemented in a smooth manner with all 
factors taken into consideration.”

 Profile of respondents

  193 respondents in total

 Whole-time On call Green book
 65% 28% 7%

89% Male 11% Female

Age
 18
TO

24
25
TO

34
35
TO

44
45
TO

54
55
TO

64

4% 9% 9%28% 50%
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 Expectations, resources and recognition
These questions were framed around what it’s like day to day working for Cumbria Fire and Rescue Service.

 Strongly Agree   Agree   Neither/Nor   Disagree    
 Strongly Disagree   N/A

I feel that I receive the recognition I deserve 
for doing my job

I have the authority I need to do my job well

I have the right resources and equipment 
to do my job

I feel as if I contribute something meaningful 
at work

I am clear about what is expected of me

I enjoy my job

0 10 20 30 40 50 60 70 80 90 100
Percent %

7

11

7

30

23

31

27

50

43

48

56

50

24

25

23

13

11

9

21

8

19

6

8

8

20

5

9

3

2

3



Cumbria Fire and Rescue Service Staff Survey 2018

cumbria.gov.uk

7

 Training, feedback and development
This set of questions asked respondents to give their views on learning and development.

 Strongly Agree   Agree   Neither/Nor   Disagree    
 Strongly Disagree   N/A

There are good career prospects for me here

I have opportunities at work to learn and grow

I receive regular feedback on my performance 
from my manager

I review my training and development needs with 
my manager on a regular basis

I receive adequate training I need to do my job 
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Belonging, contribution, respect, ‘one-team’
This next set of questions looked at views and opinions of team working within the service.

 Strongly Agree   Agree   Neither/Nor   Disagree    
 Strongly Disagree   N/A

I am clear and understand the council’s  
‘one team’ approach

Colleagues within my team respect each other

I understand how my team contribute to the 
success of the council as a whole 

I feel a strong sense of belonging to my team
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Information, communication, listening and honesty
The next four questions explored how respondents felt about communication within the service.

 Strongly Agree   Agree   Neither/Nor   Disagree    
 Strongly Disagree   N/A

Communication within CFRS is open and honest

I feel I can challenge the way things are done 
in the organisation

I feel that any views I have are appreciated 
and listened to

I get the information I need to do my job well
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Line Management 
The following questions addressed how respondents felt about line management within the service.

 Strongly Agree   Agree   Neither/Nor   Disagree    
 Strongly Disagree   N/A

My line manager is a good communicator

My line manager has carried out an appraisal   
with me in the last 12 months

My line manager treats me with respect

My line manager is good at dealing with  
performance issues

My line manager praises me 
when I do a good job

I can rely on my manager to give me the 
support I need to do a good job

My line manager encourages me to make my 
own decisions where it is possible 
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Senior management
This set of questions explored how respondents feel about leadership within the service.

 Strongly Agree   Agree   Neither/Nor   Disagree    
 Strongly Disagree   N/A

Senior managers treat staff with dignity 
and respect

Senior managers seek and listen to  
suggestions from staff

Senior managers are visible/ 
show visible leadership

Senior managers listen, talk and keep 
in touch with staff

Senior managers communicate clearly about the 
council’s vision and priorities

Senior managers communicate clearly
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Behaviours, change management and equality
The following questions were exploring how respondents feel about the culture within the service.

 Strongly Agree   Agree   Neither/Nor   Disagree    
 Strongly Disagree   N/A

CFRS supports equality at all levels  
throughout the service

Change within the CFRS is well managed

I feel CFRS identifies and responds  
well to change

I feel CFRS has a clear customer focus

I feel senior management demonstrate 
these behaviours 

I feel that the people I work with in my team 
demonstrate these behaviours 

I am aware of the council’s  
expected behaviours
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 Strongly Agree   Agree   Neither/Nor   Disagree    
 Strongly Disagree   N/A

I would still like to work for CFRS  
in 12 months time 

Health, safety and welfare is taken seriously  
within CFRS

I achieve good levels of work life balance

The organisation  cares about my health 
and well being

I am proud to tell people I work for CFRS
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Confidence that action will be taken
How confident are you that action will be taken as a result of this survey?
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Comparisons
Below is a table which shows the comparison between the Cumbria Fire 
and Rescue Service survey responses from 2011 and 2018.

Issue % satisfied/
agree

CFRS
2011

CFRS
2018

Number of respondents 142 193

Not confident action will be taken as a result 77% 68%

Sufficient resources to do your job 32% 50%

Constructive feedback on your performance 30% 51%

Opportunities for career progression 13% 33%

Feeling valued/recognition for work done 17% 35%

Had appraisal in last 12 months? 47% 64%

Senior management show clear leadership 9% 25%

Senior management act openly and honestly 5% 21%

Senior management are interested in listening to  
staff opinions

8% 25%

Senior management act on the feedback provided  
to them

4% 28%

Well informed about what’s going on/I get the  
information I need to do my job well

13% 61%

Don’t want to be working for CFRS in 12 months 38% 16%
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 Progress so far
Recognition and value
A programme of recognition and engagement sessions are already  
underway at all On-call stations to celebrate the contribution our On-call 
Firefighters make to the service and thank their families and employers for 
their continued support.

The county council has an annual awards and recognition event (the  
Excellence Awards) and this year a number of staff attended the events 
around the county. Nominations will open towards the end of the year  
so don’t forget to get your entries in.

We have reviewed and updated the Awards and Commendations policy.
All staff should receive an appraisal every six months to check progress, 
discuss any concerns, identify training needs and celebrate achievements. 
We want to hear from you when things have gone well so we can share  
your successes both within the service and more widely.

Career prospects
We want you to feel that you have good career prospects and opportunities 
for progression. The promotion policy has been updated to simplify the  
process and help ensure that everyone has equal opportunities for progression  
should they want to. Learning and development pathways have been refreshed.  
The management team are constantly looking at other opportunities for staff 
development and welcome any views or suggestions from colleagues.

Communication and Leadership
A new communication and engagement strategy is being developed for 
CFRS, aligned to the county council’s new communications and engagement  
strategy. This will set out an improved approach around how you receive 
information and also how you have the opportunity to have your say. 
This strategy will be signed off and agreed by the Leadership Team and 
published on the intranet. This will include a range of initiatives including; 
‘Coffee with the Chief’, engagement sessions on topics such as the IRMP, 
the Chief’s Blog, the Leadership Team will be developing a series of “back 
to the shop floor” days, regular engagement events with crews carried out 
by the Service Management Team and much more.

Managing change
Change can be unsettling, however CFRS is committed to involving staff 
at the earliest opportunity to have your say on things that affect you. This 
will also be incorporated into the new communications and engagement 
strategy.

Action plan
Action By when

Communication and engagement strategy published and embedded 
as part of our usual business

November 2018

An Annual staff survey will be conducted and shared to  
benchmark progress 

March 2019

Delivery of a more inclusive IRMP and associated action plan April 2019

Progress reports on preparation and learning outcomes following 
HMICFRS inspection

Throughout 2018 
/ 2019

Continual engagement and communication with staff across the 
whole Service

Ongoing

Establish focus groups to inform communications and  
engagement activity

December 2018

Continual close working relationships with all Representative Bodies Ongoing

Continual engagement through working groups, including the  
on-Call Working Group

Ongoing
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Quotes
“Joining CFRS has given me a huge sense of achievement and has made me more confident.”

“Decisions that the senior management have taken in the recent restructure, and information that 
has been recently published such as ‘chief for a day’ are a step forward in communication and 

common sense.”

“I am proud to work for the organisation, however I feel Senior Management has lost touch with 
what it is to work as Firefighter with CFRS.”

“Love working for CFRS and feel very valued by direct managers. At times workloads are too 
excessive and not related to my job description/ what I’m actually responsible or but it’s cascaded  

down from senior management with an expectation to get it done in a timely fashion. Putting 
workloads under pressure. I realise this is due to budget constraints and not having enough  

team members.”

“I want to feel valued, as at times I don’t feel appreciated for the work I do.”

“For me as a brigade we place our resources in the wrong areas we should look to develop  
firefighters and understand the role of a firefighter has changed. The investment into Stores 

should be a priority from the brigade”

“Best directorate I have worked for.”

“It has always been a privilege to work within Cumbria Fire & Rescue Service.” 

“The Service is doing its best in challenging financial times.”
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“As a wholetime employee I am personally extremely proud of the work myself and on the run 
colleagues achieve but am disappointingly often feel let down by the upper management teams 
support. I feel like they seem to have forgotten what it means to be a firefighter and what is really 
important in this organisation - the most professional team possible rolling out the doors when the 
bells go down to do the best job possible to help the public. I feel like the management team have 
become so far removed within their own bubble that they have forgotten what really matters. But  
I feel that we are often viewed as being part of the problem, rather than being the ones carrying 

out the most important role.” 

“I am proud to do the job I always wanted to do from a kid. I get frustrated at the inconsistences  
of decisions or non-decisions that are made at higher levels. The gulf between firefighters and  

senior management is now as big as ever this resulting in poor communication. When decisions 
are being made that effect watch level these people should be spoken to as they are the people 

who are having to make these decisions work. Not all changes have been bad but some bad 
decisions could have been avoided if more communication took place.”

“CFRS continue to deliver a high quality service to the communities of Cumbria against a  
decreasing budget, and demonstrates a ‘Can do Attitude’.”

“CFRS do a fantastic job with the resources that we have. Only improved funding will give us real 
opportunities to build on what we already do. Increased funding may not happen in the short term 
so, for me, it is all about reshaping the things we already do which means doing things differently 
which takes a lot of buy at all levels. I am confident that we will continue to do things with the very 
best of intentions as long as we firmly integrate a mind-set that we only have a limited amount of 
resources available and sometimes it isn’t a bad thing not to achieve everything that we aim for. 

This doesn’t mean that we won’t continue to move forward with determination and focus.”

“Overall a rewarding occupation, all mostly good. Would like to see more devolved responsibility. 
Problems that affect the shop floor resolved at that level. Senior managers make changes that 

don’t affect them and have little regard for the changes that others lower down in the organisation 
then have to adapt to.” 
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“I am extremely proud to work for CFRS and I enjoy coming to work, I feel challenged and  
motivated to do well and improve. The restructures and last minute promotions can be unsettling 
for many but I feel we work as well as we can under the circumstances. Overall I feel CFRS are 

doing a lot of things well with the minimal resources but it would be a morale boost to see  
investment of additional personnel in areas such as operational training and stores.”

“I believe I have a fantastic job for which I’m very proud of. I do believe though, that as current 
senior managers have risen through the ranks and deservedly so, they somewhat forget what 
it was like at the operational stage of their careers when making decisions based upon county 
council budgets. I believe this is a great job that is working well as it is and doesn’t require such 

radical unnecessary change.”

“I feel CFRS still lacks the One Team Approach, Senior managers still seems to hold on to  
information that could and should be cascaded down but this seems to be held on to as a  

matter of power and control, when it could be used to empower all. Senior managers don’t seem 
to appreciate the Ff ‘s/ Staff below. Example on all social media sites, Twitter etc. Quite a few 
Senior managers over Easter were open and praised staff thanking them for their hard work, 
nothing from Cumbria! Over all I can see that they are trying to become more transparent but 

seem to lack the drive to make it happen.




