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   1 Introduction

Highlands & Islands Fire & Rescue Service provides a fi re, rescue 

and community safety service to an area which is equivalent to 

Belgium in size but with a total population of around 280,000 

people. 

The population and the industrial infrastructure is spread across 

the large mainland area and numerous islands. Communications 

in some areas can be diffi cult and many communities have to 

be self suffi cient, as emergency support may be a considerable 

distance away.  

We protect and assist people who live and work in the area, 

and the many visitors who come to the Highlands and Islands 

throughout the year. 

When emergencies occur, speed of response is critical. We 

have the specialist skills and equipment needed to respond to fi res, fl ooding, road traffi c accidents, 

explosion hazards and many other life-threatening incidents that can occur without warning in daily 

life.

Our principal functions are protecting the community through promotion of safety initiatives, and 

safeguarding the lives and property of residents and visitors by responding promptly to emergencies. 

Protecting the people and economy of an area as large as the Highlands and Islands can be a 

demanding challenge that requires an innovative and caring response. Our Service Planning process 

helps us to plan for, and deliver, an effi cient and effective service to all the communities we serve 

throughout the Highlands and Islands.

As a modern Fire & Rescue Service we aim to continually improve the services we provide to all of 

the communities we serve.

This Service Improvement Plan confi rms the nine key objectives that the Highland and Islands Fire 

Board has set for the Service to secure continuous improvement.

The plan identifi es a lead offi cer for each objective and provides details of how success can be 

measured and reported.

Section 9 provides information as to how you can contact the Service, and I would welcome your 

views on any aspect of the plan.

David Wynne
Chief Fire Offi cer
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   1 Ro-Ràdh

Tha Seirbheis Smàlaidh is Teasairginn na Gàidhealtachd & nan Eilean a’ frithealadh air sgìre cho 

mòr ris a’ Bheilg – le seirbheis smàlaidh, teasairginn agus sàbhailteachd sa choimhearsnachd – ach 

anns a bheil mu 280,000 duine a’ fuireach. 

Tha sluagh is goireasan gnìomhachais na sgìre sgapte thar mòr-thìr fharsaing agus grunn 

eileanan. Uaireannan bidh conaltradh ann an cuid a cheàrnaidhean doirbh, agus feumaidh tòrr 

choimhearsnachdan a bhith comasach frithealadh orra fhèin, agus fhios aca ’s math dh’fhaodte gu 

bheil taic èiginn astar fada bhuapa.

Tha sinn a’ dìon agus a’ cuideachadh dhaoine a tha a’ fuireach agus ag obair san sgìre, agus an 

t-iomadh neach-tadhail a thig don Ghàidhealtachd agus do na h-Eileanan gach bliadhna.

Nuair a tha cùis-èiginn ann, tha e deatamach gun dèiligear rithe gu luath. Tha na sgilean agus 

uidheamachd shònraichte againn a dh’fheumar gus dèiligeadh ri teintean, tuiltean, tubaistean rathaid 

agus cunnart spreadhaidh no dol-a-mach sam bith eile a tha a’ cur beatha dhaoine ann an cunnart 

agus iad seo uile gam bualadh gu math tric gun fhiosta dhaibh nam beatha làitheil.

’S iad ar prìomh dhleastanasan a’ dìon na coimhearsnachd agus sinn a’ brosnachadh iomairtean 

sàbhailteachd, agus a’ dìon beatha agus sealbh muinntir na sgìre agus luchd-tadhail le bhith 

dèiligeadh ri cùisean-èiginn gu luath

Uaireannan ’s ann dùbhlanach dha-rìribh a tha e muinntir agus eaconamaidh na Gàidhealtachd 

agus nan Eilean a dhìon leis cho mòr sa tha an sgìre agus ’s e a tha a dhìth, fuasglaidhean ealanta 

agus cùramach. Tha am Planadh Seirbheis againn gar cuideachadh gus planadh airson seirbheis 

èifeachdach is bhuadhach agus an t-seirbheis sin a bhuileachadh anns gach coimhearsnachd air a 

bheil sinn a’ frithealadh air a’ Ghàidhealtachd agus anns na h-Eileanan.

Mar Sheirbheis Smàlaidh & Teasairginn an là an-diugh tha sinn daonnan ag iarraidh piseach a thoirt 

air an t-seirbheis a tha sinn a’ toirt do na coimhearsnachdan againn.

Tha Plana Leasachaidh na Seirbheis a’ daingneachadh nan naodh prìomh cheann-uidhe a tha Bòrd 

Smàlaidh na Gàidhealtachd agus nan Eilean air a stèidheachadh airson na Seirbheis feuch am bi 

piseach a’ sìor thighinn air cùisean.

Tha am plana a’ comharrachadh prìomh oifi gear airson gach ceann-uidhe agus tha e ag innse mar 

a ghabhas soirbheachadh a thomhas agus a chur an cèill.

Tha fi osrachadh ann an Earrainn 9 mu mar a chuireas sibh fi os chun na seirbheis, agus chuirinn 

fàilte air ur beachdan mu phàirt sam bith den phlana.

David Wynne
Àrd-Oifi gear Smàlaidh
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   2 Mission Statement

Our Service is committed to 

“Helping make the Highlands and Islands a safer and better place to live, work and 
visit”

which we will achieve through the delivery of our four strategic aims and nine objectives.

   3 Our Aims

Our key strategic aims are:

Aim 1 - Prevention

Engaging with our communities to inform and educate people in how to reduce the risk of fi res and 

other emergencies.

Aim 2 – People

Providing the support for a well equipped, skilled, and motivated workforce whose composition and 

purpose refl ects the risks and diversity of the communities we serve.

Aim 3 - Response

Planning and preparing for emergencies that may happen, and making a high quality, effective and 

resilient response when emergencies arise.

Aim 4 - Resource

Managing our resources effi ciently and effectively, ensuring value for money, demonstrating public 

accountability, and championing environmental responsibility.
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   2 Rùn Amais

Tha e na rùn do ar Seirbheis

“A bhith cuideachadh gus am bi a’ Ghàidhealtachd agus na h-Eileanan nas 
sàbhailte agus nas fheàrr do dhaoine a bhith a’ fuireach is ag obair ann, agus 
tadhal air”

agus nì sinn sin le bhith a’ coileanadh ar ceithir amasan ro-innleachdail agus ar naodh 

cinn-uidhe.

   3 Ar n-Amasan

’S iad ar prìomh amasan ro-innleachdail:

Amas 1 – Casgadh

A’ conaltradh ri ar coimhearsnachdan gus innse is ionnsachadh do dhaoine mar as urrainn 

dhaibh oidhirpean a dhèanamh gus nach tachair teintean is cùisean-èiginn eile.

Amas 2 – Daoine

Taic a chumail ri sgioba luchd-obrach a tha air an deagh uidheamachadh, sgileil, agus air 

am misneachadh agus a tha a’ riochdachadh len rùn na cunnartan agus an t-iomadh seòrsa 

coimhearsnachd dha bheil sinn a’ toirt seirbheis.

Amas 3 – Dèiligeadh

A’ planadh agus ag ullachadh airson cùisean-èiginn a dh’fhaodadh tachairt, agus a’ dèiligeadh 

riutha, nuair a dh’èireas iad, le buaidh, èifeachd agus gu seasmhach.

Amas 4 – Cumail Suas

A’ cur ar stòrais gu feum le buadh is èifeachd, a’ dèanamh cinnteach gu bheilear a’ faighinn 

luach an airgid, a’ sealltainn gu bheil sinn cunntachail don phoball, agus a’ brosnachadh uallach 

airson na h-àrainneachd.
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   4 Our Objectives

We have identifi ed nine strategic objectives as key to helping us deliver our four strategic aims.  

These objectives will focus the use of our resources over the short and medium term, and are listed 

in the table below and explained in more detail in the following pages.

We work closely with Community Planning Partnership organisations in Local Government, the Police 

and the NHS to support the Scottish Government’s 15 National Objectives.  We align our strategic 

objectives with the Government’s National Objectives and in turn we contribute to the achievement 

of our four constituent Local Authorities’ Single Outcome Agreements.  These specify the actions 

each Authority will take to meet the National Objectives and improve the safety and security of our 

communities.

Objective
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Verifi cation of our Operational Capability a a a

Effective Management of our Retained Availability a a a a

Undertake a Review of Training a a a

Defi ne our Fire Cover Model a a

Review our Asset Management Strategy a a

Improve Communication within the Service a a a a

Review our IT Strategy a a

Undertake a Review of our Key Documentation a a a

Prepare for the Government’s Spending Review Outcomes a
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   4 Our Objectives

  
  Objective 1:  Verifi cation of Our Operational Capability

We will examine all our procedures for the 
delivery of operational performance to ensure 
that they are in accordance with nationally 
accepted good practice.  This will include 
operational pre-planning, receipt of calls for 
assistance and post incident considerations. 

Responsibility: Head of Operations

Linked to our Aims: People, Respond, 

Resource

Linked to National Objectives: 6, 9, 12, 

and 15

  We will measure our success through the following achievements:

a Improvement in Operational and Service performance

a No risk critical failures in operational practices

a Production of Operational Assuredness and Operational Performance Management 

Frameworks

a Operational policies and guidance which are fi t for purpose and implemented by all staff

a A mechanism to monitor, audit and review Operational Assuredness

a Operational staff are aware of their roles and responsibilities in achieving the Service 

Delivery objectives

a Safe and effective fl ood response capability across the Service
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   4 Our Objectives

  
  Objective 2:  Effective Management of our Retained Staff Availability

Responsibility: Head of Operations

Linked to our Aims: Prevent, People, 

Respond, Resource

Linked to National Objective: 9, 11 and 

15

To ensure that the availability of our Retained 
staff is effi ciently and effectively managed and 
that we have the most effi cient mechanism for 
the payment of Retained employees.

  We will measure our success through the following achievements:

a A staff availability system that assists in identifying and managing gaps in service 

delivery

a A reduction in the number of appliances which are “off-the-run” due to staff availability

a A system that provides the basis for the effi cient disbursement of Retained staff 

payments, sickness and holidays.
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   4 Our Objectives

  
  Objective 3:  Undertake a Review of Training

Responsibility: Head of Development

Linked to our Aims: People, Respond, 

Resource

Linked to National Objectives: 3, 11 

and 15

  We will measure our success through the following achievements:

a Clearly defi ned training and development programmes

a Staff are fully trained and skilled to undertake their role

a An audit process which confi rms that staff remain competent in their roles

a Staff have access to training and development opportunities beyond the “maintenance of 

skills programme”

a A quality assurance programme to monitor the quality of the training delivered

a Training delivery which makes best use of the available resources

Undertake a review of our training and 
development provision to provide an effective 
mechanism which ensures that personnel 
have the relevant skills and are appropriately 
trained.
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   4 Our Objectives

  
  Objective 4:  Defi ne our Fire Cover Model

Responsibility: Head of Community Risk 

Management

Linked to our Aims:  Respond, Resource

Linked to National Objectives:  9, 10, 

12 and 15

  We will measure our success through the following achievements:

a Defi nition of appropriate and proportionate level of fi re cover provision within the Service’s 

communities

a Publication of the fi re cover model to our communities

a Application of the fi re cover model

a Improvement in our responses to incidents

Continue the development of Stage III of our 
Integrated Risk Management Plan (IRMP).  This 
will  look at how we deliver fi re cover provision 
to our communities across the Service area.
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   4 Our Objectives

  
  Objective 5:  Review our Asset Management Strategy

Responsibility: Head of Corporate 

Services

Linked to our Aims: Respond, Resource

Linked to National Objectives: 14 and 

15

  We will measure our success through the following achievements:

a A fi ve year Asset Management Plan 

a A reporting and review mechanism to ensure the Asset Management Plan remains 

fl exible and continues to meet the changing needs of the Service

a Opportunities identifi ed for sharing assets with our Community Planning Partners

a Development of a single Asset Management system, running on a common IT platform

a Integration of the Asset Management Plan into the Performance Management process

To develop a fi ve year Asset Management Plan 
to ensure buildings, appliances, equipment, IT 
equipment and all other Service assets meet the 
minimum required standard.
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   4 Our Objectives

  
  Objective 6:  Improve Communication within the Service

Responsibility: Head of Corporate 

Services

Linked to our Aims:  Prevent, People, 

Respond, Resource

Linked to National Objectives: 14 and 

15

  We will measure our success through the following achievements:

a A clear communication structure is defi ned

a Appropriate tools for communication are defi ned and are in place

a Increased use of the Service Intranet by Stations

a Staff feel that communication within the Service has improved

a Consistent adoption of procedures, policies and instructions across the Service

To ensure there is effective communications 
throughout the Service ensuring that 
information is received by the appropriate 
people, at the appropriate time and in an 
appropriate format.
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   4 Our Objectives

  
  Objective 7:  Review our IT Strategy

Responsibility: Head of Corporate 

Services

Linked to our Aims: People, Resource

Linked to National Objectives: 14 and 

15

  We will measure our success through the following achievements:

a An established IT Strategy and Implementation Plan

a Appropriate staffi ng structure, training programme and accommodation for IT staff

a Appropriate service contracts in place with third parties for all outsourced services

a A fast and resilient network infrastructure available across the entire Service area

a A tried and tested disaster recovery process

a Long term IT Capital Plan and Asset Management Strategy

a Documented succession planning for the IT function

a Improved help desk availability

Ensure the Service has an IT Infrastructure 
and service provision that is fi t for purpose 
and meets the requirements of an emergency 
service for the next fi ve years.



13Highlands & Islands Fire & Rescue Service Service Improvement Plan 2011/12 - 2013/14

   4 Our Objectives

  
  Objective 8:  Undertake a Review of our Key Documentation

Responsibility: Head of Corporate 

Services

Linked to our Aims: People, Respond, 

Resource

Linked to National Objectives: 15

  We will measure our success through the following achievements:

a All key documents are identifi ed and prioritised for review or production

a All key documents are produced in the Service template

a The Service Document Control Procedure is adopted and adhered to across the Service

a All staff are aware of key documents and where to fi nd them

Ensure the Service has a single set of key 
documents available from a single point of 
reference that are regularly reviewed and 
updated.
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   4 Our Objectives

  
  Objective 9:  Prepare for the Government’s Spending Review Outcomes

Responsibility: Head of Corporate 

Services

Linked to our Aims: Resource

Linked to National Objectives: 14 and 

15

  We will measure our success through the following achievements:

a Effi ciencies and savings identifi ed and delivered against spending review targets

a Budget holders deliver required savings

a Staff forum involved in identifying, evaluating, recommending and communicating the 

savings plan

a Long term Asset Management Plan established

a Produce an Effi ciency Plan for 2012-13

a Infl uence the National Strategy Review and implement the actions of the Review

a Infl uence the independent review of Public Sector Services in Scotland

a Opportunities identifi ed for sharing assets and services with our Community Planning 

Partners

Ensure the Service has a fi ve year fi nancial 
strategy that allows it to deliver savings in 
line with the targets identifi ed within the 
Government’s  Spending Review and refl ects 
the public sector reform programme.
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   5  Performance Management

Performance Management Framework

We have a performance management framework to monitor and manage our performance 

systematically and this Service Improvement Plan is key to focusing our activities over a three year 

period, and in particular the coming year.

The actions which will support our strategic objectives are captured in departmental plans for each 

fi nancial year.  These in turn are summarised in departmental targets recorded centrally on the 

Service’s monitoring System, and also monitored by the Strategic Leadership Team (SLT) at regular 

intervals as part of the performance management cycle.

A summary of our performance achieved during the year is produced in the annual Public Performance 

Report.    Included within that report is our progress against Statutory Performance Indicators (SPIs).   

SPIs are defi ned by the Accounts Commission and assist in comparing the performance of our 

Service with that of other Fire & Rescue Services.

We have developed a small set of Key Performance Indicators (KPIs) to report performance to 

the SLT and the Fire Board.  These KPIs concentrate on the measures that would be of particular 

importance to stakeholders.

Both sets of performance indicators are a simple way of monitoring performance against targets as 

well as identifying opportunities for improvements and making necessary changes.

 

Quarterly Performance Reports

We produce performance reports on a quarterly basis; one for the Service as a whole, and one for 

each of our four constituent authorities: Highland, Shetland Islands, Orkney Islands and Western 

Isles.   

The reports provide updates on progress against our Service Improvement Plan objectives and our 

KPIs, along with summaries of our fi re safety activities, statistical and benchmarking information.  

Extracts of signifi cant incidents and brief news items are also included in these reports.

Best Value

We are committed to ensuring that the services we provide are as effi cient and effective as possible 

and meet the requirements of Best Value in the provision of those services.  

The improvement of our business processes continues to be a priority, as is making awareness of cost 

effectiveness in all we do, part of our Service culture.  Our fi ve year fi nancial strategy will endeavour 

to deliver savings in line with the Government’s current spending review and the outcomes of the 

National Strategy Review.
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   6  Our IRMP Action Plan

This Action Plan sets out our plans for improving the safety of our local communities over the coming 

year. This is the 7th Annual Action Plan to be produced and follows on from the overarching Integrated 

Risk Management Plan (IRMP) which was published in April 2005. 

Previous IRMP Action Plans have taken the Service a considerable way towards the Board’s aim for 

the Fire Service of ‘Helping make the Highlands and Islands a Safer and Better Place to Live’. As 

a Service we continually strive to ensure we have the most effective risk reduction strategies which 

place the right people, with the right skills, doing the right thing, at the right time. 

In doing so, the Service continues to work closely 

with key agencies and partners on areas of 

common concern, as such we rely on those living 

in local communities to work with us through close 

and meaningful engagement if we are to reduce 

the incidence of fi re and other emergencies and 

to target and assist those who are most at risk.

During 2010/2011 we continued to progress the 

Risk Review of the Service area in accordance 

with the Board’s Risk Review Framework. As 

part of this ongoing process, the Service is now 

progressing Stage III – Alternative Fire Cover Model and associated analysis. 

This stage of the IRMP Risk Review Framework will build on sustainability information and 

performance data relating to each and every station. In considering what and where the Service 

provides intervention and prevention resources we align known risk and resilience requirements to 

ensure that we continue to deliver an effective and effi cient service now and in the future.

During 2011/12 we will:

• Develop solutions from the Stage III process. The Service recognises that it must be capable 

of providing an effective response to emergency incidents.  We will progress the Board’s Risk 

Review Framework and publish IRMP Risk Review Stage III – “Alternative Fire Cover Model” 

which will examine the intervention capacity aligned with known risk and overall resilience across 

the Service area

• update our risk modelling software (FSEC) with 2010/2011 data 

• continue to gather evidence and undertake analysis to manage risk across our entire Service 

area through the application of the FSEC and Mosaic data models



17Highlands & Islands Fire & Rescue Service Service Improvement Plan 2011/12 - 2013/14

   6  Our IRMP Action Plan

Through the continued application of the principles of IRMP, the Service will continue to develop 

appropriate protection and prevention strategies which will enhance safety within our communities. 

Whilst we will maintain the delivery of Community Fire Safety education and information, the Service 

will also consider the best way in which our resources are allocated to maximise our capacity to save 

lives. 

As such, we will: 

• enhance community safety by the effective delivery of community safety information and education 

focusing on identifi ed vulnerable groups through the delivery of 5000 home fi re safety checks 

• based on identifi ed risk, review the use of our resources and work with partner organisations to 

provide training for those working with vulnerable members of the community 

• continue to develop our work aimed at providing positive experiences for young people within 

their communities 

• work with key partner agencies to progress our strategy to reduce unwanted fi re calls 

• support the development of a Fire Board policy on the promotion and use of domestic fi re 

suppression systems in the homes of vulnerable residents and in new build premises

• Continue to enforce the Fire (Scotland) Act 2005 Part 3 (see below)

As Enforcing Authority for the Fire (Scotland) Act 2005 Part 3, the Service is required to sample high 

risk premises to ensure appropriate levels of fi re safety are being provided by the person responsible 

for the premises. 

As such we will: 

• continue the enforcement of the Fire (Scotland) Act Part 3 for those premises presenting the 

highest risk to life

• continue to assist stakeholders in their duty to provide appropriate levels of fi re safety based upon 

risk assessment 
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   7  Our Financial Plan

Introduction

Financial planning continues to be a core activity for the Fire Board and the Service.  The compilation 

of our budget is heavily infl uenced by our strategic aims and objectives and by the Scottish 

Government’s current spending review.

Following the Scottish Government’s spending review announcement in November 2010, we have 

prepared a revenue budget which delivers a cash saving reduction of £580,000, whilst at the same 

time increasing our investment in operational delivery and training.

Our capital needs and the funding we have available, to invest in our capital programme, remain out 

of balance and we have prepared our budget for 2011/12 assuming a reduction of £1,127,000 in the 

level of funding.

The two tables below show our revenue and capital budgets for 2011/12.

Revenue Budget 2011/12

£000’s %

2010/11 Budget             22,366

Savings

Effi ciencies (796) -3.6%

Other (21) -0.1%

Increases

Training RDS Staff 109 0.5%

Increased Incident Levels 128 0.6%

2011/12 Budget 21,786 -2.6%

Capital Budget 2011/12

£000’s

Buildings Programme including site 

acquisitions and refurbishments 1,020

Vehicles & Equipment 780

IT & Communications 345

Total Planned Expenditure 2,145
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   8  The Scottish Government’s 15 National Outcomes

National Outcome
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1 We live in a Scotland that is the most attractive place for 

doing business in Europe

2 We realise our full economic potential with more and better 

employment opportunities for our people

3 We are better educated, more skilled and more successful, 

renowned for our research and innovation

a

4 Our young people are successful learners, confi dent 

individuals, effective contributors and responsible citizens

5 Our children have the best start in life and are ready to 

succeed

6 We live longer, healthier lives a

7 We have tackled the signifi cant inequalities in Scottish society 

8 We have improved the life chances for children, young people 

and families at risk

9 We live our lives safe from crime, disorder and danger a a a

10 We live in well-designed, sustainable places where we are 

able to access the amenities and services we need

a

11 We have strong, resilient and supportive communities where 

people take responsibility for their own actions and how they 

affect others

a a

12 We value and enjoy our built and natural environment and 

protect it and enhance it for future generations

a a

13 We take pride in a strong, fair and inclusive national identity a a a a

14 We reduce the local and global environmental impact of our 

consumption and production

a a a

15 Our public services are high quality, continually improving, 

effi cient and responsive to local people’s needs

a a a a a a a a a
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   9  Comments & Feedback

Comments and Feedback

We would welcome any comments you may have about this Service Improvement Plan, or the way 

in which we deliver our services. If you would like to contact us about this Plan or about any other 

issues, please write to:

Head of Corporate Services
Highlands & Islands Fire & Rescue Service
16 Harbour Road
Longman West
INVERNESS
IV1 1TB

You can also contact us by phone, fax or e-mail as shown below:

Telephone:   01463 227000
Fax:   01463 236979
e-mail:  enquiries@hifrs.org

Our web site (address http://www.hifrs.org) contains useful information about the Service and 

provides access to electronic copies of our published documents. 






